Your Homes Matter

Tenants’ Newsletter - July 2016

Riversdale officially opened
Councillor John Capleton, who was the Mayor of Charnwood at the time, officially opened our newly
refurbished Riversdale Court in Birstall in April.

The accommodation is a sheltered court for over 60s and
recently had a £3 million refurbishment transforming it
into high quality flats with lovely communal areas and
gardens.
The Mayor unveiled a wall plaque to mark the official
opening of the new-look court, followed by tea and cake
in the communal lounge with the residents.
Before the refurbishment, the court
had several empty flats but they are
now all occupied and residents are
enjoying their new homes.

“This was a big investment
for the Council and
demonstrated our
commitment to improving
the lives of our residents.”

Councillor Pauline Ranson, said: “The
whole building looks fantastic – the
flats, the communal areas and the
garden have all been transformed and
it was lovely to see the tenants happy
with their homes.”
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Stay safe in your home
Please take a moment to read this article on fire safety – it might just save your life.
Did you know...?

Don’t take risks

• You’re twice as likely to die in a fire if you don’t have a smoke alarm

• Install smoke alarms and test them regularly

• Over half of all fires are caused by cooking accidents

• Never leave children unattended in the kitchen
when you are cooking

• More than five fires a day are started by candles
• Every three days someone dies from a fire caused by a cigarette
• Faulty electrics cause around 7,000 house fires in the UK every year.

• Keep tea towels and kitchen roll away from the hob
and grill
• Keep the oven/hob/grill clean as a build-up of
grease can ignite
• Be very careful with candles and never leave them
unattended
• Don’t overload electrical sockets
• Keep escape routes (hallways, corridors) clear
• Have a plan of what to do in case of fire and make
sure everyone knows it

If a fire starts get out (if it’s safe to do so), stay out and call 999. If you cannot get out, go into one room and phone 999 and say
which room you are in. The fire and rescue service will tell you what to do and they will get there as fast as they can.
If a fire starts in a block of flats it is recommended that the flat where the fire has started is evacuated but residents of all other
flats are encouraged to stay put until the fire and rescue services get there.
As part of the work we do to get a property ready for a new tenant moving in, we will fit smoke alarms. If you don’t have one,
please get in touch and we will fit one for you. Call us on 01509 634666.

Further advice is available from Leicestershire Fire and Rescue Service at www.leicestershire-fire.gov.uk

Moving out?
If you are moving to another property, you must give
us four weeks’ notice in writing.
This allows us enough time to arrange
the necessary paperwork, make sure
your rent account is up to date, answer
any questions you have about moving
out and arrange for an inspection of
your property.
We need to inspect your property to
see if any work needs to be done to get
it ready for the next tenant. The sooner
we can do this, the sooner we can rent
the property out after you’ve moved.

Sometimes, if a tenant has caused
damage to a property, we will need to
charge for it to cover the cost of the
repair.
We will send you an inspection
appointment after we receive your
written notice. If the suggested
time or date is not suitable, you
can call us to re-arrange.
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The results are in
A few months ago, an independent company carried
out a satisfaction survey for us, asking over 1000
tenants what they thought about our housing services.
The key finding is that 86% of tenants are satisfied with the overall housing service. This
is an improvement on the 80% satisfaction rating from the last survey completed in
2012.

94%
The preferred method of being
informed about things that might affect
tenants is the printed newsletter

42%
A high proportion of tenants said that
they do not have access to the internet

79%
Of tenants are satisfied with the way
the Council deals with repairs and
maintenance

81%
The most popular method for tenants
to get involved with the Council is by
completing surveys

81%
Of tenants are satisfied with their
neighbourhood as a place to live

45%
Of tenants living in flats are satisfied
with the cleanliness of internal shared
entrances

86%

87%
The main method used for contacting
the Council in the past 12 months was
by telephoning the contact centre

80%
Of tenants are satisfied that your rent
provides value for money

57%
Of tenants are satisfied with
opportunities to become involved in
decisions that may affect you

Overall, the results were quite positive but the survey has highlighted areas where
we could improve and we will be taking action to do this.
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Your thoughts
on this newsletter
We like to make sure that you’re getting all of the information you need and want.
This newsletter is one way in which we try to do this (and your preferred method according to a recent
survey of 1000 tenants) – but how well are we doing? We’d be really grateful if you would take a few
minutes to complete this quick survey, (or do it online) telling us what you think of this newsletter.
1. Which regular articles do you like to see the most? (Give each a number, 1 = like the most, 5 = like the least)
1

2

3

4

5

Money advice

1

2

3

4

5

Service updates eg repairs, planned maintenance to homes

1

2

3

4

5

Tenancy advice

1

2

3

4

5

Anti-social behaviour articles

1

2

3

4

5

Stories about tenants

2. What other articles/features would you like to see in the newsletter? (Please tick your top three)
Competitions
Kids’ corner (puzzles, jokes etc)
Recipes (maybe with an option for tenants to submit their favourites)
‘A day in the life of…’ (a look at a typical day for an officer eg housing officer, ASB officer)
Calendar of local events
Other – please let us know your suggestions:

3. Would you like to see updates on Council Cabinet decisions which relate to housing issues?
Yes

No

Maybe

As a little thank you for your feedback, we’ll enter all surveys into a prize draw to win a £20 shopping voucher.
Please complete your details below, cut out this page and return it to us at Communications, Charnwood Borough Council,
Southfield Road, Loughborough, LE11 2TX.
Name:
Address:

Contact phone number or email:
Alternatively, you can fill it in online at www.charnwood.gov.uk/currentconsultations
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Are you covered?
You can insure your home contents from as little as 55p
per week with Royal Sun Alliance (RSA) home contents
insurance which covers accidental damage and theft.
You can also insure your mobility scooters when they’re
outside your property - RSA offers existing customers an
‘add-on’ to your current contents insurance policy to cover
personal belongings, wheelchairs/scooters, hearing aids
etc outside your property. Additional cover is also provided
for the structure of garden sheds. (Remember, for health
and safety reasons, mobility scooters must not be stored in
communal areas).

Please note that following the budget the Government
announced an increase in the amount of IPT (insurance
premium tax) it will charge. This increase will come into
effect from September 26, 2016 and will affect tenant
premiums. We will write to all tenants affected during
August 2016 to confirm any change.

Get in touch with us on 01509 634875/76 to find out more.

Make paying rent easier
with a Rent Payment Account
We have just signed up to the East Midland Credit Union (EMCU) Rent Payment
Account system. Our residents will be able to open a rent payment account
(provided by Clockwise Credit Union) which can help you manage your money and
make paying your rent simple.
Our Financial Inclusion or Tenancy Support teams can help
you to set up the account into which your wages, current
benefit or Universal Credit can be paid. Clockwise Credit
Union will then pay your rent (or the part of the rent you
have to pay) direct to us and then transfer the rest to your
bank account on the same day that you would usually receive
your money.
Five good reasons to open a rent payment account.
• The rent payment account is 100% free to tenants – there
is no set up fee and if a payment fails there is no charge

• Once the account is set up you do not need to ‘maintain’
the account or take any action to keep the rent payments
flowing
• The account offers peace of mind that rent payments are
made on time, every time
• The account comes with membership to the Clockwise
Credit Union and offers access to their other services.
• The account is supported by a dedicated team at Clockwise
as well as our housing income team.

Call us on 0116 634666 to find out more about this.
Clockwise offers other loan and budget account services - contact them on
0116 242 3900, email enquiries@clockwise.coop or come in and see them at our
offices on Mondays between 10am and 1pm.
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Things you need to know
about benefit claims
Following the government’s budget announcements, there have been a few
changes to some benefits you may claim. Our Income and Financial Inclusion team
want to make sure you know about the benefits you can claim and to keep you up
to date with any changes.
• From April 2016 Housing Benefit
can now only be backdated for one
month from the date you apply
– previously it could have been
backdated for up to six months from
the date you claimed, if you could
show you should have been eligible
and there was good reason why you
applied late. If you’ve overlooked
making a claim and want to do it
now, you can still ask for a backdate,
but it will only cover one month’s
backdated rent.

• From April 2016, work allowances
changed. On claims for some
benefits you are allowed to earn a
certain amount before your benefit
will be reduced. If you claim Working
Tax Credits the amount you can
earn before losing some of your
benefit payment is now reduced,
and for Universal Credit there is no
allowance at all (previously you could
earn up to £111 per month and still
receive benefit).

• From May 2016 new Housing Benefit
claims for people with a family who
are working, require you to earn
£17.45 more before Housing Benefit
will be paid.
• From summer 2016 – the time you
are allowed to be away abroad
before Housing Benefit stops is
reduced form 13 weeks to four
weeks

Claiming Housing
Claiming Universal
Benefit but it doesn’t Credit? – make
cover all of your rent? sure you claim
Council Tax
If you’re claiming Housing Benefit but it
doesn’t cover all of your rent and your
Support as well!
spending is more than your income,
you may be eligible for a ‘Discretionary
Housing Payment’ (DHP) to help.

Remember to claim Council Tax
Support separately to your Universal
Credit claim.

We’ve given people this payment when their Housing
Benefit is reduced because of the under-occupation
charge or where they have what’s called a ‘non-dependant
deduction’ for grown up children living with them.

When you make a Housing Benefit claim it automatically
includes a claim for Council Tax Support, but not with
Universal Credit.

If you think you may be eligible for a DHP, or had one in the
past but haven’t got round to applying this year, please
contact our Financial Inclusion Team on 01509 634666.
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Struggling to pay
your water or
electricity bills?
Severn Trent is offering money
off water bills (up to a 90%
reduction) and reduced
arrears payment arrangements,
for those who qualify for
their Big Difference scheme.

Tenant
Event
You’ll notice a card with this
newsletter inviting you to join
our staff for a drop-in session at
Loughborough Town Hall on July, 14.
If you have any questions about your
tenancy or your property, our staff will
be there to talk to you and answer
any questions. You can also just come
to give us some feedback about our
services.

Approval is based on the balance between your income and your household spend.
For more details contact our Financial Inclusion Team on 01509 634666.

We’d love to see as many of you as
possible and every tenant who attends
will be entered into a prize draw to win
high street shopping vouchers.

If you receive means tested benefits (ESA, PIP, Income Support, Pension Credit etc)
you should contact your utility provider as you may be able to get money off your
bill through the Warm Homes scheme.

And the winners are…
Well done and thank you to the following tenants who were our rent account winners:
Mrs M from Cotes and Mr C of Loughborough both
won £50 for 12 weeks of continuous payments as per
their agreements.
Mr and Mrs C from Loughborough and Miss H from
Seagrave both won £200 for having clear rent
accounts.

Reading panel
Do you have an eye for detail? We like to make sure our
newsletters, leaﬂets etc are easy to understand and to help
us with this we have a group of residents who proofread
things for us before they’re printed.

We email information to the panel and invite them to give
us feedback – is it easy to understand? any information
missing? etc. There’s no obligation to do it, only if you have
the time.

If you enjoy reading and would like to have an input into the
information we put out why not join our Reading Panel?

If this sound like it might be of interest to you please email
communications@charnwood.gov.uk or call 01509 634989.
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Confused by what you can
and can’t recycle?
With all the different types of packaging that comes with our shopping these days,
it can be hard to know what can go in your recycling bin and what goes in the
normal rubbish bin. Hopefully this will help…
The following things can go in your green recycling bin:

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

We cannot take the following items in your green bin:

✖
✖
✖
✖
✖

No black bags
No nappies
No food waste
No polystyrene
No car parts

✖
✖
✖
✖
✖

No wood
No crisp packets
No bubble wrap
No toys

✖
✖

No electrical items

✖

No clothing, textiles,
bedding or shoes

No batteries

No carpets, mats or rugs

Please place your recycling items in the wheelie bin loose
and not in a bag as our operatives cannot take the bin if
they cannot see what’s in it.
We also cannot take any waste left at the side of your
wheelie bin. Any excess waste should be taken to your
nearest tip. These are Railway Terrace in Loughborough,
Granite Way in Mountsorrel or Hathern Road in Shepshed.

We do offer a bulky household waste collection service if
you need to dispose of large household items. Residents are
entitled to three free bulky waste collections each year and
we will collect up to three items per collection.

If you have any questions please email
cleaner.greener@charnwood.gov.uk or
call 01509 634563.
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What you need to know
about repairs
We have a very busy repairs team who respond to
your calls to fix a wide range of household problems.
There are, however, some things which we expect
tenants to fix themselves. These are listed in your
tenant handbook but here’s a reminder…
Repairs you are responsible for:
We expect you to do these yourself, or make arrangements and pay to get them done:
• replacing door locks or keys when
keys are lost or broken, or you get
locked out
• getting extra keys cut and gaining
entry if you get locked out
• replacing broken or cracked glass in
windows or doors unless you can
give us a police crime number
• fitting and replacing door latches,
handles, chains, bells and spy holes

• repairing or replacing handles,
catches or knobs on cupboards

• replacing plugs and chains on baths,
basins and sinks

• fitting extra door or window locks

• cleaning and removing scale from
shower heads

• adjusting doors, particularly when
you have new floor coverings fitted
• fitting curtain rails, pelmets, picture
rails and coat hooks
• filling minor cracks or holes in walls
and ceilings
• replacing light bulbs, fluorescent
tubes and starters (unless in a
communal area)
• testing any smoke detector we
provide
• resetting trip switches
• clearing blocked basins, sinks, baths,
showers and toilets
• replacing toilet seats and flush
chains

• replacing clothes lines or restringing
rotary driers (unless in a communal
area)
• repairing or replacing gate catches
(unless in a communal area)
• looking after garden paths except
the main ones leading to your front
or back doors and to the clothes line
• looking after garden features, such
as patios, trellises, decking or ponds
(unless in a communal area)
• keeping gully grids clear of leaves
and rubbish
• replacing TV aerials and sockets
(unless there is a communal aerial).

If you don’t have your tenant handbook (‘Your Place’
folder) you can see it online at
www.charnwood.gov.uk/your_place_tenancy_pack,
email callcentre@charnwood.gov.uk or call
01509 634666 and we’ll send you a copy.
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Fan heaters recalled
Occasionally we place electric fan heaters in
properties as a temporary measure while the
heating system is repaired.
We have been made aware of a technical fault in a small number of the Center
brand 2kW fan heaters (product code 105161) that may cause safety issues.
The manufacturer is recalling the product as a precautionary measure as there is a
risk of the plug and/or fuse overheating which could be a fire hazard.
If you have one of these models in your property (the product code can be found
on the back of the heater) you should not use it. If it is one we have given to you,
please let us know and we will arrange to collect it.

Court Catch Up
In this section, we’ll be bringing you
the latest news and events from our
sheltered courts around the borough.
There are 14 courts which are for single people and couples aged over 60 and
disabled or vulnerable people who need support to help them to live independently.
Sheltered accommodation offers:
• Security 24 hours a day, 365 days a year
• Independent living - with companionship and social activities if you would like them
• A visiting warden and an emergency alarm call system
• Access to gardens without having to maintain them
• Lower heating bills and less cleaning
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Tenants turn 100
April saw some very special celebrations at our sheltered court in Shepshed,
Arnold Smith House.
Mr Ray Adams and Mrs Madge White celebrated their 100th
birthdays with the other residents, friends and family at a
party which had been organised by their families and the
wardens.
The surprise party was held for them in the communal
lounge which was filled with balloons, banners and flowers.
Ray, who has lived at Arnold Smith House for around
20 years, recently received a medal from the French
government for serving at the D-Day landings during World
War II.
After his time in the army (which he describes as some of
the best days of his life) Ray was a grocer at Leicestershire
Simpkin and James and then became a manager at the
Co-op in Shepshed until he retired.
Ray told a story of a family member who, when Ray was
born, said to his mum ‘You can always have another one.’
because Ray was thought to be a ‘weak baby’ – yet he has
proved them all wrong 100 years later!

A big thank you to Jackie
Gee and Eddie Squires from
Arnold Smith House for
organising the party and
many congratulations to Ray
and Madge.

His secret to a long and healthy life is early to bed and early
to rise.
Madge, who had five generations of her family with her to
celebrate, has lived in Loughborough since she was a baby
and remembers attending Cobden Street Primary School.
Later she worked at Loughborough University.
Madge has lived happily at Arnold Smith House for three
years and has family who also live in Shepshed.
Her secret to a long and healthy life is porridge which she
has every morning for her breakfast.

Dudley Court, Sileby
Terry and Sheila Breed sent in this photo of their
Easter Parade which was held at the court and
attended by children from the Peter Pan Nursery.
The children all wore their handmade Easter bonnets and
sang songs for the residents.
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Leaseholder News
July 2016

Dates for your diary
The AGM for the leaseholder forum will take place on Wednesday, October 12,
2016 at the Council Offices between 2pm and 4pm

Struggling to pay service charges?
We know service charges can seem like yet another bill, but we will only ever
charge you in line with your leasehold agreement. We want to make sure you all
enjoy home ownership, but with a leasehold agreement comes obligations and
responsibilities.
If you are having financial troubles we are here to help. Don’t ignore a problem that will not go away – we may be able to help
and it’s important you let us know as soon as possible if you are struggling to pay.
Call us on 01509 634830 or 01509 634817 to discuss your personal financial situation.
You could also contact the Citizen Advice Bureau at Woodgate Chambers, 70 Woodgate, Loughborough.

Useful phone numbers
Not sure who to ring for what? Here’s a handy list
Reporting a repair
(this is a 24 hour service, but please avoid reporting non-urgent
repairs out of office hours).

01509 634666

Reporting Anti-Social Behaviour

01509 634666

Copy of your Buildings Insurance

01509 634666

Making a payment

01509 634666 or 01509 634817

Statement of payments

01509 634817

Leasehold questionnaire

01509 634830

Copy of your lease

01509 634830

Query on your certified summary

01509 634830

Query on your estimate

01509 634830
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