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Paying Your Rent
We understand that this is a difficult time for many of our residents and that you may be suffering some financial 
difficulties and pressures currently.  

We do not, however, want you to worry about losing your home, and we will be working closely with you over this period. 
Help and advice about paying your rent and about benefits is available from our housing income and tenancy support 
teams by phoning 01509 634666. 

Please contact your housing income officer if you are having any difficulties in paying your rent. We would urge you to 
continue to pay your rent as a priority and keep to any agreement you have to clear any arrears. If you pay your rent using 
a rent payment card at some outlets and you are finding these are closed, there are other and easier ways to pay your 
rent:

· by direct debit: through Allpay you can decide which day of the week you want to pay your rent and the   
 frequency  - weekly, fortnightly, four-weekly or monthly

·  by phoning 01509 634666 and making a debit card payment over the phone with a contact centre adviser;

·  if you have your payment reference, by going on the council’s website you can make a payment online

·  by setting up a standing order with your bank. Ring the income team on 01509 634666 for details

Repairs
For the time being we are only completing those repairs that are the most urgent. We have done this because we expect 
to have fewer resources over the coming weeks; and in line with government guidance we are reducing the number of 
visits that we undertake to people in their homes. 

More information can be found on our website at www.charnwood.gov.uk/repairs or you can contact us on 01509 634 666. 
If you have a housing repair or gas emergency outside council opening hours (Monday to Thursday 8.30am to 5.00 pm 
and Friday 8.30am to 4.30pm) please call 0333 200 8811.

Helping the vulnerable and the community at large
The Council, working with John Storer Charnwood, has launched Charnwood Community Action – a campaign to help 
support, advise, guide and co-ordinate groups and people who are volunteering to help others in the borough. 

As part of the campaign the Council has pledged £100,000 go help with any needs identified as part of this co-ordinated 
approach.

Charnwood Community Action along with John Storer Charnwood can help 
people who may be self-isolating or staying at home to protect themselves 
and need assistance with a variety of tasks.

If you need assistance, request support via www.johnstorercharnwood.org.
uk/. Alternatively, call 01509 631750 (Monday-Friday 8.30am-5.30pm).

If you have received a letter from the NHS which identifies you, or someone you care for, as someone at risk of severe 
illness if you catch coronavirus and you do not have family or a support network to help you get food and medicine please 
go to www.gov.uk/coronavirus-extremely-vulnerable or call 0800 0288327.     

A message to tenants
We wanted to assure all 
tenants and leaseholders 
that the Council is 
working tirelessly to 
protect and support you 
in every way we can.

This is a fast-
moving, evolving and 
unprecedented situation, 
and we are doing 
everything in our powers 
to anticipate and react 
to it. All we ask for in 
return is your trust and 
patience.
We strolgly urge you to 
stay in touch regarding 
our services. Our website 
is being updated every 
day – www.charnwood.gov.uk/coronavirus and there is a 
dedicated section for tenants.
We also produce email alerts and these are a great way 
to get the latest news about our services, delivered 
straight to you. Simply visit www.charnwood.gov.uk/
alerts.
The Council has also written to all tenants as we 
recognise not everyone has access to the internet.
Some other actions we have taken include liaising 
with our contractors around maintaining the delivery 
of critical services to tenants and providing safety 
equipment and training to council officers so that we 
can respond to critical repair issues in homes where 
tenants are self-isolating
We have also issued communications to tenants in our 
sheltered accommodation on how to stay safe and the 
steps that we are taking to protect them, including: 
closing communal lounges, cancelling events, doing 
more personal checks over the phone and through 
lifeline, and bringing in visiting restrictions to try and 
protect our most vulnerable tenants.
I hope that you, and any family you may have, stay safe 
over this period, and I strongly encourage you to follow 
the government’s advice – stay home, protect the NHS, 
save lives.

We thank you for your support.

Cllr Paul Mercer, lead member for housing

CHARNWOOD 
COMMUNITY ACTION

Supporting the people of Charnwood      
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Advice for Everyone 
Everyone must stay in their home to help stop the spread of coronavirus.

You should only leave your home for one of four reasons:
• shopping for basic necessities, for example food and medicine, which must be as infrequent as possible

• one form of exercise a day, for example a run, walk, or cycle – alone or with members of your household

• any medical need, or to provide care or to help a vulnerable person

• travelling to and from work, but only where this absolutely cannot be done from home

Do: 
• wash your hands with soap and water often – do this for at least 20 seconds

• use hand sanitiser gel if soap and water are not available

• wash your hands as soon as you get back home

• cover your mouth and nose with a tissue or your sleeve (not your hands) when you cough or sneeze

• put used tissues in the bin immediately and wash your hands afterwards

Don’t:
• Don’t touch your eyes, nose or mouth if your hands are not clean

What to do if you need medical help:
If you need medical help for any reason, do not go to places like a GP surgery, pharmacy or hospital. If you 
cannot get online or if you need help or advice not related to coronavirus: 
• for health information and advice, go to the NHS website at www.nhs.uk or your GP surgery website

• for urgent medical help, go to the NHS website at www.nhs.uk - only call 111 if you’re unable to get help online

• for life-threatening emergencies, call 999 for an ambulance

Tenant garden competition cancelled - 
but let’s have some fun?
COVID-19 is keeping us confined to our homes, but our gardens are 
getting more attention than ever. Unfortunately the tenant garden 
competition is going to be cancelled this summer because of social 
distancing guidelines, but why should that stop green-fingered tenants 
taking pride in their gardens and wanting to showcase them? Take a 
picture of your garden and send it to 

involvement@charnwood.gov.uk

and we will feature the best photos, winners will recieve a £10 gift voucher to be spent online. We 
appreciate this isn’t ideal, but we want to turn as many negatives into positives as we can during these 
difficult times.

Submissions due by June 1
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Coronavirus symptoms and what to do 
Residents should check to see whether they have any symptoms of coronavirus, which are: 

• a high temperature – this means you feel hot to touch on your chest or back (you do not need   
 to measure your temperature)

• a new, continuous cough – this means coughing a lot for more than an hour, or three or more   
 coughing episodes in 24 hours (if you usually have a cough, it may be worse than usual)

If you or someone living with you has these symptoms, to protect others, do not go to places like a GP 
surgery, pharmacy, or hospital. Stay in your flat.  This is called self-isolation.  

If you are self-isolating, you must:
• not leave your home for any reason, other than to exercise once a day – but stay at least two   
 metres (three steps) away from other people

• not go out to buy food or collect medicine – order them by phone or online, or ask someone   
 else to drop them off at your home.  

• not have visitors, such as friends and family, in your home

If you are self-isolating, please call Lifeline to let the warden know.

If you’re not sure if you need to self-isolate:
If you have symptoms of coronavirus (a high temperature or a new, continuous cough), use the 
111.nhs.uk/covid-19/ to find out what to do.  If you do not have internet access call 111.

How long to self-isolate:
If you have symptoms of coronavirus, you’ll need to self-isolate for seven days. After seven days:

• if you do not have a high temperature, you do not need to self-isolate

• if you still have a high temperature, keep self-isolating until your temperature returns to normal

You do not need to self-isolate if you just have a cough after seven days. A cough can last for several weeks 
after the infection has gone. If you live with someone who has symptoms, you’ll need to self-isolate for 14 
days from the day their symptoms started. This is because it can take 14 days for symptoms to appear. If 
more than 1 person at home has symptoms, self-isolate for 14 days from the day the first person started 
having symptoms. If you get symptoms, self-isolate for 7 days from when your symptoms start, even if it 
means you’re self-isolating for longer than 14 days.

If you do not get symptoms, you can stop self-isolating after 14 days.
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Rent increase from April 6, 2020
On April 6, 2020 rents for Charnwood’s council tenants increased for the first time in five years, following 
four consecutive years of a 1% rent reduction.

We fully understand that any increase to your rent will not be good news. We have given the rent 
increase a lot of thought and discussed the issue with elected councillors and tenants through our 
Housing Management Advisory Board at length. We believe that in order to deliver our commitments 
as set out in our plans we need to maximise the money we receive from rents and apply the increase.
There will be benefits, of course. There will be Improvements made to sheltered accommodation for 
the vulnerable and elderly tenants, and we will deliver the Charnwood standard in tenants homes, an 
enhanced standard of accommodation, over and above the government’s decent homes standard. 

If you feel the change in your rent may cause financial hardship, please contact us on 01509 634666 to 
see what help and support we might be able to offer you. If you would like information or advice about 
housing benefit or universal credit payments please contact our income team on 01509 634666.

Information and answers to questions that you might ask around this rent increase can be found on our 
website at www.charnwood.gov.uk/rentincrease.

Worried about paying your council tax?
If you are worried about paying your council tax, please act now. Options for managing your council 
tax bill are available, visit www.charnwood.gov.uk/cvct or email council.tax@charnwood.gov.uk. 
Alternatively, call 03456 091258. 

Garden waste service (brown bin) suspended
The garden waste service has been suspended temporarily. We will extend permits for the duration 
the service is not operating. We are not taking payments to renew subscriptions until further notice. 
Visit www.charnwood.gov.uk/gardenwaste for updates on the service.

Homelessness and rough sleeping
Temporary accommodation for all rough sleepers in the area has been found. Our housing options 
team remain available to help anyone who may be at risk of becoming homeless. Visit 
www.charnwood.gov.uk/homelessness or call the team on 01509 634567.

Don’t fall victim to email and text scams
Even at a time like this, people will be looking to take advantage of others. Please be aware of this. 
Leicestershire Police have advice about this issue on their website, visit:
www.leics.police.uk/advice/advice-and-information/fa/fraud/personal-fraud/
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The rent changes from April 6, 2020 means that those in 
receipt of universal credit (UC) will have to update their 
housing costs on the journal. You should have received a 
message about this on your to-do list. 

If you are yet to inform UC of your rent increase, you must do so immediately. Failure to do so may 
result in rent arrears, which will not be backdated by Universal Credit. 

If you are unsure how to make the changes – complete the following:

1. Find your rent notice and service charge that was sent to you at the end of February 
2. Log in to your Universal Credit Account 
3. Click on “Report a change in circumstances” 
4. Click on “Where you live and what it costs” 
5. Answer the questions as they appear, entering 06/04/2020 as the date when the rent changed 
6. If you do not have a service charge, enter “£0.00” when prompted. If you do have a service 
charge, enter the amount on the rent notice 
7. Click on “Done” at the end of the process.

The Council will be asked by the DWP to verify the rent amount you report. Once this has been done, 
your housing cost payment will be amended.

This year the rent has increased for the first time in five years so if the change is not reported you 
could end up with an underpayment resulting in you paying a higher proportion of the rent than is 
necessary.

If you are still uncertain how to report the change in rent, please contact the universal credit officer on 
01509 634666.

Replacement fire 
doors and fire safety
Following the tragedy at Grenfell Tower, 
it was concluded on the advice of the 
government’s expert panel that there 
was a performance issue with GRP 
composite 30-minute fire doors across 
the market.  This is a national issue, and 
like many other social landlords, the 
council has fire doors of this type in its 
housing stock.  

The National Fire Chiefs Council has advised 
that the risk to public safety is low, however 
these doors now need to be replaced.  

The expert panel concluded that timber fire 
doors perform consistently in fire resistance 
when tested and pass the 30-minute 
required standard across the market when 
manufactured to specification. 

The Council has therefore identified a wooden 
door set which meets the required new test 
standards and can be fitted at the Council’s 
stock.

An inspection of the Council’s flat entrance fire 
doors has been undertaken by the Council’s 
surveyor alongside a specialist contractor 
Following a risk assessment, a programme of 
flat doors for replacement in 2020/21 has been 
identified, and additional specialist contractors 
have been procured to support delivery of this 
work. 

This action is in line with government 
guidance.

We will write to tenants having a replacement 
door in 2020/21.

Have you reported your rent change to
universal credit?
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It’s important to remember that there are four 
rent-free weeks during the year. These are great 
opportunities to clear your arrears and, with a 
clear rent account, be eligible for the prize draws 
we have three times every year. 

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

Winners of the most recent prize draw are:

Mr and Mrs W of Queniborough 
Mrs C of Loughborough

Rent-free weeks + prize 
draw winners

Fortem have a quarterly prize draw of £150 in 
shopping vouchers for tenants who keep all 
their appointments and allow us access to get 
work completed in their homes.

The winners for the third quarter of 2019 are:

Mr and Mrs C of Syston 
Miss R of Loughborough

Fortem prize draw winners
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Have your say
We worked with some of our tenants to develop a leaflet which tells you how 
you can “Have Your Say” in the services we deliver to our tenants.The leaflet 
was launched at the tenant networking event in September 2019, and informs 
tenants and leaseholders all of the ways you can tell us what you think and 
work with us to improve what we do: from community groups, panels, forums 
and more. 

There are countless opportunities for you to get involved and have your say 
on council services and the community at large. If you would like to a copy of 
the leaflet, please contact the customer engagement team on 01509 634 955 
or email involvement@charnwood.gov.uk or pick one up from the Council offices.



leaseholder news Spring  2020

Happy new year to everyone. We hope that 2020 is treating you well so far.

In January this year, we sent out Section 20 letters for major work being carried out within April 1, 2020 
to March 31, 2021. We found that a number of leaseholders said they haven’t received them or they don’t 
understand the process.

This has caused us some concern, as these are important documents which you must keep for future 
reference. With this in mind, we are going to dedicate the workshop on July 21, 2020 to explaining the 
Section 20 consultation process and hold a question and answer session afterwards.

We hope you all enjoy the summer and look forward to see you at the various workshops throughout the 
year.

Sarah and Trevor 
Leasehold Team

Dear Leaseholder...

Meetings
Open surgery in Committee Room 2 from 2-4pm on:

Tuesday July 21 and Wednesday October 14, 2020

At these meetings we will discuss/explain topics to the whole group and also have 
individual 1-2-1 discussions on matters specific to an individual. If there is a topic that you 
wish us to discuss please request this in advance.

If you would like us to hold a workshop on a specific topic, please get in touch via email 
leaseholders@charnwood.gov.uk or by phone on 01509 634830 /4575.

The Administration and Management Fee for 2020/21 has increased by £3.05 this year, but as you will see 
from the information below, we are still under recovering the fee. 

Detailed below is everything we anticipate being included within the calculations of your fee from April 1, 
2020 to March 31, 2021.

Administration and Management Fee 2020/21

Time allocated to the 
leasehold service

Time allocated to the 
leasehold service

Officers 2019/20 2020/21

Leasehold team 100% (two officers working 36 
hours per week)

100% (two officers working 
36 hours per week)

Business support assistant 0% 0%

Auditing officer and managers team 33% 33%

Tenants participation officers 3% 3%

Officers time attending forums/open 
surgeries 0% 0%

Admin support 0% 0%

How to contact us
The Leasehold Team – Trevor or Sarah 
Telephone: 01509 4575 or 01509 634830 
Email: leaseholders@charnwood.gov.uk

Invoice Queries or Payments 
Income Team on 01509 634817 or 01509 634819

To Report a Repair Request 
Please call our contact centre on 01509 634666 (out of office hours number - for emergency work only 
0333 200 8811) or email callcentre@charnwood.gov.uk.

Other items included within the fee:

•  Magazines and postage of the magazines 
•  BCIS Subscription (this is a subscription – the leaseholder service uses the indices to apply correct  
•  inflation factors to some charges each year and is required to be used as per your lease agreement) 
•  Invoicing 
•  Postage of estimates and certified summaries – currently not charged 
•  Anti-social Behaviour and Housing Officer’s time – currently not charged

We estimate that in 2020/21 the total of the above charges for the council to provide leaseholders with 
the leasehold service would be £57,758.22. This is then divided by the amount of leasehold shops and flats 
(345) at February 1, 2020 which would make your new fee £167.42.

The recommendation for the leasehold service for 2020/21 was £167.42, but a decision was taken to cap the 
charge to £116.11 by the head of landlord services. We were asked by the Leaseholders Forum to produce 
this each year and publish within the magazine.
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In case of an emergency...
Following a meeting with tenants on the editorial panel, we have put together a list of emergency contact 
numbers for a range of services - both at the council and other services including police, the NHS, flooding 
and more.

Charnwood Borough Council

If you have an emergency for the following services outside of Council opening hours*:

• Housing repairs and gas

• Tenancy services

• Lifeline

• Homelessness

or if you need to make a payment, please call 0333 200 8811. This number is a local rate number meaning 
you will only be charged for a local call.

*The council’s normal office hours are Monday to Thursday 8.30am to 5.00 pm and Friday 8.30am to 
4.30pm.

If you smell gas, think you have a gas leak, or are worried that fumes containing carbon monoxide are 
escaping from a gas appliance, call the 24 hour emergency line immediately on 0800 111 999. If your 
emergency involves electricity then please call 0800 404090.

Other agencies emergency contact details

Leicestershire Police 
Telephone: 101 (non-emergency) 999 (emergency) 
Website: www.leics.police.uk 

Leicestershire Fire and Rescue Service 
Telephone: 0116 287 2241 (non-emergency) 999 (emergency) 
Website: www.leics-fire.gov.uk

National Health Service (NHS) 
Telephone: 111 (non emergency) 999 (emergency) 
Website: www.nhs.uk

East Midlands Ambulance Service 
Telephone: 0115 8845000 (non-emergency) 999 (emergency) Telephone: www.emas.nhs.uk

Environment Agency 
Telephone: 0800 807060 (Flood Line) 03708 506506 (general enquiries) 
Website: www.gov.uk/government/organisations/environment-agency


