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Better connected
to improve
repairs service
The Council’s repairs team has introduced a new system to improve the service offered to customers.
Service Connect means our repairs operatives can spend
more time out in the field as all the information they need is
at the touch of a button.
The operatives all have PDAs – little tablet-like computers –
which they can use to accept repair jobs while they are on
the road, order new materials and update the system when
jobs are complete.
The Service Connect system knows where all operatives
are so it can allocate the nearest suitable person to the job.
This cuts down on unnecessary travel and not only saves
time but also helps the environment by reducing carbon
emissions.
The system also allows customers to receive text messages
letting them know when operatives are on the way as well
as reminders about upcoming repairs.
Andy Brown, Principal Officer - Repairs and Maintenance,
said: “The aim is to make our repairs service as efficient as

Warning, check
identity cards
Be aware, people aren’t always who
they say they are. Before you let anyone
into your home to carry out a repair,
inspection or gas service, you should
check they are who they say they are.
All our staff, and any contractors doing
work for us, must show you their identity
card which they carry at all times.

it can be to meet
our customers’
needs. We’ve been
using it since
January and so far
it has worked really
well and we’ll be
looking to continue
adding features
and developing it to
make it even better.”
David Taylor, council
joiner, said: “It
means we can take
full responsibility for the whole job and get the information
we need wherever we are. We can request and order
materials, as well as upload photos to the system. It has
made the process much more efficient.”

Tenant networking event
If you’ve got a question for the
Council then why not pop along to
our Tenant Networking Event.

your money, tackling anti-social
behaviour and managing residential
complexes and communal areas.

We look after around 5,400 council
homes and are responsible for
making repairs, investing in homes
to make them better - for example by
fitting new kitchens and bathrooms,
providing advice about managing

Officers will be on hand at the event
to answer your questions and there’s
also a chance to meet other tenants.
The event is at Loughborough
Town Hall, in the Victoria room on
September 14, 2017 10am to 1pm.
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Repairs in your home
If you need to report a repair to the block or estate where you live, please call our
Contact Centre on 01509 634666 between 8.30am and 5pm Monday to Friday. We
operate an out of hours service for emergency repairs on the same number.
Repairs you are responsible for
There are some repairs that tenants need to take responsibility
for. We expect you to do these yourself, or make arrangements
and pay to get them done:
• replacing door locks or keys when keys are lost or broken,
or you get locked out
• getting extra keys cut and gaining entry if you get locked
out
• replacing broken or cracked glass in windows or doors
unless you can give us a police crime number
• fitting and replacing door latches, handles, chains, bells
and spy holes
• repairing or replacing handles, catches or knobs on
cupboards
• fitting extra door or window locks
• adjusting doors, particularly when you have new floor
coverings fitted

• replacing light bulbs, fluorescent tubes and starters
(unless in a communal area)
• testing any smoke detector we provide

Garages
Your responsibilities include:

• fitting curtain rails, pelmets, picture rails and coat hooks

• Replacing keys or locks to garages when keys are lost or
broken

• filling minor cracks or holes in walls and ceilings

• Gaining entry to your garage if you get locked out

When work is going to
be done on your home
We want our repairs service to run a smoothly as possible,
so when work is going to be done on your home please
keep the following things in mind:
• If any furniture needs to be moved or protected, or any
floor coverings need to be lifted in order to carry out a
repair, we will let you know. Ideally, this should be done
before the repair worker arrives, but let us know if you are
having difficulties with this and we’ll be happy to help.
• Repair workers will need a responsible adult (over 16 years
old) to be in the home while they work. If you have to leave
for any reason, the repair worker will also leave and you
will have to make a new appointment.

• We want our staff to be able to get on with their work
safely. With this in mind, please keep an eye on your
children and pets. If our staff member feels like their or
your safety is at risk, then they have the right to leave.
• Our staff and contractors will always treat you with
respect. We ask that you, members of your household and
visitors behave the same way towards them.
• We ask that you please provide a smoke-free environment
for our staff and contractors.
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Solid fuel fires safety checklist
Did you know that on average there are 7,770 chimney fires in England every year?
That’s according to our colleagues in the fire service.
Charnwood Borough Council discourages the installation of
open fires, stoves and wood burning stoves within its Council
homes. The main reason for this is that all open fires and
solid fuel appliances need to have well-maintained flues to
make sure all smoke and fumes are safely removed from the
building. If the reliability of the flue weakens then it could
potentially leak smoke into rooms and other areas of the
building.
No-one, whether they are a council tenant, in rented
accommodation or own their own home, can install a wood
burning stove or any other solid fuel appliance without
securing Building Control consent from the borough council
or, alternatively, having the work carried out by a Heating
Equipment Testing and Approval Scheme (HETAS) registered
engineer who will self-certify the installation.
While we discourage any installation of solid fuel systems,

there are some council properties which do have them for
various reasons, such as they are not connected to the mains
gas supply.
If you do live in a property with an open fire, stove or woodburning stove, please be aware of the following advice:

Safety checklist
• Make sure you follow the conditions of your tenancy
ensuring you allow access for essential maintenance, solid
fuel and electrical safety checks
• Keep anything that could catch fire, including logs, at a
safe distance from the hot stove
• Always use the right fuel for the appliance – as
recommended by the manufacturer
• Make sure any external air ventilation grills are not blocked
• Do not slow/slumber burn and do not turn the stove down
for the night
• Never leave an open fire unattended without a spark
guard
• Throat plates are to be cleared at least monthly or when
recommended by the manufacture to reduce the risk of
any build up catching fire and to ensure there is a clear flue
way for smoke to leave the appliance

• Empty the pan regularly to stop ash building up and
touching the underside of the grate
• Carry out the user maintenance schedule as per the
appliance installation and use instructions
• Always use a securely fitted fireguard
• Ensure you have your stove serviced annually by a
HETAS registered installer, Charnwood Borough Council
undertake two sweeps/services per year
• It is compulsory to have a Carbon Monoxide Alarm (or
CO detector) installed under the combustion appliances
and fuel storage system building regulations (approved
document J)
• Regularly check your smoke alarms and carbon monoxide
detectors
• Ensure you report any concerns or faults

What to do if you suspect a carbon monoxide leak
If you suspect fumes are escaping from your combustion appliance into your home, or your carbon monoxide alarm goes off
leave the property immediately and do not re-enter. Call the emergency services on 999.
Never re-use an appliance unless it has been inspected and the chimney swept by a HETAS Registered Installer or Approved
Chimney Sweep.
For further advice or concerns please contact our call centre on 01509 634666.
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Fire safety
The safety and wellbeing of you and your family is really important to us and we
ensure that any home we let meets the necessary safety guidelines.
Depending on what type of property you live in, you need to know what action to take in the event of a fire, whether this
happens in your home or a neighbouring property. This is especially important to be aware of when living in a block of flats.

If you live in a block of ﬂats or a sheltered scheme we ask that you:
• Comply with the conditions of your tenancy, making sure that you allow access for essential maintenance work and gas
and electrical safety checks
• Do not prop open fire doors
• Do not make alterations to the internal structure of your home without written consent from us. Examples include
replacing or removing internal doors or entrance doors and altering electrics.
• Make sure you read and fully understand the fire safety notices which are displayed in the communal areas. These will
tell you what to do in the event of a fire
• Do not smoke in any communal areas
• Make sure exit routes are kept clear and no items are left in communal areas, even if they are just for decoration, for
example curtains and window coverings. We will inspect your communal stairway and the area surrounding your home
at least once a month and dispose of any items left in communal areas
• Do not interfere with windows on the communal staircase. In the event of a fire the fire brigade need to be able to open
these windows to allow smoke to escape
• Do not prop open the main entrance door and make sure it closes properly behind you. We also advise you not to let
strangers into the building
• Do not store, charge or use mobility scooters in communal areas
• Make sure you do not do anything to put yourself, anyone else or your home at risk
• Let us know as soon as possible if you notice any repairs needed in the communal area by calling our Contact Centre on
01509 634666

Fire procedure - Stay Put Policy
The guiding principles of the policy are:
If a fire occurs in your own flat, and if it is safe to do so,
evacuate. If there is a lot of smoke, stay low and crawl along
the floor where the air will be clearer.
When everyone is out make sure you close the door to stop
the fire spreading, exit the block of flats and call the fire
service on 999.
If a fire starts in the communal areas of the building, leave
the building and call the fire service on 999. Do not re-enter
the building.

All other residents that are not directly affected by the fire
would be expected to ‘stay put’ and remain in their flats,
unless smoke or heat affects their flat or they are directed to
leave by the fire and rescue service.
However, those who wish to leave the building will not be
prevented from doing so.
Never use lifts in the event of a fire and do not re-enter the
building until the fire service tells you it is safe to do so.
If you are in any doubt, get out, stay out and dial 999.
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Fire safety
If you live in a house or a bungalow we ask that you:
• Comply with the conditions of your tenancy and make sure that you allow access for essential maintenance work and gas and
electrical safety checks
• Do not make alterations to the internal structure of your home without written consent from us. Examples include replacing or
removing internal doors or entrance doors and altering electrics
• Do not drill or make any alterations to the rendering or cladding on the outside of your home
• Make sure you have a fire action plan and ensure everyone in your household knows what to do in the event of a fire
• Decide on an alternative escape route if possible in case the normal exit is blocked
• Keep all escape routes clear of boxes and other trip hazards
• Know where any window and door keys are kept
Fire procedure
If a fire occurs in your home and you can do so safely, ensure you and your family leave the building and close the door behind you.  
Do not re-enter the building, and wait outside away from the building.
Call 999 and alert your neighbours.
If you are a leaseholder and you sub-let your property we ask that you:
Ensure your tenants are fully aware of the fire precautions and procedures we have in place as detailed.  They also need to know not
to make any alterations to the flat without prior permission.  Flats have particular fire safety features built in and amending these,
for example by changing doors, particularly front doors leading into communal areas, could reduce these safety features.
Smoke alarms

Fire safety checklist

The easiest way to protect your home and
family from fire is with working smoke
alarms.

You can prevent a fire from happening by taking a few simple steps

It is essential you don’t forget to test your
smoke alarms, you should test them at least
once a month, if any of the smoke alarms
are not working please ensure you report
this to our call centre on 01509 634666.
• Test the batteries in your smoke alarm
every week, change them every year and
never remove them
• Never disconnect or take the batteries out
of your alarm if it goes off by mistake
• We also advise that you never ignore your
neighbours smoke alarm
• We have both battery and mains powered
smoke alarms installed in our homes which
are checked annually

• Check that your smoke alarm is working before you go to bed
• Close all internal doors to stop a fire from spreading
• Switch off any electrical equipment overnight
• Make sure all cigarettes and candles are put out properly, never leave a
candle alight when leaving your home
• Take care when placing candles, do not put them on storage heaters,
televisions or any other item that gives off heat
• Use a fireguard in front of fires
• Do not leave cooking unattended
• Keep matches and lighters out of reach of children
• Do not overload sockets with adapters and plugs
• Only use chargers, which have been purchased with the appliance such as
mobile phones and electronic e cigarettes. Do not leave them plugged in
overnight or whilst out of the property
• Make sure you act on any manufacture product recalls, do not ignore them
• Do not hang clothes to dry near gas appliances, cookers, storage heaters or
portable heaters
• Do not store petrol or other highly flammable liquids anywhere in your home
Fire safety in the home is essential, please ensure you take the time to read and
fully understand the guidance provided by us.
Think ahead, be prepared and keep your exits clear.
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Keeping your home safe when
you’re away this summer
As the weather warms up we all look
forward to getting away for a few
days over the summer months. But
it’s important to keep your home safe
whilst you’re not around.
As most burglaries happen when there’s no one at home,
make sure you remember to lock your doors and windows,
set an intruder alarm if you have one and make your home
seem occupied.
Here are some of our top tips to keep your home safe:
• Ask a friend, relative or neighbour to watch over your home
and remove mail from your letterbox as this can build
up. Alternatively, you can sign up to Royal Mail’s Keepsafe
service, which holds letters and parcels for up to 66 days
while you are away and delivers them once you return
• Cancel regular deliveries, such as milk and newspapers, and
ensure that any online orders are not delivered whilst you
are away
• Ask someone to put your bins out whilst you’re away, even
the smallest of jobs can indicate that someone is home
• Invest in some automatic timer switches which switch
on lights and radios at set times. You can also get
photosensitive bulbs that switch on when a certain level of
darkness is reached
• Never leave blinds or curtains closed as this signifies that
the property is empty during the day

Get Covered

If you don’t already have home contents insurance, then this is something that you
should consider.
Home contents insurance covers the belongings in your
home and it costs less than you think. It will cover you
against damage to your personal items, carpets, furniture
and other contents and decorations. This also includes fire
and flood damage.
It will also cover certain items that may be stolen during a
break-in. You will also be covered for any accidental damage

to your home which may need repairing; for example, if
a pipe bursts we will carry out the repairs but we will not
redecorate.
You are free to find your own insurance but we can give
you a leaflet and application form for an insurance scheme
which we recommend. You can pay for this every week at the
same time as your rent.
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KEEP IT

LOCKED!
Charnwood Neighbourhood Housing has become
aware that there have been a number of thefts
recently from sheds and outhouses within the
borough.
We want to help prevent this happening to you. Please
read the following advice and recommendations for
tenants and leaseholders.
• We recommend that you do not store any items of value in
sheds or outhouses.
• We recommend that you fit 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 find 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 specifies a
particular security measure (eg a lock to a specified standard).
• Be aware that you store items in sheds and outhouses at your own risk.

If you have any information which may be useful
to the police, please contact Leicestershire Police
on 0116 222 2222 or call Crime Stoppers
anonymously on 0800 555 111.
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Help us to Recycle Right
A new campaign is urging Charnwood residents to #RecycleRight
and help, not only the environment, but taxpayers’ pockets as well.
Charnwood Borough Council says more than 700 tonnes of
clothes and other textiles are being put into the green wheelie
bins it collects each year.
And the big issue is – the Council can’t recycle them. Instead
the clothes, bedding, duvets, and even cuddly toys, are being
incinerated to create energy and the process costs Charnwood
council tax payers £73,000 a year.
The Council launched the #RecycleRight campaign in March, to
urge residents to put the right items in the right bins.
Matt Bradford, Head of Cleansing and Open Spaces, said: “We
recycle 17,000 tonnes of materials a year but we still have too
much of what we call contaminated waste – the wrong items in
the green recycling bins.

“I would encourage people as part
of our #RecycleRight campaign
to think before they put their
recycling in the green bins.
“Our website can tell you
exactly what can and cannot
go in the green bins and we’ve
refreshed the information to
make it as easy as possible to
understand.
“The big offender is clothes and textiles. I am sure people
believe they are doing the right thing and the clothes will be
reused, but the reality is they won’t. It’s not a service we can
offer at this time and there are other fairly easy options – take
textiles to a recycling bank, give them to charity, upcycle them
if you can. Whatever you do, please do not put clothes in the
green wheelie bins.”
The Council has, in recent years, offered charity bags to
homeowners to put textiles in but that was discontinued at
the end of March this year, due to a low take-up. Last year
around 10 tonnes of materials were collected through the
scheme and 700 tonnes of textiles still ended up in green
wheelie bins.
Instead the Council is focussing on raising awareness through
the #RecycleRight campaign of what can and cannot go in the
council green wheelie bins.

For more information about the campaign visit www.
charnwood.gov.uk/recycleright.

Dog Microchipping
Free microchipping events are being held in Loughborough.
Did you know that your dog should be microchipped? Since
April 2016, it is an offence to fail to microchip your dog.
Charnwood Borough Council and College Garth Kennels
will be in Loughborough to offer free microchips and doggy
advice.
We will also be offering free tags to help identify your dog
so it can be returned to you easily.

The events will be held at:
• The Hut, Ashby Road July 28, 2pm - 4pm
• Marios Tinenti Centre, Russell Street
August 4, 2pm – 4pm
• The All Together Place, Warwick Way Estate August 2, 2.30pm - 4.30pm

There will be a competition running at the events for the
Prettiest Pooch and most Handsome Hound where there will be the chance to win a £25 gift voucher.

8
www.charnwood.gov.uk

New Head of Landlord Services
Charnwood Borough Council has appointed
a new Head of Landlord Services, the
department which manages the authority’s
nearly 6,000 properties.
Peter Oliver has been with the council for four years and has many
more years of experience in local government and in particular,
housing.
Peter said: “We recognise that we’re not just looking after
properties, we’re looking after people’s homes and I believe in order
to do that effectively then it is vital that we work with tenants.
“Our aim is to provide a first-class service for our customers and one
which provides excellent value for money.
“We want to provide high-quality services and housing for people to
live in which in turn will help create better communities.”

Useful phone numbers
If you wish to report a repair or an act of
vandalism, please call the Contact Centre direct
on 01509 634666.
To avoid unnecessary delays when reporting
your repair you should always contact our call
centre to report your repair at the first instance.
Here is a list of useful phone numbers to help you call the correct team direct:
Reporting a repair
(This is a 24 hour service, but please avoid reporting non-urgent repairs out of office hours).

01509 634666

Copy of your Buildings Insurance

01509 634666

Making a payment

01509 634666 or 01509 634817

Statement of payments

01509 634817

Leasehold Questionnaire

01509 634830

Copy of your Lease

01509 634830

Query on your Certified Summary

01509 634830

Query on your Estimate

01509 634830

Reporting Anti-Social Behaviour

01509 634666
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Message from your
Leasehold Officer
Can I please remind you, that if you are thinking of putting your property up for sale, the
solicitors will request from me a Leasehold Questionnaire pack, which costs £100 for me
to complete due to it being a very complex questionnaire. This will not be included within
your solicitor’s costs, they will normally ask for this on top of their costs.
As you will all be aware there has been a variety of services introduced on your Estimate for 2017/18. Please note a lot of them
are existing services for which you have not previously been charged .They have been carried out before, but no recharge made.
Once the Certified Summaries are complete at the end of September, I will be working on putting a plan together which will
show all work to be carried out for 12 or more months, if the information is available. This will provide Leaseholders with an idea
of when they are going to receive certain services. This will just be a draft plan as it will all depend on how much we have to
spend each year. It will also give you a better idea of what is happening. However, emergency work, for example a roof requiring
urgent replacement, will not be included.
I wish to take this opportunity to thank all the Leaseholders who attended the Open Surgeries and Annual General Meeting for
their hard work and dedication.

Sarah
Email: sarah.taylor@charnwood.gov.uk
Tel: 01509 634830
Leasehold Officer,
Landlord Services,
Charnwood Borough Council,
Southfield Road, Loughborough,
Leics LE11 2TN

What is the easiest way to pay my Service Charges?
Setting up a Direct Debit is the easiest way to pay your service charges. We offer
Quarterly and Annual payment schemes for your service charges.
To set up a Direct Debit, please call the Income Section at Charnwood Borough
Council on 01509 634817 or 01509 634819 and request a Direct Debit Instruction.
If you currently pay by Direct Debit and would like to amend your payment date,
please contact the Income Section on the above numbers.
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Certified Summary 2016/17
It is that time of year when work will commence on compiling & producing the Certified
Summaries for 2016/17.
The Certified summaries compare the payments you have made on your Estimate of Service Charges for 2016/17 against the
actual work or service you received to the block and/or Estate between April 1, 2016 and March 31, 2017.  
Your Certified Summary will be with you before September 30, 2017 as per the Commonhold and Leasehold Reform Act 2002.  
We ask that you please check your Certified Summary as soon as you receive it and contact us on 01509 634830 if you wish to
query anything.
Remember, you only have 28 days from the date of the covering letter, which will be attached to your Certified Summary, to
raise any queries. After the 28 days, no adjustments will be made and the Certified Summary stands as correct.

Building Insurance Schedules
The renewal date for your Buildings Insurance was June 1, 2017 and you should have
received a Schedule of Buildings Insurance from our new insurance company Aspen.
Everything will be the same as before i.e. if you need to make
a claim or request a new schedule, please call the Contact
Centre on 01509 634666.
I have had a few enquiries regarding the schedule being
sent out without a covering letter etc. please accept my
apologies, we have now raised this and hopefully next year

when the schedules are sent out they will have a letter
accompanying them.
As you will see from the schedule, the insurance premiums
were reduced from June 1, 2017, this will be reflected when
we prepare the Certified Summaries for 2017/18.

Fees for applications
Below is a table of various fees that you may incur if you are looking to transfer your lease
or re-mortgage your property:
Name of application

Cost

Administration fee for providing information in relation to the transfer of lease

£100.00 plus VAT

Subsequent questions relating to the transfer

£25.00 plus VAT per question

Notification of Transfer

£50.00 (due to our Legal Services)

Notice of Charge

£50.00 (due to our Legal Services)

Administration fee for providing information in relation to a mortgage application

£50.00 plus VAT

Subsequent questions after the initial application

£25.00 plus VAT per question
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Contents Insurance and Gas Safety Certificate requests
Thank you very much for the prompt replies to the letter requesting the Contents
Insurance and Gas Safety Certificate this year.
The reasons behind us requesting these documents are below:
Content Insurance
As part of your lease agreement, you must provide us with a
copy of your contents insurance certificate each year.

Remember to ask to see the engineers Gas Safe Register ID
card to confirm they are registered and able to carry out the
necessary work.

Leaseholder Gas Safe Responsibilities
As a leaseholder, you are responsible for making sure all
your gas appliances are checked regularly, by a qualified gas
engineer to ensure safety. This will include but is not limited
to your gas boiler, gas cooker, gas hob or gas fire, pipework
and flues.

In an Emergency
Make sure you know what to do in a gas emergency, and
ensure you know how to turn off the gas supply. Knowing
the signs of danger and carbon monoxide poisoning could
save your life. Any one of the following could be a sign that
there is carbon monoxide in your home.

Under the terms of your lease you are required to undertake
this essential gas safety check at least once a year, this is to
ensure it is operating safely for you, your family, and your
neighbours. It would be helpful if you could provide a copy of
your gas safety certificate to Charnwood Borough Council.

• The flame on your cooker should be crisp and blue. Lazy
yellow or orange flames mean you need to get your cooker
checked

Landlord (Leaseholder – Sub-Letting)
If you sub-let your property equipped with gas appliances,
you have three main responsibilities:

• Increased condensation inside windows

1. Maintenance - pipework, appliances and flues must be
maintained in a safe condition.
2. Gas Safety Checks - a 12 monthly gas safety check must be
carried out on every gas appliance/flue. A gas safety check
will make sure gas fittings and appliances are safe to use.
3. Record - a record of the gas safety check must be
provided to your tenant within 28 days of the check being
completed or to new tenants before they move in. You
must keep copies of these checks for two years, and it
would be helpful if you could provide a copy to Charnwood
Borough Council.
General Advice
All installation, maintenance and safety checks need to be
carried out by a Gas Safe Registered Engineer.
Further Guidance

• www.gassaferegister.co.uk/tenants

Should you require
any further advice or
guidance please visit
the following sites

• www.gassaferegister.co.uk/landlords

• Dark staining around or on appliances
• Pilot lights that frequently blow out
If you suspect carbon monoxide is present, or if you have a
carbon monoxide detector installed and the alarm sounds,
get out into the fresh air, call the 24 hour emergency gas
service for Great Britain on 0800 111 999 and stay there until
the relevant support arrives.
If you smell gas, open your doors and windows, do not use
any naked ﬂame or electrical switches, turn off your gas
supply and call the 24 hour emergency gas service for Great
Britain on 0800 111 999.
Smoke and Carbon Monoxide Alarm (England) Regulations
2015 came into force on October 1, 2015. Private sector
landlords are required to have at least one smoke alarm
installed on every storey of their properties and a carbon
monoxide alarm in any room containing a solid fuel burning
appliance (e.g. coal fire, wood burning stove). After that, the
landlord must make sure the alarms are in working order at
the start of each new tenancy

• www.hse.gov.uk/gas/landlords/index.htm
• http://www.gassaferegister.co.uk/learn/carbon_monoxide_kills.aspx
• https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/
464717/150929_SC_Explan_book_Annex_A_LandlordsTenants_REVISED.pdf
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