Your Homes Matter

Tenants’ Newsletter - Autumn 2017

How did we do in 2016/17?
Welcome to Charnwood Borough Council’s Annual Report for 2016/17 for tenants
and leaseholders. The Council manages around 5,700 properties across the borough
and this report aims to let tenants and leaseholders know how we have performed
in the financial year, from April 1, 2016 to March 31, 2017.
During 2016/17, the Council spent a total of £13.5 million in delivering our services to
you. In addition to this we spent £5.3 million on improving your properties, just over
half of which was spent on installing new kitchens, bathrooms and heating systems.
We hope you have noticed the improvements and we will continue to improve your
homes in the coming years. We will always welcome your feedback to help us improve
our services and so if there are any issues, please let us know. We hope you find the
annual report of interest. There’s a lot going on and quite often tenants are involved.

Eileen Mallon,

Strategic Director of Housing, Planning
and Regeneration and Regulatory
Services

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 a readers’ panel.
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What we’ve done
• Agreed a new customer engagement
strategy to enable more tenants to have
a say in the services that are delivered

What we’re going to do
• We will organise a tenant
recognition event in 2017 to
promote the work of those
tenants who have volunteered
their time to work with us
on customer engagement
activities

• Held a Tenant Networking Event to give
you information about our services and
how you can get involved
• Supported and funded a number of
community groups to deliver an event
or initiative in their local community

• We will hold another tenant
networking event based
on the feedback from the
previous years

• Committed £50,000 to estate
improvement schemes put forward by
groups of tenants through our Tenant
Bid Scheme

• Implement the new customer
engagement strategy action
plan
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Property improvements
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 and external painting to name a few.
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What we’ve done

• We have installed 444 new kitchens including an electrical upgrade where necessary
• We have installed 152 new bathrooms including an electrical upgrade where
necessary
• As part of our fire safety budget we have installed a combination of 630 front, rear
and fire doors
• We have installed 502 mains-linked smoke detectors
• We have installed 80 full central heating systems with new energy efficiency boilers
including fuel switches from electric to gas
• We adapted 116 homes with the installation of level access showers
• We undertook 2 structural works including extensions, underpinning and damp proof
courses

What we’re going to do
• We will continue to invest in
council properties as we are
aiming to get all of our homes
to meet the Charnwood
Standard, this is above
and beyond the nationally
accepted Decent Standard
• 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.

What we’ve done
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• Completed 17,428 responsive repairs with an average wait time of 6.03
working days at an average cost per repair of £108
• Completed works in 495 void properties with properties returned on average
within 13.5 days at an average cost per property of £2,063
• Used £597,000 worth of materials to complete all of the works
• Reviewed existing contracts (i.e. subcontractors) we currently use for specialist
services to provide added value for money and cost savings, including void
clearance and cleaning, decorating materials and specialist flooring repairs
• Replaced our entire fleet of repairs vehicles which are now more energy
efficient
• We have implemented a new Service Connect system to improve the services
offered to our customers
• Replaced old high maintenance lighting and installed new energy-efficient
lighting within housing and car park areas in Sileby, Loughborough and
Thurmaston

What we’re going to do
• Continue to upgrade energy-efficient
lighting that reduces running and
maintenance costs throughout communal
and sheltered accommodation units and
car parks
• Continue to roll out other functions offered
by Service Connect
• Aim to keep the average cost of a
responsive repair below £100
• Manage tenant recharges for damage
caused by tenants and outgoing tenants,
recharges will be made against tenants
calling us out unnecessarily (when not an
emergency)
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Gas service and maintenance
To keep our tenants safe and warm we work with our contractor, Sure Group, to
ensure all gas appliances in our properties are working properly.
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What we’ve done

• Serviced appliances in 5,284 properties so that 99.91% of homes have a Landlord
Gas Safety Certificate. We would like to thank you for your help in improving
the access for the gas servicing. This year we achieved an approximate first time
access rate of 73% this means that 3,857 of our residents made and kept the first
appointment with our gas contractor Sure Group
• To date we have now installed 4,872 carbon monoxide detectors
• Attended 3,375 boiler, central heating breakdowns and routine repairs:
- 94% of these we fixed on the first visit

What we’re going to do
• Aim to complete gas safety
checks at 100% of our
properties each month with
your help in providing access to
your home
• Continue to install carbon
monoxide detectors in gas and
solid fuel heated properties
and check the safe operation of
smoke detection in your home

- 93% of these we completed on time
• 676 satisfaction surveys showed 97.33% of customers were satisfied overall with
the service
• 99.01% were satisfied, very satisfied or extremely satisfied with our gas contractor
Sure Group whilst undertaking independent gas audits
• Our contractor Sure Group carried out around 9,109 gas services and repairs in
2016/17 and there were 13 complaints all of which were resolved

94%

of boiler and central
heating repairs fixed

93%

of boiler and central
heating repairs
completed on time

99.01%

satisfied with our gas
contractor
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Tenancy management and support
We support tenants in any way we can. Our financial inclusion officers and tenancy support officers help tenants with any
questions or concerns they have.
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What we’ve done
• The teams generated an additional £114,902 of rental income by
supporting tenants to help them manage their rent payments
• In total 627 tenants were seen by both teams overall
• They helped 57 tenants to claim financial help through charity
applications
• They helped 22 tenants make community care grants and 65 tenants
were helped with housing benefit applications
• 67 tenants were helped with applications to backdate housing
benefit
• 115 tenants were helped to make applications for discretionary
housing payments, generating over £21,000 of additional rental
income; 100% of the tenants we helped were satisfied with the
tenancy support service

What we’re going to do
• We are developing a new joint tenancy
sustainment strategy with the tenancy
support team in order to meet the
challenges that will face us when universal
credit moves to ‘full service’ in 2018
• Our financial inclusion and tenancy support
teams will work more closely together in
order to help tenants remain in their homes
• We are developing a multi-agency approach
to supporting and managing tenants who
hoard
• We will provide comprehensive advice and
support to tenants affected by the full
universal credit service scheduled to be
implemented in the borough in spring 2018

Anti-social behaviour (ASB) services
3

What we’ve done
• 1,080 ASB cases were recorded
• 89.9% of ASB complainants said they were satisfied with the outcome of their
complaint against a target of 85%

• 88.8% of ASB complainants said they were satisfied with the way their case was dealt
with against a target of 86%
• 96.65% of complainants said they would be willing to report ASB again in the future
against a target of 91.5%
• We have worked in partnership with Leicestershire Police to close premises where drug
dealing has taken place or drug activity is impacting on communities using the powers
available to us under the Anti-Social Behaviour Crime and Policing Act 2014
• We referred 11 cases to mediation
• The additional Anti-Social Behaviour Officer post is now in place to help prevent and
tackle anti-social behaviour
• We have amended the existing policy and procedure to incorporate changes for
preventing and managing anti-social behaviour
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What we’re going to do
• Look at the way calls relating
to ASB are dealt with by
the contact centre making
sure that callers receive the
relevant advice and cases are
allocated to the correct team

Income management
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.
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What we’ve done

• The income management team collected 99.33% of the rent due from
current tenants in 2016/17. This was an increase from 99.14% in the year
before
• The amount of rent arrears of current tenants as a percentage of the annual
rent due was 1.78%, a reduction from 1.98% last year. We exceeded our
target of 1.9% significantly here
• In 2016/17 we collected £65,238 of arrears from former tenants. This is an
increase on the previous year’s figure of £64,371.10
• We introduced paperless direct debits
• We increased the number of direct debits from 31.8% of all tenants to 34%
by the end of the year
• We exceeded our end-of-year target to set up 30 Clockwise credit union
rent payment accounts by the end of the year and helped keep many of
those tenants in their homes when they might have faced eviction
• We started consulting tenants on the format of the standard arrears letters
that we send out
• The total rent collected in 2016/17 for all tenancies was £21,886,919.27

What we’re going to do
• We are developing a new tenancy
sustainment strategy in order to meet
the challenges that will face us when
universal credit moves to ‘full service’
in 2018
• Our financial inclusion and tenancy
support teams will work more closely
together in order to help tenants
remain in their homes
• We will continue to increase the
number of Clockwise rent accounts we
set up and aim to have set up over 20
new accounts by the end of the year
• We will continue to provide
information to tenants who will be
experiencing changes to their welfare
benefits to help them pay their rent
• We will work more closely with our
DWP colleagues in supporting and
managing tenants receiving universal
credit and those moving onto it
• We will look to improve the way in
which we use our rent accounting
computer system in order to maximise
our income collection

99.33%

of rent due collected from
current tenants

34%

of our tenants
now pay rent by
Direct Debit

We collected

£65,238
of arrears from
former tenants
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Tenancy and Estate Management
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What we’ve done

• 98.9% of new tenancies were sustained over 12 months against a target of 95%
• 100% of mutual exchange decisions were completed within 42 days against a
100% target
• 73 mutual exchanges completed
• 98.2% of new tenancy visits were completed against a 90% target - 393 new
tenants were seen in total
• We completed 100% of our monthly communal area fire safety inspections,
visiting every one of our 283 communal areas and 21 sheltered schemes every
month

• When more information is known
about our requirements arising from
the Housing and Planning Act 2016
we will consult tenants on a new
Tenancy Agreement
• Produce a procedure guide for
tenancy and estate management
officers to ensure a clear and
consistent approach to dealing with
hoarding ensuring that support
needs are identified, helping us to
keep people safe in their homes

✔

98.9%

of new tenancies sustained
over 12 months

What we’re going to do

100%

of mutual exchange
decisions within
42 days

✔
98.2%

of new tenancy visits
completed on target

100%

of communal area fire
safety inspections
completed
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Leaseholders
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What we’ve done

• Implemented open surgeries four times a year and a leaseholder forum annual
general meeting
• Held additional surgeries for leaseholders in certain blocks, where specialised
officers have been invited to discuss planned works
• Migrated all the leaseholders onto the new building insurance after consultations
within open surgeries
• Appointed a new chairperson (a leaseholder) for the Leasehold Forum
• Held Section 20 consultations to keep leaseholders fully informed about:

What we’re going to do
• Continue to raise awareness with
leaseholders, especially those who
sell on the open market, on the
Section 20 Consultation process and
how and why we have to carry out
this process
• Repairs sheets, which accompany the
annual certified summaries, will be
modified to be more transparent and
informative for Leaseholders

- new door entry system project
- new shed doors project
- communal roof replacements
- emergency lighting installation

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.

What we’ve done

What we’re going to do

• We’ve answered 80,563 calls and almost 94% were answered within 30 seconds
and 97.9% were responded to within 60 seconds

• Continue to promote the lifeline
service to make it available to more
homes within the borough

• Lifeline controllers handled 565 calls from customers who had fallen, 142
medical requests and 231 medical emergencies
• Our on-call warden made 274 visits
• Invested around £55,000 in new equipment to improve the Lifeline call
monitoring service
• Invested in new communal furniture and laundry equipment in our sheltered
courts
• Invested in new technology for mobile wardens to improve the way they can
deliver the service

• Consider the introduction of
extra assisted technology devices,
such as fall detectors and door
sensors, to ensure our residents
can continue to live safely and
independently in their homes
• Continue to invest in the
communal furniture and laundry
equipment in our sheltered courts

7
Your Homes Matter Newsletter

Where we spent money
Finance and human resources
Customer engagement
Contact Centre
Rents and arrears management
Voids and
lettings

Asset management
Other management costs

Tenancy and estate
management

Capital spend

Sheltered and
supported housing
Planned
maintenance

Repairs and
maintenance

During 2016/17 we spent a total of £13.5 million
in delivering our services to you. In addition to this
we spent £5.3 million on improving your properties,
£2.7 million of which went on the Decent Homes
programme which saw the installation of new
kitchens, bathrooms, heating etc.
Capital spend (improvements to properties e.g. new kitchens, fire safety measures, adaptations)

£5,303,426

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

£2,015,224

Planned maintenance (scheduled work e.g. gas servicing, exterior painting)

£1,925,214

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

£931,772

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

£1,159,384

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

£1,365,051

Other management costs (business support, health and safety work)

£796,877

Asset management (running costs for property improvement and repairs e.g. fuel, consultants)

£358,407

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

£389,541

Contact Centre

£522,298

Customer engagement (supporting tenant groups, tenant events, involving tenants in decisions)
Finance and human resources

£83,554
£238,178
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Important notice: New out of hours emergency number
Please note the telephone number for all the Council’s out-of-hours- services has now changed. The services included are
housing repairs and gas, tenancy services, Lifeline, homelessness, or if you need to make a payment.
This is a local rate number meaning you will only be charged for a local call.
The number will be available outside of opening hours for emergencies only.

The new number is: 0333 200 8811

Have a say on Council services
Residents are being encouraged to have a say on Charnwood
Borough Council services.
The authority has launched its Your Charnwood, Your Say
residents’ survey which not only seeks views on the council
but also life in Charnwood. The survey, carried out every two
years, also asks people what their top priorities are.
A Charnwood Borough Council spokesperson said: “We
would strongly encourage people to fill in the survey and tell
us what they really think.
“Customers are at the heart of everything we do at the
Council and therefore in order to improve our services we
need customer feedback. The survey is an ideal opportunity
for people to give us their views.
“We also want to know what they believe are the most
important issues for us to tackle.

“The information will
help improve Council
services in the years to
come.”
The 2015 survey,
completed by 1,078 people, found 82 per cent of residents
who responded were satisfied with council services; 87 per
cent of people were at least happy living in the area and 74
per cent of people who responded were satisfied with how
council tax was being spent.
The Your Charnwood, Your Say residents’ survey can be found
at www.charnwood.gov.uk/survey
Everyone who completes the survey can enter a free prize
draw for a £50 shopping voucher and there are five to give
away.

To ask for a paper copy of the survey, please contact the Council on 01509 634705 or email
communications@charnwood.gov.uk

Home swapper scheme

Is your home too large or too small for your household’s needs? Would you like to move to a
different area? If so, you might be interested in using the Homeswapper service.
Homeswapper is an online service where you can look for suitable homes that are available for
exchange and is an easy and quick way to find the right home for you. It has the largest database
of tenants looking to swap homes across the UK.
Most tenants of councils and housing associations can swap homes through this scheme.
To start searching for a new home, simply log on to www.homeswapper.co.uk and register to use
the service. If you are eligible, the Council will pay
your joining fee for the scheme.

And the
winners
are…
Well done and thank you
to the following tenants
who were our rent account
winners.
Two tenants from Wymeswold
and Anstey both won £200 for
having a clear rent account.
Two tenants from Shepshed
and Loughborough both
won £50 for 12 weeks of
continuous payments as per
their agreements.

Please note that if you find and agree to swap
homes with another tenant, you must both obtain
the permission of your respective landlord before
you go ahead with the exchange.
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Working with and for our customers
Our tenants and leaseholders are at the heart of everything we do and
your views are essential to providing the best service we can. Our customer
engagement team manage, support and promote a variety of events so
that we have the chance to meet with and talk to our tenants.
We understand that not everyone wants to or is able to attend meetings,
so we are looking at different ways for us to meet with people. We are
also going to use social media more as a way to communicate with our
customers so keep an eye out on the Council’s Facebook and Twitter pages.
You can also contact the customer engagement team on 01509 634955 or
email involvement@charnwood.gov.uk
facebook.com/charnwoodbc

@CharnwoodBC

Tenant networking event
We recently held a networking event at Loughborough Town Hall. It was a great opportunity for tenants to come along and talk
to housing staff about any issues they have. Some of our contractors and partners also attended the event and were on hand to
answer questions. Tenants were able to drop in and learn more about planned home improvements and gas safety.

Investing in your home
Our tenants have been hard at work helping us to select the new contractor
for our Capital Improvements programme. Wates are our current contractor
but their contract ends next year and we have to tender for a new one to
carry on the improvement works.
The tenants have worked really hard evaluating tender questions and
doing site visits to different areas throughout the country to see how the
prospective contractors already work.
Craig Jordan was one of the tenants
helping with this work. “I am an
active member of the council’s CHRF
(Charnwood housing residents’
forum) where I represent tenants
within my community.

“I was recently asked to join a
team tasked with the scoring and
procurement of a new contractor
for the Housing Capital Programme
(Decent Homes) 2018 – 2027. It
started with a team of both tenants
and council officers who shortlisted
20+ bids from contractors down to a
manageable six.
“The council arranged site visits to
allow the procurement team to view
areas where the bidding contractor
have done similar works.
“We had a set of questions focused
around tenants’ requirements and
how the contractor works. We
took into account the contractor’s
reputation within the communities,
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and how they interact with tenants
and other stakeholders.
“Meeting tenants without the client
or contractor was great. This gave
us all a real chance to talk about the
ups and down of the contractors
and how they are viewed within the
communities they worked in.
“It was a long journey for us all but
vital that we get the right contractor
that would offer the best service for
the tenants of Charnwood. I would
like to thank all the tenants and
the council officers who attended
the planning and site visits. I felt
we were all on an equal pedestal
working towards a common goal.”

Tenant and resident groups
We have a wealth of tenant and resident groups working
for their communities throughout the borough and
our customer engagement team look to support these
wherever possible.

Current groups include:

The groups are made up of local volunteers who come
together to promote the interests of tenants and residents
in their area. They liaise with the Council to better the
communities and the areas they live in. The tenant and
resident groups are a real asset to have in the communities.

• Thorpe Acre Residents’ Association (TARA)

• Staveley Court Residents’ Association (SCRA)
• Ashby Road Estate Community Association (ARECA)

• Chapman Street Residents’ Association
• Warwick Way Action Group (WAGS)

If you live in these areas and would like to find out more, or if you are interested in starting a new group in your area, please
contact the customer engagement team on 01509 634 955 or email involvement@charnwood.gov.uk

Community initiatives and tenant bids
We have also helped several groups through our community initiatives and tenant bid schemes.
The tenant bid scheme provides funding for tenants to
improve where they live, for example through improved
lighting or landscaping.

The community initiatives fund provides small grants to help
groups put on events which will benefit the community they
live in.

Here are some of the projects which received funding this
year, all of which will be completed by March 2018:

Here are some of the events we have provided funding for
this year:

• Benches at Rockingham Road and Oxford Court

• Staveley Court Annual BBQ

• Scooter store at Toothill Road

• ARECA Summer Fair

• Car park lining at Staveley Court

• Marios Tinenti Centre – Boat Trip

• A new pathway at Arnold Smith House

• WAGS – Family Fun Day

• Repairs to railings at Beresford Court
• A new awning for Grays Court
• A shed for Riversdale Court
If you would like more information about either of these funds, or have an idea of something you would like us to consider
supporting, please contact the customer engagement team on 01509 634955 or email involvement@charnwood.gov.uk

Free microchipping events
Free microchipping events were held earlier this year in Loughborough courtesy of College Garth Kennels and Charnwood
Borough Council.
As well as offering a free microchipping service, College Garth
Kennels were also giving away engraved dog tags. Charnwood
Borough Council’s enforcement team were on hand to provide
leaflets, dog waste bags and free poop scoops. Nine dogs were
microchipped in total.
There was also a chance for dog owners to win £25 worth of
love to shop vouchers by entering their dogs into a competition
to find the most handsome hound and the prettiest pooch. All
in all 22 dogs entered the competition. Bob was crowned the
most handsome hound and the prettiest pooch was Harley.

Most handsome hound, Bob and Prettiest pooch, Harley
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Tenant garden competition

Our annual tenant garden competition is one of our most
popular events. We have been doing it for several years
now and it is a wonderful opportunity to showcase all of
the hard work put in by our tenants – and this year was no
exception.
The panel of judges included officers, elected members
and tenants. Sheila Breed, a tenant from Sileby, has been a
judge for the past five years and has done an amazing job.

Her passion for gardening and her ability to engage with the
contestants make her a model judge.
Sheila said: “Every year I look forward to the two days of
judging. It fills me with great happiness to see the amount
of effort that people put into their gardens and they should
be proud of their hard work. The gardens seem to improve
year on year and I already can’t wait for next year. Hopefully
we can see some new entries in 2018.”

And the winners are…
Here are the winners and categories for this year’s competition:
House or ﬂat garden

Communal garden

Sheltered Court garden

•First place: Mr Miles of
Brook Lane, Barrow-uponsoar

•First place: Mr Graham
Barradell and Mrs Victoria
Barradell, Quorn

•First place: St Pauls Court,
Syston

•Second place: Mr and Mrs
Dews of link road Anstey

•Second place: Cordell
Association, Loughborough

•Third place: Hazel Clayton
of Greenway Close, Rothely

•Third place: Chapman
Street Gardening
Association, Loughborough

•Second place: Mr
Testatonda of
Dudley Court, Sileby
•Third place: St Peters
Court, Syston

Window box/balcony/
hanging basket
•First Place: Mr Beadle of
Catherine Close, Quorn
•Second Place: Mr Barkwith
of Chapman Street,
Loughborough
•Third Place: Mrs Benham
of Chapman Street,
Loughborough

All prize winners were presented with gift vouchers. If you would like to enter next year’s garden competition please contact
the customer engagement team on 01509 634955 or email involvement@charnwood.gov.uk
Entry details will also be posted on our website and printed in the spring edition of Your Homes Matters, so keep an eye out.
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Tenant recognition awards
Do you have a helpful neighbour? Or maybe you know someone who is a real gem in the community that always goes above
and beyond. Well this is your chance to recognise them for everything they do in this year’s tenant recognition event.
We have updated the categories this year to try and encourage new entrants and appeal to a wider variety of tenants. This
year’s categories include:

The Good Neighbour Award

The Most Improved Estate/
Community/Communal Area
Award

Active Tenant Involvement
Award

This is someone who goes above
and beyond what a good neighbour
should be, a caring individual who
always thinks of his or her neighbour.

This award is for an area which has
been given a new lease of life, a drastic
makeover which benefits residents.

A person who consistently engages
with the Council through different
involvement activities and is always
very reliable.

Council staff will also be choosing a tenant to receive an outstanding/lifetime achievement award. This will recognise someone
who has dedicated a lot of time and effort over the years to benefit local residents.
This year you will also be able to nominate online through the Charnwood Borough Council website at
www.charnwood.gov.uk/tenant_recognition_awards
The closing date for nominations is November 24 and the presentation will take place on December 15, 2017 at the
Ramada Hotel in Loughborough.

Hate crime and incidents
October 14 - 21 is national hate crime awareness week. Here’s some useful
information from our community safety team regarding hate crime and hate incidents.
Hate Incident

Reporting a hate crime or incident

A hate incident is where someone is targeted because of
who they are, or someone else thinks they are. This can
relate to a person’s:

It’s easy to report hate crime. Below is a list of useful ways
in which to report an incident.

•
•
•
•

disability
race or ethnicity
religion or belief
gender identity

• contact the Hate Incident Monitoring Project on
0116 305 8263

Hate Crime
Anyone can be the victim of a hate crime, they do not
have to belong to the group that is being targeted. A hate
crime is a criminal offence and can be committed against
a person or property.
Examples of hate crime can include:
•
•
•
•
•

verbal abuse
physical assault
domestic abuse
harassment
damage to property

• if you live in Leicester, Leicestershire and Rutland
you can contact Leicestershire Police on the nonemergency number 101.

• complete the Hate Crime Reporting Form on
www.leicestershire.gov.uk
• text Leicestershire Police on 07624 818 901 (only to be
used by people who are deaf, deafened, hard of hearing
or speech impaired).
If you are a victim and live outside of Leicester,
Leicestershire and Rutland you can report an incident on
the True Vision website www.report-it.org.uk/home
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Leaseholder News
Autumn 2017

Message from your Leasehold Officer
I hope you are all well and have enjoyed the summer.
Please see the change of date for the Annual General Meeting which has moved from
October to Thursday November 16, 2017 at 2 pm.
In November I am going to try and prepare a draft planned maintenance of work for the next three to five years to assist all
Leaseholders when budgeting costs. This will be for guidance only as I won’t be aware of what budgets the team will have with
effect from 2018/19 and also any emergency work that arises.
I have also put together a year in the life of a leasehold property, so that you are aware of the key dates regarding your property.
You should have by now received your Certified Summary for 2016/17. Please do not forget to check it as you only have 28
days from the date on the covering letter to raise any queries. As you are all aware after the 28 days your Certified Summary
will stand as correct and no adjustments will be made after that. All queries should be raised in writing (email acceptable),
stipulating the following:
• Name and Address
• Nature of your enquiry, for example repair order/planned maintenance order/Buildings Insurance or Emergency Lighting etc.
• If it’s a repair/work that you are querying then we need to know the Order Number
• If the query relates to work which has not been carried out then we need to know the Order Number
• The date you are making the enquiry (as you only have 28 days from the date of the covering letter to make the enquiry)
Upon receipt of your enquiry, I will need to forward the details to the relevant section for their comments as I only receive
information to invoice. Dependant on the outcome of the query, a Revised Certified Summary will be sent if appropriate, but
please bear with us as all the Certified Summaries are going out in the same week this year.
You will also be hearing from me in the very near future regarding Content Insurance policy documents and Gas Safety
Certificates. If you have already sent them in and it is still in date, then you won’t be receiving a letter.
All that is left for me to say is that I hope to see as many leaseholders as possible at the Annual General Meeting for the
Leasehold Service on Thursday November 16, 2017 at 2pm as there are quite a few changes ahead and it would be in your best
interest to attend.
Thanks

Sarah

What is the easiest way to pay my Service Charges?
If you have a bank account, which allows you to set up Direct Debits this is the
easiest way to pay your service charges. We offer Quarterly and Annual payments.
To set up a Direct Debit, please call the Income Section at Charnwood Borough
Council on 01509 634817 or 01509 634819 and request a Direct Debit Instruction.
If you currently pay by Direct Debit and would like to amend your payment date
please, contact the Income Section on the above numbers.
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A year in the life of a
leasehold property...
To help you understand how we work, below is a timetable of what happens throughout
the year and what needs to be done by you, the leaseholder and us.
Month

Leaseholder

Leaseholder service

January

• You should have received your final quarter
invoice for service charges

• Continue to gather information to complete
the estimates and start loading figures

• You will receive a copy of the winter edition of
Your Homes Matter

• Attend the open surgery

• Open surgery
• You will receive a survey to complete

February

• You will receive your estimate at the end of the
month

• Prepare and send out estimates by the end of
February
• Start preparing articles for the spring edition of
Your Homes Matter
• Collate and address the survey results

March

• You will need to check your estimates and contact
the leasehold officer with any queries so that
they can be forwarded to the team concerned to
investigate

• Deal with queries on estimates and start
preparing for certified summaries
• Attend open surgery and arrange for
appropriate officers to attend

• Open surgery

April

• You will have received your ground rent and first
quarter invoice for service charges
• You will receive a copy of the spring edition of
Your Homes Matter

May

• Run all repairs, TV aerials and planned
maintenance sheets for every leasehold
property

• Run all repairs, TV aerials and planned
maintenance sheets for every leasehold
property continued
• Prepare articles for the summer edition of
Your Homes Matter
Continued overleaf
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Leaseholder News
Autumn 2017

Month

Leaseholder

Leaseholder service

June
July

• Prepare electrical communal costs, door entry
costs, grounds maintenance costs
• You will receive your certified summaries and you
need to check them within 28 days from the date
of the covering letter
• You will receive a copy of the summer edition of
Your Homes Matter

August

• Pull all the information regarding costs to
produce the certified summaries
• Prepare newsletter articles for the autumn
edition of Your Homes Matter

September

• You will receive your certified summaries and you
need to check them within 28 days from the date
of the covering letter

• All certified summaries are audited and posted
once all checks have been made

October

• You will have received your third quarter invoice
for service charges

• Catch up on day to day work

• You will receive a copy of the autumn edition of
Your Homes Matter

November

• Request for contents insurance and gas safety
certificates

• Prepare newsletter articles for the winter
edition of Your Homes Matter

• Annual general meeting for the leasehold service
plus open surgery

December

• Set the administration and management fee
for next year’s service charges and wait for
approval from management
• Gather estimate information i.e. planned
maintenance figures and also any new projects
or likely improvements, grounds maintenance
figures, responsive repairs figure and TV aerial
figure
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