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Thanks for helping us choose the best people to improve 
your homes

This specialised work includes fi tting 
new bathrooms and kitchens, installing 
insulation and central heating systems. 

The current contract is with Keepmoat - 
originally a fi ve-year contract which was 
extended for a further two years.

The contract is now up for renewal and 
to make sure we select the best possible 
contractor to work on your homes, a 
project team was set up which included 
tenants and staff from across the 
organisation.

Tracey Riley, a tenant who is sits on the 
project group said: “I’ve been involved 
right from the start and feel the process 
has been very fair. When I fi rst attended 
the meetings, I felt a bit overwhelmed by 
it all but by being a part of the process 
I’ve learnt a huge amount about what 
the Council has to do to arrange a 
contract like this.”

The whole group looked at applications 
from more than a dozen companies and 
scored them based on how well they met 
the Council’s and the tenants’ needs.

The group also interviewed and went on 
site visits with the fi ve companies who 
were shortlisted, to see real examples of 
their work.

Tracey added: “The site visits were 
really useful - I couldn’t believe how 
companies do the same job in so many 
different ways. 

“I was really pleased to be asked to be 
part of the interview panel, along with 
senior staff members. I was able to ask 
questions on behalf of tenants.

“I got to know other members of the 
Council staff and what it is they do. 

Everybody really took the time to explain 
anything I wasn’t sure about and this 
helped to increase my confi dence.

“I never, ever would have guessed at the 
number of people and the amount of 
work that goes into procuring a contract 
like this and how seriously the Council 
takes it.”

The tenants played a very important 
role in the group and we were able 
to use their experience of contractors 
working on their homes to help us 
identify what standards we should 
expect from a new contractor.

Councillor Jane Hunt, Lead Member for 
Housing and Regulatory Services, said:
 “We are really grateful to the tenants 
who worked on the project with us. 
Having their viewpoint was a huge 
benefi t and really helped us to focus on 
what tenants need from a contractor.

“Quality was a key factor we were 
looking for from the potential 
contractors, both in the end result of 
their work and in the way in which 
they work, such as their conduct, 
communication and responsiveness.”

The process of fi nding a new contractor 
is a very important and detailed piece of 
work, with the fi ve-year contract being 
worth £60m.

The whole project was coordinated and 
overseen by an independent company to 
make sure it was carried out correctly.

The results of the selection process are 
due to be confi rmed this month and your 
new contractor will be introduced in the 
new year, so look out for the next issue 
when we’ll reveal the winning company!

Your Homes Matter

Since February this year, the Council’s property and investment team has been working closely with tenant representatives to 
choose a new contractor to carry out maintenance and improvement work to your homes.
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Wanting to move? 
Downsize and you could get up to £2,000! 
If you are looking to move to a 
smaller home you might be entitled 
to a payment through the Council’s 
Assisted Transfer Scheme.

Following the introduction of the 
Government’s spare room subsidy, 
also known as the ‘Bedroom Tax’, 
and rising fuel bills, we understand 
that some of you are considering 
downsizing and we want to make you 
aware of the benefi ts of doing this.

Downsizing can:

•  pay you up to £2,000

•   save you having to pay the spare 
room subsidy

•   reduce your heating and electricity 
bills

•   mean less work than looking after a 
larger property

•   mean a larger family is placed in a 
more suitable home

How does the scheme work?
If you are underoccupying (ie 
considered to have a spare room) 

family accommodation with two or 
more bedrooms and wish to transfer 
to a smaller property via the Choice 
Based Lettings system (CBL) the 
Council can make an Assisted 
Transfer payment. 

You will need to:

•   register with CBL and successfully 
bid on a new, smaller property 

•   sign up for a new property and 
return the keys to your previous 
address

We will then: 

•   arrange for an inspection of your 
old property to see if any recharges 
need to  be applied (a recharge 
is usually in relation to removal 
of goods, repairing damage to 
property etc).

•   check your rent account for any 
outstanding debts

•   arrange for the payment to 
be made (any rent arrears and 
recharges will be deducted from 
the payment).  

How much would I be eligible 
for?
•   For tenants of a 3, 4 or 5 bedroom 

property moving into a 1 bed 
property: £2,000  

•   For tenants of a 2 bedroom property 
suitable for a family, moving to a 1 
bedroom property, or a 3 bedroom 
property moving to a 2 bedroom 
property: £1,600

Are there any exclusions?
The payment scheme does not 
apply if:

•   you move through a Mutual 
Exchange or 

•   move from accommodation which 
is designated for elderly people only

If you are affected by 
underoccupancy, would like to reduce 
your fuel bills or no longer want to 
look after a large house please call 
the Contact Centre on 01509 634666. 
We’ll then arrange for an offi cer 
to contact you to talk about your 
options.

Is your scooter covered?
In previous issues of this newsletter we’ve talked about the importance 
of storing mobility scooters away from communal areas. To make sure 
your scooters are insured when parked outside your property, our home 
contents insurance provider, Aviva, is now offering existing customers 
an ‘add-on’ to your current contents insurance policy to cover scooters 
stored outside your property.

If you don’t already have home contents insurance, it’s something you 
should consider. You can insure your home contents for less than you 
think. The Aviva Home Contents insurance offered by the Council covers 
accidental damage and theft for as little as £0.55 per week for the over 
60s and £0.82 per week for all other tenants. 

If you’d like more information about the cover, please call 01509 634877. 
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Repairs responsibility
Our repairs team are a very busy 
bunch with almost 6,000 properties 
to maintain.

We aim to carry out repairs quickly 
and effi ciently and you can always 
report a repair to us by calling 01509 
634666, going online to www.
charnwood.gov.uk/councilhousing 
or emailing repairs@charnwood.
gov.uk. (For gas heating problems 
contact our gas contractor, Sure 
Group, on 0800 8408021).

However, we can’t do everything 
and there are certain repairs which 
are a tenant’s responsibility. Here’s 
a list of things which you can do 
yourself, or arrange 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 

•  fi tting and replacing door latches, 
handles, chains, bells and spy holes 

•  repairing or replacing handles, 
catches or knobs on cupboards 

• fi tting extra door or window locks 

•  adjusting doors, particularly when 
you have new fl oor coverings fi tted 

•  fi tting curtain rails, pelmets, 
picture rails and coat hooks 

•  fi lling minor cracks or holes in 
walls and ceilings 

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

•  testing any smoke detector we 
provide 

• resetting trip switches 

•  trying to clear blocked basins, 
sinks, baths, showers and toilets 

•  replacing toilet seats and fl ush 
chains 

•  replacing plugs and chains on 
baths, basins and sinks 

•  cleaning and removing scale from 
shower heads 

•  replacing clothes lines or 
restringing rotary driers (unless in 
a communal area) 

•  repairing or replacing gate catches 
(unless in a communal area) 

•  looking after garden paths except 
the main ones leading to your 
front or back doors and to the 
clothes line 

•  looking after garden features, 
such as patios, trellises, decking or 
ponds (unless in a communal area) 

•  keeping gully grids clear of leaves 
and rubbish 

•  replacing TV aerials and sockets 
(unless there is a communal aerial)

If you’re not sure who is responsible 
for a repair, please call us and we’ll 
discuss it with you.

We’re offering one lucky tenant the chance to win an amazing cash prize of £500 if they have a 
clear rent account by 5pm on Monday, December 23, 2013.

  All you need to do to be in with a chance of getting 
your hands on some extra cash is check your 
enclosed rent statement and clear any arrears 
before December 23. We’ll then automatically enter 
you into the prize draw.

  To ensure your rent account is credited in time, 
please make sure you have made any payments by 
Thursday, December 19, 2013.

  The prize will be distributed week commencing 
January 6, 2014.

Clear your arrears and win £500 to start the 
new year!
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Congratulations to Tracey Riley who has recently completed 
her Chartered Institute of Housing (CIH) Level Two, in 
Housing Practice and is now a member of the CIH. 

Tracey is Chair of the Ashby Road Estates Community 
Association and also sits on our Housing Management 
Advisory Board, which represents tenants.

Tracey spent 10 weeks studying for the qualifi cation and 
we are now supporting her to study for the next level. The 
courses are giving Tracey a better understanding of the 
social housing sector and how it works and enables her 
to make a real contribution to the tenant groups she is 
involved with. This, in turn, helps us to improve our services, 
based on feedback we receive from the groups.

Tracey said: “I really enjoyed the course and I learnt a lot - 
not just about social housing but about all kinds of housing 
as the tutors were really helpful and knowledgeable. I 
hope that the Level Two qualifi cation will help me get a job 
in housing.

“I’d like to thank Julie-Anne Byrne and Emily Clarke from 
the customer engagement team who give me no end 
of support!”

Well done Tracey!

A special home swap event was 
held last month at Loughborough 
Town Hall to help tenants fi nd a 
new home.

The event aimed to make it easy 
for tenants who need a bigger or 
smaller property to swap with 
another tenant so families can live 
in more suitably sized homes.

Around 30 families attended 
the event. They swapped details, 
signed up to Homeswapper, the 
online database of tenants looking 
to move, or registered with our 
transfer system, Choice Based 
Lettings.

Councillor Jenny Bokor, Lead 
Member for Revenues, Benefi ts and 
Customer Services, said: “It was 
fantastic to see so many people at 
the event. The Council is trying very 
hard to give people options and to

make sure they are in 
homes which meet their 
needs.

“The event was a great 
success and we were 
able to help lots of 
people see what is 
available for them and 
fi nd out how moving 
home could benefi t 
them.”

Congratulations to Mr Ullah of 
Loughborough who won the 
pantomime tickets and 
Mrs Halpin of Shepshed who 
won the Sainsbury’s voucher.

If you weren’t able to attend, 
but are interested in a home 
swap, or transfer please call 
01509 634666. You can also sign 
up to Homeswapper at www.
homeswapper.co.uk

Home Swap Help
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The Neighbourhood Monitors 
came together as a group in 
March 2012 to visit estates and 
provide an independent opinion 
as to whether or not the Council’s 
grounds maintenance and 
environmental services teams are 
meeting the required standard. To 
date they have visited almost 30 
areas across the borough. 

The monitors inspect areas to look 
at parking and drying areas, external 
bin storage areas, grass cutting, shrub 
pruning, hedge cutting, weed control, 
litter, fl y-tipping, graffi ti and garage 
areas. The monitors then pass or fail 
an area and provide feedback so that 
Council offi cers can address 
any issues. 

In September 2013 the monitors 
were joined by housing and estate 
management offi cers to inspect the 

Thorpe Acre area 
of Loughborough, 
focusing on 
Thorpe Acre 
Road, Burns Road, 
Winsor Road and 
Sterling Road. 

The monitors 
passed the 
majority of areas 
but identifi ed 
some minor issues 
such as weeds, a 
small amount of 
litter and an abandoned bed! The 
item was reported immediately and 
was soon removed. 

They also noticed some really good 
areas, particularly at Tuckers Road, 
Victoria Street, Val Wilson Court and 
Walter Hull Court where all monitors 
gave each category full marks! 

Areas are also re-visited if there are a 
number of issues which need looking 
into to make sure the problems are 
being dealt with. 

If you’d like to know more about the 
scheme please contact the customer 
engagement team on 01509 634955.

Neighbourhood Monitors
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Christine and Andy Bilby

Drying area before…and after

Bin storage are before…and after

Great results for Anstey’s 
Community Rep 

Christine Bilby has been the Community Representative at 
Paper Mill Close, Anstey, for just over a year now and she and 
her husband, Andy, have built good relationships with their 
neighbours. Christine has taken the lead and consulted with 
her neighbours to submit a couple of successful tenant bids. 
One was to improve a bin storage area at Papermill Close and 
the other for new seating in a communal area.

Christine also reported problems with a drying area and this 
was quickly resolved when Council staff cleaned and tidied 
the area. Not one to rest on her laurels, Christine is currently 
working on her third tenant bid to improve another bin 
storage area near the car park. 

Recently, Christine has reported parking problems to one 
of our Tenancy and Estate Management Offi cers because 
non-residents have been parking in the car park set aside 
for residents and visitors. This matter is currently being 
addressed. 

We’d like to thank Christine for all the hard work you do and 
the great results you achieve for your neighbourhood by 
working with us.
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New seating in the communal area
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Loughborough’s Toothill 
Road gets Community Rep 
Lynne Drewery lives in a 
small community of fl ats in 
Loughborough. 

Earlier this year Lynne 
volunteered to be a Community 
Representative for her area 
on Toothill Road because 
she wanted to support her 
neighbours and to work with 
Charnwood Borough Council to 
improve the area. 

Lynne has already identifi ed 
a number of housing-related 
issues such as parking problems, 
anti-social behaviour, bulky 
items left in communal areas 
and repairs in communal 
areas. As a result, our Tenancy 

and Estate Management 
Offi cers have had the items 
removed, worked with anti-
social behaviour offi cers to 
end nuisance behaviour and 
arranged for communal repairs. 
Lynne is also working with the 
customer engagement team 
to apply for a Tenant Bid grant. 
Thank you for all your hard 
work, Lynne! 

If you think you, or someone 
you know, could be a 
Community Representative, 
please contact the customer 
engagement team on 01509 
634955 to fi nd out more.

If you’re getting certain benefi ts, you may be able to get a Cold Weather Payment.

Payments will be made when your local temperature is either recorded as, or forecast to be, 
an average of zero degrees celsius or below over seven consecutive days.

The 2013/2014 Cold Weather Payment scheme started on November 1, 2013. You’ll be able 
to check if your area is due a payment.

If eligible, you’ll get a payment of £25 for each seven day period of very cold weather 
between November 1 and March 31.

Further details are available at www.gov.uk/cold-weather-payment

 

The 2013/14 Cold 
Weather Payment scheme
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Contents insurance – 
are you covered?
Would your possessions be covered 
in the event of a fi re, theft or fl ood 
at your home?

Charnwood Borough Council is 
not responsible for insuring your 
contents but has arranged an 
affordable contents insurance 
scheme with Aviva that you can pay 
for in regular instalments.

There is no excess to pay in the 
event of a claim, no minimum 
security requirements and the 
application process is simple.

With affordable payments in 
weekly, fortnightly or monthly 
instalments, can you really afford 
not to be insured?

Call 01509 634877 for an 
application pack and more details.

Do you have a pet? 
Are you a responsible pet owner?
The majority of our tenants who 
own pets are very responsible and 
considerate to other residents. 
However, recently we’ve seen an 
increase in complaints involving 
animals and anti-social behaviour.  

We want you to enjoy your pets but 
please remember how they might 
affect your neighbours and stick to 
these simple rules:

•   keep dogs on a lead when you leave 
the property

•   clear up after your dog - pick up any 
foul and dispose of it in a bin

•   think about whether or not your 
pet is appropriate for your property 
size

•   ensure pets have regular fl ea and 
worming treatments

•   don’t leave animals alone for long 
periods of time as other residents 
are often disturbed by continuous 
barking, whining, squawking etc

•   don’t leave animals unattended in 
communal areas

•   don’t allow animals to foul on 
balcony areas

•   remember that you are responsible 
for anyone visiting your property 
with a pet  

Not looking after your pet properly 
can be a breach of your tenancy 
agreement and can be a 
nuisance for your 
neighbours.  

PLEASE REMEMBER THAT 
PERMISSION MUST BE 
OBTAINED FROM THE COUNCIL 
BEFORE YOU OBTAIN A PET.

If you have any questions about this 
issue please call our Contact Centre 
on 01509 634666 who will arrange 
for an offi cer to contact you.



Message from your Leasehold Offi cer

Leaseholder News
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Christmas is almost upon us and no doubt we are all busy getting ready to enjoy 
the festive season. It has been a busy year for the leasehold service, with two major 
contracts changing as well as Fire Risk Assessment work being undertaken.

I would like to thank everyone who upgraded their front door to the Fire Door 30 
(FD30) standard. All doors have now been assessed, so if you are thinking of replacing 
your front door in the near future please ensure that it is an FD30 standard door, 
otherwise when an inspector is in your block and you do not have an FD30 door, you 
will have to replace it at your own expense.

In March 2014 you will receive your Estimated Service Charges for 2014/15 and your 
Ground Rent Demand Notice. Please remember this will be for your information only 
and any queries need to be raised within 28 days of the covering letter otherwise the estimate will stand as correct. 
Please do not pay these charges until you receive your invoice which will be around April 1, 2014.

I would like to take this opportunity to wish you all a Happy Christmas and a prosperous New Year and I look 
forward to giving you all a warm welcome at the forum next year if you can make any of the dates (see page 10).

Best wishes

Sarah Taylor

?
Your questions answered
Q. Can I sub-let my fl at?

A. You are entitled to sub-let your fl at as long as you have 
received permission from us and your mortgage lender. 
You must request permission in writing. If you do not 
request permission, you may be breaking your mortgage 
terms and conditions, which could lead to action being 
taken against you by your mortgage lender.

Once you have permission you will need to decide if you 
are going to manage the tenancy yourself or instruct a 
lettings agent to manage it for you. Managing the tenancy 
yourself is quite a responsibility as it involves:

•  fi nding a suitable tenant

•  drawing up a tenancy agreement

•  registering the tenant’s deposit

•  providing an energy performance certifi cate (EPC)

•  providing a landlord’s gas safety certifi cate

•  collecting rent

•  managing the terms of the tenancy agreement

•  resolving any anti-social behaviour issues

•  understanding landlord and tenant legislation.

You will still be responsible for the payment of your 
service charges and ground rent and these must be paid 
quarterly in advance (payment plans are not available for 
leaseholders who sub-let).

Once you have sub-let your property you must ensure that 
the Leasehold Offi cer has your current contact details. 
This is important in case we need to contact you in an 
emergency. If you have already sub-let your fl at and have 
not told us, you need to let us know in writing as soon 
as possible.

Q.  Do you offer home contents insurance?

A. We offer home contents insurance through Aviva, but 
it is not currently available to Leaseholders who sub-let. If 
you wish to apply/enquire about the Contents Insurance 
please see page 8. If you decide to take the contents 
insurance with Aviva you will be required to pay 
quarterly but this will be charged separately to your 
Service Charges. 
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Your Forum Needs You
Now the winter months are here and Christmas is 
almost upon us, I would just like to remind you all of 
the forum dates for next year. 

It was agreed in the June forum that we would hold 
the summer forums in the evening and the winter 
forums in the afternoon to avoid leaseholders being 
asked to attend in the evening during winter.

I have detailed below all the future dates for the 
forums and any agenda items I am aware of at the 
moment. As you know the forum always welcomes 
new members and over the past few months the 
number attending the forum has been dwindling so 
I am now appealing for more leaseholders to join. 
The forum is very important and shapes the way the 
service is delivered to you as a leaseholder. We are 
always looking for forum members to help when we 
invite companies to bid for new maintenance 
contracts and for fresh approaches on how to deal with 
certain situations.

If you’re a leaseholder who sub-lets your property, you 
might have experience of other managing agencies 
and it would be good to hear your thoughts on 
improvements we could make to the service. 

Below are the next meeting dates and times. If you 
can’t make these times, please feel free to email me 
or call with anything you’d like to be brought to the 
attention of the forum.

Future meeting dates and agenda items

•   March 12, 2014 – 5.30pm start
-  Contact Centre Manager and Business Support Team 

Manager attending to discuss descriptions on Repairs 
Sheets.
- Estimates for 2014/15  

•   June 19, 2014 – 5.30pm start 

•   September 18, 2014 – 5.30pm start 

•   December 3, 2014 – 2.30pm start 

Help us to help you -
and win £20!

At Charnwood Borough Council we 
pride ourselves on striving to meet the 
needs of our customers.

To do this we need to know what our 
customers’ opinions are. We are asking 
all leaseholders to fi ll in a customer 
satisfaction survey so we can improve 
our services based on your suggestions. 
We will be sending questionnaires out 
with your Service Charge Estimates in 
March 2014 and we’d be grateful if you 
complete and return the survey before 
the deadline. 

All completed forms received by the 
deadline will be entered into a prize 
draw for a £20 high street voucher.
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Service means safety!
If your gas or solid fuel appliances 
aren’t serviced regularly, you could 
be risking your safety and that of 
your neighbours.

Gas stoves, fi res, boilers, paraffi n 
heaters, oil and solid fuel heating 
systems are all potential sources of 
carbon monoxide (CO). It becomes 
a problem when the appliances 
don’t work properly or aren’t well 
ventilated.

Known as the ‘silent killer’ you 
cannot see, smell or taste the 
deadly gas but signs of potential 
problems include soot staining and 
burning yellow fl ames.

Symptoms of CO poisoning can 
include:

•  headache/vision changes

•  drowsiness

•  fl u-like symptoms

•  shortness of breath

•  rapid pulse

•  dizziness/fainting

•   emotional changes/confusion/
poor judgement 

•  nausea

•  chest pain

•   bluish discolouration of the skin 
and nails.

There are a number of steps you 
can take to help protect yourself 
from the dangers of CO poisoning 
– and they cost only a few pence 
per day.

Firstly make sure you get your gas 
appliances serviced regularly by a 
Gas Safe registered engineer. You 
may be entitled to a free gas check 
from your utility provider.

Sure Group is still offering gas 
servicing to leaseholders, or 
you can fi nd a list of a Gas Safe 
registered gas installers online or in 
the Yellow Pages. You should keep 
your home well ventilated – never 
be tempted to block up airbricks, 
even in the winter, and open the 
windows regularly.  

You could buy a carbon monoxide 
detector and alarm, available from 
most supermarkets and DIY stores 
for around £20. In order to be 
effective they must meet current 
safety standards. 

Finally if you think carbon 
monoxide is in your home, turn 
off gas appliances, seek medical 
attention immediately and ring the 
Gas Emergency Service on 
0800 111 999.

Thinking of selling?
If you are thinking of selling your fl at, the purchaser’s solicitors will 
send a Leasehold Questionnaire to your solicitor for us to fi ll in. There 
is now a standard questionnaire for everyone to use which has been 
compiled by the Royal Institute of Chartered Surveyors (RICS). This will 
now be our preferred questionnaire and will cost £10 less than any 
other questionnaire ie £70 plus VAT instead of £80 plus VAT.

You can access the form by visiting www.rics.org and typing ‘Leasehold 
Property Enquiries Form’ into the search facility. 



Charnwood 
Lifeline...

What do we provide?

We provide an emergency response service,  

24 hours a day, 365 days a year for anybody 

who wants that little extra reassurance or 

assistance in an emergency. The service 

aims to give you independence, confi dence 

and give your loved ones peace of mind.

The Lifeline is easy to install and even easier 

to use. It comes with an alarm button which 

can be worn either as a necklace or on 

your wrist enabling you to raise the alarm 

anywhere around your home or garden.

“I can enjoy my 

independence again 

without the fear of 

falling, knowing I can 

press my pendant and 

get help. It’s so easy!”


