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Drop-in vaccination clinics 
in Loughborough
Loughborough Hospital has been hosting a drop-in 
Covid vaccine clinic for the past couple of months 
and tenants who are yet to have the first or second 
jab can get a vaccine there on certain days and times 
that are publicised on the website.

Visit www.leicestercityccg.nhs.uk/my-health/
coronavirus-advice/coronavirus-vaccine for all 
the details. You don’t need an NHS number, you just 
need to be 17+.

To help ensure Your Homes Matter is packed with 
news and information that matters to you, we have 
formed an editorial panel of tenants. 

If you would like to be part of this, we would love you 
to be involved. The panel will hold quarterly meetings 
but if you can’t get to a meeting you can also be 
involved via email.

Contact the customer engagement team on 01509 
634 955 or email involvement@charnwood.gov.uk 

Join our editorial panel

A change in circumstances that has affected a household’s income and finances has always been 
challenging for tenants, especially during the pandemic.

The requirement to pay your rent, however, does not change whatever the circumstances. If you have 
a change that affects your income and you are worried about how you will pay your rent there is often 
a solution available to assist you to maximise your income.

Your income officer is available to listen to your concerns and provide you with advice. A financial 
inclusion and tenancy support team is also available to help you through any difficulties you may 
have as such applying for benefits to increase your income.

The most important thing is to talk to us. We can always help. Those that talk to us are much less 
likely to face legal action being taken against them and their homes.

If you are experiencing difficulties with your rent, contact your income officer in the first instance on 
01509 634666.

Having difficulty paying your rent? Get in touch!

Changes to universal credit jobcentre appointments
Since March 2020 people receiving universal 
credit were not required to attend Jobcentre 
appointments. Government guidance has 
now changed and this is no longer the case.

To receive your benefits as normal, you 
need to be regularly logging in to your 
universal credit account and ensuring that 
all appointments are kept and your to-do list 
tasks are completed on time. Not doing so may affect your benefit, including stopping it altogether.

If you need support or advice, you can contact our universal credit officer, Zakk Cartlidge, on 01509 
634666.

On the subject of universal credit...
If you apply for universal credit and are liable to pay council tax, you might be entitled to support. 
Please visit www.charnwood.gov.uk/ctb to find out more or if you want to apply.

2 3

To help ensure Your Homes Matter is packed with 
news and information that matters to you, we have 
formed an editorial panel of tenants. 

If you would like to be part of this, we would love you 
to be involved. The panel will hold quarterly meetings 
but if you can’t get to a meeting you can also be 
involved via email.

Contact the customer engagement team on 01509 
634 955 or email involvement@charnwood.gov.uk 

Join our editorial panel

2 3

To help ensure Your Homes Matter is packed with 
news and information that matters to you, we have 
formed an editorial panel of tenants. 

If you would like to be part of this, we would love you 
to be involved. The panel will hold quarterly meetings 
but if you can’t get to a meeting you can also be 
involved via email.

Contact the customer engagement team on 01509 
634 955 or email involvement@charnwood.gov.uk 

Join our editorial panel

2 3

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 and 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

For back issues of YHM, visit:  
www.charnwood.gov.uk/YHM

To help ensure Your Homes Matter is packed with 
news and information that matters to you, we have 
formed an editorial panel of residents. 

If you would like to be part of this, we would love 
you to be involved. The panel will hold quarterly 
meetings but if you can’t get to a meeting you can 
also be involved via email.

Contact the customer engagement team on 01509 
634955 or email involvement@charnwood.gov.uk 

Join our editorial panel
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A fantastic return for the tenant garden competition
In July this year our tenant judges were out judging the entrants to our annual garden competition. There 
were 28 entrants over all the categories. The judges were really impressed with the high standard and the 
hard work tenants had put into their gardens.

A presentation ceremony will be held in early autumn; so look out to see who the winners were in the next 
edition of YHM. In the meantime, here are some pictures of the beautiful gardens we saw.

We also asked entrants to tell us why they enjoyed gardening and some of the videos can be viewed at 
www.charnwood.gov.uk/tcg

We usually do the judging around July but recognise that gardens look different at varying times of the year. 
If you would like to enter next year or if you want to share pictures of your garden then please feel free to 
send in photographs of your garden to involvement@charnwood.gov.uk and they can be considered in 
the judging next year or just to share with others.
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Acquired donated laptops to assist our CHRF 
members in holding virtual meetings

67,739, total calls to Charnwood Lifeline. 
94.5% were answered within 30 

seconds

99.7% of responsive repairs were completed 
‘right first time’ against a target of 97%

We adapted the way in which we 
carried out new tenant visits during 

the coronavirus pandemic to a phone 
contact to ensure new tenants were 

still contacted

97.78% of tenants satisfied with their 
responsive repair

The income management team 
collected 96.33% of the rent due from 
current tenants in 2020/21, including 

arrears brought forward. This exceeded 
our target of 95.31% 

86.36% of ASB complainants were 
satisfied with the way their case was 

dealt with which exceeds the target
 of 86%

We helped 194 tenants to get help through 
charity applications

We have completed 974 repairs with 
92% within priority to maintain the 
gas central heating systems in our 
properties to expected standards.

851 tenants were helped by tenancy support 
and financial inclusion officers

We carried out fire risk assessments to shops 
and blocks

Assisted in making welfare calls to our 
elderly and vulnerable customers 

during all three lockdowns

We have completed landlord gas safety 
checks in 5,182 properties as part of a rolling 
programme to ensure our gas appliances are 
safe to use and well maintained.
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Annual report
I am pleased to present the 
annual report for 2020-21 
which outlines some key 
facts and achievements 
regarding council homes 
and the support services 
we provide for tenants.

To say that the past 18 
months have been a challenge to everyone is an 
understatement. However, I am proud of the way 
the team have dealt with the pressures Covid-19 
have put on our services. We have worked hard and 
adapted services to make sure we could continue 
to serve and support tenants.

There are further challenges ahead, and there is 
always room for improvements to be made, but as 
lead member for public housing, I will continue to 
help the service deliver to tenants in around 5,500 
homes.

Our tenants, partners and stakeholders will 
continue to play a significant role in this, as we 
proceed through the rest of 2021 and into 2022. I 
am confident there are brighter times ahead.

This year’s annual report highlights the 
achievements of the past 12 months, and sets 
goals for the following year. While Covid has not 
gone away and we will need to be wary continue 
being cautious, the Council is fully committed 
to our tenants and we will do everything in our 
power to achieve the highest levels of service and 
satisfaction. 

If you would like to share any views on the report 
or any other issues, please contact our customer 
engagement team at involvement@charnwood.gov.
uk.

Cllr James Poland, lead member for public 
housing

For more facts and figures please visit 
www.charnwood.gov.uk/housingannualreport

• Look at developing new methods of 
engagement, especially digital engagement

• Develop a new three-year customer 
engagement strategy, starting in 2022

• Restart our existing engagement activities

• Develop a tenant training programme 

• Start the next capital improvement 
programme for 2021/2022 to ensure that 
our stock is compliant to the Decent Homes 
standard

• Provide annual safety checks to ensure 
gas appliances in our properties are safe to 
use. We will also work with our contractor 
to ensure repairs are carried out in a timely 
fashion to provide the best possible service 
for our tenants

• Continue to promote the any-day direct debit 
option to maximise income and assist tenants 
to make the payment on the day their income 
is received to reduce arrears

• Carry out four estate walks a year and 
feedback the outcomes from the walk to 
tenants who live on the route of the walk

• Implement new communal door entry 
systems, replacement shed doors, roof 
replacements and emergency lighting 
installations

• Work towards upgrading our alarm 
equipment in all of our courts to ensure it is 
ready for the digital transformation

What we’ve doneWhat we’re going to do
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A Lifeline for your loved ones

If you’re looking for something to do in 
Charnwood, you can sign up to our ‘what’s 
on’ newsletter at www.charnwood.gov.uk/
alerts, or visit www.charnwood.gov.uk/
whats_on to see our calendar of events, 
submitted by community groups, residents 
and event holders across the borough. You 
can list your event for free there, too.

Visit the NHS website for mental health advice

If the past 18 months have taught us anything, it is that taking care of our mental health is as 
important as our physical health. The NHS understands this and has created a comprehensive online 
resource on every aspect of mental health - from illnesses and disorders like bipolar, autism and 
dementia - to addiction, depression, insomnia and more.

Visit NHS.uk/mental-health for full details, including step-by-step guides, emergency contacts and 
self-assessment quizes for depression and anxiety.

Please remember that you should call 999 or go to A&E now if someone’s life is at risk, for example 
they have seriously injured themselves or taken an overdose or you do not feel you can keep yourself 
or someone else safe. A mental health emergency should be taken as seriously as a physical one. 
You will not be wasting anyone’s time.
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1. Apple

2. Banana

3. Cherry

4. Grapes

5. Lemon

6. Orange

7. Tomato

V  N  Y  B  K  G  S
R  O  R  A  N  G  E
E  T  R  N  X  W  P
L  A  E  A  L  K  A
P  M  H  N  W  M  R
P  O  C  A  X  B  G
A  T  N  O  M  E  L

Market 800 exhibition at Charnwood Museum
A new exhibition charting the 800-year history 
of Loughborough’s market is now on display at 
Charnwood Museum.

The colourful panels in the display chart the 
history of the town’s market from the first Royal 
Market Charter of 1221, which also permitted 
an annual fair in the town, through to the 
developments and expansions in the 20th 
and 21st centuries along with memories and 
expressions of what Loughborough’s markets 
mean to people today.

The exhibition runs until December 18. Admission 
is free. Find out more about Charnwood Museum 
at www.charnwoodmuseum.co.uk.

Loughborough market place in 1904

Charnwood Lifeline continues to provide 24-
hour support and response to over 1,000 
customers, and in May 2020 we introduced a 
new self-installation service enabling us to safely 
provide the service to new customers. 

All you need to do is:

1. Call 01509 643970 and we will send you a 
signup pack in the post or by email.

2. Complete the forms in the pack, then call the 
team so we can arrange a visit to collect your 
forms and deliver the equipment.

3. Plug the Lifeline unit into your telephone 
point and an electrical socket, then press your pendant to test the system. Our operator will speak to 
you to confirm everything is working correctly.

You are up and running: it really is that easy! For further information or to proceed with the self-installation 
service please contact Charnwood Lifeline on 01509 643970 or visit www.charnwood.gov.uk/lifeline.
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The winners!

Our pest control service
Charnwood Borough Council currently offers pest control services to residents and businesses within 
Charnwood, including rats and mice (internal and external premises), wasps, cockroaches and more. 

For full details, including pricing and a frequently-asked-questions section, visit www.charnwood.gov.
uk/pestcontrolservice. Alternatively, call the service direct on 01509 634628 to discuss options and 
get advice on how (if possible) you can deal with pests yourself.

A reminder about pets
The tenancy pack details all the information regarding pets 
and the process for permissions. Below is a reminder:

• You may only keep pets at the property with our prior 
written consent.

• You are responsible for your domestic pets in or around 
your home.

• You must not allow your pets to cause any nuisance, annoyance or danger to neighbours or visitors to 
your home. If permission is withdrawn for any reason you must remove the animal from the property 
immediately after permission is withdrawn.

• We may withdraw permission if the pet/s cause a nuisance or are found to be intimidating, aggressive 
or dangerous.

• You must not keep any animal that has been classified as dangerous under the Dangerous Wild 
Animals Act 1976 unless you have both permission from tenancy services and a licence from our 
environmental protection team.

• Prior to signing your new tenancy agreement you must advise us of any animals/pets that you already 
have so that we can advise on their suitability. The housing officer will raise this issue at the sign-up 
meeting.

• Under the Animal Welfare Act 2006, owners have a duty of care to meet the needs of their pets. 
Telephone the council on 01509-634666 if you have any animal welfare concerns or need further 
guidance. There may also be exceptions in relation to animal/pet permissions. Please seek advice from 
us.

• In cum summo dicunt vocibus, te alterum 
expetendis duo, mei molestie philosophia 
ut. 

• In cum summo dicunt vocibus, te alterum 
expetendis duo, mei molestie philosophia 
ut. 

• In cum summo dicunt vocibus, te alterum 
expetendis duo, mei molestie philosophia 
ut. 

An inspector calls...
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The winners!
Best hanging basket or balcony 
First place: Mr Martin Beadle 
Second place: Mr Kevin Poole 
Third place: Mrs Lander & Mrs Jacobsen

Communal garden  
First place: The Mills, Quorn 
Second place: Longcliffe Road Communal 
Garden, Shepshed 
Third place: Chapman Street Gardening 
Association, Loughborough

Sheltered court garden 
First place: Arnold Smith House, Shepshed 
Second place: St Pauls Court, Syston 
Third place: Fielding Court, Loughborough
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Change of home contents insurance provider 
In August this year, we wrote to existing 
participants regarding the recent change of 
home contents insurance provider from Royal 
and Sun Alliance to Aviva.

As a reminder to all tenants and leaseholders 
that Charnwood manage a home contents 
insurance scheme on behalf of Aviva, there 
are two cover levels for you to decide from: 
‘standard’ and ‘standard’ but also including 
accidental damage.

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

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

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

More details are available at www.charnwood.gov.uk/home_contents_insurance. 
Alternatively, contact us on 01509 634666 for an application form.

Some of our tenants and leaseholders living in our flats receive a cleaning service to the communal 
areas which they pay a weekly service charge for.

Every month we inspect a percentage of blocks cleaned in order to check that they have met the 
contract specification. We already have a small number of residents whom we have trained to carry 
out inspections in addition to our own staff doing them. We are always keen to enrol more residents 
in this activity. If you would like to become a cleaning inspector, please email involvement@
charnwood.gov.uk and we will contact you.

The inspection involves a brief, tick-box survey each month which can be emailed or posted to us. It 
only takes a few minutes and can be done from the comfort of your home.
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Helen Kennedy started her new role as customer engagement 
officer on September 6. We caught up with Helen to find out a bit 
more about her...

Give the readers some background into your time at 
Charnwood?

I have worked at Charnwood Borough Council since 2004 as a 
revenues officer then moved over to the contact centre in 2011.  

From here I went on to work within our CRM (customer relationship management) system team and 
became a Lagan developer. This involved me initiating new business processes within the contact centre 
which included creating workflows for tenancy and estate management and rents.

I then went on to work within the environmental services team for 12 months before answering calls back 
in the contact centre at the start of the year.

I bring a variety of knowledge and a wealth in customer service and I feel honoured and privileged to be 
working with part of the customer engagement team with landlord services.

What attracted you to the role of customer engagement officer? 

This new role gives me the opportunity to do what I do best, which is to provide high quality customer 
service whilst meeting new people and to help bring our customers voice into the services we provide.  

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

Meeting all our tenants and really getting to know them; listening to their needs and achieving measurable 
results; getting involved with activities; listening to feedback and working together.

I understand that as a local authority we are meeting many challenges ahead however I want to work with 
our tenants to ensure our services and performances are improved and maintained and to build mutual, 
trusting relationships.

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

Oh gosh, this is a hard one. I wish I could read the mind of my pet Bichon Frise, Chalky, who often just sits 
there and stares at me! I would love to know what he is trying to say to me. Throughout the pandemic he 
has been my little shadow and our bond is really strong, so to be able to read his mind would be a super 
power I could only dream of!

Meet your new customer 
engagement officer, Helen Kennedy

Chapman Street BBQ returns
The Chapman Street Garden Association held its annual summer barbecue for its members and residents 
of the Chapman Street estate on Friday August 27. 

It was for the first time in two years due to Covid restrictions, and while the sun wasn’t shining as brightly 
as the attendees would have wanted, the event was a success, with great food (including some of the 
residents fantastic cakes) and great company in equal measure.

The Mayor of Charnwood, Councillor Paul Baines, and the Mayoress Dr Ning Baines attended, and planted 
a flamingo street in memory of Jack Barkwith, a Chapman Street resident who died recently after living on 
the estate for 13 years.

Tenants at Dudley Court 
enjoy the new gazebo
A big round of applause to Dudley Court resident, 
Mr Allen, who put in some serious graft to refurbish 
the gazebo at this sheltered scheme in Sileby.

The gazebo looks fantastic and the tenants are 
enjoying the fruits of your labour, Mr Allen. Thank 
you for your hard work.

Mr Allen proudly showing off his handy work
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We hope that you have had enjoyed a fantastic summer!

We have now completed the new process for the certified summaries 2020/21 and we wish to thank you 
all for your patience. Because this was an extremely busy time in July and August,  please accept our 
apologies if we took longer than usual to respond to your enquiries.

Where we had email addresses, we emailed your certified summary to you and the remainder were 
posted. By now you should have received an invoice or refund whichever was appropriate in accordance 
with your certified summary and own service charge account.

Could I ask that you make a note of the current contact details below as some leaseholders were calling 
other departments who were not able to respond to their requests hence the frustration that followed.

Our working hours and contact details can be found on the next page, and on the website at www.
charnwood.gov.uk/leaseholders.

Alternatively, please call the contact centre with leasehold queries regarding your service charges. A 
member of our team will get back to you as soon as possible.

Please keep us updated if you have changed your email address so that we can avoid emails bouncing 
back to us if the address is nio longer in use. If you received your certified summary by post but have 
an email address, please drop us an email with your name and address on it, so that we can update our 
records.

Sarah and Trevor

Dear Leaseholder...

Gas safety certificates
We are still waiting for a large number of gas safety certificates to be sent to us this year: to 
date we only have around half we would expect to have. If you haven’t sent us a copy of your 
certificate, please send it to us immediately.

We request these certificates 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 a Gas Safe engineer who is registered on the Gas Safe register.

Contact the leasehold team
You can 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.

Great to hear from you
It is always useful to receive feedback from 
leaseholders, especially when they are kind 
words such as the letter we received below. 
Thank you for your kind words. We really 
appreciate them.

“I have been a leaseholder for six years and 
have made various inquiries via email and 
phone with the team. They both have been 
very patient with me and explained me all the 
processes in detail. I would like to thank both of 
them for their support. They are a great asset to 
the council.”

14 1514 1514 15
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Visiting the Bell Foundry estate
Officers from the council’s landlord services and neighbourhoods and partnerships teams visited 
the Bell Foundry estate last month as part of their most recent estate 
walk.

The estate walk provides an opportunity 
for tenants to meet officers from within 
the council and other agencies such as 
Charnwood Police to discuss any problems 
they may have in the area.

Officers from the local neighbourhood police 
team for Charnwood accompanied council 
officers and spent time chatting with residents 
and tenants from the area about a variety of 
topics, from repairs to anti-social behaviour 
and more.

A very productive visit, and all the officers 
agreed that it was good to be out meeting 
people in public again. Tenants will be notified by post when an estate walk is taking place in their 
area, and will be promoted in future issues of Your Homes Matter.

Thank you for your feedback!
We would like to thank all tenants who completed our general satisfaction survey and returned them by 
the deadline of September 28. Everyone who has returned a questionnaire will have been offered the 
opportunity to enter the prize draw to win one of five £50 Love2Shop vouchers.

It is important for us to understand how tenants feel about the services we provide, to be sure we are 
delivering them in the way and to the standard that you want.

As you will know, an independent research company, M·E·L Research, ran the survey on our behalf to 
ensure that all your answers would be treated in strict confidence and used for research purposes only.

Once all of the data has been collected, we will publish the results from the survey on our website. 
Keep an eye out for email newsletters and on our social media channels for updates as well.
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Officers from landlord services and Charnwood Police


