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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

Insure your home contents
For peace of mind, insuring your home contents 
is a great idea. There are two cover levels for you 
to decide from: Standard and Standard including 
accidental damage.

Most of your household goods and contents are 
insured when inside the home, including bikes and 
computer equipment. They are covered against loss 
or damage caused by specific events such as theft, 
fire and flood.

Also insured are lost or stolen keys, freezer 
contents, your own legal liability to the public, 
the cost of alternative accommodation and 
improvements you have made to your home such 
as fitted kitchens, bathrooms, wardrobes, laminate 
flooring, patio doors etc. (but not greenhouses or 
conservatories).

You also have the option to add cover for personal 
belongings, hearing aids, and wheelchairs/mobility 
scooters.

More details are available on  
www.charnwood.gov.uk/home_contents_insurance 
or contact Charnwood borough council on 01509 
634666 for an application form.



Summer  2022

3

Results from the STAR survey
Every two years Charnwood carries out a survey of its council tenants on various aspects of the landlord 
service. This is known as a ‘STAR’ survey (‘STAR’ standing for ‘survey of tenants and residents’).

We were due to carry out a STAR 
survey in 2020 but were unable to 
do so as a result of the coronavirus 
pandemic.

That survey was delayed until 
restrictions were lifted in 2021. 
The survey was carried out in 
September by MEL Research using a 
representative sample of our tenants.

Most social housing providers – local 
authorities and housing associations 
- carry out STAR surveys; and there 
are a number of questions that all 
providers have to ask. This enables 
organisations to compare themselves 
with others through these common 
questions.

The graphic on the right shows 
satisfaction levels with the key 
questions asked. 

In the meantime, a number of actions 
have been identified arising out of the tenant feedback from last year’s STAR survey. These include:

Following the complete lifting of restrictions and the awarding of new planned investment contracts 
for things such as kitchens, bathrooms and adaptations, our investment programme will start again in 
2022, together with appropriate liaison with affected tenants and general communication through our 
website and social media in respect of the appointment of contractors.

A new four-year customer engagement strategy has been created in consultation with tenants and an 
action plan to fulfil the objectives set out in the strategy has been agreed. Since the latter part of last 
year, customer engagement has returned to its pre-pandemic state; a vacancy for a second customer 
engagement officer has now been filled and the team is both re-establishing existing engagement 
structures such as Charnwood Housing Residents’ Forum and the tenant editorial panel and conceiving 
new methods of involvement through the new strategy. The team will also be working with other 
landlord service teams to try to ensure that customer engagement lies at the heart of everything we do. 

The full results of the STAR survey can be found at www.charnwood.gov.uk/star2021. 

We should like to thank all those who spared the time to respond to the questionnaire that MEL Research 
sent them.
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It was great to be sent so many great photos of our sheltered 
courts tenants enjoying their Platinum Jubilee bank holiday 
weekend (including a delicious looking jubilee-themed cake 
made by Mrs Sheila Breed at Dudley Court in Sileby).

A number of the jubilee decorations and parties at the sheltered 
courts were part-funded by the council’s community initiative 
fund, which can help fund community groups and projects.

To find out more and to apply for funding, please visit  
www.charnwood.gov.uk/cif.

Sheltered courts celebrate Her Majesty’s Platinum Jubilee

The tenants at Durham Road had lots of fun.Babington Court in Rothley had a nice get-together

Celebrations St Paul’s in Syston
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The tenant garden competition returns this summer and our 
judges are preparing to visit your gardens and make their 
choices across the categories.

There will be an update in the next issue of Your Homes 
Matter that will reveal the winners but keep an eye out 
on our social media channels and email newsletters for 
news and photos from the judging days and - Covid rules 
permitting - the awards ceremony later in the year.

Thank you to all tenants who have entered the 
competition. Let’s hope for some beautiful weather when 
the judges visit between 27-29 July.

Keep an eye out on our social media channels and email 
alerts for future updates!

Thank you for your entries...

Easter celebrations at  
St Paul’s Court in Syston
To celebrate Easter, residents at St Paul’s Court in Syston 
held a little buffet and an Easter hat competition.

13 residents attended and everybody had a great 
time. The Easter bonnet competition winner was Julie 
Gregherty, who enjoyed her prize of an Easter eggs and 
chocolates.

The Easter bonnet competition was a blast!
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Meet our new customer 
engagement officer
Andrew Everitt-Stewart joined the council as 
customer engagement officer in May 2022. We 
caught up with Andrew to learn a bit more about 
him…

“I was born in Loughborough and have lived 
in the area all my life so I consider that I know 
the community well and would definitely like to 
contribute to its continued growth.

“I illustrated children’s book for over 30 years, 
which was an amazing and fulfilling experience 
and something that I had great success with, 
including illustrating Spot The Dog for over ten 
years. I then became manager of a specialist 
cricket shop in Loughborough for almost five years.

“I have worked a lot in the community, as a mentor to young adults both in schools and for the youth 
offending service and was a qualified cricket coach for a local club for ten years. As an illustrator I 
worked in local schools at all levels and ages helping pupils try to achieve their full potential artistically.”

What attracted you to the role of customer engagement officer? 

The fact that it involves working in the community, face to face with people and gives me the opportunity 
to listen to their views and give them a voice and the fact that all these involve using my experience and 
customer service skills.

What are you most looking forward to in your new role? 

Getting out into the local community and meeting all the tenants, volunteers and the people who work 
with them for Charnwood Borough Council, forming trust with our customers and making sure that 
their needs are heard and that we do our best for them. I am looking forward to getting involved in local 
organisations and events and helping out wherever I can.

If you could have any super power, what would it be and why?

Having been brought up on Star Wars I would prefer to be able to use the Force, powers of persuasion 
could be very useful in this!

You can get in touch with the customer engagement team by either emailing 
involvement@charnwood.gov.uk or by calling 01509 634955.

Customer engagement officer Andrew Everitt-Stewart
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Being a good neighbour
A large proportion of the anti-social behaviour reports received by our ASB team are due to people 
not considering the effect their behaviour is having on neighbours and the community. Loud music, 
behaviour of visitors, parties and dog-related nuisance are a few examples.

To prevent complaints being made about 
the behaviour of you or your visitors please 
follow the guidelines below on how to be a 
good neighbour:

• Respect other people’s right to enjoy their 
life in their own way. All residents have the 
right to the quiet enjoyment of their home

• Ensure that loud music is not a nuisance to 
other residents during the day or at night

• If you are listening to music/television or 
playing video games, think about buying headphones and before installing speakers or surround 
sound, consider where they are being placed within the room

• If you intend to have a one-off celebration like a birthday, let your neighbours know. Putting notes 
through doors to make neighbours aware can help. Be prepared to reduce noise levels if asked, too

• Take responsibility for your own behaviour and that of your children, friends and visitors while in 
your property and the neighbourhood

• Ensure that you and your visitors do not damage any property of the council  and keep communal 
doors locked to ensure that only residents or invited guests can get access to the block

• Be a responsible dog owner - always keep dogs on a lead when outside your home and always pick 
up your dog’s mess. Do not leave your dog alone for long periods as nuisance can be caused by 
prolonged barking.

Where possible we ask people to speak to their neighbour to try to resolve the problem. If, however, you 
have been unable to resolve it or you feel it is not safe to approach your neighbour you can report the 
anti-social behaviour via the website at www.charnwood.gov.uk/asb or call 01509 634666.

We have created an ASB toolkit via the link above that details each aspect of anti-social behaviour and 
how we can help you. Where the council is not responsible (e.g. for violent crimes), contact details for 
the correct authority can be found. It is definitely worth a read so that you are fully aware.
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Fly-tipping and bulky waste collections
We are having to deal with increasing amounts of dumped 
items left by residents in our blocks of flats. While some 
items are being left in the external bin stores, many are left 
on landings, hallways and communals areas. 

While such dumping of items might not be classed as fly-
tipping in the strictest legal sense, they cause obstruction, 
pose a risk of fire and therefore a risk to the safety of 
residents and council property and the cleaning contractors 
cannot clean the blocks properly.

Above all, though, we are having to spend tenants’ rent 
money in paying for an item’s removal if the person who has 
dumped it does not dispose of it himself or herself. 

Between April 2020 and March 2021, we spent nearly £36,500 removing and disposing of dumped items, 
nearly 90% of which was dumped inside our blocks. That is money that otherwise would be spent on 
things like improvements to tenants’ homes such as bathrooms and kitchens. 

Dumping unwanted items is a breach of tenancy and we will take action against anyone we know to 
have done this. We will also re-charge someone for the cost of removing the items.

Although the council charges for the removal of bulky items from residents’ homes (for examples, £25 for 
up to three items), people who are experiencing exceptional hardship can have the charges waived. The 
criteria for qualifying can be found at www.charnwood.gov.uk/ehc. 

There are also a number of charitable organisations in the county, such as Sofa Project in 
Loughborough, that will come and take certain items of furniture and appliances for free. For further 
details please visit Sofa’s website at www.sofareuse.org/donate.

New fencing and boundary policy
The repairs and investment team has developed and had approved at a recent meeting of the 
Housing Management Advisory Board a fencing and boundary policy for council-owned homes. 
After consultation with the Housing Management Advisory Board (HMAB) and Charnwood Housing 
Residents’ Forum (CHRF) the policy will shortly be published on the council’s website.

The objectives of the policy are to set out clearly the obligations of both the landlord and tenant 
regarding fencing and boundaries at all tenanted properties and communal areas. It will provide a 
framework by which a consistent approach of the council’s position on boundary responsibilities can 
be practised by staff and which provides a means by which disputes can be resolved through the 
application of the policy. The new policy will be monitored and reviewed annually.
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Join the  Charnwood Housing Residents Forum
The Charnwood Housing Residents Forum is 
group of tenants and leaseholders that meet 
every month. The group disucss topics such 
as policy and procedures, strategies, capital 
expenditure, voids procedures and members 
of the council’s management teams often 
attend to discuss subjects that may be of 
interest to the group.

The CHRF promotes a sense of community 
spirit and raises matters of local concern 
and importance. They also represent the 
views and interests of residents in their 
area. It also brings tenants and leaseholders 
together to form a collective voice. It’s an 
enjoyable meeting to attend filled with lively 
discussions.

If you are interested in becoming a member of the CHRF, please get in contact with the customer 
engagement team on 01509 634955 or email involvement@charnwood.gov.uk.

Discover Charnwood
A website to promote Charnwood’s exciting offer to 
visitors has been launched. Discover Charnwood has been 
developed by the borough council to showcase the area’s 
unique story along with its wonderful attractions and vibrant 
towns and villages.

Cllr Jonathan Morgan, Leader of Charnwood Borough 
Council, said: “Charnwood is quite simply world-class in 
every way. We have stunning landscapes which help tell the 
tale of our evolution, fascinating heritage, and a bold and bright 
future.

“Discover Charnwood brings all of this into one place so we can 
better tell our story, promote the area to visitors and encourage 
them to stay for longer and explore.” 

To find out more, visit www.discovercharnwood.co.uk

You can also follow @DiscoverCharn on Twitter and if you 
want to share your pictures of the area, use the hashtag 
#DiscoverCharnwood.
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Residents of Thorpe Acre with council officers on an estate walk in May this year

Date Area

Tuesday August 9

Bell Foundry Estate, Loughborough. Bell Foundry 
Estate, Loughborough – meet at Marios Tinenti Centre 
(MTC) then Russell Street, Peel Drive, Chapman Street 
then back to the MTC at 12pm for the drop-in session.

Thursday September 8

Mountsorrel – start at Leicester Road flats, chestnut 
court, Hawthorn Road, Laurel Close, Beeches Avenue, 
Elm Close. Drop-in session – Mountsorrel Methodist 

Church, Church Hill Road at 12pm

Estate walks return for 2022
CBC officers along with other agencies carried out an estate walk in the Thorpe Acre area of 
Loughborough on Thursday May 19. Estate walks give residents a chance to come and talk to officers and 
raise any issues or queries that they might have.

Following the walk around the area we also hosted a drop-in session at Thorpe Acre Church until 1pm to 
give residents who couldn’t come out to speak to officers another opportunity to do so.

It was the first estate walk to talk place since the pandemic and there are more scheduled throughout the 
year. Details on the next two estate walks can be found below: 

Full details of future estate walks can be found at www.charnwood.gov.uk/estatewalks. If you want more 
information, please contact the customer engagement team at involvement@charnwood.gov.uk or call 
01509 634955.   
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Make it easy – pay your rent by Direct Debit

Paying by direct debit is the easiest way to pay your rent. 
Once set up, it means you don’t have to remember to pay 
your rent, go online or to the store to make a payment. 

Since we have introduced ‘any day’ DDs we have 
experienced fewer direct debits being returned 
unpaid, even though the number of tenants paying by 
direct Debit is increasing. 

A couple of reasons why DDs are sometimes returned 
unpaid:

Your usual payment date falls at the weekend. When 
this is the case, the DD for the rent is not collected until 
Monday (if not a bank holiday). Thankfully, most people 
are aware of this and budget accordingly. However, 
in a minority of cases, some people think the rent has 
been paid and the money is spent over the weekend leaving no or little funds for when the rent is 
collected.

Bank holidays usually see a higher return rate in DDs. Again, for the same reason, depending on 
the time of year, the first working day can be taken several days after the normal collection day and 
account are left short when the direct debit is taken.

In these circumstances, please make sure there is enough funds in your account for when the rent 
payment is finally collected from your bank account. If you need further information about your DD, 
please contact your income officer on 01509 634666.

Win £200 paying by DD
If you set up a direct debit and keep it in payment for at least 12 months, you have the chance of winning 
£200. You can now also set up a set up a direct debit for your rent online. 

Go to www.charnwood.gov.uk/how_to_pay_your_rent and sign up, and you will be in the prize draw!
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We wanted to make clear to our tenants the correct route for requesting adaptations to their homes.

Leicestershire County Council has the statutory duty to undertake the assessment of needs (which is 
undertaken by an occupational therapist) and is therefore the first port of call. 

The next step in the process is that recommendations for adaptation arising from the county council’s 
assessments are then forwarded to us to consider as the landlord.

Contact details for the adult social care service at Leicestershire County Council can be found below:

Telephone: 0116 305 0004. 
Deaf or hard of hearing: text 07949 633 788 instead 
Monday to Thursday, 8.30am to 5pm 
Friday, 8.30am to 4.30pm

Visit the website at www.leicestershire.gov.uk/adult-social-care-and-health/assessment-and-
eligibility-for-care-and-support/contact-adult-social-care. The referral pathway for children is 
www.leicestershire.gov.uk/education-and-children/special-educational-needs-and-disability/
information-and-support/help-at-home/equipment-and-home-adaptations-for-disabled-children.

In related news, a new contractor has been appointed to deliver up to £4.8 million worth disabled 
adaptations to borough council homes in Charnwood.

Charnwood Borough Council has appointed CLC Contractors to carry out the work on properties to help 
tenants live more comfortable lives.

CLC will be responsible for making a variety of changes to homes such as level-access showers and 
flooring, showers over baths and lifts. It also includes extensions and alterations of the internal layout of 
properties, the fitting of external ramps, the planned replacement of adaptations, and repairs. 

The contract is for an initial term of two years, with the potential to extend for a further two years to a 
maximum of four years.

We are looking forward to working with CLC and sharing good news stories about future adaptations in 
future issues of Your Homes Matter.

Requesting adaptions to your home

Please treat our contractors with respect
There has recently been an increase in tenants being verbally abusive to and, in one case, intimidating 
our cleaning contractor’s crews. This is completely unacceptable: being abusive to employees and 
contractors is a breach of tenancy. If you are unhappy with an employee or contractor’s behaviour 
or standard of work then please do not approach that person: contact your tenancy officer on 01509 
634666.
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New tenancy agreement
In October last year we consulted all our existing 
tenants on a brand-new tenancy agreement that 
we had been developing throughout 2020 and 
2021. The tenancy agreement is the most important 
document that exists in respect of tenants and their 
relationship with CBC as their landlord. The tenancy 
agreement is a legal contract between landlord 
and tenant and is, effectively, a set of rights and 
responsibilities that both parties legally commit to 
uphold.

The previous tenancy agreement had been in force 
for nearly twelve years and changes in legislation, 
regulation and good practice mean that we have to 
revise the conditions of tenancy from time to time. This revision is a complete re-write and underwent 
significant consultation with staff and tenants groups such as CHRF and HMAB before all tenants.

We worked closely with our tenants’ editorial panel on the design of the new conditions of tenancy. We 
wanted a document of which we and our tenants could be proud and one that shows the importance we 
give to the tenancy agreement. The editorial panel wanted a quality document and one that did not look 
‘official’. In the end it was agreed to produce a square design on high-quality paper and colour-coding all 
sections for easy reference. 

The new agreement started to be used in April for all newly signed-up tenants but we had to follow a 
strict process of consultation and notice-giving to existing tenants in order for the new agreement to 
replace the old one. On Monday May 23 all existing tenants had their old agreement replaced with the 
new one. We do not send out copies of the new agreement to existing tenants but a copy can be viewed 
and downloaded from our website at www.charnwood.gov.uk/agreement. 

Planning on keeping pets? Read our new pets policy
The council’s cabinet approved a new pets policy 
recently. The policy, which had been developed 
in consultation with tenants through Charnwood 
Housing Residents’ Forum and its Housing 
Management Advisory Board, sets a framework for 
officers to apply a consistent approach to council 
tenants in respect of the pets they keep at home.

A copy of the policy can be found on our website at 
www.charnwood.gov.uk/pets.



leaseholder

14

Dear Leaseholder...
We hope you are all keeping well and looking forward to the summer. We are currently busy processing 
your certified summaries and getting them ready to send out in August. Please keep an eye out for these 
as they will be sent via email wherever possible. We will post your summaries to you if you do not have 
an email address. 

If you have a credit on your certified summary we will request your bank details so that we can process 
your credit swiftly. If you have a debit, an invoice will follow in the month of August/September 2022 
which will be separate to your estimated service charges. Please note that there will be a deadline for 
any queries that you have regarding your certified summaries.

Please call the contact centre if you wish to do any of the following:

• Repairs or reporting a repair  
• Buildings insurance query/ claim/request for a policy 
• Query regarding the communal 

cleaning
• Reporting anti-social behaviour

Call 01509 634666 (out of office 
hours number - for emergency 
work only 0333 200 8811), or email 
callcentre@charnwood.gov.uk. 

Invoice or service charge payment 
queries can also be made via the 
contact centre.

The Leasehold Team

Monday’s and Tuesdays:  
01509 634575
Tuesday-Friday: 01509 634830
Email:  
leaseholders@charnwood.gov.uk

Sarah and Trevor
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Over the last year we have sent out letters to leaseholders about ‘long term agreements’ and 
‘consultation periods’. We are sending out these letters as we previously used only one contractor 
(Fortem) to deliver our major work programmes such as roof replacements and guttering/soffit 
replacement and we are now using new contractors to deliver each different type of work. We are 
legally required to tell you about this. 

The letters are sent to most leaseholders but do not necessarily mean that your property will be having 
any work done to it. If you are to have work done to your property we will send out a third letter that 
will tell you when the work will be done and the estimated cost of this work using the rates highlighted 
in letter. Please keep these letters as they will help you understand the service charges that you will be 
paying.

Section 20 notices

The council’s cabinet meeting in 2022 agreed a 2022-2023 administration and management fee of 
£138.34.

We have set out below the elements making up the fee how much of their time is allocated to the 
leasehold service.

Other items included within the fee are:

• Magazine and postage

• Building Cost Information Service annual subscription (this is a subscription: we use the indices 
provided by this organisation to apply correct inflation factors to some charges each year and is 
required to be used under your lease)

• Invoicing.

How the administration & management fee is made up

Time allocated to the service Time allocated to the service

Officers 2021/22 2022/23

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

100% (two officers working 
36 hours per week)

Business support assistant 5% 0%

Auditing officer and manager’s time 33% 20%
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Asbestos in the home
It’s that time of year when you get your 
decorating gear out and start with the 
DIY. However, please make sure you 
contact landlord services before you 
make a start just to make sure the work 
you are planning to undertake will not 
be disturbing any potential asbestos 
containing materials.

With a call we can look at the register 
and tell you if there are any asbestos 
containing material where you are 
decorating.

Asbestos containing materials (ACM’s) 
can be found in roofs, cladding, soffits, 
windowsills, bath panels, chimney flues, water tanks, floor tiles and 
textured coatings such as Artex. There are many places it can be found, and this list is not extensive.

As part of your tenancy agreement you should never carry out any home improvements without first 
contacting the council and getting written permission. Once you have written permission to make 
improvements to your home there are a few things that you need to remember:

Be aware of where asbestos is or could be located in your home - your asbestos survey report will 
inform you

If you hire contractors or tradesmen to carry out work in your home, then make sure they have 
been trained in asbestos awareness. They should always check for the presence of asbestos before 
starting any work and they should be qualified to deal with it in the correct and safe way

If any material that you think contains asbestos is damaged during any home improvements or DIY 
work, then please contact us as soon as possible for advice

Do not drill, saw, scrub or sand anything you think may contain asbestos, remember that asbestos is 
often found in floor tiles, ceiling Artex and bath panels.

If you have any concerns about asbestos in your home, please call the contact centre on 01509 634666. 
It’s better to be safe than sorry.

Further information about asbestos is available on the health and safety executive  website.  
Visit www.hse.gov.uk/asbestos.


