Your Homes Matter
Tenants’ Newsletter - Issue 1 Dec 12

Welcome to your new
look newsletter!
This is the first tenant newsletter since
housing services were taken back in
house by Charnwood Borough Council
in November.
The name Your Homes Matter was
chosen by our tenant representatives
group, which has also changed its
own name to the Charnwood Housing
Residents’ Forum.
While your newsletter may look
different, please rest assured that it
still contains the latest news and
information which we hope you will find
useful and interesting as a tenant.
Officers from both the Council and CNH
have been working very hard behind the
scenes over the last few months to

make the transition of housing services
run smoothly and we’re delighted to
have achieved it with no disruption to
your services. As our customer, putting
you first is one of our core values and
this move will free up extra money for
us to invest in tenants’ homes on top of
the £60 million we have already
committed to improve your homes and
quality of life over the next five years.
We are now looking forward to working
closely with you to identify what we are
doing well and where we can do better.
We hope you like the new style
newsletter and would love to hear your
feedback and suggestions. Please let
us know any comments by emailing

Have your say
on housing
services...
When the decision to take housing
services back in-house was made, the
Council made a commitment to
customers that they will continue to
have an influence over the decisions it
makes regarding housing.
By building upon our customer
engagement, tenants will be given the
opportunity to have a say in how the
service is run through a new Housing
Management Advisory Board. In addition
to the active tenant groups we engage
with, we would like to invite four
tenants/leaseholders to represent tenant
and leaseholder views on the management
and maintenance of your homes.

These volunteers will sit on the Board
with Council and independent members
and will be part of the Council’s decision
making structures, giving tenants a real
opportunity to influence the decisions
made about their homes. A Chair of the
Board will be appointed annually from
the tenant/leaseholder members.
If you would like to get involved and
help us to make the important decisions
about the management of your
homes, please contact Sally Harbey at
sally.harbey@charnwood.gov.uk or write
to her at Council Offices, Southfield Road,
Loughborough, LE11 2TX.

communications@charnwood.gov.uk or
calling 01509 634666.
Eileen Mallon, Strategic Director of
Housing, Planning, Regeneration and
Regulatory Services and Councillor Jane
Hunt, Charnwood Borough Council’s
Cabinet lead member for Housing

Do you receive
benefits?
They're going to
change and you
need to think
about it now!
Read pages 2 & 3
to find out how
this will affect you!
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Welfare reform – this may affect YOU!
‘Welfare Reform’ refers to the changes, made by the UK Government, to the benefits system which will affect many people
who claim benefits from April 2013. If you are of working age we would advise that you read this article. If you have any
questions please contact our Financial Inclusion Officer, Bim Prasad on 01509 634666. If you are of pensionable age then please
note these changes do not affect you at this stage. However if you are unsure or worried please contact Bim.
The most important change you need to
know about is:

“
“
“

Under Occupation Penalty/ Bedroom Tax

“
“
“

I have children stay with
me on a part time basis

We are using the extra
room because I am
recovering from ill health

We are foster carers

If any of the above is you, then the
following changes may well affect you
from April 2013.
From April 2013, Housing Benefit will
only be paid based on the number of
bedrooms you need, not the number of
bedrooms your home has.

You will lose 14% of your benefit
towards your rent if you have one
extra bedroom
For example, if you live in a two
bedroom house (average rent £73.00)
but only need one bedroom, you will
lose £10.22
You will lose 25% of your benefit
towards your rent if you have two or
more extra bedrooms
For example, if you live in a four
bedroom house (average rent £89.00)
but only need two bedroom, you will
lose £22.25
The new rules state that you need one
bedroom if you are:
• an adult couple and/or other person
aged 16 or over
• two children of the same sex under
the age of 16
• two children regardless of sex under
the age of 10
• any other child
• a carer who uses a spare bedroom on
a regular basis to stay overnight
because the claimant or his / her
partner requires overnight care

In future articles we will give you more
detail about Universal Credit and other
changes. In the meantime keep a
look out for more information and
advice that will be made available to
affected customers.

So, what are your options?

• Income-Based Jobseeker’s Allowance

• Pay the extra money yourself

• Income Support

• Move to a smaller property

• Income-Related Employment
and Support Allowance

• Claim Discretionary
Housing Payments
• Rent out a room

IMPORTANT
If you are of working age, on benefits
and have extra bedrooms then please
call Bim Prasad, Financial Inclusion
Officer on 01509 634666 as soon as
you can.
Other changes being discussed are
around Universal Credit, which we are
told will be introduced nationally in
October 2013.
Universal Credit
Universal Credit will begin to replace
current benefits with one payment,
paid once a month like a salary (into a
bank account) and will affect tenants
under pensionable age who are
currently claiming:

• Tax Credits
• Housing Benefit
Although Universal Credit will simplify
claiming benefits for you, we recognise
that this will be a big change for many of
you, particularly as your benefit towards
your rent will no longer be paid direct to
us, your landlord. You will receive this
money and will then have to ensure that
your rent is paid on time and in advance.
Things you will need to start thinking
about are;
• Do I have a bank account so I can pay
my rent by direct debit?
• Do I know how much my rent
is monthly?
• Do I need to get some advice
about budgeting?
Please feel free to talk to our Tenancy
Support Team about a financial health
check and budgeting advice. Call
01509 634666

Second Scrutiny Photographs
Success!
of properties
The Tenant Scrutiny Group (TSG)
has completed its second Scrutiny
exercise, which looked at Complaints
Handling. The group presented its
report to the former CNH Board on
30th October and asked that the report
is passed onto the relevant people
within Charnwood Borough Council.
Geoff Parker, Chief Executive of
Charnwood Borough Council, was
present at the meeting and confirmed
that the Council will look at the report
with a view to implementing the
recommendations, where possible.
The TSG has worked extremely hard to
produce this report. Mike Brown, Chair of
the TSG said: "We are very proud of our
report. It has been hard work but hopefully
it will pay off when we see the
recommendations being implemented.
We would like to thank the Customer
Focus Group members who came to
our meeting to give their views and
experiences of how their complaint had
been handled".

The Council needs to ensure that it has
photographs of all of its properties for
when they become empty. As we are
part of the Choice Based Lettings
Scheme, this means our vacant
properties are advertised with
photographs of, usually, the outside of
the property.
Over the coming months you may well
notice Council staff taking pictures of
the externals, please do not be
alarmed. If you are unsure then ask the
officer to show you their ID as
confirmation that they are from the
Council. Should you not wish for
the photograph to be taken, please
contact the Housing Services Team on
01509 634666.

Thank you very much
for your co-operation.

The report is available on the website at
www.charnwood.gov.uk/council housing
on the Getting Involved pages. Please
contact the Customer Engagement
Team on 01509 634931 or email
involvement@charnwood.gov.uk if you
would like further information about
the report.

Get in touch
Call us on 01509 634 666 with
any questions or comments or visit
www.charnwood.gov.uk/councilhousing
If you would like a copy of this in another
language, in large print, braille or on audio
tape please phone 01509 634 666.
If you would like to reach 6,000 households
by advertising in this newsletter please
contact Socius on 0845 491 8708.
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Don’t let your pipes
freeze this winter
Around a quarter of a million families
have their homes damaged and their
lives disrupted each winter... all because
of frozen water pipes.
An eighth of an inch (three millimetre)
crack in a pipe can leak up to 250 gallons
(946 litres) of water a day, destroying
floors, furniture, and personal property.
The good news is that there are some
things you can do to prevent this. Here’s
some winter advice:
Before the cold hits...
Insulate pipes in crawl spaces and attics.
These exposed pipes are most
susceptible to freezing. Remember: The
more insulation you use, the better
protected your pipes will be.
Seal leaks that allow cold air inside, near
where pipes are located. Look for air
leaks around electrical wiring, dryer
vents and pipes. Use caulk or insulation
to keep the cold out and the heat in.
With severe wind chill, a tiny opening

can let in enough cold air to cause a pipe
to freeze. Disconnect garden hoses and,
if practical, use an indoor valve to shut
off and drain water from pipes leading
to outside taps. This reduces the chance
of freezing in the short span of pipe just
inside the house.
When the temperatures drop...
A trickle of hot and cold water might be
all it takes to stop your pipes freezing.
Let warm water drip overnight,
preferably from a tap on an outside wall.
Open cabinet doors to allow heat to get
to un-insulated pipes under sinks and
appliances near exterior walls.
If you're away...
Set the thermostat no lower than 12
degrees celsius.
Ask a friend or neighbour to check your
house daily to make sure it's warm
enough to prevent freezing.
Shut off and drain the water system.

If your pipes freeze...
Don't take chances. If you turn on your
taps and nothing comes out, leave the taps
turned on and call our contact centre on
01509 634 666. If you detect that your
water pipes have frozen and burst, turn off
the water main shut-off valve in the house
and leave the water taps turned on (Make
sure everyone in your family knows where
the water shut-off valve is and how to
open and close it).
Never try to thaw a pipe with a torch or
other open flame. Water damage is
preferable to fire damage. You may be able
to thaw a frozen pipe with the warm air
from a hair dryer. Start by warming the
pipe as close to the tap as possible, working
toward the coldest section of the pipe.

• Whatever type of heating you have,
it‘s important to keep both your
living room and bedroom warm.
• Heat your main living room to
around 18-21°C (64-70°F) and the
rest of the house to at least 16°C.
• Make sure you keep your living room
warm throughout the day and heat
your bedroom before going to bed.

• If the temperature falls below 16
degrees Celsius, the elderly especially
could be at risk of suffering from
hypothermia, heart attack or a
stroke.

• Never use hot water bottles in the
same bed as an electric blanket, even
if the blanket is switched off.

• If it's very cold weather, and if bills
are a great problem, living and
sleeping in one room may be a last
resort – but get some friends or
family to move your bed into the
living room rather than sleeping in
an armchair overnight.

• Get your electric blanket tested every
three years for safety – Age UK or
your local fire and rescue service may
be able to do this for you.

The Tenancy Support Team can also advise
vulnerable tenants about where they may
be able to get help with problems they may
be facing in other areas such as health,
training and seeking work, social isolation
and parenting. If you or anyone you know
would benefit from this type of help or
advice, please contact us on 01509 634666
and ask for the Tenancy Support Team.

Christmas lights can look festive and
pretty – but can be also be a hazard! Make
sure that you only use lights that have
been tested for safety. Check each set of
lights for broken or cracked sockets, frayed
or bare wires or loose connections.
• Before using lights outdoors check
the label to make sure that they are
suitable for outdoor use. Never use
indoor lights outside. Fasten outdoor
lights securely to trees, walls or other
firm support to protect them from
wind damage.
• Follow the manufacturer's
instructions carefully and do not
use more than the recommended
number of lights on one circuit.

Smoke Alarm
When was the last time you tested your
smoke alarm? A smoke alarm is the easiest
way to alert you to the danger of fire,
giving you time to escape, but you must
test it regularly.
To keep your smoke alarm in good
working order, you should:
• test it once a week, by pressing the test
button until the alarm sounds
• change the battery once a year (unless
it’s a ten-year alarm)
• replace the whole unit every ten years

• Never leave Christmas lights switched
on when you go out or go to bed.

Are your valuables secure?

• Set the timer on your heating to
come on before you get up and
switch off when you go to bed. (Try
to keep your bedroom at 18°C so
keep it on overnight if necessary).

• Unplug electric blankets before you
go to bed, unless they have a
thermostat control for safe all-night
use.

Don't forget that our Tenancy Support
Service can provide help and advice to
vulnerable tenants facing difficulties
with their housing (eg debt, benefits,
budgeting, keeping safe, domestic
routines and setting up new tenancies).

Do not use electrical appliances in areas
of standing water because you could
be electrocuted.

Keep warm, Keep well
We’re now definitely feeling the cold!
It’s important to keep warm in order to
keep colds, flu and other more serious
illnesses at bay. Read our tips below on
how to make the best use of your
heating at home during the colder
months.

Have a safe Christmas
- Christmas lights

Tenancy
Support

With Christmas fast approaching people
are aware that residents are more likely to
have presents in their home, we therefore
thought it would be a good idea to remind
people about keeping not only their
Christmas gifts but their valuables safe
and secure.
Below are some pointers as to how to keep
your items secure:
• Do not leave windows open when you
are away from the property
• Ensure that any communal doors are
locked at all times and are not propped
open or left on the latch
• Ensure that you lock your door any time
you are away from your property
• Don’t leave valuables in view
• Make sure that you ask to see
identification before allowing anyone
into your home. If you are unsure
about them don’t let them in

• Mark items with your postcode using
markers which show up under ultraviolet light (search under ‘UV security
marker pen’ on the internet)
• You can contact your local police
station to find out if there is a
‘SmartWater scheme’ in your area
(property marked with a colourless
liquid containing unique forensic code
visible only under ultra-violet light)
We would also recommend that tenants
have contents insurance in place to cover
items in their home. Most insurance
policies cover for fire theft and water
damage. Whilst we do not insist that
tenants have insurance, you should ask
yourself if you could replace the items in
your home in the event of a theft, fire or a
burst pipe?

payment is added to your rent account
once you have been accepted for
insurance. If you are under 60 the
minimum weekly cost is 82p per week, if
you are over 60 the minimum weekly cost
is 55p per week. The weekly figure then
rises depending on the amount of the
contents cover.
If you are interested in the insurance
scheme mentioned above please call our
contact centre on 01509 634666 and they
will arrange for an officer to contact you.

Tenants of Charnwood Borough Council
can obtain contents insurance with Aviva
Insurance UK Limited. The weekly
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Mrs Amey 100 years young!
Bin
Store
Improvements
- Bell Foundry

One of our tenants, Mrs Caroline Amey
celebrated her 100th birthday on
Monday 5th November. Sue Taylor,
formerly Chief Executive of CNH and
Emily Clarke, Customer Engagement
Officer, paid Mrs Amey a visit to wish
her a very happy birthday.
Mrs Amey has lived in her property in
Shelthorpe since it was built 65 years
ago and says she has been very
happy there.

Following a Fire Risk Assessment earlier
in the year, we will shortly be starting
some improvement works to the bin
storage facilities at blocks of flats on the
Bell Foundry Estate.

When asked about the secret to living
such a long and healthy life Mrs Amey
said: "I don't have any secrets to staying
young - I have just enjoyed my life."
We wish Mrs Amey many more happy
years in her home.

Do you have a mobility scooter?
Due to the increased use and availability of motorised scooters, and the potential
for increased health and safety risks through incorrect storage of these scooters,
a new scooter policy has been developed.
If you have a scooter stored outside of your
property you will now need to apply for
permission from the Council to safely store
your scooter.
As well as asking for permission you will
also have to make sure that you have
insurance and arrange for annual PAT tests
(electrical safety test) of the scooter to be
carried out.
Please note that permission will not be
given for the storage of scooters in
communal corridors. In addition to
causing an obstruction, the storage of
mobility scooters within communal
corridors can increase risk of combustion,
should a fire occur.
The scooter policy relates to storage of
scooters outside of properties. If you store
your scooter within your own property you
do not need permission or have to pay for
insurance and PAT testing. However please
note that you will not be covered in the

event of damage or injury within the Council
owned areas or elsewhere caused as a direct
result of using the mobility scooter.
Where possible we have already contacted
residents who we know have a scooter. If
we have not contacted you and you do
have a scooter then you must call us as
soon as possible in order to obtain
retrospective permission. This will involve
our officers coming out to see you and
where you store your scooter.
Recently we received a legal notice from
the Leicestershire Fire and Rescue Service
to remove mobility scooters stored in the
communal areas of a general block of flats.
We have been instructed by the Fire
Service to ensure we have policies in
place to manage scooters which are a
potential risk.
If you would like to talk to someone about
this, please call the Housing Services Team
on 01509 634666.

At the moment many of the stores
are under stairwells or within other
communal areas. This has not been
easy for a lot of our customers and has
certainly caused problems for Serco, who
carry out the refuse collections.
Staff from various council departments
have recently spent time on site and
identified new storage facilities that will
meet the requirements of the Fire Risk
Assessment, the needs of Serco and will
also improve the area for all residents.
We will create 31 bin store areas, where
wheelie bins will be situated. These areas
will either replace the current unused
drying areas or the areas that are
currently situated under blocks of flats
will be redesigned.
Access to the new bin store areas will be
improved for residents and Serco staff
with drop kerbs and gated access to all
areas. We aim to carry out this work
between January 2013 and March 2013.
We apologise in advance for any
inconvenience or disruption this work
may cause, but we are confident that
everyone will be much happier with the
new arrangements which will meet
both environmental and health and
safety needs.
Should you have any queries regarding
the above please do not hesitate to call
our contact centre on 01509 634666.

Rent free
weeks
The rent-free weeks for this
financial year (April ’12 – March ’13) are
as follows:

Don’t be
tempted to
swim with
sharks!

• 24 December 2012
• 31 December 2012
• 25 March 2013
The rent-free weeks are shown on the
calendar cards which were sent out with
the rent increase letters, or with the
Your Place folder if you’re a new tenant.
If you require a calendar card, please
contact us on 01509 634 666.
If you have arrears outstanding you are
expected to pay during the noncollection weeks to maintain any
agreements in place or to clear the
account in full.
If you have any questions regarding your
rent account, please contact the
Housing Income team on 0800 633
5548 (free from a landline) or email
housing.income@charnwood.gov.uk

Have you have borrowed
money without paperwork?
Been threatened when you
can't pay? Had a loan which
keeps growing even when
you make payments?
If you answer yes to these questions you
may have been bitten by a loan shark.
If you have fallen prey to a loan shark
you don't have to face this alone. You
can contact the Illegal Money Lending
Team on 0300 555 2222 (local call rate),
who offer confidential help and advice
for victims of loan sharks.

Fancy winning up
to £100 worth of
shopping vouchers?
All you need to do is to have a clear rent
account on the day of the draw and you
will automatically be entered into the
draw to win a prize of £100.
The next draws will be held on 21
December 2012.
Also, for those tenants in arrears who
make payments for 12 consecutive weeks
prior to a prize draw there is a prize of
£50.00. (Prize money will be paid into your
rent account if it is still in arrears.)

The lucky prize winners will be contacted
on the day of the draw and arrangements
made to have the vouchers delivered

Good luck!
Don’t forget that by paying off that little
bit more each week you can help clear any
arrears you might have. Please do not
hesitate to contact our Income Team for
further assistance on 0800 633 5548 (free
from any landline).

Charnwood
Lifeline can
offer help and
reassurance
Many people have an independent
lifestyle, but they may worry from time to
time about accidents or the need for help
in the home.
A Lifeline gives you freedom to live your life
independently and the security of
knowing that, whether you are young or
old, you can always get help when you
need it. We provide round-the-clock peace
of mind for you, your family and your
friends, 365 days of the year. Once you
press the red button on your pendant, or
the large red button on the Lifeline alarm
unit itself, it immediately connects to our
24-hour Lifeline control room. We initially
regard all alarm calls as emergencies. We
will check your needs and respond
accordingly – you may ask us to contact a
friend or relative; the police or the
ambulance service, or it may be that you
have set the alarm off by mistake.
You should never worry about triggering a
false alarm, as it gives us the opportunity
to ensure that the system is working
properly, and we are pleased that you are
not in an emergency situation. Anyone in
the borough of Charnwood, not just
council tenants, can have a Lifeline fitted
as long as you have a live landline
telephone point, and a 13amp electric
socket. The charge for this service is £50
per quarter. If you receive Housing Benefit
you may qualify for a support grant to help
with the cost. This will bring the cost down
to £33.75 per quarter.
If you are interested in finding out more
please contact us on 01509 643970
for an information pack or to arrange
a demonstration.
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Leaseholder News
Issue 1 Dec 12

Election of Chair and Vice Chair
of the Leaseholders’ Forum
The time has come to consider
appointing a new chair and vice chair of
the Leaseholders’ Forum. Whilst your
current chair, Helen Isaac, has done a
super job she would like to see if anyone
else is interested in the roles and
has kindly offered support to and
will mentor the successful applicant
if required.
If you are interested in finding out more
about either of these important roles,
please contact Julie-Anne Byrne on
01509 634955 or Sarah Taylor on 01509
634830.
Forum
Our last forum in September saw some
new members so thank you to everyone
who attended. If you used to come to
the forums but haven’t been in a while,
we’d like to see you again as your input
is very important to us. You don’t have
to come to every forum, although this
would be great, you can choose which
ones are relevant to you.
We’ve had some feedback from you
about the forums to say that a different
time would be better. If you would
prefer a new time, and there are enough
leaseholders able to attend, we can look
at changing the time of the forums.

Our next forums and agenda items are
as follows:
• 14 March 2013 – 5pm start
Agenda items include Estimates of
Service Charges and Nominations for
Chair and Vice Chair of Forum
• 19 June 2013 – 6pm start
• 19 September 2013 – 6pm start
• 3 December 2013 – 5pm start
Thank you very much to all forum
members for your input over the past
year and we wish you all a Happy
Christmas and a prosperous new year.
Boiler checks
Winter is here and it’s important that
you are aware of your obligations in
relation to heating and hot water
systems. As per the terms of your lease:
“You are required to repair, maintain and
replace your heating and domestic hot
water systems (without interruption to the
use of the shared services within the
block) as and when necessary and in
a proper and competent manner and such
systems shall not without the previous
consent of Charnwood Borough Council be
altered or interfered within in any way.”

Leaseholder News

Useful contacts
Leasehold Advisory Service (LEASE)
Free advice on all aspects of the law
affecting leasehold property and
information on applying to a Leasehold
Valuation Tribunal at www.leaseadvise.org or call 020 7383 9800
between 9am and 5pm Monday
to Friday.
The Leasehold Valuation Tribunal (LVT)
Part of the Residential Property Tribunal
Service offering advice and forms
at www.direct.gov.uk (search for
‘leasehold properties’) or call 0845 100
2615 or 0121 236 7837 or email
midland.rap@communities.gsi.gov.uk
Citizens Advice Bureau (CAB)
Woodgate Chambers, 70 Woodgate,
Loughborough 01509 221221 (closed
on Fridays)
Shepshed Community Centre, 47a
Charnwood Road, Shepshed 01509
506663 Wed 9.30am - 1pm and Fri
9.30am to 12.30 pm
Syston Library, Upper Church Street, Syston
Drop-in advice Tuesday 10am to 12pm

