Your Homes Matter

Tenants’ Newsletter - Autumn 2015

The results are in...
Green-fingered tenants have been rewarded for
their hard-earned efforts in our annual garden
competition. There were 34 entrants for the
competition which was open to any Council tenant
or leaseholder.

The first place winners were:

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.
The judges, including two tenants, visited the gardens on July 21 and 22, 2015.
Judge Paul Day said: “We saw a lot of new entries for the garden competition
this year and the standard was very high – so high that we decided to give
extra prizes for effort in a new special award category. So well done everybody
for a really good show.”

Norman Kirk – best house / ﬂat garden

Wates Living Space, the Council’s home improvements contractor, sponsored
the special awards.
The Mayor of Charnwood, Councillor John Capleton, presented the awards. He
said: “This competition is popular with our tenants and is a chance to show
off their efforts, no matter how big or small an area they have to work with. A
beautiful garden helps to make the whole area look more attractive and it was
fantastic to see such a high standard of gardening and people taking pride in
their outdoor space.”
Councillor Leigh Harper-Davies, Cabinet Member for Housing, Revenues and
Benefits, said: “Pride in Charnwood is one of the Council’s key values so it is
wonderful to see tenants taking pride in their gardens and local area.

The Mills, Quorn (even numbered ﬂats)
Graham and Victoria Barradell – best
communal garden

“We are proud of their efforts
and happy to support this
popular competition.”
High street vouchers were
awarded to the winners
who were presented with
their prizes by the Mayor of
Charnwood at an event at
Loughborough Town Hall.
Jack Barkworth – best hanging basket /
balcony

St Paul’s Court – Roy Hill – best
sheltered court garden
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A helping hand
Our Tenancy and Estate Management
Officers (Housing Officers), Anti-Social
Behaviour Officers, Tenancy Support
Officers and Income Officers are all
trained to offer help, support and
advice to tenants who need it and
they can make a real difference to
people’s lives. Here’s how we helped
one tenant recently…
John was in a joint tenancy with his
partner. When the relationship broke
down and his partner moved out,
John became very depressed. The
situation worsened when his partner
terminated the tenancy, effectively
leaving John in the house as an illegal
occupier.
One of our Tenancy Support Officers
got in touch with John and worked
with him to identify what help he
needed. John was suffering with some
serious health issues (both physical

and mental), getting into debt and his
three-bedroomed property was too big
for him to manage.
What we did:
• Put John in touch with mental health
professionals
• Helped him to complete a housing
benefit application and get the
payments backdated so that his rent
arrears were cleared

to. The work also meant that a threebedroomed property was made
available to families who need the
space.
Sometimes customers don’t always
feel able to engage with us, however
when they do we can quite often offer
a range of support which can improve
their situation dramatically.
Things to remember:

• Helped him apply for PIP (Personal
Independence Payment)

• If you have a joint tenancy, it can be
terminated by just one of you

• Worked with the Housing Needs
team to find John a smaller property

• Don’t ignore your debts – tell us as
soon as possible if you’re struggling
and we’ll do everything we can to
help

• Accessed funding to help with the
cost of moving
John is now happy in his new home,
his arrears are cleared and he is
receiving the benefits he is entitled

• Talk to us about downsizing if you
feel your property is too big for you
to manage

Leave it as
you’d like it
When tenants move out of a property it
is often left with damage or containing
rubbish and unwanted furniture.
Any work we have to carry out to bring the property up
to the standard agreed for empty properties has to be
recharged to the leaving tenant.
Please help us, and avoid a bill for repair or waste removal,
by leaving your home in a reasonable state. That way,
we can spend more time and money on improving your
homes instead.

Follow us on
Twitter

Your Charnwood,
Your say!

Keep up to date with the latest news,
events and information from the
Council by following us at
www.twitter.com/charnwoodbc

We want to hear your views on our services and Charnwood
as a place to live. Please visit www.charnwood.gov.uk/
survey to answer a few questions to help us improve.
Or call 01509 634705 to request a paper copy.

2
www.charnwood.gov.uk

Annual Report 2014/15
Welcome to Charnwood Borough
Council’s Annual Report for 2014/15
for tenants and leaseholders. The
Landlord Services department
manages more than 6,000 properties
(including garages and shops) across
the borough.
This report aims to let tenants and
leaseholders know how we have

performed in the financial year, from
April 1, 2014 to March 31, 2015.
During that time the Council spent
£8.6 million maintaining your homes
and delivering services. We also
spent a further £7.3 million making
improvements to properties.
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.
We hope that you have noticed the
developments that have taken place.
We will always welcome your feedback
to help us improve our services.

Eileen Mallon,

Councillor Leigh Harper-Davies,

Strategic Director of Housing, Planning and Regeneration
and Regulatory Services

Cabinet Member for Housing, Revenues and Benefits

Customer Involvement
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 the
Charnwood Housing Residents’ Forum, Senior Citizens’ Forum, Leaseholders’ Forum, Housing Management Advisory Board,
Focus groups and Reading Panel.

What we’ve done

What we’re going to do

• Involved customers in helping us to shape our repairs service and to review our
repairs and investment priorities through a Repairs Scrutiny Group

• Carry out a tenant satisfaction
survey to gather your views on key
areas of our service and to help us to
identify areas for improvement

• Carried out a voids (empty properties) satisfaction survey, and improved our ‘fit
to let’ standard
• Supported a number of community groups to deliver an event or initiative in
their local community
• Recruited community representatives in Loughborough and Anstey to support
those communities
• Committed £50,000 to estate improvement schemes put forward by groups of
tenants through our Tenant Bid Policy

• Review our Customer Engagement
Strategy to look at ways of
promoting and increasing
opportunities for tenants and
leaseholders to get involved in
engagement activities

• Held a successful annual garden competition with 34 entries
• Involved customers in developing service improvements. For example, selecting
colours and finishes for new kitchens and bathrooms
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Property improvements
88%

Investing in our council properties to make them decent places to live is a key priority.
This team delivers planned improvements such as new kitchens, bathrooms, heating,
doors, external painting etc.

customer
satisfaction

What we’ve done

What we’re going to do

• We have installed 514 new kitchens including the electrical upgrade where necessary

• Invest a further £8 million
into Decent Homes works
this year. This work will
include kitchens, bathrooms,
heating, windows, doors,
smoke alarms, scooter stores,
adaptions, roofing, fire safety
work

• We have installed 530 new bathrooms including the electrical upgrade where necessary
• As part of our £200,000 fire safety budget we have installed a combination of
651 front, rear and fire doors along with new mains smoke detection
• We have installed 98 full central heating systems with new energy efficient boilers
including fuel switches from electric to gas
• We received 88% customer satisfaction
• We have installed new communal lighting in a number of blocks and in our sheltered
schemes
• We adapted 169 homes with the installation of level access showers
• We undertook 44 structural works including extensions, underpinning and damp proof
courses
• We renewed and resurfaced car parks at Durham Road, St Peters Court and Sorrel Court

• Continue our planned
maintenance programme
including installing LED
energy efficient lighting,
communal/external painting,
replacement of shed doors,
communal doors and door
entry systems

Repairs
Our busy repairs team handle day to day repairs which are reported to us by tenants.
This can be anything from a broken light to a leaky tap.

99% of all
repairs completed
within target

What we’ve done

What we’re going to do

• Completed 13,955 responsive repairs with:

• Complete around 14,000 responsive repairs

an average
wait time of
9.87 days

an average cost
per repair of
£84.32

99% of all repairs
completed within
target timescales

• Completed works in 497 void properties with:
an average completion
timescale of less than
10 days

an average cost
per property of
£1728.70

• Used £650,000 worth of materials to complete the works
• Reviewed existing contracts ie subcontractors we
currently use for specialist services to provide added value
for money and cost savings

• Aim to reduce average wait times to less than 9 days
• Aim to keep the average cost of a repair below £100
• Make savings of around 10% on the cost of materials
through our contract with Jewson
• Invest in the latest mobile working technology in order for
repairs to be scheduled and processed more efficiently
• Source a new ﬂeet of repairs vehicles to provide fuel
efficiencies and reduce our carbon footprint
• Install energy efficient light fittings that reduce running
and maintenance costs
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Gas service and maintenance
To keep tenants safe in their homes, we service all gas appliances each year to make sure they
are working efficiently and safely. Our contractor, Sure Group, carries out this work for us.

95%

customer
satisfaction

What we’ve done

What we’re going to do

• Serviced 5,350 properties so that 99.9% of homes have a Landlord Gas Safety
Certificate

• Aim to complete gas safety checks at
100% of our properties each month
with your help in providing access to
your home

• Installed 2,230 carbon monoxide detectors
• Installed 62 energy efficient boilers
• Attended 3,623 boiler and central heating repairs
95%
of these we fixed on
the first visit

95.6%
of these we
completed on time

• 731 satisfaction surveys showed 95% of customers were satisfied
with the service
• 99.8% were satisfied or extremely satisfied with our gas contractor Sure Group
• Of the 8,973 activities our gas contractor Sure Group undertook we upheld
three complaints

• Continue to install carbon monoxide
detectors in gas and solid fuel
heated properties and check the safe
operation of smoke detection in your
home
• Continue to improve the service
to deliver the highest levels of
customer satisfaction, completing
within time, right first time, keeping
you safe and warm in your home

Tenancy management and support
90%

We aim to support out tenants in any way we can. Our housing officers and tenancy support
officers help tenants with any questions or concerns they have.

What we’ve done

customer
satisfaction

What we’re going to do

• 457 tenants received help from Tenancy
Support Officers

• Visited 94.5% of new tenants within
four weeks of the tenancy start date

• Consult tenants on a new
Tenancy Agreement

90% of tenants were satisfied with
the service they received

• Helped 47 people move to alternative
accommodation through the Mutual
Exchange Scheme

• Develop a multi-agency
approach to supporting and
managing tenants who hoard

• Generated an additional £57,000 of
rental income eg 80 Housing Benefit
applications, 60 claims for backdated
Housing Benefit and 12 Discretionary
Housing Payments
• Helped 84 tenants to claim financial
help through charity applications and
community care grants
• 421 new tenants moved in and
94.7% of them remained in their
homes for more than 12 months

• Used the Probation Service Community
Payback Scheme to help over 40
vulnerable and elderly tenants manage
their gardens
• Completed 100% of our monthly
communal area fire safety inspections,
visiting every one of our 283 communal
areas and 21 sheltered schemes every
month
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Anti-social behaviour (ASB) services
89.6%

Keeping tenants safe and happy is a priority for us and our dedicated Anti-Social Behaviour
team investigates complaints of ASB, working with all those involved to resolve the situation
as quickly as possible.

customer
satisfaction

What we’ve done

What we’re going to do

• Signed up to a nationally-recognised ASB Charter demonstrating our commitment to
tackling ASB

• Produce a new policy and
procedure for preventing
and managing anti-social
behaviour which reﬂects new
legislation and will increase
public confidence that
effective action is being taken
to tackle ASB

• Installed door entry systems at 15 blocks to further improve security and prevent ASB
• Dealt with 807 new reports of anti-social behaviour (approximately a 20% increase in
the number of new cases opened in 2013/14)
• Increased customer satisfaction with ASB handling from 65.9% to 89.6%
• 97% of tenants who reported ASB said they would be willing to report ASB to us in
future
• Referred 15 cases to our specialist mediation provider, avoiding legal intervention

• Install new CCTV at Waterside
Close and upgrade CCTV
systems at Lingdale House
and at Brook Street in
Shepshed

Housing income
The team of income officers and financial inclusion officers give advice and support to
maximise income for tenants, helping them to pay their rent and avoid arrears. We achieved
all of our income targets for collecting rent and reducing arrears for 2014/15.

99.37%

of available rent
collected

What we’ve done

What we’re going to do

• Collected £21.7m in rent payments (99.37% of the total available)

• Introduce paperless Direct Debits and research
‘smarter’ ways of paying rent

• Reduced rent arrears by £51,524
• Helped around 100 tenants to claim Discretionary Housing
Benefit which amounted to £57,626 of additional payments
towards rent
• Secured an additional £47,722 worth of Housing Benefit
payments and £9,903 of Council Tax Support
• Made it clearer for tenants to identify their different housing costs
by providing separate statements for rent and legal costs or other
costs

• Work with Clockwise Credit Union with a view to
introducing a rent payment system for tenants
• Increase our financial inclusion work and prepare
for Universal Credit
• Consult with tenants on the content of the letters
we send out
• Improve the way we manage tenants’ payment
agreements

• Improved use of our computer rent collection systems to help us
provide support and resolve debt problems as early as possible

• Increase the use of text messaging payment
reminders to tenants

• Increased the information we provide about support available to
tenants

• Increase the use of Direct Debit rent payments to
over 30%
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Leaseholders

190

The Leasehold Service offers support to residents who have bought their home from the
Council under the right-to-buy scheme or who have a long lease.

Fire Risk
Assessments
actions

What we’ve done

What we’re going to do

• Implemented a much more comprehensive buildings
insurance for leaseholders

• Put the new buildings insurance policy in place for all
new leaseholders (which includes open market transfers)

• Redrafted the leaseholder survey to make it more
appropriate for leaseholders

• Further improve the survey
• Complete the final Fire Risk Assessment actions

• Completed over 190 Fire Risk Assessments actions
• Started work on new door entry systems for all blocks of
ﬂats
• Revised the sub-let process to give leaseholders all the
information they need

Warden services and Lifeline
This team supports our elderly and vulnerable tenants and gives them and their families peace
of mind through an on-call warden and emergency response service.

98.3%

answered within
60 seconds

What we’ve done

What we’re going to do

• Answered 85,840 calls

• Promote the Charnwood Lifeline service to make it
available to more homes within the Borough

98.3% were answered within
60 seconds and 94.8% were
answered within 30 seconds
• Lifeline controllers handled 733 calls from customers
who had fallen, 177 medical requests and 311 medical
emergencies
• Our on-call warden made 189 visits
98.9% (187) were attended
within 45 minutes of the call
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Where we spent money
Finance & human resources (0.38%)
Customer engagement (0.36%)
Contact Centre (1.48%)
Voids and
lettings
(6.47%)

Rents and arrears management (2.34%)
Asset management (2.86%)

Tenancy & estate
management
(6.48%)

Other management costs (3.71%)

Sheltered &
supported housing
(7.24%)

Planned
maintenance
(9.67%)

Capital spend
(45.79%)

Repairs and
maintenance
(13.22%)

During 2014/2015 we spent a total
of £8.6 million in delivering our
services to you. In addition to this we
spent £7.3 million on improving your
properties, £3.9 million of which went
on the Decent Homes programme
where we install new kitchens,
bathrooms, heating etc.

Capital spend (improvements to properties eg new kitchens, fire safety measures, adaptations)

£7,309,408

Repairs and maintenance (day to day repairs reported by tenants)

£2,108,664

Planned maintenance (scheduled work eg gas servicing, exterior painting)

£1,542,251

Sheltered & supported housing (support & accommodation for vulnerable tenants)

£1,155,282

Tenancy & estate management (supporting tenants & handling issues such as ASB)

£1,033,787

Voids and lettings (making empty properties fit for let & signing tenants up)

£1,032,489

Other management costs (Business support, health & safety work)

£593,495

Asset management (running costs for property improvement & repairs eg fuel, consultants)

£456,290

Rents and arrears management (financial advice to help tenants achieve clear rent accounts)

£372,800

Contact Centre

£235,480

Customer engagement (supporting tenant groups, tenant events, involving tenants in decisions)

£58,429

Finance & human resources

£61,906
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Do you have an eye for detail?
If you like to read and have an eye for detail
then we could use your skills on our tenant
reading panel.

You could help to shape this newsletter and other
publications by telling us what you think of the articles – do
they read well? Are they easy to understand? Is there enough
detail?

We produce many publications from leaﬂets to newsletters
and annual reports. It’s always good to get the opinion of
our customers before printing because the publications
are aimed at you (and you get a sneak preview of our latest
work!)

The process is easiest to do by email – we would send you
the document to your email address and ask you to send it
back to us with your comments by a certain date. Don’t worry
if you don’t have time to comment on everything we send –
any feedback you can give us is much appreciated.

If you’d like to get involved with the reading panel, please call 01509 634989 or email communications@charnwood.gov.uk.

Don’t Muck Around
The Council’s award-winning environmental
campaign Don’t Muck Around helps to raise
awareness of and reduce litter, dog fouling
and fly-tipping across the borough.
Nobody likes to live in an untidy area and by working
together we can all help to keep our communities clean and
tidy. Not only is it a condition of your tenancy that you keep
your garden and communal areas clear of rubbish, but it also
makes the estates a nicer place to live for everyone.
To help us, please:
• Dispose of old furniture and bulky waste through the
Council’s FREE collection service. Call 01509 634563 to
arrange this
• Keep rubbish stored safely in the bins provided.
• Report any ﬂy-tipping or littler to us on 01509 634564 or
online at www.charnwood.gov.uk/report

Dropping litter, including cigarette butts, can carry a fixed
penalty notice of £80 which, if not paid, can rise to £2,500

Remember! If you use a waste removal company to dispose
of your rubbish, it is up to you to check they are registered
by asking to see their waste carrier number. If they ﬂy-tip
your rubbish and it is traced back to you, you will be held
responsible. You can check they are registered by calling
the Environment Agency on 08708 506506 or doing an
online check at www.gov.uk/access-the-public-register-forenvironmental-information

What could happen if I dump rubbish?

Check out more about Don’t Muck Around at
www.facebook.com/dontmuck

• Pick up after your dog
• Keep communal areas clear of rubbish and other items
including mobility scooters and bikes
What could happen if I drop litter?

Fly-tipping is a serious offence and can carry a £50,000 fine
and up to five years imprisonment. Fly-tipping includes
dumping of rubbish, furniture or building materials in
public places.
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Don’t make it
a DIY SOS
If you’re planning more than a lick of
paint or some new wallpaper to update
your home then you need to let us know.
If your planned improvement work means you want
to make structural changes such as removing walls
and replacing windows then you need to get our
permission first to make sure it’s safe.

Thinking of getting a pet?
If you’d like to have a pet in
your council property, then you
need to get written permission
from us first. This is a condition
of your tenancy agreement and
while it’s not often a problem,
we will look at whether the pet
is suitable for the property.
There are some animals which you are
not allowed to have:
• The American Pit Bull Terrier
• Japanese Tosa
• Dogo Argentinas
• Fila Brazilieros
These breeds of dog will not be allowed
due to the Dangerous Dogs Act 1991
(amended in 1997). Cockerels will also be
refused.
Tenants who have a non-secure tenancy
are not allowed to have pets and
where pets are the cause of prolonged
anti-social behaviour and nuisance,
permission to keep the pet can be
withdrawn.
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Keep on top of your
rent and WIN £100

Spotted a
repair?

Congratulations and thank you to Mrs B
of Loughborough and Mrs H of Rothley
who received £200 for having a clear
rent account. Also, £50 goes to Ms B of
Loughborough and Mr G and
Miss V of Woodhouse Eaves who
maintained their 12-week payment
agreement.

As well as reporting repairs
for your flat or house, it
would really help us if you
could tell us about anything
which needs fixing in
communal areas too.

All you need to do to be in with a chance
to win is have a clear rent account
on the day of the draw and you will
automatically be entered into the draw
to win a prize of £200.
The next draw will be for those with
a clear rent account on December
27, 2015.

Gas
inspections

Also, for those tenants in arrears who
make payments for 12 consecutive weeks
prior to a prize draw there is a prize of
£50 (Prize money will be paid into your
rent account if it is still in arrears).

Get covered with
our new insurer
We have changed who we
use to provide contents
insurance for your property.
From the beginning of
October you will be able to
arrange cover through Royal
and Sun Alliance (RSA).
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 RSA home contents insurance
covers accidental damage and theft for
as little as 55p per week.

If you notice something which looks
like it needs a repair such as a broken
window, a light not working or a door
which doesn’t open or close properly
give us a call on 01509 634666 and
we’ll get it sorted. If we don’t know
about it, we can’t fix it!

Scooter cover
For health and safety reasons,
mobility scooters must not be stored
in communal areas. To ensure your
scooters are insured when outside of
your property, our home insurance
contents provider, RSA, offers existing
customers an ‘add-on’ to your current
contents insurance policy to cover
personal belongings, wheelchairs/
scooters and hearing aids outside of
your property. Additional cover is also
provided for the structure of garden
sheds.
For more details on exactly what is
and isn’t covered please call
01509 634875/76.

With the weather getting colder
you might be thinking about
turning your heating back on.
To make sure your heating is
working properly and safely, we
are legally obliged to check your
gas appliances every year – and
it’s a condition of your tenancy
agreement that you let us in to
your home to do this.
We have to check gas appliances in
each and every one of our properties –
even if your gas has been capped. We
will ultimately go to court to get an
injunction to enter properties where
our contractor, Sure Group, has been
repeatedly denied access. We’d rather
not do this though as it costs a lot of
money – which can be recharged to the
tenant.
Servicing gas appliances saves lives. It
is a free service that will take no more
than 45 minutes to carry out so please
keep the appointment and help us to
make sure that you and your family are
safe in your home.
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Leaseholder News
Autumn 2015

The first ever Open Surgery for
leaseholders took place on June 4, 2015
and from the feedback we received on
the evening and afterwards it was really
helpful to those who attended.

Cold Weather
Payment –
don’t miss out!

It was a more informal meeting and leaseholders decided what they would like
to discuss with queries being answered by both staff and other leaseholders.
The feedback was better than we could have ever expected and we are very
pleased with the outcome – well done the Forum, you made a great choice.
There will be a Leaseholders’ Forum on Thursday October 29 at 2.30pm at the
Council Offices and we look forward to welcoming old and new members.

Use of store rooms
A recent fire service inspection at a block of ﬂats resulted in an order for us to make
sure all communal areas, including any store/electric cupboards, are kept clear of
personal belongings.
This is to prevent items left in cupboards making fire spread more quickly or items
on landings obstructing escape routes.
Therefore, to comply with the fire safety regulations, we need to keep the store
cupboards locked and landings free of any obstructions.

Replacing your front
door and windows
If you are thinking of replacing the front door to your ﬂat, please remember if the
door doesn’t open into a communal area you can replace it with a door of your
choice. However, if it opens into a communal area, you must replace it with an
‘FD30’ Fire Door. This is a condition of your lease agreement.
Visit the Building Control pages of www.charnwood.gov.uk for more information or
call Sarah Taylor on 01509 634830.
For replacing windows, you will need a windows specification.
Call 01509 634830 or email leaseholders@charnwood.gov.uk

Are you aware of the Cold Weather
Payment for elderly and vulnerable
residents?
You could get a payment of £25
for each seven day period of very
cold weather (zero degrees Celsius)
between November 1 and March 31.
Many residents on pension credits
should receive this automatically but
other vulnerable residents need to
apply direct.
Visit www.gov.uk/cold-weatherpayment/overview from November 1
to see if your area is due to receive a
payment this winter.

Section 20
notices
We are currently in the process of
replacing the door entry system and I
have sent Section 20 Notices informing
you of your costs if the door is being
replaced within 2015/16. The project is
due to start in September 2015.
I will also be sending out Section 20
Notices to all leaseholders affected
by a new project looking at electrical
fitments and wiring in communal
areas.
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