Tenants’ Newsletter - Winter 2019

Lifeline
launches
new online
booking
system
A new online booking system is offering residents an alternative way to book a demonstration with
Charnwood Lifeline.
The borough council-run service provides 24-hour support
to elderly or vulnerable residents and their families.
Customers are given a wearable pendant and alarm
system, which can be activated by pressing the pendant in
an emergency.
Charnwood Lifeline has launched a new online
booking service giving residents the freedom to check
appointment availability and book a demonstration.
Appointments for demonstrations are available MondayFriday, either at 10.30am or 2.00pm.
Charnwood Lifeline is available to anyone living in the
borough.

The alarm comes on either a pendant or a wrist-strap and
all you need is a phone line and an electrical socket nearby.
The control operators are based in Loughborough and the
mobile warden can be there to help in a very short time. A
secure key safe is also fitted as part of the service so that
the emergency services can access properties if necessary.
The Charnwood Lifeline personal alarm costs £205.20 per
year, which is just £4 per week and a one-off installation
cost of £30. Fall detectors are also available and cost an
additional £28 a year.
For more information visit www.charnwood.gov.uk/
charnwoodlifeline or call 01509 643970.

Rent notification
letter 2018/19

At the end of February 2019, we will be issuing rent notification letters
advising you of the change in your rent with effect from April 1, 2019.
It is important that you retain this letter for future reference as it may be required.

A taster of what’s inside...
Page
3

Are you a good
neighbour?

Page
6

Preventing
condensation in the
home

Page
8

Networking
event for tenants

Page
10

Leaseholder
News

Budgeting for Christmas
Every year we have the added expense of Christmas for
food, gifts, travel and more. It all adds up.
However, as we all know, we’ve still got bills to pay so
we’ve put together some top tips on how to help you
manage your finances over Christmas.

Plan your spending
Stick to your monthly budgets and make sure
you have put enough aside for rent, electricity,
gas, council tax and other bills.

Avoid loans if you can
Don’t take out loans to pay for Christmas. It may
help for that one day of the year but consider the effect
it may have on your finances for the rest of the year.

Celebrating

Gifts

Have a ‘fuddle’. If you are inviting guests to join you for
food, ask them all to contribute something.

Why not agree among your family and loved ones to
limit an amount per gift? It really is the thought that
counts! Maybe talk to your friends and family and do toy
exchanges?

Activities
Get crafty with the kids. Make gifts and decorations. Bake
gifts for Nanny and Grandpa. They will love it!

Merry Christmas and a happy new year from your housing income team.

Get covered
Wondering if you need contents insurance? Think about how you would cope if you lost
your valuables due to a robbery or a fire. Charnwood Borough Council can insure your
contents through Royal Sun Alliance and give you peace of mind.
Royal and Sun alliance have frozen insurance premiums for 2018-19. Hence, for the
period 24/09/2018 – 22/09/2019, home contents insurance premiums will remain the
same. Letters will be issued at the end of August/early September to those tenants
and Leaseholders who participate on Home contents insurance scheme.
If you would like to insure your possessions against fire, flood, theft and accidental
damage for as little as 33 pence per week, paid with your weekly rent (based on up to
£4,000 worth of cover) please contact Landlord services on 01509 634666 or email us
at rent.control@charnwood.gov.uk.

Festive prize 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 Wednesday December 19, 2018.
To ensure your rent account is credited in time, please ensure you have paid by Tuesday December 18, 2018.
The prize will be distributed week commencing January 7, 2019.
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Are you a good neighbour?
Do you know what is expected of you as a tenant of Charnwood Borough Council? Do
you think about how your behaviour impacts on other people?

A large proportion of the anti-social behaviour reports received by Landlord Services Anti-Social Behaviour Team are due
to people not considering the impact their behaviour is having on their neighbours and the community. Examples of this
could be nuisance caused by loud music, behaviour of visitors, parties or dog related nuisance.
To prevent complaints being made about the behaviour of you, a family member or visitors - below are some simple
reminders about how you can be a good neighbour.
• Respect other people
• Consider the impact your lifestyle may have on other residents as everyone has the right to quiet enjoyment of their home
• If you live in a block of flats think about how visitors coming and going, particularly late at night will impact on other people
• Ensure that loud music is not a source of nuisance to other residents - despite what people think if it disturbs others at any
time of the day or night it is not acceptable
• If you want to listen to music, television or play video games late at night, think about buying headphones.
• Before installing any speakers or surround sound think about where they are being placed - the position of speakers could
impact on neighbours and other residents particularly if placed on the floor or attached to a wall that is shared with another
property
• If you intend to have a one off celebration, for example a birthday party, speak to your neighbours or put notes through doors
to make people aware that it is happening. Ensure that noise doesn’t continue until an unreasonable hour and be prepared to
reduce noise levels if asked
• Take responsibility for your own behaviour and that of your children, friends and visitors whilst in your property and the
neighbourhood – remember you are responsible for the behaviour of anyone living in your home or visiting you, this includes
when they arrive and leave your property
• Ensure that you and your visitors do not damage any property of Charnwood Borough Council - this includes communal doors
and bin stores
• Ensure that communal doors are kept locked at all times to ensure that only residents or invited guests can access the block
• Be a responsible dog owner - always keep dogs on a lead when outside your home and clean up after them
• Do not leave your dog alone for long periods of time as nuisance can be caused by prolonged barking
If you are affected by anti-social behaviour this can be reported to the Council’s Contact Centre on 01509 634666 or via
email at contactcentre@charnwood.gov.uk.
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How to report
a repair to your
property
Reporting a Repair
If you need to report a repair to the block or estate where you live, please call our Contact Centre
on 01509 634666 between 8.30am and 5pm Monday to Friday. We operate an out of hours service
for emergency repairs on 0333 200 8811.
As a leaseholder, it is your responsibility to maintain your flat. If a repair is required and it isn’t
part of the communal service (it only feeds your property) then this is your responsibility to
maintain and repair the issue.

Rechargeable Repairs
Repairs carried out by a landlord which the tenant must pay for, because they caused the damage.

Repairs you are responsible for
• replacing door locks or keys when keys are lost or broken, or you get locked out
• getting extra keys cut and gaining entry if you get locked out
• replacing broken or cracked glass in windows or doors unless you can give us a police crime number
• fitting and replacing door latches, handles, chains, bells and spy holes
• repairing or replacing handles, catches or knobs on cupboards
• fitting extra door or window locks
• adjusting doors, particularly when you have new floor coverings fitted
• fitting curtain rails, pelmets, picture rails and coat hooks
• filling minor cracks or holes in walls and ceilings
• replacing light bulbs, fluorescent tubes and starters
(unless in a communal area)
• testing any smoke detector we provide
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Garages
Your responsibilities
• Replacing keys or locks to garages when keys are lost or broken.
• Gaining entry to your garage if you get locked out.

Warning - check identity cards!
Before you let anyone into your home to carry out a repair, inspection or gas service, you should check they are who they
say they are. All our staff, and any contractors doing work for us, must show you their identity card.

Insurance
We advise you to take out home contents insurance. This will cover you against damage to your personal items, carpets,
furniture and other contents and decorations, including fire and flood damage. It also covers certain items stolen in a
break-in and any accidental damage to your home which may need repairing; for example, if a pipe bursts we will carry
out the repairs but not redecorate.
You are free to find your own insurance but we can give you a leaflet and application form for an insurance scheme which
we recommend. You can pay for this every week at the same time as your rent.

When work is going to be done in your home
We will tell you if you need to move or protect any furniture, or if you need to lift any floor covering (carpets, laminate).
You should do this before the repair worker arrives, but let us know if you are having difficulties with this.
Repair workers need a responsible adult (over 16 years old) to be in the home while they work. If you have to leave for any
reason, the repair worker will also leave and you will have to make a new appointment.
Please make sure that repair workers can get on with their work safely. Keep an eye on your children and pets. Repair
workers can leave if they feel that their health or safety, or yours, is at risk.
Our staff and contractors will treat you with respect. We expect you, members of your household and visitors to behave in
a similar way towards them.
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Preventing
condensation
in the home

What is condensation?
Air holds moisture and when warm
moist air touches a cold surface, such
as a window or external wall, it cools
and is no longer able to hold all the
moisture which turns into droplets of
water collecting on the cold surface.
Condensation occurs in colder
weather, usually in colder areas
such as windows or where there is
little movement of the air, in the
corners of rooms near windows and
behind wardrobes. Condensation
often results in an ugly, black mould
appearing on walls and other
surfaces but it is a result of lifestyle
habits, not a fault with your home.
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How can I prevent it?
Take these simple steps to help to prevent condensation:
• Put lids on saucepans to reduce moisture in the air
• Mop up any condensation every day
• Dry clothes outside when possible or if you use a tumble dryer, make sure it is vented outside. If you have to dry clothes inside,
don’t put them on the radiator – use a clothes airer and open a window and close the door
• Close kitchen and bathroom doors when cooking/bathing and open a window afterwards to let the moisture escape
• Keep a small window ajar or keep window vents open and don’t cover air bricks.
• Try to keep the heating on a low but constant setting.
If you can’t afford to increase your heating, try to put less water into the air, stop the water vapour spreading and ventilate your
home.

How to treat black mould
What should I do if I see black mould?
Report the problem to our contact centre on 01509 634666. You will be asked a few questions to diagnose the likely cause,
such as:
• Is the damp on the ground floor or upstairs?
• Where is the damp (low on the wall, on the ceiling, in corners of the room)?
• Are there any plumbing fixtures around the damp area (radiator, water pipe, bathroom above)?
• Does it only occur when it’s raining?
• Has the damp appeared suddenly or built up over time?
The advisor can then identify if the problem is caused by condensation or by a possible leak or rising damp.
In most cases, it will be due to condensation and so you should:
• Wipe the mould off as soon as possible with water
• Apply a recommended solution from a hardware or DIY store and always follow the instructions carefully
• Do not use washing up liquid or bleach.
If you follow the advice in this leaflet, the problem should not occur again. However, if problems do persist, you can call
our Contact Centre again and we will arrange an inspection.

Download the FREE HomeSwapper app
The HomeSwapper house is the UK’s
leading mutual exchange service for
social housing, and is available to
download for iOS and Android mobile
devices from the App Store for FREE!
Just search for the HomeSwapper app.
The app gives you instant access
to your HomeSwapper account for
quicker matches and messaging.

Great features on the app include:
• Push notifications for alerts
• Instant messaging
• Instant matching
• Swiping function to flick through
ads or deleting messages
• Facebook log in
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Electrical safety in your home
Every year around 70 deaths and 350,000 injuries in UK homes are caused by
faulty electrics and electrical equipment. Almost half of all domestic fires are
caused by electricity.
As your landlord, we are required by law to ensure that
electrical installations and wiring are maintained in a safe
condition throughout your tenancy. If you have recently
moved into one of our properties, we will have carried out
this check prior to you moving in.
We carry out regular fixed wire testing in your home,
working with our decent homes partner Fortem, who will
be carrying out these essential checks on our behalf.
We need your help by allowing us access to your home
so that we can complete these checks to ensure your
home is electrically safe. When your home is due for
electrical testing we will contact you to make suitable
arrangements to complete these works.

Networking event for tenants
Charnwood Borough Council held a networking event
at the Loughborough Town Hall for tenants on the
September 27, 2018.

The purpose of the event was
to allow tenants to come
in and speak with teams
from the Council and other
partnering organisations.
A total of 124 people attended
the event, and many tenants
were happy that they could
speak to a member of staff
face-to-face.
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Do’s and Don’ts of external wall insulation
It is important to be aware that fixing items to external wall insulation can
damage the insulation board, which is unlikely to be able to support any items
secured to it.
Items fixed to the insulation during the works have been
fitted with a timber pattress back to the substructure in order
to provide the stability required.

The Council has now raised the orders for a full inspection of
all of our external wall properties. These will be carried out
this financial year.

It is also important to remember that it will invalidate the
warranty of the system if fixings are added to the walls by
anyone other than the contractor.

Our contractor Fortem / Westville will come out to you
and inspect the condition, and provide CBC with a report
on the condition of each home. They will report back any
recommendations for repairs as required.

If the insulation has dirt splashback on it, use a gentle
detergent – such as washing up liquid – and some water
to remove it. You can also gently use a soft toothbrush if
required but the detergent should be able to lift it.

For more information, call the Contact Centre on
01509 634666 or email investment@charnwood.gov.uk.

Your Councillors are here to help
You can always talk to Council officers about issues, but
councillors are also there to represent you.
Most councillors hold regular surgeries and can be contacted
in a number of ways, including telephone and email.

You can find a list of all wards in the borough and the
councillors that represent them at
www.charnwood.gov.uk/wards.
Alternatively, visit www.my.charnwood.gov.uk and pop in
your postcode it will tell you who your ward councillor is.

Your designated Universal Credit Officer
Universal Credit is being more widely rolled out across the country and it now affects more
people in the borough. Universal Credit combines six benefits and means people will receive
a single payment for all of them each month. Universal Credit replaces:
•
•
•
•
•
•

The Council have made sure
that any confusion or issues
regarding Universal Credit can
be dealt with by recruiting
a dedicated Universal Credit
Officer.

housing benefit
jobseeker’s allowance
employment and support allowance
income support
working tax credit
child tax credit

You do not need to do anything until you hear from the
Department for Work and Pensions (DWP) about moving to
Universal Credit, unless you have a change in circumstances.
Universal Credit is for people of a working age, not people
over the pension credit age.
You need to be able to access the internet in order to apply,
but don’t worry if you don’t have access to a computer at
home. You are more than welcome to come and use the
Council offices on Southfield Road. We have friendly staff on
hand to show you where they are.

Zakk Cartlidge is here to help!
Zakk’s key responsibilities include:
• Processing requests for rent verification for tenants
making universal credit claims;
• Attending sign-ups of new tenants;
• Supporting tenants in making and maintaining their
claims for universal credit
Simply email universalcredit@charnwood.gov.uk and Zakk
will be in touch to ensure it is smooth sailing when dealing
with your Universal Credit.
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Leaseholder News
Winter 2019

Message from your Leasehold Officer
You should all now have received your Certified Summaries
for 2017/18. The certified summaries will highlight how
much the council have spent on repairs and replacement
work for your property during 2017/18. These figures are
compared on the summary against what we estimated
these costs would be and against what you actually paid in
that year. At the bottom of the summary is a figure which
tells you if you have paid too much or not enough. This
balance is then carried forward to your 2019/20 estimate,
unless your property is within the first 5 years of the original
lease (where it is treated slightly differently).

The next major correspondence you will receive from us will
be the 2019/20 Service Charge Estimates which we will send
out at the end of February next year.
It is worth reading and always worth keeping both the
Certified Summaries and Service Charge Estimates for your
records so that you can refer to them if you need to talk to
us. Remember that there is a charge for any replacement
documents.
Best wishes

Sarah and Trevor

Five year plan
As part of the Decent Homes programme, the council is committed to improve the
structure and “fabric” of all properties for which it is responsible.

As the council pushes ahead with this programme we are
well aware that it can be very difficult for leaseholders to
meet their share of the costs of these major works including
things, such as Replacement Door Entry Systems and
Replacement Roofs. With this in mind we will continue to
work on a rolling five year plan which will tell all leaseholders
when major works are planned for their properties.
With this information it should make it easier for you to
budget for any works that are planned for the future. We are

aware that plans can sometimes change, however we are
making every effort to get the required information from the
relevant departments so that we can add it to the five year
plan and pass it on to you.
This does not affect our statutory obligation to give you
advanced notice of major works planned for the future under
the Section 20 legislation discussed in previous newsletters.
The five year plan is in addition to this and will aim to give
even more notice on planned work.
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January 2019 survey
Please look out for your January Survey which is when you get a chance to feedback on how happy you are with things,
such as the Grounds Maintenance carried out on your block, the standard of repairs carried out and the clarity of the
information that we send out to you in Certified Summaries and Service Charge Estimates.
We welcome all feedback as it allows us to understand how we can improve the service that we provide.

Extensions to Leasehold properties - IMPORTANT
Over the past year, it has come to our attention that some
Leaseholders have extended into the Loft space and put
conservatories on to the rear of their property.
This is a breach of your lease agreement and any work which
you are planning to carry out must first of all receive Landlord
permission before you go to Building Control or Planning.

If you carry out work to the property which has not received
our permission, you will be requested to put the property
back to the original design as per your lease, all at your own
expense and any costs incurred by Charnwood Borough
Council will also be recharged to you.

Contents Insurance and Gas Safety Certificate
Thank you very much for your prompt replies to the letter requesting the Contents Insurance and Gas Safety Certificates
this year.

Content Insurance
This is incorporated in most lease agreements for
contents in your flat. We have sent out letters reminding
Leaseholders of this and would ask you to send us a copy
of the of the Contents Insurance policy.

Gas Safety Certificate – Reminder
As described in the Autumn Newsletter, under the terms
of your lease you are required to undertake a Gas Safety
Check at your property at least once a year.

This is to ensure that your property and all gas appliances
are safe for you, your family, and your neighbours. Please
contact a registered Gas Safety Engineer to carry out
the required checks and to issue you with a Gas Safe
Certificate.
Please provide a copy of the certificate to the Leasehold
Team, Landlord Services, Charnwood Borough Council.
This applies also to leaseholders who sub-let their
property.

What is the easiest way to pay my
Service Charges?
If you have a bank account, which allows you to set up Direct Debits this is the
easiest way to pay your service charges. We offer Quarterly and Annual payments.
To set up a Direct Debit, please call the Income Section at Charnwood Borough
Council on 01509 634817 or 01509 634819 and request a Direct Debit Instruction.
If you currently pay by Direct Debit and would like to amend your payment date
please, contact the Income Section on the above numbers.
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Leaseholder News
Winter 2019

Frequently asked Q&A
questions
Q: I want to sub-let my property. What do I need to do?
A: Contact the Leasehold Team (Trevor and Sarah) and request a “Permission to Sub-let” form. When you receive this, read the
accompanying notes, complete and sign the form and then send it back to us. We will then confirm by letter when permission
has been granted. You need permission before you can sub-let.

Q: Why is the cost of re-roofing my block so expensive? I will struggle to pay for this.
A: The Council recently changed its main supplier and is now partnered with one that offers good quality services at a more
competitive rate. For major works, such as a replacement roof, you can pay the cost back over two years to suit your budget. We
invoice you separately for major works and if you contact the Income Team on 01509 634830 they can agree a payment plan
with you. Please be aware this does not apply to leaseholders who sub-let their properties.

Q: Why haven’t I got a copy of my Buildings Insurance Schedule?
A: Since 2014, if you require a copy of your Buildings Insurance Schedule you will need to request a copy by either calling the
Contact Centre on 01509 634666 and request that a copy be sent to you or you can email insurance@charnwood.gov.uk

Q: What does Contents Insurance cover compared to Buildings Insurance?
A: Contents Insurance would be everything you would take with you if you moved out of the property, the rest would be
Buildings Insurance.

Q: I don’t have Contents Insurance as I don’t live at the property it is sub-let.
A: I would ask that you get a copy of your tenants Contents Insurance and provide proof that this is in place.

Q: My tenant doesn’t have Contents Insurance and refuses to get cover.
A: I would suggest that when the tenancy agreement is up for renewal, you add to the agreement that Contents Insurance is
required.

Q: How will the post man be able to get in now the new Door Entry System doesn’t have a trade button?
A: The postman will be provided with a Key fob to allow him access, any other trades wishing to enter the block will need to call
the number on the panel to gain access.

Q: When will I be invoiced for the Door Entry System work?
A: As this work is part of major works, it will be invoiced separately from your Service Charges. Invoices will be sent, once we
have received the actual figures for installation, however this may change in the future.
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