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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

Are you eligible for a 
Test and Trace support 
payment?
To support residents whose earnings are 
affected by staying at home and isolating for 14 
days, the Government has set up the Test and 
Trace Support Payment Scheme, where eligible 
residents can apply to their local authority for a 
one-off Test and Trace support payment of £500.

The scheme launched on September 28 and 
the application process began on October 12. 
Eligible residents who started to self-isolate from 
September 28 will be able to apply using the form 
on the council’s website.

Find out more and apply at www.charnwood.gov.
uk/test_and_trace_support_payment_scheme.

Tier update and Winter plan
The Government has released its winter plan for managing the Covid-19 pandemic over Christmas and the 
coming months. Read the full winter plan at www.charnwood.gov.uk/covid_winter_plan.

Charnwood moved into Tier 3 restrictions (Very High) from December 2. This means:

• you must not meet socially indoors or in most outdoor places with anybody you do not live with, or who 
is not in your support bubble, including private gardens or at most outdoor venues

• rule of six applies to some outdoor public spaces, including parks, countryside accessible to the public 
and public gardens

• essential and non-essential shops will be open

• gyms and leisure centres will be open

• pubs, cafes and restaurants are closed unless they are offering takeaway, click-and-collect or delivery 
services

For more information on Tier 3 restrictions: www.charnwood.gov.uk/coronavirus_restrictions.

It is important to follow the basic key messages to fight the pandemic. Follow them and encourage others 
to do the same. To protect yourself and others, when you leave home you must:

• wash hands - keep washing your hands regularly 
• cover face - wear a face covering over your nose and mouth in enclosed spaces 
• make space - stay at least a metre away from people not in your household

If you are feeling unwell, get a test and do not leave home for at least ten days. Full advice can be found at 
gov.uk/coronavirus.

Sign up to our email alerts and visit our website
Want to keep updated on what is happening in Charnwood? From service updates, COVID-related news, 
activities, events and more, you can get the latest council news delivered straight to your inbox via our 
email alerts.

Residents can sign up to receive alerts about a variety of topics, including latest news (Charnwood Now), 
recycling and refuse, news for council tenants, leisure and activities (Active Charnwood), business, service 
disruption, What’s On, community and voluntary sector and planning.

To sign up, please visit www.charnwood.gov.uk/alerts. Visit www.charnwood.gov.uk/coronavirus for all 
council service changes and developments, useful links to NHS and government advice, business support, 
community information and more.
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A message from the anti-social behaviour team
Please be advised that the council does not have 
powers to deal with people breaching COVID rules 
at their home.

These powers are held by the police. Please call 101 
and report any breaches of this nature to them. 

The council will, however, deal with any anti-social 
behaviour arising from people visiting an address 
(e.g. loud music, noise nuisance).

Stress and anxiety during the coronavirus pandemic 
can lead to tension within neighbourhoods and 
communities. 

Below are some useful tips to bear in mind when 
talking to the person causing the problem. Please 
also be mindful of social distancing guidelines 
and keep at least two metres (six feet) from your 
neighbour at all times. 

More guidance on social distancing can be found on 
the government website at gov.uk/coronavirus.

• Try to stay calm and friendly: being aggressive is 
not going to help

• Explain what the problem is, how you feel and 
how it affects you

• Listen to the other person and try not to interrupt 
them when they are talking.

• Try to stay in control and not be abusive

• Leave the discussion if the person is being 
unreasonable or aggressive

If the problem continues after you have tried 
speaking to the person responsible OR if the 
problem is so serious that you feel unable to 
confront them, you should then report it and seek 
further help from an anti-social behaviour officer.

Reporting anti-social 
behaviour
If you are a council tenant or if you are 
reporting an ASB issue about a council tenant, 
please use the form on the council website to 
report it to our landlord services team. Visit 
www.charnwood.gov.uk/asb. 

Alternatively, you can contact the landlord 
services team via the contact centre by phone 
at 01509 634666 and email contactcentre@
charnwood.gov.uk.

Money doesn’t grow on Christmas trees
This year, Christmas may look different to most of us but it is 
still likely to be a costly time of year for many. Please try and 
not be tempted to take loans or use your rent money to pay 
for Christmas.

Having a realistic budget and an honest conversation with 
family on gift expectations may help to reduce spending 
money that you might not have and could leave you with an 
unwanted debt, which could put your home at risk. 

You could also think about recycling, reusing or swapping 
gifts previously enjoyed by others.

So please remember to put paying your rent on the top of your Christmas list.

Reduced income? Think UC
Are you aware you may be able to top up your income with universal credit if you are faced 
with a reduced income during COVID-19? You may also get some help with your rent too! To 
find out if you will be entitled, try the online calculator at https://benefits-calculator.turn2us.
org.uk.

Alternatively, call our universal credit officer for advice on 01509 634666. Don’t forget, if you 
apply for universal credit and are liable to pay council tax, you might be entitled to council 
tax support. Please go to www.charnwood.gov.uk/ctb to find out more or if you want to apply.

COVID-19 has been a challenging time for everyone and inevitably some tenants have fallen behind with 
payments. Income officers have been contacting tenants to discuss their arrears and it is important that 
you respond to any calls or text messages from the income team.

If you have fallen behind with your rent and not contacted us yet please call your income officer without 
delay. They will be able to assess your circumstances, provide any advice, complete a referral for further 
help if needed and finally make an affordable arrangement to help you reduce the rent arrears. 

Please call and ask to speak to your income officer on 01509 634666.

We’re here to help
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Last Orders project launches for over 50s
A project has been launched that looks at the long-term implications of lockdown and how it has increased 
the levels of alcohol consumption. 

Sales of alcohol from local stores and supermarkets have jumped in 2020 with more people than ever 
choosing to drink at home. Age UK Leicestershire & Rutland’s Last Orders Project is working alongside 
Turning Point to provide free support for anyone over the age of 50 in relation to alcohol or substance 
misuse. If you would like a confidential chat with the Age UK team about yourself or a loved one, please 
contact Jackie on 07734960241 or email hollie.hughes@ageukleics.org.uk.

Charnwood Community 
Action is here to help

Get support from a mental health charity
We are living in a time of increased stress, anxiety, pressures at work and at home, isolation 
and loneliness. However, there is help out there for everyone.

Whether you’re concerned about yourself or a loved one, the NHS has compiled a helpful list 
of mental health charities, organisations and support groups that can offer expert advice.

Visit www.nhs.uk/conditions/stress-anxiety-depression/mental-health-helplines for the full 
A-Z, with opening times, phone numbers, websites and email addresses for all.

Charnwood Community Action is continuing to 
support residents across the borough.  

The borough council launched the campaign 
earlier this year in partnership with John Storer 
Charnwood and other voluntary organisations to 
help advise, co-ordinate and guide the borough-
wide community efforts during the coronavirus 
pandemic.

Charnwood Community Action has become 
the umbrella for a range of different voluntary 
organisations and is now working with many 
community groups to help volunteers continue to 
support vulnerable people within the borough.

The campaign had also taken on co-ordinating 
some local food banks, but those organisations 
are starting to return to normal operations on a 
phased basis.

Shepshed and Soar Valley food banks have 
already reopened and started to deliver the food 
parcels within their local communities.

People who had been volunteering through the 
Loughborough Against Corona Facebook group 
and want to continue to volunteer will move over 
to John Storer Charnwood where volunteers can 
be redeployed to a range of different community 
projects in the borough.

Charnwood Community Action recently delivered 
its 15,000th food parcel and is currently delivering 
to around 600 households each week. The team 
has also been providing a befriending service to 
residents and signposting people to a range of 
services.

For more information about Charnwood 
Community Action, please visit www.charnwood.
gov.uk/CCA or call 01509 631750.

The Active Charnwood team have be busy 
putting together over 1000 packs for older 
people. The pack contains a stress ball and a 
seated physical activities booklets on activities 
they can do at home.

Do you know someone one who would benefit 
from having a pack? Get in-touch with the 
team on 01509 634673 or email the team on 
active.together@charnwood.gov.uk.

Be active at home with FREE 
physical activity packs

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

Rent notification letter
At the end of February 2021, we will be 
issuing rent notification letters advising you 
of the change in your rent with effect from the 
April 5, 2021.

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

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 
Thursday December 24, 2020.

To ensure your rent account is credited in 
time, please ensure you have paid by Tuesday 
December 22, 2020.

Prize will be distributed week commencing 
January 4, 2021.

Have a story to tell?
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One of our tenants was recently involved in a chip pan fire, and 
received burns as a result. Traditional chip pans can cause fatal fires, so 
firefighters are urging you to swap chip pans for other way of cooking 
chips to keep you and your family safe. 

These include choosing oven or microwave chips instead, buying a portion of chips from the 
local chip shop, and purchasing a thermostat-controlled electric deep fryer - and ditch the chip pan.

If you must use a traditional chip pan, please follow these fire safety tips:

• If the oil starts to smoke it’s too hot. Turn off the heat and leave it to cool, otherwise it may catch fire 
• Never fill a pan more than one-third full of fat or oil 
• Never leave the pan unattended when the heat is switched on. 
• Make sure that food is dried thoroughly before putting it in hot oil so that it doesn’t spit 
• Never deep fry if you’ve been drinking alcohol or taking drugs - or if you are feeling tired

What should you do if your chip pan catches fire?

• Turn off the heat under the pan (if it’s safe to do so) and allow it to cool completely 
• Don’t move the pan 
• Never throw water over it - the effects can be devastating 
• Don’t use a fire extinguisher on a pan of oil - the force of the extinguisher can spread the fire 
• Don’t tackle the fire yourself - leave the room, close the door, get everyone out of your home and call 999.

Candy canes 
Tree 
Jolly 
Jack Frost 
Gingerbread 
Snowflake

Toad in the hole
A family favourite, perfect for winter 
nights, and you can switch to meat-free 
sausages to suit veggies.

You will need: 4 medium eggs, 150g 
plain flour, 300ml milk, 4 thyme sprigs, 
leaves picked, 8 sausages (meat-free 
if you prefer), 2 red onions, cut into 8 
wedges, 2 tbsp. vegetable oil, 100g red 
onion chutney.

Preheat oven to 220°C (200°C fan) 
mark 7. Make the batter by whisking 
the eggs and flour until smooth. Slowly 
add the milk, whisking until smooth. 
Whisk through the thyme and plenty of 
seasoning. Leave to stand until needed.

Put the sausages, red onions and oil 
into a 25.5 x 35.5cm (8 x 14in) roasting 
tin, and cook in the oven for 15min, until 
browned.

Once browned, remove tin from oven 
and carefully pour in the batter. Dollop 
over the chutney and return to the oven 
for 30-35min, until deep golden and 
puffed up. Serve with a green salad and 
mustard, if you like.

Crackers 
Manger 
Christmas 
Merry 
Friends 
Decorations

Nativity 
Santa Claus 
Gifts 
Family 
Angel

Chip pan fire safety tips

We continue to provide a Lifeline to tenants

Since the start of the pandemic, Charnwood Lifeline has made major changes in how we 
deliver the service. We are no longer able to come into your homes and demonstrate the 
equipment or install it for you. However, we are still providing the service and getting new 
customers all the time with the new self-installation service.

If you would like further information regarding the Lifeline Service, please contact us on 
01509 643970 or visit www.charnwood.gov.uk/lifeline. 

We have installed over 80 lifelines during the pandemic. We strive to keep you safe in your 
own homes, giving your family and loved ones piece of mind whilst providing a high standard 
of service and adhering to government guidelines.

I K M M D N O D G Y M A S B

J O S A A C L E I T A E N H

A C A A E T N D M I N Y O D

C T M E R S M C A V E N W E

K F T F B S E O N I G S F C

F R S A R E R C G T I A L O

R I I M E N R R E A F N A R

O E R I G A Y A R N T T K A

S N H L N C C C Y E S A E T

T D C Y I Y S K A I N C Y I

E S R N G D E E A A C L G O

R G G K O N T R E E L A N N

F J E N I A S S S O O U L S

A N G E L C F M J N A S A I
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We would like to say a big thank you to you all for your patience during these uncertain times and ask that 
you make a note of the updated contact details article, within the leasehold pages. 

As we said in the last newsletter, there are lots of changes happening behind the scenes due to Covid-19, 
including increased home working for nearly all staff at Charnwood Borough Council. It has proven 
especially challenging for us with the loss of our work office phones. We have now forwarded these to our 
work mobiles. However please be aware that we are only a very small team and that we work part-time.  In 
addition, we will not be available during holiday periods and other absence periods and no one else will be 
picking up any messages that you leave. 

Please remember that we do not deal with repairs or invoice queries so check the contact details article for 
how you contact the right people. If in doubt with who to contact, please call the contact centre on 01509 
634666.

It is also very important that you keep us updated with your correct contact details including email, 
telephone and address should we need to contact you.

All that’s left to say is stay safe and we look forward to any suggestions from yourselves of how you think 
we could improve the leasehold service.

Have a great festive season!

Sarah and Trevor

Dear Leaseholder... Updated contact details
We are currently working from home, but you can still contact the 
leasehold team via the details listed below:

Mobile no: 07526 918872 (Trevor) 
Monday and Tuesday 9.30am to 4.30pm

Mobile no: 07739475727 (Sarah) 
Tuesday to Friday 8am to 2pm

Office telephone: 01509 634575 or 01509 634830 – these numbers are 
now re-directed to the contact centre

Email: leaseholders@charnwood.gov.uk

Invoice payments 
Please refer to the back of the invoice or call the contact centre: 01509 634666 

Payments enquiries 
Income team: 01509 634817 

To report a repair request 
Please call our contact centre on 01509 634666 (out-of-office hours number - for emergency work only 
- 0333 200 8811) or email callcentre@charnwood.gov.uk.

Request for buildings insurance schedule 
Please email the insurance team at insurance@charnwood.gov.uk or call the contact centre on 01509 
634666 and they will forward your request to the insurance team.Important information for leaseholders

Certified summary 2019/20

During May to October 2020 we have been working on your certified summaries for 2019/20 
and you should by now have received yours.

We thank you for your patience as a few were issued later than we would have liked.  This 
was partly due to us having to attend the offices to investigate the queries that were raised to 
interrogate our leasehold files.

On October 31, we started to look at the queries that were brought to our attention.

You should by now have received a response or a revised certified summary.  Please contact 
us if you haven’t received your response and we will assist you further.  

Gas safety certificates
It is getting to that time of the year when we will be sending out a letter or email requesting that 
everyone forwards their gas safety certificate. We ask for this to ensure that both you and other 
residents are kept safe in the block you reside.

Everyone is aware of the human tragedies that have taken place in recent years caused by 
fire and we ask that you all ensure that your gas boiler and other gas appliances are checked 
annually by an engineer who is on the gas safe register.

Thank you in advance for your help and co-operation with this.
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All emergency jobs will be attended within 24 hours. We 
politely ask that tenants don’t make multiple phone calls to 
the out-of-hours team, as this could prevent other tenants 
being able to contact the team.

The following repairs class as emergencies:

• Water leaks that can’t be isolated or stopped by turning of 
the stop tap 
• Sewage leaks in inside the property 
• Broken windows or windows that cannot be secured on an 
access level floor and only where both panes of glass have 
been broken 
• Electrical faults that pose an immediate danger 
• Tenants that are locked in and it is the only exit door to the 
property or the tenant cannot secure the door 
• Tenants that are locked out due to a faulty lock or have lost their keys and have no access to the 
property. We will only attend if you supply us with a crime number not an incident number. 
• Police request to attend (police in attendance, if the police leaves the site the operative leaves, the 
operative will contact the H&S officer the next working day)

If the operative attending feels unsafe at any point, they will leave the site immediately and the issue 
will be reviewed by a manager. A full breakdown can be found at www.charnwood.gov.uk/repairs_
and_maintenance.

Emergency out of hours telephone service

If you have a housing repair or gas emergency outside of Council opening hours* please call 0333 200 
8811. This number is a local rate number meaning you will only be charged for a local call.

*Normal office hours are Monday to Thursday 8.30am to 5.00 pm and Friday 8.30am to 4.30pm.

Tenants guide to emergency repairs

Christmas opening times and waste collections
The main council office building at Southfields will close at 1pm on Thursday December 
24, 2020 and remain closed until 8.30am on Monday January 4, 2021. The Council’s Contact 
Centre will close from 1pm Thursday December 24 until 8.30am Tuesday December 29 and 
be open on Wednesday December 30 and Thursday December 31 for emergency housing and 
urgent cleansing/refuse enquiries only. It will then close from 1pm Thursday December 31 to 
8.30am Monday January 4, 2021.

For more changes over the Christmas period, including out-of-hours contact numbers and 
changes to the recycling and waste collections, visit www.charnwood.gov.uk/christmas.


