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Wates gets to work

Charnwood Borough Council’s new contractor, Wates Living 
Space, began the improvement works to properties across 
the Borough at the beginning of April.

The fi ve-year contract, worth around £5m per year, will see 
Wates install more than 500 new kitchens and 400 new 
bathrooms each year. In addition, we will be continuing to 
replace doors and we shall also be carrying out some loft 
insulation  works. More than 70 heating systems will be 
upgraded in 2014.

Among the fi rst tenants whose homes are getting the 
makeover treatment was Julie and Sean O’Connor of 
Bristall. Mrs O’Connor said: “I think it’s amazing. We 
were involved in the design and the workmen were 
all brilliant – very polite and tidy, we couldn’t ask for 
more. We’re over the moon.”

Councillor Jane Hunt, the Council’s Cabinet Member for 
Housing and Regulatory Services, said: “It’s great to see 
work beginning on what we hope will be a successful 
programme of improvements which will make a really 
positive difference to the homes and lives of our customers. 

“The work will help the Council reach its aim of exceeding 
the Decent Homes standards by replacing all kitchens over 
20 years old and bathrooms over 30 years old.”

Jo Jamieson, Regional Managing Director of Wates Living 
Space, said: “We are off to a great start in Charnwood. The 
delivery of improvement works to Council homes across 
the area is well underway and the benefi ts to residents are 
already being realised. 

“We hope Julie enjoys her new kitchen and look forward to 
giving many more homes and their residents an uplift over 
the next fi ve years.”

Anyone with any questions about the improvement works 
should call 01509 634666. 

Your Homes Matter

Work is well underway to give nearly 
1,000 Council homes a makeover with new 
kitchens and bathrooms.

Wates’ Tenant Liaison Offi cer, Lisa Wilkinson, tenant Julie O’Connor, 
Cllr Jane Hunt and Wates’ Section Manager, Chris Gardiner.

Before

After
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We’re always keen to make improvements to our services 
and have recently signed up to a new charter to improve 
our anti-social behaviour (ASB) service.

The RESPECT Charter has been created by the Chartered 
Institute of Housing (CIH), Social Landlords Crime and 
Nuisance Group (SLCNG) and HouseMark.

What does it mean?
Along with the repairs service, tackling ASB is at the top 
of the list of issues that tenants care about so we need 
to make sure we’re delivering the best service we can – in 
both preventing and managing ASB.

By signing up to the charter the Council is making a public 
commitment to deliver high quality ASB services which are 
clearly focused on outcomes for tenants. It’s a framework of 
commitments and outcomes which will allow us to assess 
where the service is now and where we’d like it to be.

The charter will also allow us to see good examples of 
how other organisations tackle ASB and learn from their 
experiences.

Commitments we have signed up to include: 
•  making sure the service is easily accessible for tenants

•  taking swift action to protect communities

•   a supportive approach to working with victims and 
witnesses

•  a focus on prevention and early intervention

Our team of four offi cers can be working on around 130 
cases at any one time.

If you need to report ASB you should call 01509 634666 or 
complete the online reporting form at www.charnwood.
gov.uk/pages/reportasb

ASB team signs up to RESPECT charter

A big ‘thank you’ in these tough times
The level of arrears (overdue rent) owed by tenants 
fell over the last fi nancial year, despite the fi nancial 
pressures so many people are under.

We know that recent Welfare Reform changes have had 
a big impact on many of you but we are really pleased 
to say that you have helped us keep arrears down by 
making sure rent was paid as a top priority and working 
hard to reduce or clear the debt.

Unfortunately, sometimes the debt continues to rise 
and we have to prevent it getting higher by taking legal 
action against tenants who aren’t paying - although this 
is a last resort for us and we offer as much help as we 
can.

Here’s how we can help  ...
•   If your housing benefi t has been reduced, we can 

assess whether you are eligible to claim Discretionary 
Housing Payments (DHP) and we can help you make 
that claim.  We can also provide advice if you wish to 
move to a smaller property. Call 01509 634666 or visit 
www.charnwood.gov.uk.

•   We offer free and confi dential money advice session 
to make sure you’re receiving all the benefi ts you’re 
entitled to. Call 01509 634879 to book.

•   Speak to our income team and they can help with a 
payment plan. Call 01509 634666.

•   Other advice agencies are listed in your tenancy 
pack, online in reception, at www.charnwood.gov.uk/
councilhousing or the income team can send you a list.

Keeping rent arrears down means we can provide 
a better service for everyone as your rent pays for 
essential services such as repairs, new kitchens, heating, 
other  improvements and tenancy support. 

So, thank you for your help and support in making your 
rent payment a priority, and remember to come and talk 
to us if you’re 
struggling. We’re 
here to help.



There are four of these this fi nancial year. They are 
the weeks beginning: 

•  July 28, 2014

•  December 22, 2014 

•  December 29, 2014

•  March 30, 2015. 

We don’t charge rent on these weeks so there are 
only 48 weeks in the year when you need to pay rent 
unless you are in arrears. If you are, you will need to 
pay during these weeks until your account is clear. If 
you’re struggling to meet your payments, please get 
in touch and ask about how we can help. 

Rent free weeks

Congratulations to Mr T of Loughborough and Mrs E 
of Birstall who were recently rewarded with a cash 
prize of £200 for keeping up their rent payments for 12 
continuous weeks.

Also, congratulations to Ms A and Mr C of 
Loughborough and to Mr and Mrs T of Anstey who 
received £400 for winning the clear rent account prize 
draw. 

You have three more chances to win similar cash prizes 
this fi nancial year. Just have a clear rent account, or be 
making regular payments for 12 weeks, by October 5, 
2014, January 1, 2014 and April 4, 2015.

WIN cash prizes by keeping 
up to date with your rent

Remember that your rent is due each Monday so it should 
reach us on that day. If you pay at a Paypoint you should 
allow three days for the money to reach us. If you want 
to pay monthly you will need to pay enough to cover the 
weekly rent due up until you next pay – effectively you 
need to pay a month in advance.

Paying rent on time – avoiding 
nagging letters…

Your Income Team
They collect your rent, but do you know what the Income 
Team can do to help you?

Income Offi cers Dawn Knight, Jayne Devere-Smith, 
Liz Moody and Sally Porter (each covering a patch of 
around 1,500 properties), Former Tenant Arrears Offi cer 
Laura Knights (chasing around £0.5m of debt), Financial 
Inclusion Offi cer Sharon Sheldon and Team Leader Tim 
Clarke are all involved in:

•   debt and money advice

•  managing 6,000 rent accounts

•   working with Housing Benefi t, tenancy, tenancy 
support, ASB colleagues and advice agencies

•   home visits to provide advice and support and where 
necessary discuss action and serve notices

•   court action and court appearances (4-5 case go to 
court every week)

•   supporting tenants to make Housing Benefi t and other 
benefi t applications

•  setting up and monitoring Direct Debits

•   fi nancial inclusion advice including access to IT and 
bank accounts, avoiding high interest borrowing, home 
energy advice, maximising income and minimising 
spend.

They’re here to help so feel free to contact them on 
01509 634666 if you have any questions about your rent 
or fi nances.

Court fees going up
Unfortunately, because of budget restrictions, 

the Government court service has increased 

the fees charged for repossession hearings 

(part of the action we take to try to recover 

arrears). The cost has gone up from £100 

to £250.

We’d all like to avoid going to court for 

repossession, particularly with this increased 

fee which we have to charge to the tenant. To 

avoid things getting this far, please remember 

to contact us as soon as possible if you’re 

struggling with debt.

Y o u r  H o m e s  M a t t e r  N e w s l e t t e r
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A special market-style event is being organised to help 
promote the grassroots volunteers, community groups 
and organisations which make Charnwood tick.

The Council is planning its second annual Community 
Heroes Day in Loughborough’s Market Street on 
August 3, 2014.

The event, which is set up like a market, will give local 
groups the chance to showcase what they have to offer in 
a bid to spark interest and recruit new members.

Councillor David Snartt, Charnwood Borough Council’s 
Cabinet Member for Neighbourhood Services, said: 

“These groups and clubs are the Borough’s 
heartbeat, providing support, advice and 
great opportunities for residents.

“I am really proud that we are able to 
support them with this showcase event and 
celebrate their hard work and dedication.

“Volunteering in Charnwood has always 
been hugely successful and we’re lucky to 
have such a wealth of brilliant people who 
give up their time and energy for the benefi t 
of others. 

“This event will recognise their 
amazing work and aim to 
encourage others to fi nd 
out how they can become 
volunteers.”

Nearly 20 stalls transformed 
Market Street into a hive of 
activity last year with groups 
such as Maria’s Choir, Warwick 
Way Action Group, Youth of Loughborough and LOROS 
setting up shop.

Nadja Rein, Charnwood Borough Council’s 
Neighbourhood Development Offi cer and organiser of 

Charnwood Community Heroes Day, added: “Last year 
was a great success and I know that stall holders loved 
being able to network and learn more about what great 
community work is taking place across the Borough.”

Stall holders can use the event to sign up new members 
or volunteers, announce events and networks, and will 
also be given the chance to have ‘fi ve minutes of fame’.

Stalls cost £10 for the day, discounted rates are available.

If you’re a group that would like to join in this 

celebration of Charnwood Community Heroes or 

you’d like to fi nd out more visit www.charnwood.

gov.uk/communityheroes, email 

Nadja.rein@charnwood.gov.uk or call 

01509 652591. 

Are you a community hero?
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The reception of the Council’s offi ces in Southfi eld Road, Loughborough, now has several 
new touch screen computers (with people around to help you use them) giving you access 
to a whole range of advice, support and information on paying your rent, claiming benefi ts 
and seeking employment. 

You can pay your rent online and if you are claiming Housing Benefi t you can now access 
your account and fi nd out when your payment is due.

Do it online with our new computers

A number of residents are registered on the Choice Based 
Lettings scheme but don’t realise that they can look for 
a mutual exchange at the same time. Is your property 
unsuitable because it’s too small for your family or it’s 
bigger than you need and you’re affected by the spare 
room subsidy (also known as ‘Bedroom Tax’)? A mutual 
exchange can be a quicker way for you to move to 
somewhere more suitable.

What is a mutual exchange?
A mutual exchange is where a tenant swaps properties 
with another Council tenant or Housing Association 
tenant with permission from the landlord(s) involved. 
Exchanges can take place within the Borough and outside 
of the area.

How do I register?
The Council works in partnership with the nationally 
recognised HomeSwapper Scheme.

HomeSwapper is the UK’s largest online community of 
social housing tenants looking to swap homes. You can 
register at www.HomeSwapper.co.uk.

Once registered you can access the site to view other 
people who wish to exchange in order to fi nd a match.

What do I do once I have found someone to 
swap with?
You contact the person you would like to swap with. 
If they are interested you would arrange to view each 
others’ property. If both parties want to proceed after the 
viewings you can call into the Council Offi ces and collect 
an application form or call the Contact Centre on 01509 
634666 and they will arrange for a form to be sent to 
you. A completed application is required from all parties 
involved in the exchange.

Once the applications have been received an inspection 
of the property is carried out by a Tenancy & Estate 
Management Offi cer and a technical offi cer from the 
Maintenance Division.  A check of the electrics is carried 
out at the time of the inspection.  

The Council must provide a decision within 42 calendar 
days of receiving the application. Decisions can sometimes 
be on condition that certain matters are put right, for 
example an overgrown garden or damage within the 
property. In all cases applicants must not swap until a 
document called a ‘deed of assignment’ has been signed. If 
applicants swap prior to this the exchange would be illegal.

To fi nd out more, call your Tenancy & Estate Management 
Offi cer on 01509 634666 or visit www.councilhousing.
charnwood.gov.uk/mutualexchange.

Are you looking to move? 
Consider a mutual exchange.  

Are your estates litter-free?AAAAAAAArrrrrrrrrrrrrrrrrreeeeeeeeeeeeeeeeeeeeeeeeeee yyyyyyyyyyyyyyyyyyyyyyyyyyyyyyyoooooooooooooooooooooooooouuuuuuuuurrrrrrrrrrrrrrrrrrrrr eeeeeeeeeeeeeeeeeeeessssssssssssssssssttttttttttttttttttaaaaaaaaaaaaaaaaaaaaaaaaaaaaatttttttttttttttttttttttteeeeeeeeeeeeeeeeeeessssssssssssssssss llllllllllllllliiiiiiiiiiiiiiiitttttttttttttttttttttttttttttteeeeeeeeeeeeeerrrrrrrrrrrrr------fffffffffffffffrrrrrrrrrrrreeeeeeeeeeeeeeeeeeeeeeeeeeee?????????
Did you know it’s a condition of your tenancy 
agreement to keep communal areas free of litter and 
rubbish - this includes communal areas within fl ats 
and communal grassed areas.

Nobody likes to see an untidy estate so please help us 
keep your areas looking their best by:

•   taking your litter home with you and disposing of it 
properly

•   picking up litter you may see on your estate 

•   reporting fl y tipping or dumped items to the 
Council on 01509 634666

•   using the Council’s bulky waste service to dispose 
of unwanted larger items – call 01509 634 563.
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Anti-social Behaviour (ASB)
Acting in a way that causes or is 
likely to cause harassment, alarm or 
distress. To be anti-social behaviour, 
the behaviour must be persistent.

Allocations
This is the term used by social 
landlords to describe the process of 
identifying properties and letting 
them to people, who then become 
their tenants.

Allocations Policy
An allocations policy sets down 
the rules for allocating (ie offering) 
housing, and should ensure that 
those most in need get offered a 
home fi rst.

Asset Management
The process for operating, 
maintaining and upgrading physical 
assets of an organisation (such as 
houses) in a sensible way to generate 
income, reduce the fi nancial risk and 
to meet the needs of customers.

Spare Room Subsidy
Also known as the ‘Bedroom Tax’ 
or ‘under-occupation penalty’, it 
is a change to Housing Benefi t 
entitlement that means housing 
benefi ts in social housing will be 
reduced if you live in a property that is 
deemed to be under-occupied. If you 
have one spare room, your benefi t will 
be cut by 14% and by 25% for two or 
more spare rooms.

Capital Expenditure
The money that landlords spend 
on buying land, or building 
and improving housing or the 
environment.

Capital Programme
A plan, usually over at least one year, 
for building and improving housing or 
the environment.

Choice Based Lettings (CBL)
The process is now commonly used 
by local authorities to allocate social 
housing vacancies in their area. Under 
CBL, all Housing Association and Local 
Authority vacancies are advertised 
and people may ‘bid’ for the property 
of their choice. Each property is then 
offered to the bidder with the highest 
priority.

Credit Union
Credit unions are locally-based 
savings schemes that provide low cost 
loans to people on a low income.

Decant
Tenants can be temporarily or 
permanently moved out of their 
homes (decanted) to another property 
if their landlord needs to carry out 
work that is disruptive or that would 
be diffi cult to do with the tenant ‘in 
situ’. 

Decent Homes Standard
The Decent Homes Standard is a 
target set by Government for all 
social housing providers to meet set 
standards of design for their homes 
by 2010. In brief, a decent home will 
have to pass four tests:

•   It has to meet the current legal 
minimum standards for housing

•   It needs to be in a reasonable state 
of repair

•   It needs to have reasonably modern 
facilities and services

•   It needs to provide a reasonable 
degree of thermal comfort.

Equality and Diversity
Valuing people’s differences and 
treating everyone equally regardless 
of race, gender, disability, religion or 
belief, sexual orientation and age.

Fuel Poverty
A household is said to be in fuel 
poverty when it cannot afford to keep 
adequately warm at a reasonable 
cost, given their income.

Financial inclusion
Advice and help to enable people to 
access and understand appropriate 
fi nancial products and services (eg 
bank accounts, debit cards, benefi ts 
etc) that will help them manage their 
money better. 

Housing Association (HA)
A non-profi t making organisation 
which provides homes either for 
people who cannot afford to buy 
their own or who need special types 
of housing, for example elderly 
people. Associations usually have 
paid workers and are managed by a 
voluntary Management Committee.

Housing Benefi t
A means tested welfare benefi t 
administered by the local council 
providing eligible tenants assistance 
in meeting the cost of their rent, it can 
be paid directly to the landlord or to 
the tenant. See ‘Universal Credit’ for 
how housing benefi t will change.

Housing Management
A landlord’s management of 
tenancies eg rent arrears, lettings, etc 
and providing services to residents.

Jargon buster!

We always try to communicate in a way which is clear and easy to understand. However, you may 
sometimes hear or read something which you’re not sure about so here’s a handy list of commonly used 
terms about Landlord Services, the name of the Council department which manages council housing.
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Housing Offi cer (Tenancy & Estate 
Management Offi cer)
Person employed by a local authority 
or housing association to carry out 
a range of Housing Management 
duties.

Housing Ombudsman
The Housing Ombudsman can 
investigate complaints referred 
to them by residents and make 
recommendations for action by the 
landlord once the offi cial complaints 
procedure of an organisation has 
been completed.

Introductory Tenancies
The Housing Act 1996 allows councils 
to offer introductory tenancies to new 
tenants. After one year they change to 
a secure tenancy if the tenant has not 
broken the terms of the agreement. 

Joint Tenancy
Where two or more people share a 
property and the tenancy agreement 
for the property.

Leaseholder
A person who does not own the land 
their home is built on, and pays a 
ground rent for a fi xed number of 
years. Tenants who live in fl ats and 
buy them from their landlord are 
called leaseholders.

Mutual Exchange
A tenant’s right under certain 
conditions where they can exchange 
their home/ tenancy with a tenant 
living elsewhere (see article on pg 5)

Notice of Seeking Possession
First step in legal action against a 
tenant where a notice is served by 
the landlord prior to any action by the 
county court for possession due to 
breach of tenancy.

Planned Maintenance
A system of repairs and maintenance 
carried out by a local authority or 
housing association that has been 
decided in advance, and accounted 

for in the yearly budget. Planned 
maintenance is often carried out on a 
cyclical basis (eg every 10 years).

Private Registered Provider
Also known as an RSL (Registered 
Social Landlord), this is a not for profi t 
organisations that provide social 
housing.

Rechargeable Repairs
Repairs carried out by a landlord 
which the tenant must pay for, 
because they caused the damage.

Repairs
Mending something that is broken, 
inside or outside of your home eg a 
blocked drainpipe or a dripping tap. A 
tenant should refer to their tenancy 
agreement to see whether they 
or their landlord is responsible for 
carrying out a particular repair.

Rent
Money paid to a landlord by a tenant 
in exchange for occupying a property.

Rent Arrears
If you fall behind with your rent 
payments (whether paid by Housing 
Benefi t or yourself), you are said to be 
in rent arrears. This means that you 
owe your landlord money. Tenants 
who are in rent arrears would be 
advised to contact their landlord as 
soon as possible to try and sort the 
problem out, as being in arrears is a 
breach of the tenancy agreement and 
can lead to eviction.

Residents’ Association
A locally based group of residents 
who have joined together (formally 
or informally) to discuss and raise 
issues with their landlord and other 
agencies.

Resident Involvement
Ways in which residents may 
infl uence decisions made by their 
landlord and how their homes are 
managed. This can range from 
low level consultation to formal 

involvement (such as residents’ 
associations)

Customer Engagement Offi cer
(Sometimes referred to as a Tenant 
Participation Offi cer) This person’s 
role is to promote healthy resident 
involvement and improve tenant 
participation and empowerment 
throughout local communities (see 
Tenant Participation).

Responsive Repairs
Repairs carried out by a landlord in 
response to a tenant reporting one, 
such as a broken window, overfl owing 
cistern or damaged kitchen cupboard.

Right to Buy
Some local authority and housing 
association tenants have the legal 
right to buy their home at a price 
lower than the full market value.

Right to Repair
Local authorities are obliged to carry 
out certain small, urgent repairs 
which are likely to affect a tenants’ 
health, safety or security, within a 
prescribed time limit. This is known 
as a tenant’s Right to Repair. If the 
repairs are not carried out in the 
time given, the tenant can require 
the landlord to instruct another 
contractor to do the work.

Scrutiny Committee/Scrutiny Panel
A group of people who are elected 
or appointed to examine a housing 
providers services to ensure that they 
are right and fair. 

Secure Tenancy
The vast majority of local authority 
tenants, and housing association 
tenants whose tenancies began 
before January 15, 1989, are 
secure tenants and have a range 
of additional rights covered in the 
Housing Act 1985.

Service Charge
The money tenants and leaseholders 
pay for services such as wardens, 
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common rooms and cleaning, lighting 
and maintenance of common parts.

Service Delivery
The way a service, such as repairs, is 
provided to the people who receive it.

Service Level Agreement (SLA) 
A contract between two organisations 
setting out how they will provide 
services, how performance will be 
measured and how disputes will be 
resolved. 

Sheltered Housing
Special housing for elderly people 
who need someone close by to help 
them in an emergency.

Succession and Right of Succession
The right to automatically transfer 
the tenancy of a property to someone 
else on the death of the main tenant. 
For example, if a husband and wife 
lived together in a property and the 

husband was the tenant, upon his 
death the wife would automatically 
take over the tenancy.

Tenancy Agreement
A signed contract between a landlord 
and a tenant. A tenancy agreement 
sets out what is expected of each 
party, and what rights each has.

Tenant Consultation
Arrangements for involving tenants 
in decisions on housing policy and 
practice that go beyond information 
provision but does not include 
actual housing management. The 
legal defi nition as stated in Section 
105 of the 1985 Housing Act is: “a 
council must inform tenants of its 
proposals, it must give tenants the 
right to comment, and it must give 
consideration to tenants’ comments 
before it takes a decision.”

Tenant Participation
A two-way process involving sharing 
of information and ideas, where 
tenants are able to infl uence decisions 
and take part in what is happening.

Tenant’s Handbook 
Handbook given to new tenants by a 
local authority or housing association. 
It contains useful information about 
the tenancy and the landlord.

Universal Credit
The new single payment for people 
who are looking for work or on a low 
income. It replaces tax credits and six 
means-tested benefi ts.

Void
An empty property, usually waiting 
for work to be done or for someone to 
move in.

There have been a number of thefts 
recently from sheds and outhouses across 
the borough.  

We want to help prevent this happening to you 
so please take a minute to read the following advice for 
tenants and leaseholders.  

•   We recommend that you do not store any items of value in sheds or 
outhouses.

•   We recommend that you fi t additional security measures such as locks or 
padlocks to sheds and outhouses.

•   Items placed in sheds or outhouses should be marked with your postcode 
using markers which show up under ultra-violet light. These are available to 
buy online (search for ‘UV security marker pen’).

•   You can contact your local police station to fi nd out if there is a ‘SmartWater 
scheme’ in your area (property is marked with a colourless liquid containing a 
unique forensic code visible only under ultra-violet light).

•   We recommend that you speak to your insurance company to make sure you 
are covered for any items stored in sheds and outhouses. You should also 
check if your provider specifi es a particular security measure (eg a lock to a 
specifi ed standard). (see article Get Covered opposite).

•   Be aware that you store items in sheds and outhouses at your own risk and 
the Council accepts no liability for loss or damage to these items.

Keep it locked!
If you don’t already have home 
contents insurance, it’s something 
you should consider. You can 
insure your home contents for less 
than you think. The Aon Home 
Contents insurance offered by the 
Council covers accidental damage 
and theft for as little as 55p per 
week for the over 60s and 82p per 
week for all other tenants. 

Scooter cover
Mobility scooters are not allowed 
to be stored in communal areas. 
To ensure your scooters are 
insured when outside of your 
property, our home insurance 
contents provider, Aon, is now 
offering existing customers an 
‘add-on’ to your current contents 
insurance policy to cover scooters 
stored outside of your property.

For more details, please call 01509 
634875/76.

Get covered
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I hope this newsletter fi nds you all well and that you are enjoying the summer!

We are now in full swing preparing and sending the Certifi ed Summaries for 2013/14. 
This is the statement which compares what you have paid against work/services 
carried out for that fi nancial year to your property/block/estate. Please check the 
summary carefully as once the 28 days have passed from the date of the letter, no 
adjustments will be made to the Summary.

We also have a few doors which require upgrading or replacing and I am now working 
with leaseholders to get them completed and avoid legal action. If you need to 
replace/upgrade your door and you have received letters from me, please contact me 
as soon as you can on 01509 634830 to avoid legal action.

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

At the start of the year we sent a Leaseholders’ Customer Survey to all leaseholders and explained that all surveys 
completed and received before February 4, 2014 would be entered into a prize draw.

At the Leaseholders’ Forum on March, 13 2014 four leaseholders were randomly selected from all the surveys received 
before the deadline and they have now received their £10 High Street Voucher. 

The winners are...

Below is a summary of the results from the survey. If you’d like a more in-depth look at the results, please attend the 
Leaseholders’ Forum on June 19, 2014 at 5.30pm or get in touch with me on 01509 634830. 

92% satisfi ed with being able to get in touch with the Leasehold Offi cer

Average score of 4.2 out of 5 for the helpfulness of the Leasehold Offi cer when dealing with queries

85% satisfi ed with the time it takes to resolve a query

88% satisfi ed with how easy the Estimates of Service are to understand

36 out of 42 respondents satisfi ed overall with the leasehold service

Survey results are in!

Mrs Louis of Loughborough
Mrs Alderson of Quorn

Miss Gadd of West Bridgeford
Mrs Griffi ths of Thurmaston
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Yours views count!  
Help us to develop the service you receive by attending our 
regular Leaseholder Forum meetings. All meetings are held 
at Charnwood Borough Council, Southfi eld Road offi ces, 
Loughborough. (Travel expenses can be reimbursed). 

Future meeting dates:

•  September 18, 2014 – 5.30pm start 

•  December 3, 2014 –2.30pm start

If you would like to join us or have items you would like to see 
on the agenda please contact Sarah Taylor on 01509 634830 
or Julie Anne Byrne on 01509 634955.

Your questions answered  

Q.     Why have my service charges gone 
up so much this year?

A.   The estimates for 2014/15 in some areas 
include work which is due to be carried out on 
the block or estate which has been identifi ed 
within the Fire Risk Assessments. If your block/
estate is due to have this work carried out you 
would have an attachment to the estimate 
which provides you with further details.

  We are aware that many leaseholders have 
incurred large expenditure this year. This could 
be  due to front door replacement/upgrade so 
we have tried our best to keep costs low and 
this year the administration and management 
fee has not increased.

   There may also have been a debit carried 
forward from your Certifi ed Summary 2012/13, 
which should have been checked within 28 
days of receiving the Certifi ed Summary last 
year.

Q.    Can I have a copy of my lease 
agreement?

A.   Yes, just get in touch with me on 01509 634830 
or email sarah.taylor@charnwood.gov.uk

Q.  Why have I received a Legal Notice?

A.   Recently all leaseholders have been consulted 
on a change of contract for the Grounds 
Maintenance and Improvements Contract. 
Some of you have been consulted on work to 
be carried out which will cost leaseholders 
more than £250.  This is called the Section 20 
process from the Common Leasehold Reform 
Acts. (See article on page 11).

Have we got your 
details correct?
On the covering letter I have included your 

contact details. Please check them and let 

me know of any changes. If I don’t have any 

details please also let me know as some 

mobile numbers I have are not working 

or letters are being returned. It is really 

important that I have your up-to-date contact 

details so I can get in touch with you in an 

emergency.
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A very basic guide to Section 20 Leasehold 
Consultation

Reporting a Repair
If you need to report a repair to the block or estate, 

please call our Contact Centre on 01509 634666 
which is available 24/7 - 365 days a year. Can you 

please try to keep non-emergency reporting to 
offi ce hours 8.30am to 5pm Monday to Friday.

If you fi nd there is a problem with reporting the 
repair, please do not hesitate to contact me (Sarah 

Taylor – Leasehold Offi cer) on 01509 634830.

As a leaseholder it is your responsibility to maintain 
your fl at so if there is a repair required and it 

isn’t part of the communal service (it just feeds 
your property) then this is your responsibility to 

maintain and repair.

If any work is planned to buildings with leasehold 
properties, you may receive what is known as a Section 
20 Consultation. The reason for this is because the 
Council must consult leaseholders about any work 
which

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

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

The Council will divide costs equally amongst a block, 
therefore if there are 10 fl ats and the work will cost 
£1,000 leaseholders will be charged £100 each (eg 
£1,000 divided by 10 = £100 per leaseholder)

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 offi cer dealing with the new 
contract or planned/responsive work. The notices will 
include:

•  what work is being carried out

•  why the work  being carried out

•   the name of the offi cer you need to contact if you 
have any  enquiries relating to the work being carried 
out

•  which companies have tendered for the works

•  which company has won the tender

•   the cost of the works broken down to a property level 
– before work commences

•   the invoice for actual cost of works broken down to a 
property level – after works 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 = 5 elements (external and internal 
redecoration, paths, fences and gates, brickwork and 
joinery).

* Responsive = Repairs that require prompt attention eg 
guttering blocked 



Charnwood 
Lifeline...

What do we provide?

We provide an emergency response service,  

24 hours a day, 365 days a year for anybody 

who wants that little extra reassurance or 

assistance in an emergency. The service 

aims to give you independence, confi dence 

and give your loved ones peace of mind.

The Lifeline is easy to install and even easier 

to use. It comes with an alarm button which 

can be worn either as a necklace or on 

your wrist enabling you to raise the alarm 

anywhere around your home or garden.

“I can enjoy my 

independence again 

without the fear of 

falling, knowing I can 

press my pendant and 

get help. It’s so easy!”


