
Summer 2020

www.charnwood.gov.uk/coronavirus

Staying safe 
outside of 
your home                      
- page 4

Coronavirus and 
rent: questions 
answered                
- page 5

Online garden 
competition entries 
- page 8



2

Welcome to Your Homes Matter, the 
magazine for tenants of Charnwood 
Borough Council. Your Homes Matter, or 
YHM as we sometimes call it, is distributed 
to tenants four times a year with the rent 
statement.

The aim is to keep you informed about 
any developments that affect you or your 
properties. It’s also an opportunity to share 
news about and involving tenants and 
leaseholders. If you have a bit of news that 
you want to share, please send it to us using 
the email address below.

We very much want to work with tenants 
and leaseholders to create the best possible 
homes for people.

If you have any feedback on YHM please let 
us know. 

To submit an article idea, picture or make a 
comment, please email  
communications@charnwood.gov.uk

Other ways to keep in touch with Council 
news

Follow the Council on Twitter or Facebook

TW: @CharnwoodBC

Search CharnwoodBC on Facebook and 
like our page

For more information about housing  
issues, visit www.charnwood.gov.uk/
housing

Alternatively, call 01509 634666

Read back issues of YHM, visit:  
www.charnwood.gov.uk/YHM

5000+ food parcels delivered 
across the borough
A huge well done and thank you to all of our partners 
and volunteers who have delivered 5000 food parcels 
to vulnerable residents in the borough.

As always we’d also like to thank everyone who has 
continued to support Charnwood Community Action.

For more information on Charnwood Community 
Action, head to www.charnwood.gov.uk/CCA.

The money advice service was set up by the 
government to offer free and impartial money advice, 
including advice and guides to help improve your 
finances, tools and calculators to help keep track and 
plan ahead. They also offer support over the phone 
and online.

There could be tough times ahead for many people, 
so visit www.moneyadviceservice.org.uk or call 
0800 138 7777 Monday to Friday, 8am to 6pm.

Money advice service



Summer  2020

3

A day in the life at Charnwood Lifeline

Lifeline control operator Michele Brailsford was kind enough to give us a breakdown of a day in the life at 
Charnwood Lifeline during the coronavirus pandemic:

“Working through this pandemic has not been easy for anyone. For me, even with its difficulties, there have 
been many high points, such as the pleasure of speaking to the service users each day. Sometimes I am 
the only person they have spoken to in days.

Shift work is never easy, but sometimes you have a day that makes all the late shifts and early mornings 
worthwhile. For example:

My first call on this day was to a tenant who told me she was excited to be expecting a call from her 
grandchildren. They live in London and hasn’t seen them since Christmas. Later, I spoke to someone who 
told me about the birds he had been feeding in his garden because, for now he cannot go out to see his 
friends.

A quick coffee, and onto my next call as a tenant explained that her husband was in hospital with 
COVID-19 and she was home on her own, unable to visit him. We spoke for a time about the difficulties that 
so many families are experiencing. Towards the end of our conversation she thanked me for asking how 
she was and told me that whilst many people had asked about her husband, that I was the first person to 
ask how she was, how she was managing, and was there anything else she needed.

Between calls to service users all over the Charnwood area I took a few moments to consider what it’s like 
working for Charnwood Lifeline. For me, it’s more than a job. It’s a way of caring for people, their safety, 
their security and their happiness.

I have always enjoyed my job and even with all the shift changes, late nights and early mornings I have 
always loved coming to work. But now, during this COVID crisis I feel I am privileged to be able to enter 
people’s lives, if only for a short phone call, and know that my presence and the security at Charnwood 
Lifeline is truly valued and helping people.”

Find out more about Charnwood Lifeline at www.charnwood.gov.uk/lifeline.
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Staying safe outside your home
The Government has provided guidance on how to 
stay safe when leaving your home for work, visiting 
the supermarket and more. Here is a breakdown of 
the key points:

1. Keep your distance from people outside your 
household

2. Keep your hands and face as clean as possible

3. Work from home if you can

4. Avoid being face-to-face with people if they are 
outside your household

5. Reduce the number of people you spend time 
with in a work setting

6. Avoid crowds

7. If you have to travel (for example, to work or 
school), think about how and when you travel

8. Wash your clothes regularly

9. Keep indoor places well ventilated

10. Face coverings - It was recently announced that 
you must wear a face covering on public transport.

11. When at work, follow the advice given to you by 
your employer

Further guidance on staying safe outside your home 
can be found on the Gov.uk website: www.gov.uk/
government/publications/staying-safe-outside-
your-home/staying-safe-outside-your-home.

Clear rent account
The winners of the clear rent account draw at the 
end of March 2020 were:

Mrs L from Anstey 
Ms Moore from Loughborough

Rent notification letter

At the end of February this year, we issued 
rent notification letters advising you of the 
change in your rent with effect from the 
April 6, 2020.

It is important that you retain this letter for 
future reference as it may be required. 

If you require a copy, please contact us on 
01509 634666.
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Coronavirus and rent: frequently-asked questions
Since the beginning of the coronavirus restrictions, 
the income team has been very understanding of 
the difficulties being faced by our tenants, especially 
when it comes to paying the rent. 

Tenants have asked many questions about what the 
government has said in respect of them paying their 
rent during this period. 

We have tried to answer some of those questions 
below:

Do I get a rent holiday because of COVID-19?

The government spoke about mortgage holidays but 
not rent holidays. The government paper states rent 
should still be paid; but if there is difficulty paying, 
the tenant must speak to their landlord. If you have 
a reduced income due to COVID-19 and are having 
difficulty with your rent payment please do contact 
your income officer, who can advise on payment 
agreements, universal credit and other help.

I have other bills to pay. Can I stop paying my 
rent?

No: this will only store up future problems for you.  
Rent is a priority bill, so should always be paid 
before other bills. We can give you lots of support 
and advice on what to do regarding your other bills 
and refer for further support if required.

Why should I keep paying my rent?

To avoid rent arrears accruing and putting your 
home at risk. You signed an agreement to pay your 
rent. COVID-19 is not a reason not to pay. We are 
aware of the difficulties COVID-19 has caused; so it 
is really important you talk to us.

No evictions for three months?

The government has asked the courts to suspend 
most court hearings for three months from the 
start of lockdown including some eviction cases, 

but these are being relisted to another date. At the 
time of printing, some telephone hearings are now 
starting to take place. Despite COVID-19, the council 
does expect all tenants to adhere to their tenancy 
agreement. Once restrictions have been lifted, we 
can apply to court if required. It is however, better 
to not to put your tenancy at risk as there is help 
available to help avoid you getting to this position in 
the first place. 

I have rent arrears: what should I do?

Please talk to us straight away. We will listen and 
give you the necessary advice and make affordable 
agreements for you to be able to pay off your rent 
arrears.

How to pay your rent

There are lots of ways to pay your rent. The most 
favoured by our tenants is direct debit, and you 
can choose to pay any day of the week, any day of 
the month, two-weekly or four-weekly and you can 
arrange it over the phone. It’s so easy! Call 01509 
634666 to arrange. Allpay (payment card) is still 
available, if you need a replacement card get in 
touch. Telephone and internet payments are also 
convenient.  

Support for our tenants 

Tenancy support and financial inclusion officers 
are available to assist with welfare and benefit 
advice, rent and council tax arrears. They can 
assist with online claims for benefits such as 
discretionary housing payments. They can also 
help you with budgeting and prioritising your 
outgoings and make suggestions on how to 
reduce your bills. 

Please contact them on 01509 634666 or email 
housing.income@charnwood.gov.uk. 
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Tenant tales
Trish is a tenant and member of the editorial 
panel for Your Homes Matter. We spoke to her to 
find out how she was coping with the lockdown.

“There have been some big changes during this 
time. Some have been fun, whereas others have 
been sad.

I have been baking for friends and family. I’ve not 
been able to sit with them and enjoy it, so I hope 
they did. I didn’t hear any bad reviews, so I think it 
was fine!

I’ve been enjoying my adult colouring books and 
have created some rainbows to pay tribute to the 
NHS. My family have held a competition to see 
who did the best one.

My friends and I started a quiz on Zoom, which 
was fun and hilarious. As I’m sure people will 
understand, technology can be a tricky business! 
But it’s kept us in touch and that is important.

My family and I have been shopping for four 
families who have been unable to get out. It was 
a difficult experience as they were scared that 
people might be ignoring social distancing. I 
could completely understand, and we were all 
happy to help.

During the lockdown I needed an electrician to 
come out for an emergency repair. They were 
thoughtful and planned it carefully so that we 
didn’t get in each other’s way. They did a cracking 
job. Thank you so much!

I have loved clapping for the NHS on a Thursday 
night. It has been a must for me as I have family 
working at a hospital. I am so humbled and proud 
of them all.

I always think of the good things I have 
experienced so I remain positive through this. I 
hope that everyone is safe and happy during this 
time. Best wishes to you all.”

Trish (centre) with members of the editorial panel

If you would like to feature in a future issue of 
Your Homes Matter, pitch a story or apply for a 
position on the editorial panel, send an email to 
involvement@charnwood.gov.uk.

Cash prizes up for grabs!
We’re offering two lucky tenants the chance 
to win a prize of £200 each if they have a 
clear rent account by the close of business on 
Friday July 24.

To ensure your rent account is credited in 
time, please ensure you have paid by Tuesday 
July 21.

Prizes will be distributed the week 
commencing July 27.
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Mental wellbeing advice from the NHS
There are many different things you can do from home to improve your mental health and mood. Visit 
www.nhs.uk/conditions/stress-anxiety-depression/improve-mental-wellbeing at the NHS website for 
tips on how to connect, be active, take notice, learn and give.

Five Steps to mental wellbeing
• Connect with other people

• Be physically active

• Learn new skills

• Give to others

• Pay attention to the present moment (mindfulness)

We are encouraging everyone to look after their mental health and ask for help if needed. 

By visiting the Start a Conversation website at www.startaconversation.co.uk anyone can find a range of 
information on services who can help provide help during a crisis, as well 
as how to maintain good mental health and 
provide support to family and friends.

The COVID-19 pandemic and the uncertainty 
of when life will return to normal can be 
difficult to think about and deal with. 

If you are concerned for your mental or 
emotional health and wellbeing, or that of a 
loved one, there is a list of advice and support 
services available to those living in Leicester, 
Leicestershire and Rutland on our website at 
www.charnwood.gov.uk/conversation.

Start a conversation



8

Thank you for responding to our call for 
photos of your amazing gardens.

We will be in contact with the entrants and 
give them their shopping vouchers shortly.

2021 will hopefully see normal service 
resumed for the tenant garden competition.

Thank you to Mr and Mrs Barradell from The 
Mills in Quorn and the residents of Arnold 
Smith House for the photos above.

Please continue to send photos of your 
gardens to involvement@charnwood.gov.uk 
so we can showcase all your hard work via 
our social media channels.

Have an amazing summer and enjoy your 
gardens!

Online garden competition
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1. Alkanet

2. Aster

3. Balsam

4. Borage

5. Columbine

6. Dahlia

Summer salad
For many of us, if you say the word 
‘summer’ you think of BBQs in the 
garden, and you can’t beat a good 
salad to go with it.

Before the meat-eaters run to the 
hills, consider this great salad recipe 
to accompany all your burgers, 
chicken thighs and sausages:

Get your standard salad items 
together - tomatoes, cucumbers, red 
and green peppers, lettuce, etc. - 
and then crumble some feta cheese 
on top or put some halloumi on your 
BBQ and add that to the salad. A bit 
of cheese goes a long way when it 
comes to having something good to 
go with your BBQ.

For some epic summer recipes, 
check out www.bbcgoodfood.com/
recipes/collection/summer

7. Flax

8. Gentian

9. Geratum

10. Iberis

11. Indigo

12.Iris

13. Nigella

14. Primrose

15. Salvia

16. Viola
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Hello and a sincere welcome to all of our leaseholders from the leasehold team. 

We hope that everyone is well and coping with all the changes that have happened to our way of life in 
recent months. We are currently all working from home we should be grateful if you would bear with us if 
we take a little longer than normal to answer your query if we have difficulty in getting access to any office-
based information in order to help you. We continue to record all questions and queries addressed to us: 
nothing is forgotten.

At the time of writing all but urgent maintenance to properties has been postponed; but we will keep you 
informed as the situation changes and when our services gradually return to some normality.

Speaking to the right person

For us to deal with your query as quickly and as comprehensively as possible we have included below the 
best numbers to call us on for the following types of query:

Invoice queries or payments

Please call the income team on 01509 634817 or 01509 634819

Reporting a repair 

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 

Finally, we send you our best wishes for the coming summer and hope that the year ahead will be safe and 
happy for all of you.

Sarah and Trevor 
Leasehold Team

Dear Leaseholder...
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You should all have had your 2020/21 estimate of service charge by now as well as your first and second 
invoices for these charges. 

Remember that the estimates are indeed estimates. They are what we believe your service charges will be 
in the coming year. 

We charge in advance because your lease says that we must. Actual costs may turn out to be higher or 
lower. We will not know until the following year.

Estimate of service charges for 2020/21

Owing to the restrictions in place we are unable, unfortunately, to hold 
leaseholder surgeries at the moment. We will reinstate them once restrictions 
allow us to do so.

In the meantime please contact us through our contact centre or our e-mail 
address leaseholders@charnwood.gov.uk.

Leaseholder meetings

Certified summaries in September 2020
The certified summary that we send you in September will tell you what the actual costs were in the 
previous year. We send these out in September, and they tell you the actual costs in 2019/20 due under 
your lease for everything from asbestos surveys to repairs to your guttering. 

As soon as the financial year ends at the end of March, we begin working on these to ensure that you 
have them in September. Any difference between the estimated costs and the actual costs will result in a 
balance being carried forward to the following year’s estimate of service charges. 

In the unlikely event that you have paid for something that did not happen you will not lose your money.

More information for leaseholders can be found on the website at  
www.charnwood.gov.uk/leaseholders.
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Q: I want to extend my lease. What do I need to do?

A: Every leaseholder has the right to ask for a lease extension providing they have owned the lease 
for at least two years and are not in breach of their lease. There is a fee payable to the council for 
this. The actual valuation is carried out by the District Valuer to ensure that a fair price is reached. As 
at December 2019, the cost for the valuation was £1080 which included VAT. If you are interested in 
extending your lease the first step is to go to a solicitor and request them to contact us (they will use the 
relevant form called a Section 41). Alternatively send a letter to us confirming your interest in extending 
the lease and we will respond to this letter within 28 days outlining costs.

Q: I am sub-letting my property and didn’t realise I needed permission from the Council. 

A: Technically this means you are in breach of your lease. Contact the leasehold team and request a 
‘permission to sub-let’ form. There is currently a charge for permission to sub-let set at £10 and once this 
has been paid you will receive a form. Read the accompanying notes, complete and sign the form and 
then send it back to us. We will then confirm when permission has been granted. 

Q: I have reported a problem with my property, and no one has got back to me?

A: All repairs must be logged via our contact centre. If you have logged your call with them and no one 
has got back to you, please contact them again on 01509 634666.

Q: I sub-let my property and my tenant doesn’t have contents insurance and refuses to get cover.

A: We suggest that when the tenancy is up for renewal, you add to the agreement that contents 
insurance is required. It is a condition stated on the lease that all leaseholders have contents insurance.

Q: Why is my external re-decoration charge so high?

A: The council are now replacing soffits, fascia’s and guttering in UPVC. The external re-decoration 
includes this as well as the maintenance and painting of any other external materials.

Q: I am not clear on whether I need to replace my fire door or not?

The council will be sending out letters/information leaflets on what affected leaseholders need to do in 
terms of replacing their fire door. 

Q: I’ve been told I am having a new roof or other major repairs to my property. When will work start?

If you have received a letter stating that the work will be happening in 2020/21 then that covers the 
period April 1, 2020 to March 31, 2021. We do not have any specific dates yet. 

Q: My roof does not need replacing, so why are the council replacing it.

The council is only allowed to charge a leaseholder for the cost of replacing a roof if it near the end of its 
life and the cost of repairs is proving significant, particularly if there has been a history of leaks.

Leaseholder Q&A


