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Benefit claimant? Call 0845 609 1258
Council tenant? Call 01509 634666
www.charnwood.gov.uk/benefitchange
facebook.com/benefitchangecharnwood
benefits@charnwood.gov.uk

The Government has given the Council
some money to offer temporary assistance
to some tenants who suffer extreme
financial hardship due to the welfare
changes. This fund is called Discretionary
Housing Payment (DHP). 

Please contact the Housing Income
Team or the Tenancy Support Team on
01509 634666 if you would like some
advice on applying for DHP or if you
would like to talk more generally about
how the benefit changes might affect
you and what  housing options may be
available to you.

Visit  www.charnwood.gov.uk/
benefitchange or www.facebook.com/
benefitchangecharnwood or email
council.tax@charnwood.gov.uk

Discretionary
Housing
Payment

Since last summer, we have been talking
about Welfare Reform – changes to
benefits – and how it might affect you.
The changes are taking effect NOW!

Starting this month, the new charge
for underoccupancy (also known as
Bedroom Tax) is being introduced for those
working age households who rent their
home and claim housing benefit. This
means that if you are underoccupying
then you will have to pay something
towards your rent.

If your home has more bedrooms than you
need your housing benefit will be reduced by:

• 14% of your rent if you have one
more bedroom than you need

• 25% of your rent if you have two
or more extra bedrooms

Are you affected by underoccupancy?

• If yes, have you spoken to one of our
members of staff?

• If no, then please contact Charnwood
Borough Council on 01509 634666
urgently to review your situation.

Also from this month, there is a new
approach to Council Tax which means
everyone will have to pay something
towards their Council Tax bill. You should
by now have received your bill which
outlines how much you will need to pay.

NOW!
Over the last few months we worked hard
to get information and advice to all
Charnwood residents. You will have seen
the Benefits Are Changing posters at bus
stops and around the borough telling you
about the some key changes to Council Tax
and Housing Benefit.

For those of you likely to be affected by the
underoccupancy charge, you will have
received a survey and a personal invitation
to our information sessions which were
held during February and March.

If we haven’t managed to speak to you and
you have any questions or concerns, please
contact us on 01509 634666 and ask to
speak to a member of staff in the Income
Team. Some of you will never have paid
rent towards your property and may be
unclear about what this means. We can
help explain this to you and also what
happens if you fall into rent arrears. 

Please read and think about these changes
and how they will affect you. We will
provide as much information and advice as
we can to help you manage the changes.

Our roadshow in the summer will also
focus on Welfare Reform, this time telling
you more about Universal Credit, which
comes into effect on October 2013.

A new board has been set up to ensure
Council tenants and leaseholders can
influence the decisions made about the
Council’s houses.

The Housing Management Advisory Board
will meet every two months to discuss
important issues which affect tenants and
leaseholders including performance of the
landlord service, budgets, policies and
investment in properties.

The board will be made up of eight
members, including tenants, leaseholders
and borough councillors.

Meet your new
Housing Management
Advisory Board

See www.charnwood.gov.uk/benefitchange
for more information on Universal Credit.

Your Homes Matter
Tenants’ Newsletter - Issue 2 April 2013



Are you affected by anti-social behaviour?
Let us know so we can tackle it!
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Are you cooking up a tragedy? 
• take care if you are wearing loose

clothing. This can easily catch fire,
especially if you are leaning across
the hob.

• keep tea towels and kitchen rolls well
away from the cooker, hob and
electric toaster.

• take care when cooking with oil. Even
when shallow frying, the oil can ignite.
If you do decide to deep-fat fry
then use a thermostatically controlled
electric fryer.

• if your pan ignites DON’T take any
risks. Turn off the heat, if it’s safe to
do so, and don’t attempt to tackle
the fire yourself. NEVER throw water
over a hot oil fire as this creates an
intense fireball!

Most importantly you should:

• ensure that you have a working
smoke alarm fitted and that you test
it every week.

• close your internal doors before you go
to bed to prevent any potential fire
from spreading. This may buy you
valuable time when your smoke
alarm activates.

• don’t try to investigate or tackle
a fire yourself.

• plan how you and your family would
safely leave your property in the event
of a fire. Make sure that everyone in
the family knows this plan.

• don’t re-enter the property under any
circumstances. Call 999 and wait for
the fire and rescue service.

Further fire safety advice is available
from the Leicestershire Fire and Rescue
Service website:

www.leicestershire-fire.gov.uk/safety/

Remember: FIRE KILLS – with a few good
habits – YOU CAN PREVENT IT!

Imagine the situation: you’ve put the
saucepan on the hob and the telephone
rings, or your favourite programme is on
the television. You’re out of the kitchen
and lose track of time.

Your smoke alarm (if you have one) goes
off and you suddenly remember what
you’ve done. You rush back into the
kitchen, but it’s too late. The pan is on fire!

Just for a moment you panic, as most of us
would, you shout out and lunge to the sink
to fill a mug, a bowl or anything nearby
with water. You throw the water over the
pan, only for an intense fireball to rage
upwards, hitting the ceiling and returning
down to engulf you. When you shouted,
your son, daughter or partner ran into the
kitchen to see what was happening. But
they are now engulfed in this same fireball.

Ensure you or your loved ones don’t
become part of this tragic tale by
reading the following advice:

• A fire can start almost anywhere in
your home, whether it is through
cooking or faulty electrical equipment
and by adopting some good habits
around the home you can reduce
the likelihood of a fire starting and
preventing it from spreading. 

• Most accidental fires in the home start
either in the kitchen, or as a result of
smoking materials, candles and naked
lights or overloaded electrics. 

As the majority of accidental fires across
Charnwood start in the kitchen, please
make sure you:

• never leave young children alone in the
kitchen when you are cooking.

• never leave the kitchen without taking
pans off the heat, or at the very least
turn the heat right down.

• keep your oven, hob and grill clean.
A build-up of fat and grease can ignite

• keep electrical appliances and cables
well away from water.

“

In the last issue of Your Homes Matter
we wrote about the importance of
storing mobility scooters away from
communal areas.

The reason for this is to keep you and
your neighbours safe in the event of a
fire. Leicestershire Fire and Rescue
Service (LFRS) has advised us that
mobility scooters must not be stored or
left to charge in communal areas
including corridors and stairwells.

Your safety is our main concern and we
have been working with tenants and
LFRS to maintain the safety of all
residents in blocks of flats, while
trying to assist those who need
individual solutions for the safe storage
of scooters. 

We want to work with you to ensure
your safety.

Remember to contact us before
purchasing a scooter as you will need
permission to keep one. 

We’re here to help so please get in touch
on 01509 634666 or speak to your
warden if you live in one of our
Sheltered Schemes. 

Remember
to store your
scooter safely

What happens when you call to
report ASB?

The call operator will log your call and you
will be contacted by an ASB officer within
five working days to agree an action plan
with you and explain the how we deal
with these cases. If the incident is in
relation to harassment, domestic abuse or
a hate incident, you will be contacted by
the team within 24 hours. 

Our four ASB officers work closely with
tenants and other agencies to resolve
complaints. By working with other
agencies such as the Police and Social
Services, we can make sure we include
all parties involved in the complaint
to provide the best possible outcome
for everyone. 

The team works hard to resolve your
problems and most cases are settled

by low level interventions such as
verbal warnings, written warnings or
Acceptable Behaviour Contracts. Our
statistics speak for themselves:

• 81.4% of people involved in a case
are satisfied that they have been kept up
to date.

• Between Oct 12 and Dec 12 the team
resolved 117 cases and received 13
compliments from satisfied tenants.

You don’t have to put up with anti-social behaviour (ASB). It’s really important that you
report it to us and let us deal with it.

I am very pleased with the reporting process
and pleased the Council has a procedure for
reporting ASB. A tenant who reported ASB to our team.

“
What does a community
representative do? 
A Community Representatives is an
unpaid volunteer who helps the Council
improve Landlord Services for the benefit
of their community. If you have a
Community Rep for your area, you will
have received an introduction letter from
them inviting you to let them know about
any housing issues or concerns you
have about your area. A community
representative also reports ‘good news’
stories and interesting events for inclusion
in this newsletter. 

Who can be a community
representative? 
A Community Representative is a tenant
of Charnwood Borough Council living in a

Could you represent your community? 
village location where there are too few
tenants to form a resident group. They act
as a point of contact in the community.

Meet our community representative…

Chris Bilby is a resident at Papermill Close,
Anstey. Soon after moving in Chris noticed
that some of her new neighbours were old,
vulnerable or both. Chris found out about
the Community Representatives initiative
and put herself forward to be the rep for
her area. 

Chris has already built good relationships
with her neighbours and has taken the
lead by consulting with them on a tenant
bid to improve one of the bin storage areas
at Papermill Close. 

Thanks to Chris, parking issues involving
neighbouring properties were resolved,
and some issues with overgrowing moss

were tackled after she reported them to
the Council. More recently she supported
tenants and leaseholders at Papermill
Close when the Council consulted with
residents about Fire Risk Assessments. 

Chris said: “I love being a community
rep because you can give back to
people. This role is very fulfilling and
I love being a good neighbour." 

For more information please contact
Julie Byrne on 01509 634955 or email
involvement@charnwood.gov.uk.

We would like to say a big thanks to
the people who have taken the time to
complete a satisfaction survey following
the closure of a case.

Your feedback is extremely important as it
is used to evaluate our service and identify
areas where we could improve. So if you
have used the service and can spare
the time, we’d be grateful if you could
complete a survey.

For more information please contact the ASB team on 01509 634666.  



Remember there are loads of ways you can
contact the Council to talk about your
tenancy or get information:

By email: callcentre@charnwood.gov.uk
On the web: www.charnwood.gov.uk/
councilhousing where you can
make payments, report repairs and
report anti-social behaviour or hate
crimes. By phone: 01509 634666
On Twitter: @CharnwoodBC

In person or by post: Landlord Services,
Charnwood Borough Council, Southfield
Road, Loughborough, Leicestershire, LE11 2TR

Facebook (for information on benefit
changes): www.facebook.com/benefit
changecharnwood
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Tenants recognised for
hard work and involvement 

This year the Tenant Bid Scheme pot of £50,000 has been stretched further than ever before
to complete a wide range of projects across Charnwood. 
Projects that have been approved for the 2013/14 budget are:

What is a Tenant Bid?
A tenant bid is a project that has been
identified to improve the environment
where tenants and leaseholders live.
The project should benefit a group of
tenants or a whole community and not
just one individual tenant.

Why bid?
The scheme is a great way to make
improvements to your environment
that the Council does not provide under
the repairs or planned maintenance
services. (See photos for examples of
completed projects).

What now?
Once we receive your application we will
make sure your idea meets the criteria
for the scheme and help you consult
with your community to make sure
everyone is on board with your idea.
Decisions on which projects will be
funded are decided through a vote by
the Charnwood Housing Residents’
Forum (CHRF) and the Senior Citizens’
Forum (SCF).

Tenant Bids – All spent up!

Last December, the Customer
Engagement Team held an awards event
for tenants who had worked hard to
improve their neighbourhoods.

This was the first annual Tenant
Recognition Awards and consisted of three
categories – Best Tenant Group, Best
Contribution by an Individual and Best
Rising Star.

Tenants and staff were invited to
nominate a tenant or tenant group they
felt had worked with the Council and
community to improve their local area.

Two judges – Clare Holford, the Council’s
Assistant Director of Housing Operations,
and Lyn Buckingham, of the East Midlands
Tenant Participation Forum, chose a
winner and runner-up for each category.

Best Tenant Group 

Winner: Warwick Way Action Group (WAGs)
Runner-up: Ashby Road Estates
Community Association

Best Contribution by an individual

Winner: Ann Watkinson from Shelthorpe
Runner-up: Peter Smith from Chapman
Street Gardening Association

Best Rising Star

Winner: Sarah-Jane Stevens from WAGs
Runner-up: Trish Friday from Staveley Court.

Sarah-Jane Stevens, known as Billie, from

WAGs said: “The award was totally
unexpected but I’m really pleased.
We are so proud of everything
WAGs has achieved.”

Peter Smith, of Chapman Street Gardening

Association (CSGA), said:”I’d like to
thank everyone from the CSGA,
staff from Charnwood Borough
Council and the sponsors who have
supported our work in 2012.”

Sally Harbey, the Council’s Customer
Engagement Manager, said: “We
wanted to do something to
acknowledge the hard work and
commitment our tenants show
towards working with the Council
to improve their neighbourhoods.

“Some really great things have
come out of our engagement
with tenants such as community
gardens, family fun days and
play areas for children. We
really appreciate their input and
enthusiasm and enjoy working
with them to provide better
neighbourhoods for local residents.”

Get in touch!

Location Proposal

Bowler Court, Loughborough Paving and slabbing for bin area, raised planters and
landscaping

Church Lane, Anstey Fencing, landscaping and decking

Paper Mill Close, Anstey Extension of bin area and two benches

Chapman Street, Loughborough Bollards for parking control and improvements to the
seating area

The Hut, Old Ashby Road, Loughborough Resurfacing of the car park

Saint Botolph Road, Shepshed Speed ramp and a gate

Babington Court, Rothley Decking, landscaping and raised planters

Fielding Court Loughborough Landscaping at the side of the Court

Martin Court, Anstey Landscaping at the entrance to Block B

St Pauls Court, Syston Continuation of the landscaping along the side of the Court

St Peters Court, Syston Two raised flower beds

Durham Road, Loughborough Improvements to the decking area in the communal garden
(anti-slip paint)

The Customer Engagement Team can
also help you with your application form
or develop any ideas you may have. 

The deadline for submitting an
application for the 2014/15 fund is 30
September 2013. 

For more information please call
01509 634931 or email involvement@
charnwood.gov.uk  

Do you want to have an influence on
improving the services received by tenants?

The Tenant Scrutiny Group (TSG) gives
tenants the chance to challenge the
performance of the Council’s Landlord
Services, influence change in the
strategies, policies and services and
drive improvement. In January we held a
‘taster session’ for people who were
interested in joining the Scrutiny Group. This
was really successful and most people who
attended are now keen to get involved! 

A training programme has been put
together to make sure everyone in the
group has the right skills to be part of the
team and make a meaningful contribution.
The TSG is hoping to begin its next scrutiny
project in May so watch this space…

Quality Assured Scrutiny
We’re proud of what has been achieved by
the TSG so far and want to see it continue
to develop. To assist with this the TSG is
working to achieve Quality Assured Scrutiny
accreditation. This is a development tool
that supports the TSG and helps it to
improve. By achieving the accreditation we
can be sure that the scrutiny of our
services by our tenants is comprehensive
and meaningful.

For more information, please contact
the Customer Engagement Team on
01509 634931 or email involvement@
charnwood.govuk 

Scrutiny Team
is Growing!

...AfterBefore...

Chapman
Street gardens,
Loughborough



  
 
 
 
 
 

To get your partner card now please contact Simon 
or Tom at Loughborough branch on 01509 212121

Special deals on:
• Decorating

• Flooring

• Landscaping

• Doors & joinery

• Timber & building materials

• Tool hire

Charnwood Borough 
Council & Jewson
Have come together 
to offer you the 
Jewson Partner Card

Great discounts
thanks to Charnwood Borough Council
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The Tenant Representatives Group
decided to change its name following the
Housing Transition. The group is now
known as the Charnwood Housing
Residents' Forum (CHRF). 

The role of the group will remain
the same but it will feed into the
new Housing Management Advisory
Board (HMAB).

At the CHRF meeting in January the group
elected Mark Edwardes as the new Chair
and June Bush as Vice- Chair. 

Meetings are open to everyone and take
place on the third Wednesday of every
month between 10am and 1pm. Future
meeting dates are:

Wednesday, April 17 - The Hut, Old Ashby
Road, Loughborough

Wednesday, May 15 – Committee Room
1, Council Offices, Loughborough

For more information please contact
the Customer Engagement team on
01509 634931 or email involvement@
charnwood.gov.uk.

Charnwood Housing
Residents’ Forum

  
 
 
 
 
 

For more information please contact Simon or Tom 
at Loughborough branch on 01509 212121

Special deals on:
• Decorating

• Flooring

• Landscaping

• Doors & joinery

• Timber & building materials

• Tool hire

Your Jewson partner card
Present your Jewson partner card 

each time you make a purchase to 

enjoy exclusive savings.

As a tenant of Charnwood Borough Council 

you qualify for great discounts on a fantastic 

range of Jewson products.

Upgrade FREE online
Upgrade online for free to 
receive more benefits
www.jewsonpartnercards.co.uk/
charnwood
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You can now DIY at a discount thanks
to the Council’s partnership with
Jewson Loughborough.

All council tenants are entitled to a free
discount card which can be used at the
Bakewell Road branch of Jewson.

The card gives you special discounts on
decorating, landscaping, flooring, joinery,
building materials, tool hire and more.

John Heathfield, Sales Manager for Jewson,
commented: “In line with our partnership
with Charnwood Borough Council, we are
delighted to offer tenants extra discounts
and savings on a wide range of products to
support any home improvement plans.”  

If you’d like to take advantage of the discount
card please call Tom or Simon at Jewson
Loughborough branch on 01509 212121.

DISCOUNT DIY!

Members of the Thorpe Acre Residents
Association (TARA) identified a piece of
land in an area they wanted to improve. 

With a little help from Garendon
High School and the North West
Loughborough Area Forum, they
managed to obtain £800 funding
to build a memorial celebrating the
Queen’s Diamond Jubilee. 

Young people on the estate have been
engaged in the project and were excited
to be part of it. June Bush, Chair of
TARA, said:

It is great that
the community

have pulled
together, not

only to improve
an area of land,

but to have
something in

Thorpe Acre to
commemorate
the Diamond

Jubilee for
generations

to come.

“

“
Jubilations in
Thorpe Acre
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Investing in
your homes
A new Housing Standard is being
introduced which sets out the standards
tenants can expect from a Charnwood
Borough Council home in the future. 

Tenants were consulted on the proposed
plan which outlines the minimum
standards which all council properties
must meet in the next five years. 

The plan demonstrates our aim to achieve
a standard even higher than the
Government’s Decent Homes Standard
and one which meets the priorities
identified by tenants. 

Between April and December 2012, the
Council invested £12 million improving
properties to bring them up to the Decent
Homes Standard. A further £8 million of
improvements are being carried out
which, when complete at the end of March
2013, will result in 93% of our properties
meeting the Decent Homes Standard.

Priority areas identified include
replacement of kitchens every 20 years,
bathrooms every 30 years and boilers
every 15 years. 

Improvements will also be made to
ensure homes are more energy efficient
to reduce fuel costs for tenants
including A-rated energy efficient boilers,
thermostatic controls for heating and low
voltage lighting. 

Eileen Mallon, Strategic Director of
Housing, Planning & Regeneration and
Regulatory Services said:

“Continuing to improve the
standard of our properties is a
priority for Charnwood and this
new plan is about ensuring we
invest the large sums of money the
Council has committed on targeted
improvements which have been
agreed with our tenants as the
standards they wish to see and we
wish to achieve in our homes.” 

Last year the Planned Maintenance team
invited tenants to join them to influence
decisions made about the maintenance of
Council properties.

Several tenants joined the group and
had input into a pilot scheme on
Hermitage Road, Loughborough, for
works such as external redecoration,
brickwork, joinery and paths. The pilot
project was carried out in early
December 2012 and identified that

the properties needed far more work
than anticipated. 

Pilot schemes like this are helpful as
officers can now use the findings to plan
how they would roll out a new Planned
Maintenance Programme. 

For more information please contact
the Customer Engagement team on
01509 634931 or email involvement@
charnwood.gov.uk.

Monitoring your estates

Our Neighbourhood Monitors, tenants
who are keen to keep their estates looking
good, have been very busy inspecting
estates around the borough. 

The group works with the Customer
Engagement team to make sure work
carried out by Grounds Maintenance
and Environmental Services meets the
agreed standard. This service looks
after things such as external bin storage
areas, parking and drying areas,
grass cutting, shrub pruning, hedge

cutting, weed control, litter, fly-tipping
and graffiti.

The monitors have visited eight sites in the
last nine months. They record their scores
for each area and all feedback is given to
Council staff to resolve who then report
the final outcomes back to the
Neighbourhood Monitors.  

For more information please contact
Claire Westrup, Housing Services Team
Leader or Julie Byrne, Customer
Engagement Officer on 01509 634666.

Tenants have their say on
planned property maintenance

If you enjoy your independence but
sometimes like to know that help is on
hand quickly, a Charnwood Lifeline could
be the answer.

The personal alarm service can offer
peace of mind 24 hours a day, 365
days a year.

Your alarm will automatically call our
Lifeline control room at the touch of
a button. Our trained operator will
quickly respond to your call, providing
anything from a reassuring voice to
obtaining help from your family or the
emergency services.

A Lifeline means you are never alone in
an emergency and provides a reassuring
link to the outside world while still
allowing you your independence. 

What does Lifeline offer you?

• a 24 hour a day service, 365 days a year

• local monitoring centre

• friendly, prompt and discreet service

• fully trained, professional staff
at the touch of a button

• low hire charge

• repair or replacement service

• keysafe included

What does it cost?

The service, including rental of the
lifeline and pendant costs around £2.59
a week (excluding VAT) plus a £30.00
installation cost. If you are on Benefits

Charnwood Lifeline
- Your 24-Hour Personal Alarm

you may be eligible for a discount,
please contact Lifeline for details. (Prices
correct as of February 2013)

In January 2013 we responded to over
8,000 calls and answered 91% in under
30 seconds.

What do you need?

To install our equipment, we require a
telephone point which is situated near
an electric socket.

To book your free in-home
demonstration, with no obligation, call
Charnwood Lifeline at the Council on
01509 643970 or email warden.services
@charnwood.gov.uk. 

Here are some of the ways we have improved as a result of your feedback:You said, we did…

We welcome your feedback on our
services - whether it’s a complaint,
compliment or comment - as it helps us
to improve services to you.

You said We did

Our housing officers were too general
and were not focusing on specialist
areas such as anti-social behaviour.

We split the Housing Management
service into two teams, one which
deals with anti-social behaviour and
one which deals with tenancy and
estate management. This allows
officers to provide a more specialist
response to customer needs.

You said We did

Our repairs operatives are not
consistent in the way they treat
customers when they go into their
homes. They are not always respectful.

We introduced a Customer Service
Guide for our repairs operatives. Their
performance is monitored through
satisfaction surveys and spot checking.

Tell us what
you think
We like to hear from you, whether it’s
good news or bad. For complaints, we will
respond to you within 10 working days or,
if further investigation is needed, we’ll
agree a timescale with you. 

If you send a compliment or suggestion
we’ll make sure the people or service
concerned get to see it. 

We value the chance to learn from your
experiences so please get in touch:

Charnwood Borough Council,
Southfield Road,
Loughborough, LE11 2TR
complaints@charnwood.gov.uk
or suggestions@charnwood.gov.uk
01509 634666

“
A tenant’s compliment about
the Income Management team

Thank you very
much for all your
help, understanding
and hard work. You
do a marvellous job.

“
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Helping you manage
your money

Week Date due Amount paid Week Date due Amount paid

1 1 April 27 30 September

2 8 April 28 7 October

3 15 April 29 14 October

4 22 April 30 21 October

5 29 April 31 28 October

6 6 May 32 4 November

7 13 May 33 11 November

8 20 May 34 18 November

9 27 May 35 25 November

10 3 June 36 2 December

11 10 June 37 9 December

12 17 June 38 16 December

13 24 June 39 23 December Rent free week

14 1 July 40 30 December Rent free week

15 8 July 41 6 January

16 15 July 42 13 January

17 22 July 43 20 January

18 29 July Rent free week 44 27 January

19 5 August 45 3 February

20 12 August 46 10 February

21 19 August 47 17 February

22 26 August 48 24 February

23 2 September 49 3 March

24 9 September 50 10 March

25 16 September 51 17 March

26 23 September 52 24 March

53 31 March Rent free week

Charnwood Borough Council
Payment Calendar 2013-14

Make paying easier
A great way to manage your finances is to
set up a Direct Debit. You have a choice of
payment dates and can pay either weekly
or monthly. Please call us for more details.

Rent free weeks

Remember, there are four rent-free
weeks during the year. These are great
opportunities to clear your arrears and be
eligible for the prize draws.

If you owe us any money, you will need to
pay during the rent free weeks.

Be rent clear and win!

Tenants who pay their rent on time, or who
have maintained 12 consecutive weeks of
an arrears repayment plan on March 31,
2014, will be entered into a prize draw to
win cash prizes. If you owe us any other
money, any prize money will be used to
clear the debt.

Where to get help

If you are worried you are getting into
debt, or about how you are going to
pay your rent, please contact us. Our
Tenancy Support team can offer money
management advice including information
about benefits you may be entitled to and
how to clear any debts you have.

Please remember we are here to help, but
we need you to let us know before you get
into difficulties. Give our team a call on
01509 634666.

Useful contacts:
Money Advice Service:

Telephone: 0300 500 5000 (Whatever
tariff you’re on, the cost of an 0300
number is the same as calling a normal
phone number) Email enquiries@
moneyadviceservice.org.uk

How are we doing? Here’s a few examples of our performance since April 2012. By
monitoring our performance we can see where we need to improve and
plan how we’re going to do this.

Key service area Year to date results Target for 2012/13

Percentage of residents satisfied with
Decent Homes works 98.7% 98.0%
Percentage of adaptations completed
within target time 82.5% 90.0%
Percentage of emergency repairs
completed within 24 hours 99.1% 100.0%
Percentage of responsive repairs
completed within timescales 94.1% 98.0%
Percentage of rent collected
(including arrears, rolling 12 months) 98.1% 98.0%
Tenants remaining in their properties
for over 12 months 89.9% 89.0%
Percentage of alarm calls to Lifeline answered
within 30 seconds 91.6% 91.0%

523 out of 530

155 out of 188

1194 out of 1205

9467 out of 10062

£19.73m out
of £20.11m

400 out of 445

70129 out
of 76545



So long, farewell,
goodbye
We are sorry to be saying farewell to Peter
and Brenda Bruce who have been running
The Hut, a community building on the
Ashby Road Estate, since 1992.

The Council has a long relationship
with The Hut as it is a much-loved
community venue used by many of our
teams to meet with tenants.

Peter Bruce said: “I would like to thank
everyone who has supported us over the
years. We are pleased to have made a
start at refurbishing the building. When
we took it on we had buckets in the
rooms to catch the rain coming through
the roof. They were the good old days!”

Peter has also been involved in many
Customer Engagement activities over
the years such as the Tenant Scrutiny
Group, Tenant Representatives Group,
Reading Panel, and many, many
service review groups! The Customer
Engagement Team would like thank
Peter for the meticulous reading of the
minutes of meetings over the years –
what will we do without you?!

We would like to wish Peter and Brenda
a very long and happy retirement. 

The future of The Hut

Tracey Riley and Craig Jordan, residents
from the Ashby Road Estate, have taken
on the running the building and are
looking forward to the challenges
ahead. Tracey said: “If anyone living on
the Ashby Road Estate would like to
get involved, please contact me on
01509 554217”.

How does your garden grow?
Spring has finally sprung and for our
green-fingered tenants that means it’s
Garden Competition time!

Following the huge success of previous
years, we are pleased to announce our fifth
annual garden competition. This year there
are even more chances to get involved!

Following feedback from last year about
the timing of the judging, we’ve changed
the rules to allow photos of gardens in
spring to be entered for judging. 

How it will work

The judges will award a first, second and
third prize in each category:

• hanging basket, window box
and balcony garden

• sheltered court garden

• communal or shared garden

• individual house or flat garden.

The judging will take place during the
week beginning July 8. If you would like
your ‘spring garden’ to be judged then we
will need you to submit photographs for
the judges to look at (we can take them for
you if you don’t have a camera). The
closing date for entries is Friday, May 31,
2013 and prizes will be awarded at
a special event later in the year. 

Fancy being a judge?

We’re looking for some new people to judge
this year’s competition. If you know your
roses from your marigolds and have some
free time in July then please get in
touch. (The judging takes at least two
days, depending on how many entries
we receive). 

For more information please contact the
Customer Engagement team on
01509 634931 or email involvement@
charnwood.gov.uk

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

12
L e a s e h o l d e r  N e w s

Leaseholder News
Issue 2 April 2013

Dear fellow leaseholders
It has been good to see some new faces at our meetings, and a big 'thank you' to
everyone for supporting the forum. 
Many changes are taking place within housing, bringing opportunities for us to get involved and hopefully improve the services
we receive.

If you are interested in finding out about the Scrutiny Group, Charnwood Housing Residents Forum or the Housing Management
Advisory Board etc then please do not hesitate to get in touch with either Sarah or myself. 

I look forward to hearing from you and hope to see you at the next forum.

Best wishes

Helen 
Helen Isaac - Chair of the Leaseholders’ Forum

Your views
Recently all leaseholders were sent a
survey asking for their views on the
leasehold service. Your views really do
help us to improve the service so if
you haven’t already filled in your
survey, we’d be grateful if you could
complete it and send it back in the
prepaid envelope.  

We’ll publish the results of the survey in
the next issue of this newsletter.

At the last Leaseholders’ Forum, the
Council was asked if it could approach its
gas contractor, Sure Group, to offer the
same service to leaseholders.

We’re pleased to say that Sure agreed to
this and leaseholders can now receive a
gas service at a cost of £42.00 plus VAT
(£52.50). If you would like further
information or would like to book a
service, please call Sure direct on 0800
84021 or 01509 634652 and ask for Julie
or Sarah. 

A great

offer on gas

servicing!

Yours views count!  Help us to develop the
service you deserve by attending our
leaseholder forums.

Future meeting dates 

• 19 June 2013, 6pm start 

• 19 September 2013, 6pm start
(Certified Summaries update)

• 3 December 2013, 5pm start

All the meetings are held at
Charnwood Borough Council, Southfield
Road, Loughborough.

Calling all
leaseholders

For more information please contact
Sarah Taylor on 01509 634830 or Julie
Anne Byrne on 01509 634955.



Are you aware that a cold weather
payment for elderly and vulnerable
residents that was launched last year?

Payments will be made when your local
temperature is either recorded as, or
forecast to be an average of zero
degrees celsius or below over seven
consecutive days. You could get a
payment of £25 for each seven day
period of very cold weather between 1
November and 31 March.

Cold Weather Payment - don’t miss out!
Now we realise the weather is now
warming up but it’s not too late to claim
for last winter as in some cases it can
be backdated.

Use the Cold Weather Payment tool at
w w w.direc t .gov.uk /coldweather
payment to find out more. For further
information contact your energy supplier.

Unlike our council tenants YOU are
responsible for making sure your central
heating boiler and other gas appliances
are safe.

Under the terms of your lease you must
have your boiler serviced once a year to
make sure that it is safe and does not
pose a problem for you or other
residents in your block.

If you rent out your property then you
must have a gas service, by a registered
Gas Safe engineer, each year – and make
sure your tenant has a copy of the
certificate. It also helps if we have a copy
of the certificate too.

Every year thousands of people across
the UK are diagnosed with carbon
monoxide (CO) poisoning, which can be
caused by unsafe central heating
systems, gas cookers or gas fires. Badly
fitted and poorly serviced appliances
can also cause gas leaks, fires
and explosions.

A gas safety check will make sure you and
your family are safe. You can also:

• Install an audible carbon
monoxide alarm

• Look out for warning signs that your
gas appliances aren’t working
correctly – lazy yellow or orange
flames instead of crisp blue ones,
black marks on or around the
appliance and too much
condensation in the room. 

IMPORTANT
- are you
gas safe?

Thinking of moving?

If you decide to sell your home then you
need to let the Leasehold Officer know. 

The Council doesn’t offer a ‘buy back’ for
flats at this time. If you sell within five
years of buying your home, you’ll have
to pay the Council back all or some of
the Right to Buy discount you received.

If you want to know more about this,
give the Leasehold Officer a call.

There are a number of things you need
to remember when selling:

• You must provide the Council’s Legal
Services section with a Notification
of Transfer which is written

confirmation of the sale. There
is a charge for this of £50.

• Without the Notification of Transfer
we won’t be able to change your
details – which means you’ll continue
to receive all bills and letters relating
to the property. 

• Some buyers’ solicitors ask for
a leasehold questionnaire to be
completed.  This is usually sent
to the Leasehold Officer by your
solicitor.  Please be aware that
there is currently an £80 (plus VAT)
administration fee for providing
this information.   

Don’t make it a DIY SOS
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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.
Charnwood Borough Council now offers
the following dates for payments:

• quarterly on 1st or 15th April,
July, October and January OR

• annually on 1st or 15th April
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If you’re planning more than a lick of paint
or some new wallpaper then you need to
let us know.

If your 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.

We’ll send your request to our surveyors
and they will contact you for more details.

If you are thinking about changing your
front door then it needs to meet fire safety
standards (FD30).  

We don’t give retrospective permission
for this kind of work. If you’ve carried
out the alteration work without written
permission, then you need to get
independent legal advice and make us
aware of this immediately.

Section 20 Consultation must take
place for any contract that involves
leaseholders that:

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

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

The Council will divide costs equally
amongst a block, therefore if there are ten
flats and the work will cost £1000 each
leaseholder will be charged £100.

The entire Section 20 Consultation
will take three to four months and
work cannot start until this process
is complete.

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

To pay by Direct Debit please call the
Income Section on 01509 634817 to
request a Direct Debit mandate.  If you
currently pay on the 15th and would like
to change the payment date to the 1st
you can contact the Income Section on
the above number.

Section 20 Basics
• what work is being carried out

• why the work is being carried out

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

• which companies have tendered
for the works

• which company has won the tender

• the cost of the works broken down
to a property level 

• the invoice for actual cost of works
broken down to a property level
– after works are complete.

If Section 20 consultation is not carried out
then we cannot charge more than £100 for
a new contract or £250 for planned/repair
work for any leasehold property that is
included in the contract.

*Planned = five elements (external
and internal redecoration, paths, fences
and gates, brickwork and joinery).
* Responsive = repairs that require prompt
attention eg guttering blocked 



Charnwood 
Lifeline...


