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Contractor appointed to deliver 
investment in homes
A new contractor has been appointed to deliver multi-million pound improvements to borough 
council homes in Charnwood.

Tenants’ Newsletter - Summer 2018

Property maintenance firm Fortem has been awarded a five-
year contract by Charnwood Borough Council which says 
the partnership will make council homes even better in the 
future.

The new contract came into place in April following a 
rigorous tendering process which involved tenants as well 
as staff and councillors.

Cllr Leigh Harper-Davies, the Council’s lead member for 
performance of major contracts, said: “This is not only 
one of the Council’s largest contracts but one of its most 

important as it makes such a difference to people as we are 
talking about improving the quality of their homes.

“We based the contract largely on quality and Fortem were 
able to demonstrate a big commitment to that as well as 
customer engagement, something which is also important 
to us.

“I was also pleased to involve tenants in the selection 
process as it’s important they have a voice and are listened 
to and that collaborative working is something we pride 
ourselves on. (Continued on page 2)
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There’s lots to do this summer…

“It’s now up to Fortem to deliver on this contract which I am 
sure they will do.”

Cllr Paul Mercer, lead member for housing, said: “This 
contract means hundreds more bathrooms, kitchens and 
heating systems will be installed providing a better standard 
of living for people.

“I welcome this continued investment and look forward to 
seeing the work being delivered to the high standards we 
require, not just in terms of the installations but also to 
show that we care for the customer.”

Mick Williamson, managing director at Fortem said “We’re 
thrilled to be partnering with Charnwood Borough Council, 
not only to improve their housing but also the quality of 
people’s lives. Working in communities is at the heart of our 
business and we can’t wait to begin engaging with the local 
residents.”

Trish Edwardes, a tenant and chair of the Housing 
Management Advisory Board which promotes tenants 
and leaseholder engagement, was on the project board 
for selecting the new contractor. Trish and Charnwood 
Housing Residents’ Forum member Craig Jordan visited 
other areas where bidders were already working on council 
home improvements and Craig took part in interviews with 
bidders at the Council offices.

Trish said: “We wish Fortem a happy and constructive future 
working in partnership with the Council.”

The estimated contract value is around £18m over five years 
and Fortem will install a number of kitchens, bathrooms, 
heating systems and doors for the Council.

The Active Charnwood team has once again organised a fun-filled holiday 
programme this summer for children aged 4-16.
We have a wide range of sports and activities returning 
such as archery, climbing, horse riding and yoga, as well 
as brand new sessions such as beginner’s taekwondo and 
abseiling! 

This year’s summer programme is running between July 
16 and August 24. To book your places you can call 01509 
634561 on weekdays between 8.30am and 5pm. 

With a variety of activities on offer this summer spread 
out across the borough, we hope that there is something 
for everyone to get involved with. 

For more information on our holiday activity programmes, 
please visit www.charnwoodsport.org.uk/holiday-activity-
programmes or contact our Sport and Active Recreation 
team on sport@charnwood.gov.uk  
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Universal Credit to 
affect more people 
in borough 
Major changes to the way benefits are handled 
for people of working age has come into effect 
in Charnwood.

Universal Credit is being more widely rolled 
out across the country and it now affects more 
people in the borough.

Universal Credit combines six benefits and means 
people will receive a single payment for all of them 
each month. Universal Credit replaces:

• housing benefit

• jobseeker’s allowance

• employment and support allowance

• income support

• working tax credit

• child tax credit

The changes will not affect pensioners.

Cllr Paul Mercer, the council’s lead member for housing, 
said: “While Universal Credit is being introduced by the 
Department of Work and Pensions, the Council is clearly 
aware that it will have significant impact on people, 
including tenants, and that’s why we have spent many 
months preparing for these changes.

“We have invested in extra staff, training and 
technology to make sure that we can support tenants 
as much as we can.

“Universal Credit is a massive change for tenants who 
receive housing benefits. Instead of your benefit being 
paid directly to the Council each week to cover your 
rent, you will now receive a lump sum once a month for 
a number of benefits into your own bank account and it 
is up to you to make sure your rent is paid.

“This is a major change for some people and we will be 
helping them not only get online but also with personal 
budgeting which is going to be increasingly vital.”

Universal Credit came into effect in the south of the 
borough in June. It will affect people in Loughborough and 
surrounding areas from July 11.

Anyone making a new claim for one of the six benefits will 
be asked to claim for Universal Credit. If you’re currently 
on one of those benefits, if your circumstances change 
then you may be asked to switch to Universal Credit. 

Eventually over the next two or three years everyone 
receiving one or more of the six benefits will be moved 
across to Universal Credit.

If you think you are likely to move over to Universal Credit 
it may be worth taking a few steps in preparation:

• get a bank account

• get online

• get budgeting

• if you have arrears, then try to clear them

• you can pay extra into your rent account to 
build up credit

For more information, please visit: 
www.charnwood.gov.uk/universal_credit or 
www.understandinguniversalcredit.gov.uk 
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Anti-social behaviour, what 
are we doing?  
We have a dedicated Anti-Social Behaviour Team which deals with reports of anti-
social behaviour from the first call to the conclusion of the case.

Final action taken
Non legal interventions

Advice given 212

No further action – at request of complainant 135

No further action – no perpetrator identified 51

Written warning 34

Verbal warning 15

Mediation 14

Acceptable behaviour contract 5

No further action – reported for information only 5

Notice of seeking possession (issued to secure tenants) 3

Extension to introductory tenancy 2

Notice of possession proceedings (issued to introductory tenants) 2

Legal interventions

Possession order - outright (this is where the court give the Council possession of the property) 5

Closure order (This is where a property is closed to everyone including the tenant to prevent 
nuisance or disorder including drug dealing)  

3

Suspended possession order (this is where the court gives possession to the Council but is 
suspended based on adhering to specific terms)

2

Injunction 2

Eviction order 1
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We take seriously any reports of anti-social behaviour 
(ASB) and understand the impact it can have on 
individuals and communities. We work with residents, 
communities, other departments within the Council and 
partner agencies such as the Police to tackle ASB when it 
occurs.  

We use an incremental approach when dealing with ASB 
and will aim to resolve the majority of cases through non-
legal means. The majority of cases are resolved through 
early intervention however there are occasions where 

legal action is required to provide immediate protection 
to victims, witnesses and communities. 

Legal action is also taken when despite our best efforts 
non-legal actions have failed to resolve the ASB and we 
have sufficient evidence to commence legal proceedings, 
which can include a tenant losing their home. 

Below is a table which shows the final action taken in 
relation to cases closed between April 1, 2017 and March 
31, 2018. 
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And the 
winners are…

Each year we offer our tenants the 
chance to win a prize of £200 if they 
have maintained a clear rent account. 

The winners of the 2017 clear rent 
account prize draw are: 

• Mrs J from Shepshed
• Mr S from Loughborough

Home contents insurance - get covered

Come along to our tenant 
networking event

Wondering if you need contents insurance? Think about how you 
would cope if you lost your valuables due to a robbery or a fire. 
Charnwood Borough Council can insure your contents through Royal 
Sun Alliance and give you peace of mind.

If you would like to insure your possessions against fire, flood, theft 

and accidental damage for as little as 33 pence per week, paid with 

your weekly rent (based on up to £4,000 worth or cover) please 

contact Landlord services on 01509 634666 or email us at  

rent.control@charnwood.gov.uk

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

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 your money, tackling anti-social behaviour and managing 

residential complexes and communal areas.

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 
27, 2018 10am to 1pm. 
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We may ask you to complete diary sheets to record 
any ASB as it occurs. These are important as they can 
evidence the frequency and severity of the ASB along 
with the impact on a person. These can also form part 
of the witness statement if legal action is taken and be 
evidence of the ongoing and persistent nature of the ASB 
particularly when it relates to noise nuisance (e.g. from 
loud music).

If you can’t identify the person causing the ASB or an 
address where the ASB is occurring this limits the action 
we can take and in some cases no further action will be 
possible. 

From April 1, 2017 to March 31, 2018 we closed 895 
cases, 845 of which were resolved (94 per cent of cases).

For the same period 86 per cent of complainants were 
satisfied with the outcome of their complaint and 96 
percent would be willing to report ASB again.

If you are experiencing anti-social behaviour please call 
01509 634666 to report this or email contactcentre@
charnwood.gov.uk. If the ASB is of a criminal nature 
please report this to the Police via 101, however if 
someone is in immediate danger please call 999.
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Council launches new 
homelessness strategy
Charnwood Borough Council has finalised a new homelessness strategy in preparation 
for the most significant changes to homelessness legislation in 20 years.

The Homelessness Reduction Act came into effect 
on Tuesday, April 3 and places new duties on all local 
authorities to prevent and relieve homelessness.

The strategy will ensure that everyone living within 
Charnwood has access to advice and assistance to help 
prevent them from losing their home or find alternative 
accommodation.

The aim of the act is to make improvements to the legal 
framework to prevent and tackle single homelessness 
more effectively, without undermining the rights people 
have under the existing system.

Cllr Paul Mercer, the Council’s lead member for housing, 
says the strategy sets out a clear path for the Council but 
he is under no illusions about the challenges ahead.

He said: “The new act places more responsibility on local 
authorities to prevent and relieve homelessness and we 
have been preparing for these changes for the past 12 
months.

“We have increased the size of our housing options team 
and have created a new social lettings service.

“Homelessness is a challenging issue and one that is not 
always easily resolved. In Charnwood we work hard to 
help people avoid becoming homeless and will continue 
to do this under the new legislation.”

The main changes being introduced under the 
Homelessness Reduction Act are that councils will need to:

• assess the housing circumstances, housing needs 
and support needs of all eligible applicants who are 
homeless or at risk of becoming homeless within the 
next 56 days (previously 28 days) and agree the steps 
that need to be taken to resolve their housing situation

• assist all eligible applicants who are at risk of becoming 
homeless within the next 56 days to remain in their 
accommodation or secure alternative accommodation

• assist all eligible applicants who become homeless to 
secure accommodation

The new Council’s strategy focuses on:

• developing and strengthening partnerships and joint 
working with other agencies to prevent homelessness

• ensuring early advice and assistance is available to 
prevent people from losing their home

• ensuring people are assisted to access suitable 
affordable housing in Charnwood

• ensuring support is available for people who need 
help to manage their tenancies and prevent repeat 
homelessness

• increasing the amount of affordable housing within 
Charnwood for people who are homeless or at risk of 
homelessness
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Safe storage of gas and propane cylinders

Keep it 
locked!

We’d like to remind you that gas and propane cylinders should not be stored in the communal 
areas of council properties. 

We want to make sure that items 
you store in sheds and outhouses are 
kept safe and are not at risk of theft. 
We have put together the following 
advice and recommendations for 
tenants and leaseholders. 

To prevent injury and property damage, compressed gas bottles need to be stored, handled, used 
and maintained properly. Here are some basic storage rules you should follow at all times:

Do:
• store and use gas bottles in an upright position

• store gas bottles in well-ventilated places

• ensure gas bottles are stored away from heat and 
ignition sources

• make sure gas bottles are stored outdoors, away from 
building entry and exit points and drains

Don’t:
• store or use gas bottles 

below ground level

• keep gas bottles near any 
corrosive, toxic or oxidant 
material

 

• 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 (e.g. 
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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We want our repairs service to run as 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 (18 years and 
older) 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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Repairs in your home

When work is going to 
be done on 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 hour’s service for emergency repairs on the 
same number.

As a tenant you are responsible for some repairs in your home, however, before you undertake any minor repair work yourself, 
please contact us. 

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 

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

• filling minor cracks or holes in walls and ceilings 

• replacing light bulbs, fluorescent tubes and starters 
(unless in a communal area) 

• testing any smoke detector we provide

Garages
Your responsibilities include: 
• replacing keys or locks to garages when keys are lost or 

broken 

• gaining entry to your garage if you get locked out
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Pre-termination 
inspections
When a tenant leaves a property we like to carry out a pre-termination inspection 
wherever possible. This is an important, and useful, part of the process as it:

• gives the repairs team an idea of the scope of the 
repairs and allows them to order any materials that 
may take time to arrange. This will decrease repair 
times and give them a head start

• it allows us to advise the outgoing tenant and allow 
them a chance to rectify any repairs they might be 
responsible for and may be recharged for if the Council 
have to carry out these repairs

• allows us to advise outgoing tenants regarding any 
items that can be left in the property and what must 
be removed

• gives the Repairs team leader the chance to speak to 
the tenant about the property they are moving to if it’s 
another council property

• allows us to record details of the property 
electronically so it can be re-advertised properly for 
Choice Based Lettings. Items recorded can include 
parking, amount of rooms, floor that bathrooms are on 
and any disabled adaptations

Appointments are made by the work planners around 
prearranged time slots, either: 

• 8am-4pm 

• 8am-1pm 

• 12pm-4pm

• or school run 10am-2pm 

The inspection is carried out by a Repairs team leader 
who normally calls the tenant or tenants representative 
30 minutes before the appointment to allow for travel 
time.

Unfortunately only around 30 per cent of void properties 
complete a pre-termination inspection, and outgoing 
tenants either don’t bother or don’t attend the 
inspection. 

This is a shame as inspections can be a help to both 
parties, either the repair team knowing what the repairs 
will entail or the tenants to understand what they need 
to do to avoid any expensive recharges.

What do you think of Your 
Homes Matter, our quarterly 

tenants’ magazine? 
Does it keep you up to date? Is it informative and engaging? 

Is the design eye catching? Or is there something else you’d 
like to see? 

To give us your feedback, simply fill in this short 
online form  www.surveymonkey.co.uk/r/

Your_homes_matter or email your thoughts 
to  communications@charnwood.gov.uk  
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Leaseholder News
Summer 2018

Message from your Leasehold Team
As you may be aware, Trevor has now joined the leasehold team as Sarah is no longer available on 
Mondays and occasionally Tuesdays. This change took effect in November 2017 and allows Sarah to 
work on projects to improve the service delivered to you as a Leaseholder.
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A message from your Vice Chair
I am currently a leaseholder within the Charnwood Borough. I have always 
lived and grown up in Loughborough and know the area very well.

I have run my own business for the last 13 years and prior to that I have worked in various sectors of the industry ranging 
from retail to sales.

I am really looking forward to being involved with the Leaseholders Forum.

I feel I can make a positive contribution to the meetings, and  I can cast an independent eye and bring a fresh perspective 
on the work being done to improve services for leaseholders.

Ms Shah

We will be pleased to help you with your enquiries about:

• estimates of service charges

• certified summaries

• lease information

• section 20 consultation

• changes of address, mobile numbers, email address etc.

• permission to sub-let

• requests for permission to carry out work etc.

Please contact the Income Section on 01509 634917 for 
any payment enquiries.

The Contact Centre (01509 634666) will also be able to 
help you with any queries you may have about:

• repairs

• anti-social behaviour

• grounds maintenance

• communal cleaning etc.

• payment of invoices

• insurance

As a reminder, it will be helpful if you keep your Certified 
Summaries and Estimates etc. in a safe place. If we do have 
to replace any of your documentation, there is a charge, 
please see the article ‘Fees for various applications’ within 
the leasehold pages of this newsletter.Regards

Sarah and Trevor
Leasehold Team
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A very basic guide to Section 20 
Leasehold Consultation

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

• what work is being carried out

• why the work  is being carried out

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

It can take up to four months for the 
Section 20 consultation process to be 
completed.

If we do not carry out the Section 20 
consultation, we cannot charge more 
than £100 for works under a long 
term agreement or £250 for planned* 
or responsive repair** work for any 

leasehold property that is included in 
the contract.

The costs of carrying out any works is 
divided equally across  a block of flats; 
therefore if there are ten flats and the 
total cost of the works is £1,000, any 
affected leaseholders will be charged 
£100 each (e.g. £1,000 divided by 10 = 
£100 per leaseholder).

* Planned = five elements (external 
and internal redecoration, paths, 
fences and gates, brickwork and 
joinery).

** Responsive = repairs that require 
prompt attention e.g. blocked 
guttering.

Due to the positive response we had from our 
estimates workshop in March 2018, we are now 
introducing more events for Leaseholders to attend.  

The workshops will last about 15 to 20 minutes 
plus question time. You are free to leave once the 
workshop has finished or you can stay for the open 
surgery.

We are holding another Certified Summary 
workshop on Wednesday October 24 (see dates for 
your diary). Invites for this will be sent in the coming 
months.

If you are thinking of replacing your front door to your flat, please 
remember if the door doesn’t open into a communal area you can 
replace with a front door of your choice.   

However, if the front door to your flat opens into a communal 
area, you have to replace it with a Fire Door 30 Minutes (FD30). It is 
important that you do this for fire safety reasons.

If you are thinking of replacing your windows to your flat, please 
contact the leasehold team on 01509 634830 or alternatively 
email leaseholders@charnwood.gov.uk and ask for a windows 
specification to be sent to you.

We are required to consult leaseholders before we carry out any major works or 
improvements to any block where leaseholders live or before we enter into any long term 
agreement for carrying out works.

Workshops and 
Open Surgeries

Replacing your 
Front Door

Replacing your Windows
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Leaseholder News
Summer 2018

Certified summaries and estimates – 28 days

Fees for various applications

You will then see at the bottom of the table either a debit or 
a credit which will be added to your Estimate for 2018/19 
(this will be sent out in February 2019).  

Please remember to check everything on your certified 
summary and the attached sheet for repairs etc.  If you 
disagree with anything on the certified summary, please 
ensure that you contact us within 28 days of the date on the 
covering letter and we will investigate further.

You are required to check your certified summaries and 
estimates that you receive and raise any issues with us 
within 28 days of receipt.  If you do not raise any queries 
during this period your certified summary and estimate will 
stand as correct.

 Please take a look at ‘Dates for your diary’ as we are running 
workshops that assist with the understanding of certified 
summaries and estimates.

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

Over the coming months you will be receiving your Certified Summary for 2017/18.  This 
will compare the work and services you have received within the block or estate from 
April 1, 2017 to March 31, 2018 against the amount you paid.  

Open leaseholder surgeries – all in committee room two 2pm - 4 pm:
Wednesday October 24, 2018: Queries on certified summaries 2017-18 and any other enquiries.

Leaseholder AGM – in committee room two 2pm - 4 pm:
Please note the change of date for this meeting - Wednesday January 30, 2019: Elect a new chair (agenda to follow nearer the time.)

Dates for your diary

Transferring your property   £
Administration fee for providing information in relation to the transfer of lease LPE1 £100 plus VAT

Subsequent questions relating to the transfer or LPE2 £25 plus VAT per question

Notification of Transfer £50 (due to our Legal Services)

Notice of Charge £50 (due to our Legal Services)

Re-mortgage

Administration fee for providing information in relation to a mortgage application £50 plus VAT

Subsequent questions after the initial application £25 plus VAT per question

Miscellaneous

Duplicate Estimate £5

Permission to sub-let £10

Duplicate Certified Summary £5

Photocopy of your Lease agreement £5
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