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Tenants’ Newsletter - Spring 2014

Meet the Wates team… 
your new home improvements contractor

The long process of choosing a supplier began in February 
2013 and involved a large group of staff and tenants who 
selected the best company to work with the Council on our 
five-year improvement programme, worth around £5m  
per year.

So, who is Wates Living Space? It’s part  
of the larger Wates Group – a family- 
owned business that has been working  
at the heart of communities like  
Charnwood for 117 years. That’s a  
pretty good track record!

One of the things we really liked about  
Wates was its core values, one of 
 which is a respect for people and  
communities. Wates understands the  
impact working on your homes can  
have on the community and is  
committed to causing as little  
disruption as possible. 

When working in communities such  
as Charnwood, Wates tries to make  
a difference to local people and  
businesses by providing funding and  
projects that create employment and  
training opportunities, support  
community groups and minimise  
the impact on the environment.

Project Manager, Paul Taylor, will  
manage all aspects of the work in  
Charnwood and he will be supported  
by the Construction Manager, 
Andy Brown. 

There will also be a Resident Liaison Officer who will keep 
you informed of when work will take place in your home  
and will make sure that your needs are respected at  
all times. 

Joanne Jamieson, Regional Managing Director at Wates  
Living Space, said:

 “We’re really pleased to have been named 
Charnwood Borough Council’s strategic housing 
partner and are looking forward to bringing our 
expertise to the Borough and its residents. We will 
                        be using our presence here not only to
                       create high quality, comfortable homes
                       but also to provide job opportunities and
                      training programmes for local people and
                     reach out to as many schools and
                    community groups as we can.” 

                      Councillor Jane Hunt, the Council’s Cabinet
                     Member for Housing and Regulatory Services, said:

                  “We’re very keen to start work with Wates 
                 Living Space. Quality was a key factor we
     were looking for from the potential 
                    contractors, both in the end result of
      their work and in the way in which they 
      work. We’re confident that Wates will
                      give our tenants an exceptional service, 
                      with quality work delivered by a 
                      respectful and friendly team.”

Your Homes Matter

Following an 11-month process, we’re pleased to announce that Wates Living Space is the new company 
which will be bringing your homes up to date with new kitchens, bathrooms and heating systems.

Paul Taylor, Project Manager

Andy Brown, 

Construction Manager
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Around 40 fantastic tenants have been recognised 
at a special awards event for the hard work they put 
in to improve and make a real difference to their 
neighbourhoods. 

The second annual Tenant Recognition Awards, organised 
by the Council’s Customer Engagement team, was held 
at the Ramada Hotel in Loughborough on Thursday, 
December 13, 2013.

There were three awards categories – Best Community 
Project, Valiant Volunteer and Good Neighbour.

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

The winners were presented with a plaque and certificate 
by the Mayor of Charnwood, Councillor Sandie Forrest, to 
recognise their commitment and hard work. 

Councillor Jane Hunt, the Council’s Cabinet Member 
for Housing and Regulatory Services, said: “Following 
the success of last year’s awards and the continual hard 
work of our tenants we wanted to acknowledge the 
commitment they show for working with the Council 
to improve their neighbourhoods. It was great that 

tenants were able to nominate each other and show their 
appreciation.

“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 tenants’ input and enthusiasm and enjoy 
working with them to provide better neighbourhoods for 
local residents.”

The winners were:

Community Project 
1st place: Warwick Way Action Group
Joint 2nd place: Richard Guy and  June Bush

Valiant Volunteer  
1st place: Bob Moore
Joint 2nd place: Claire Coalition and Kath Parker

Good Neighbour 
Joint 1st place: Lynne Drewery and Ann Watkinson
2nd place: Richard Guy

For further information about the event contact the 
Customer Engagement team on 01509 634931.

Front centre: The Mayor of Charnwood, Councillor Sandie Forrest

Back, l-r: Richard Guy, Bob Moore, Ann Watkinson, Vicky Dawson and Kevin Wright of WAGS.

A treat for tenants 
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Britain’s fire facts

•   You’re twice as likely to die in a fire if you don’t have a 
smoke alarm, or the one you have doesn’t work.

•   90 people die each year because the battery in their 
smoke alarm was flat or missing.

•   Over half of home fires are caused by cooking accidents.

•   More than five fires a day are started by candles.

•   Every three days someone dies from a fire caused by a 
cigarette.

•   Faulty electrics (appliances, wiring and overloaded 
sockets) cause around 7,000 house fires across the 
country every year.

Don’t become one of these statistics. The simplest things 
you can do to keep you and your loved ones safe in your 
home:

•   Get a smoke alarm

•   Put it up

•   Check it works

Smoke alarms do save lives
•   If you have a smoke alarm already, make sure it works, 

each week press the button, if it does not activate, 
replace the batteries.

•   Change the batteries at the same time every year.

If your smoke alarm goes off by mistake, do not take out 
the batteries or cover it. Just wait for it to stop. 

Make sure the smoke alarm is in the right place - do not 
put them in a kitchen or bathroom.

Ideally put one smoke alarm downstairs on the hallway 
ceiling and another in the landing area upstairs.

Above all make sure fires do not start in the first place. 
Danger areas include:

•   kitchens 

•   where you use electrical items, especially where sockets 
are overloaded

•   places where someone may smoke

•   candles - keep candles for emergency use only, then be 
very careful and never leave them unattended.

Make a plan to get out fast

•   If your smoke alarm goes off, and it is not a false alarm, 
you must get out fast. 

•  Make a plan for getting out. Tell your family about it.

•  Everyone should know where the keys are.

•  Keep things away from doors and windows.

Keep it clear

If you live in flats or shared accommodation be especially 
careful not to block the common exit routes. 

Please do not store cycles, mopeds, mobility scooters, 
prams or buggies in communal areas such as hallways. 
These inadvertently prevent you and your neighbours 
from escaping if a fire occurs. There have been a number 
of incidents of mobility scooters catching fire and these 
should not be stored in communal areas. If you need 
advice on this, please contact your Tenancy and Estate 
Management Officer.

The Fire & Rescue Service can help you keep safe in your 
home by carrying out a free home fire safety check. Call us 
to find out more.

Advice and assistance can be sought from Leicestershire 
Fire and Rescue Service on 0116 2872241 or leicestershire-
fire.gov.uk.

You can also call Landlord Services on 01509 634666.

Ian Holden, Leicestershire Fire and Rescue Service’s 
District Manager for Charnwood, kindly wrote this 
article for us to remind everyone about the dangers 
of fire and how to avoid it in your home.
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Dust off the lawn mower and sort out your shed – it’s 
time to start thinking about entering the 2014 Garden 
Competition!

Following the huge success of our previous competitions 
we are very pleased to launch our sixth annual 
competition. 

We know that there is a plant for every season and 
some of you told us that your garden is at its best in the 
spring time so for the first time last year we changed 
the rules and invited people to send in photographs of 
their spring gardens so that they could be included in 
the judging. This proved very successful so don’t forget 
to take some photographs and send them to us for 
judging. 

How it works
Simply request one of our application forms by calling 
01509 634955, fill it in and send it back to us. You can 
choose which category you’d like your garden to be 
judged in: 

•   Hanging basket, window box and balcony garden

•  Sheltered court garden

•  Communal or shared garden 

•  Individual house or flat garden 

The judges will then visit your garden in July or you can 
submit a ‘spring garden’ photo if you prefer and the 
judges will look at them (we can take them for you if 
you don’t have a camera).

The closing date for entries is Friday, May 30, 2014 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 during judging 
week (week beginning 7 July, the judging takes at 
least two days) then please get in touch. 

For more information please contact the Customer 
Engagement team on 01509 634955 or email 
involvement@charnwood.gov.uk 

It’s garden competition time again!
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Last month we supported 
Leicestershire County Council’s Stop & 
Tell Hate Awareness Campaign. 

This campaign runs every year and 
aims to raise awareness about what 
hate incidents are, highlighting how 
and where to report incidents and 
what support is available to victims.

A hate incident is any incident where 
someone is targeted because they are 
believed to be different, this may be 
motivated by: age, disability, gender 
identity, race, religion/belief or sexual 
orientation.

An incident may be physical, verbal 
or written can take many forms 

including: 

•   Physical attack – such as physical 
assault, damage to property, 
offensive graffiti 

•   Threat of attack – including 
offensive letters, abusive or obscene 
calls 

•    Verbal abuse or insults 

•   Offensive leaflets and posters, hate 
mail, abusive gestures, dumping of 
rubbish outside homes 

•   Harassment*, bullying and 
victimisation

*Harassment is ‘unwanted behaviour 
that a person finds intimidating 

upsetting, 
embarrassing, 
humiliating or 
offensive’

If you or someone 
you know has 
been a victim of a hate incident, you 
can report this calling 01509 634666 
or report it online at 
councilhousing.charnwood.gov.uk/
reporthate

For more information about hate 
incidents or the Stop and Tell 
campaign generally, contact the 
Council’s Community Safety Officer, 
Sally Penney on 01509 634522. 

Stop and Tell

Customers who call our contact centre on 01509 
634666 have the option to leave a message with any 
feedback on the service they received.

Every month, the feedback is gathered together and 
reported back to the team so that the staff can learn 
what they’re doing right and find out where they could 
make improvements.

The contact centre is a very busy area with staff taking 
between 155 and 254 housing calls per day on a whole 
range of topics. 

We pride ourselves on providing a polite and efficient 
service through our very knowledgeable staff. Here 
are some examples of the positive comments left by 
customers recently:

“I received excellent service from the young lady I spoke 
to was very polite very helpful and everything worked 
out very well thank you very much.”

“Hello I spoke to Sandy who was extremely pleasant and 
very, very helpful. I’d like to thank her very much.”

“Just to say I’m always happy with the service when I 
ring Charnwood Borough Council with moving house 
the whole process has been made a lot easier and every 
time I’ve had an enquiry or a service has had to be 
mended its always been dealt with very promptly and 
its always been done and put right the first time. Thank 
you very much for all your help.”

“Excellent service, very polite ladies and sorted the 
problem out without any hesitation. Very, very pleased, 
thank you.”

“Hello, I was very pleased with the manner of the girl 
who answered the phone, she was happy, cheerful and 
spoke very clearly and solved the problem very quickly. 
But most of all her manner was so terrific.”

“The person I spoke to was really polite, very helpful 
and she knew the answers to all the questions I asked 
and went above and beyond really giving me the advice 
where to find suitable refuge sacks that I could use for 
recycling. All in all a good service.”

“I was very pleased, I spoke to a lady called Julie. She 
was very clear, precise and gave me all the information I 
wanted. Thank you very much.”

“Hi thank you. Yes, I was ever so pleased with your 
response today we’re giving notice to our flat and Neil 
was very clear on what we should do very helpful with 
all the details. Thank you Neil again.”

It’s great to hear compliments like these so thank you 
for taking the time to give us the feedback. 

Please remember to let us know if we don’t get it right 
too as we can learn from this and look for ways to 
improve the service we provide. 

Compliments for the contact centre
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The Charnwood Housing Residents’ 
Forum is a group of tenant and 
leaseholder representatives who 
meet with staff from the Landlord 
Services team to discuss anything 
that is a concern for them and their 
neighbourhoods and relates to our 
work with and for tenants.

The idea of the forum is for tenant 
representatives to have their say 
on our services and help us make 
improvements. The members act as a 
voice for all tenants/leaseholders and 
we really value their opinions.

The forum chooses its own topics for 
discussion and the relevant senior 
manager then attends to provide 
information and answer any 
specific questions.

Recently the members of the 
forum voted in their new chair 
and vice-chair,  who will lead the 
meetings. June Bush is the new 
chair, and Tracey Riley is the new 
vice-chair.

Tracey said: “We want the forum 
to be the voice of the majority of 
tenants so we can influence the 
services and really involve tenants 
in decisions.

“I really do feel the tenants have 
a voice now that’s listened to and 
that we are given opportunities to 
be involved and have an impact.

“We need more representatives 
though – younger tenants and 
tenants from surrounding areas 
such as Syston and Birstall and the 
smaller villages. 

“If you’re talking to your neighbours 
about an issue in your community, 
why not become a rep and bring your 
comments to the forum where there 
are people who can actually look into 
the issue for you?

“We’re not just sat there moaning 
- things actually get done! I’ve 
learnt so much and have a better 
understanding about how things 
work at the Council.”

June added: “The forum is there for 
you to voice your housing concerns, 
and for just a few hours once a 
month on a regular basis, this is a 
great opportunity for tenants to get 
issues addressed.”

The Council can provide valuable 
training to members such as project 
management and how to access 
funding for community projects. We 
will also pay travel and childcare costs 
for when you attend meetings. 

If you’d like to find out more about 
how you can get involved in the 
forum please call the Customer 
Engagement team on 01509 634955 
or email involvement@charnwood.
gov.uk

Want to have your say about our services?
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If you have been affected by the spare room subsidy 
(sometimes called the Bedroom Tax or Underoccupancy 
Charge) and are now having to pay more of your rent, you 
might be eligible for a payment to help.

Discretionary Housing Payment (DHP) is a pot of money 
which the Council can use to help people who are 
struggling with their finances due to the recent Welfare 
Reform changes, which included the spare room subsidy 
(it can also be used to help with council tax payments and 
other housing costs).

The good news is that the budget for these payments has 
been increased for the coming year.

If you applied for DHP last year and received it, you must 
apply again for the next financial year (April 
1, 2014 – March 31, 2015). If you haven’t 
applied before, you can do so in one of the 
following ways, and our expert staff are here 
to help you.

•   Apply online on www.charnwood.gov.uk

•   You can come in to see one of our 
Customer Service Advisors at our 
Southfields office in Loughborough from 
8.30am to 4.30pm Monday to Friday 
where we will guide you through the 
application

•   Contact Sharon Sheldon our Financial 
Inclusion Officer on 01509 634879 to 
book an appointment to complete an 
application

•   Ring Housing Benefits on 0845 6091258 
and ask for a form to be sent to you

•   Contact one of the independent advice agencies 
such as The Bridge, CAB, Glebe House etc who can 
also help you complete the form

The application form is straightforward and needs details 
of what you earn and what you spend and your relevant 
circumstances.

And you don’t have to do it alone – our staff can help you 
complete the form and if you have learning difficulties we 
can arrange specialist help to make sure you can claim.

You could be awarded up to 100% of the money needed 
to cover the extra payments you are now having to make 
so it’s definitely worth applying - of the 300 people who 
applied last year, 180 got some help with their rent 
payments on top of their Housing Benefit.

Need help since the spare 
room subsidy came in?

For more information on DHP, get in touch with our 
Housing Benefits section on 0845 6091258, speak 
to our Financial Inclusion Officer on 01509 634879 
or contact one of the many local advice agencies 
including The Bridge, CAB etc.
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Contents insurance – 
are you covered?
Would your possessions be covered 
in the event of a fire, theft or flood 
at your home?

Charnwood Borough Council is 
not responsible for insuring your 
contents but has arranged an 
affordable contents insurance 
scheme with Aviva that you can pay 
for in regular instalments.

There is no excess to pay in the 
event of a claim, no minimum 
security requirements and the 
application process is simple.

With affordable payments in 
weekly, fortnightly or monthly 
instalments, can you really afford 
not to be insured?

Call 01509 634877 for an 
application pack and more details. 

Worried about money? Let us help.
The Money Advice Service (MA), the independent agency 
which provides free advice on your finances, has been 
running sessions from our office since before Christmas. 

They’ve proved really popular with almost 40 people 
attending the first four sessions. They’re held every other 
Thursday and you will receive one-to-one advice in a 
private room. To book your place for free, confidential 
advice ring 01509 634879.

Please say before you don’t pay. If you are struggling 
to pay your rent, service charge or council tax and are 
thinking of paying less than you should, or not paying 

until later, please speak to us first. We may be able to help 
with advice or a payment agreement. If we’re aware you’re 
struggling it can prevent unnecessary letters being sent, 
or legal action being taken.

Pay the easy way
Direct Debit is the easiest and simplest way to pay your rent.  
Once set up, the money will simply be taken from your account and paid direct to us –  
you don’t have to do anything.

You can choose when your rent comes out of your account. Either:

•  monthly on 8th, 15th or 25th of the month

•  or weekly on a Tuesday

We can give you a Direct Debit form to complete and return to us at Housing Income Team, 
Charnwood Borough Council, PO Box 8749, Council Offices, Loughborough, LE11 9EF.
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Message from your Leasehold Officer

Leaseholder News
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It’s been a busy time getting the Service Charge Estimates prepared over the past few 
months and you should all now have received yours and had the opportunity to raise 
any queries with me. If you haven’t been in touch with any queries but would like to, 
remember you only have 28 days from the date of the letter attached to your Estimate 
to raise any queries – after that, the Estimate stands as correct.

I will now be working on producing the Certified Summaries for 2013/14 which will 
include Fire Risk Assessment work already carried out. This may create a debit on your 
Certified Summary which will be carried forward to your Estimate for 2015/16 which 
could be higher than usual. For those of you who have received a higher than usual 
Estimate for 2014/15, please contact me immediately if you are unable to pay and 
we may be able to agree a payment arrangement, if you meet the deferred payment 
criteria, or offer some money and budgeting advice.

On a more personal note, I have worked within the Council for 25 years now and have worked as your Leasehold 
Officer for 14 of those years. I have seen many changes within the Leasehold Service, including the creation of the 
Leaseholders’ Forum, elections of Chair and Vice Chair, the start of the Certified Summaries and the Section 20 
consultations. I am always looking for examples of good leasehold services to make sure you continue to receive 
the best service we can provide.

I would like to thank everyone for their co-operation if they have had to replace their front door and/or add strips 
and seals etc. Also, could I remind you again that if you are thinking of replacing your front door in the near future 
please ensure that it is replaced with a fire door which meets 
the FD30 standard otherwise you may have to replace it again.

Your forum needs you!
Below are the next meeting dates and times for the 
Leaseholders’ Forum. If you can’t make these times, please feel 
free to email me or call with anything you’d like to be brought 
to the attention of the Forum.

Future meeting dates 

•  June 19, 2014 – 5.30pm start 

•  September 18, 2014 – 5.30pm start 

•  December 3, 2014 – 2.30pm start 

I hope to see you there,

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

?
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You said we did

We did

We re-designed the Leaseholder’s Repairs sheet 
which is attached to your Certified Summary 
each year. We reviewed the text and removed 
unnecessary information so we could increase 

the size of the text.

We also re-worded some of the headings so 
they are much more relevant to you and then 
posted the revised sheet with your newsletter 

asking for comments.

You said

You could not read the 
Leaseholder’s Repairs 

sheets as the text was too 
small.

You said

You asked for more 
guidance regarding the 

replacement/upgrade of 
front doors to comply with 
Fire Safety requirements.

We did

We worked with the team carrying 
out the Fire Risk Assessments and 

sent out an easy-to-understand 
leaflet to all leaseholders who still 
needed to complete work on their 

door.

We did

We worked with the Leaseholders’ 
Forum to design a new survey 

specifically tailored for leaseholders.  
We also changed the survey prize draw 
breakdown from two prizes of £20 to 
four prizes £10 at the request of the 

Forum.

You said

The satisfaction survey 
needed updating.
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Did you know…?  

Estimates 
2014/15
You will have received your Estimate of Service 
Charges for 2014/15 and some of you may have 
higher than normal estimates. In most cases this 
will be due to the Fire Risk Assessment work due 
to be carried out. Attached to your estimate will 
be an explanatory sheet detailing the work due to 
be carried out for Fire Risk Assessment on either 
the block or estate, with the cost divided fairly 
according to the number of affected properties in 
the block or estate.

If you have any queries regarding your Estimate 
please do not hesitate to contact me and I will be 
happy to go through it with you. If you think you 
might struggle to meet your quarterly payments 
please take advantage of the Money Advice Service 
sessions (see the Worried About Money? article on 
page 8) or call me on 01509 634830 to see how we 
can help.  

Building Insurance 
Schedules  
You will no longer automatically receive a copy of 
your Building Insurance Schedule each year, but 
you can request a copy to be sent to you by calling 
01509 634566 and quoting your leasehold address 
and a correspondence address if different from the 
leasehold address.

Reminder –  
Leaseholders’ Survey
In January we asked you to complete a survey to 
help us find out what leaseholders think about 
the service, what works well and what could be 
improved. If you haven’t already filled in your 
survey please can you complete it and send it back 
in the prepaid envelope that was provided.  

At the time of writing the results of the surveys 
are not available to publish.  We are planning to 
publish the results in the next newsletter. 

We’re asking all leaseholders to check their lease in 
relation to contents insurance to see if it contains 
the following information:

“To insure the contents and the landlord’s fixture 
and fittings and keep the same insured against 
loss and damage by fire, tempest, flood or any 
other cause against the risk of which it is normal 
practice to insure with an insurance office of repute 
and to produce evidence of such insurance and 
the premiums of such insurance and the premium 
and payment made there under to the Council on 
demand”.

If this text appears in your lease, all it means is that 
we need you to send us a copy of your contents 
insurance details. Could you please send it to 
Leasehold Officer, Sarah Taylor.



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, confidence 

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!”


