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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.

Get in touch if you are
struggling with your rent
If you have fallen behind with your rent it is always
important that you remain in contact with us. Your
income officer will be able to provide you with advice
that will, in most cases, help you to get back on
track. If necessary, they can arrange a referral to the
financial inclusion and tenancy support team to see if
we can maximise your income.
There is nearly always a solution so please do not
ignore any letters, texts or emails regarding your
rent. Get in touch with your income officer on 01509
634666.

If you have any feedback on YHM please let
us know.

Pay rent by DD

To submit an article idea, picture or make a
comment, please email
communications@charnwood.gov.uk

Did you know that you can now send an electronic
instruction to the housing income team to pay your
rent by direct debit?

Other ways to keep in touch with Council
news

Please visit www.charnwood.gov.uk/how_to_
pay_your_rent and follow the instructions on the
webpage.

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

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?
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 or call our universal credit officer,
Zakk Cartlidge for advice on 01509 634666.
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Here’s to a great 2022
The past two years have been tough for a lot of people but it is
important to be hopeful wherever possible, and support each other
in times of need.
Charnwood is a wonderful borough and there is a strong sense of
community here, so please reach out to your neighbours and fellow
residents and support each other. The smallest act of kindness can
go a long way. Even a smile can make someone’s day. Let’s be there
for each other and look forward to the new year and what it brings.
Both myself and the entire landlord services team at Charnwood
Borough Council wish every one of our tenants and their families a
very happy 2022.
Stay safe and take care.
Councillor James Poland, lead member for public housing

Insure your home contents
There are two cover levels for you to decide from: ‘Standard’
and ‘Standard 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 on www.charnwood.gov.uk/home_contents_insurance or contact Charnwood
borough council on 01509 – 634666 for an application form.
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PH Jones to bring the
heat to council homes

Visit My Charnwood for
your bin collections

A new contractor has been appointed to deliver
the servicing, maintenance, and installation of
all domestic and commercial heating systems
to borough council homes in Charnwood.

Have you used the My Charnwood tool yet?
To find out your bin collection dates, find your
ward councillor and read the latest council
news, visit http://my.charnwood.gov.uk,
enter your postcode and find your address.

PH Jones, a central heating services provider
to the social housing market, have been
awarded a three-year (with a possible oneyear extension) contract by Charnwood
Borough Council, which began on Wednesday
December 1.

Community initiative
fund

PH Jones have replaced Sure Maintenance.
Council tenants who are due a service to
their heating systems will be receiving a letter
shortly advising them of their first appointment
with PH Jones, who are part of British Gas and
have over 50 years’ experience providing gas
central heating service, repair and installations.

The community initiative fund is open to
tenants for financial help towards the cost
of arranging an event, activity or initiative in
their local community.

The compliance team within landlord services
at the borough council have been working with
social enterprise and public sector procurement
organisation Fusion21, who have provided an
efficient and compliant route to market via its
Heating and Renewables Framework.

You can apply for up to £200 towards the
cost of a one-day event and up to £400
towards the cost of a long-term initiative.
Find out more at www.charnwood.gov.uk/
community_initiative_fund.

For more information, visit
www.charnwood.gov.uk/gas or contact PH
Jones on 01928 249496.

Have a story to tell?
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.
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The Hut gets a Covid-19 Recovery Grant makeover
The Ashby Road Estates Community Centre - commonly known as The Hut - has been given a facelift tThe
Ashby Road Estates Community Centre - commonly known as The Hut - has been given a facelift thanks
to a Covid-19 recovery grant plus other cash from Charnwood Borough Council.
Substantial works have been carried out at the centre, which is managed by the Ashby Road Estates
Community Association, which has been established for more than 25 years. The group managed to
secure funds through Charnwood Borough Council’s Housing EEM procurement framework and Covid-19
recovery grant.
Chairman of the association, Craig Jordan, said: “The money has enabled the centre to have a local
contractor, Tony Moult Joinery and Building, come in and do some substantial works on our main hall
and a vast number of volunteer hours from the centre team including a number of local residents with
the decorating. We even had one of our regular users ‘The Well Church’ giving a donation towards new
flooring.
“With this being a real tough year for us and with many centres also having a vastly lower income than
previous years; these pots of money have helped with building improvements.
“Everyone who has seen the changes are taken back on how fresh the rooms are becoming.”
The centre is now slowly starting to pick up and is welcoming back old clients, along with new faces,
while still ensuring they all are safe in these challenging times. The team is always looking for additional
members. If you are interested in volunteering or booking a room please feel free to contact the centre at
01509 233243 or email ashbyroadestatethehut@gmail.com and have a chat with Craig.
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Tenant garden competition awards 2021
Several council tenants from across the borough have received awards for their gardening talents in an
annual competition.
The tenant garden competition was split into six different categories to show gardens of all shapes and
sizes. Overall, there were 28 entries in this year’s competition.
The four tenant judges, who had the tough task of choosing this year’s winners, praised the contestants for
their high standard and the hard work that they had all put in over the past year.
High street vouchers were awarded to the winners and runners-up during the event at Loughborough
Town Hall on Thursday, September 30. The awards were handed out by Cllr Paul Baines, the Mayor of
Charnwood, and the Mayoress, Dr Ning Baines.

Last year, the competition was cancelled because of the Covid-19 pandemic. Tenants were encouraged,
however, to send in photos of their gardens last year, which were published in Your Homes Matter.
If you would like to have your garden featured in a future issue of Your Homes Matter, email involvement@
charnwood.gov.uk and we will be sure to feature them.
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Best hanging basket or balcony:
Joint first place: John Allen and Mrs Landers & Mrs Jacobson
Second place: Mr Kevin Poole
Third place: Jemma Barnett

Communal garden:
First place: Mr & Mrs Barradell
Second place: Mr Onslow
Third place: Mr Pipes

Sheltered court garden:
First place: Arnold Smith House, Shepshed
Second place: Fielding Court, Loughborough
Third place: St. Pauls Court, Syston

House or flat garden:
First place: Michael Taylor
Second place: Mr Miles
Third place: Mr & Mrs Pipes

Best newcomer:
First place: June Letten
Second place: Mr & Mrs Reeves
Third place: Debbie Newton

Fruit and vegetable garden:
First place: Lisa Davies
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Fire safety in the home
What do you do if there is a fire?
•

Call 999 immediately. Never tackle fires yourself. Leave it to the professionals

•

The council has a ‘stay put’ policy agreed with the fire services. This means
that unless the fire is in your flat you should stay inside your flat. If there is a
need to evacuate the fire service will supervise this

•

Only leave immediately if fire and/or smoke affects your home, or if you are told to do so by the fire
service. Only get out if you are in doubt and it is safer to do so

•

When you leave the property, close all doors if it is safe to do so

•

There is no need to investigate the cause of the fire - the emergency services will do that

•

Keep low if there is smoke in your property. The air is clearer the lower you are

•

When you are leaving, check the door for heat before you open it. If it is warm, don’t open it – fire is on
the other side.

How to prevent common fires in the kitchen
•

Take pans off the heat or turn them down if you
need to leave the kitchen whilst cooking

•

Do not cook when under the influence of alcohol

•

Avoid leaving children alone in the kitchen when
cooking on the hob

•

Keep matches and saucepan handles out of the
reach of children to keep them safe

•

Keep saucepan handles facing inwards so that
they don’t stick out and get knocked over

•

Take care if you’re wearing loose clothing as
it can easily catch fire. Tea towels and cloths
should be kept clear of the cooker and hob

•

Use a lighter or other spark devices to light gas
cookers’. Matches have a naked flame, which
makes them more dangerous

•

Always check the cooker is off after you’ve
finished cooking

•

Keep electrics (leads and appliances) away from
water

•

Check toasters are clean and placed away from
curtains and kitchen rolls

•

Keep the oven, hob and grill clean and in good
working order. A build-up of fat and grease can
ignite a fire

•

Don’t put anything metal in the microwave.

Fire door safety
If your property has a fire door, please do not interfere with it. This means not removing any selfclosing devices, installing any additional door furniture, drill or cut into it, fix nails and screws into
the door leaf or frame or install a cat or dog flap, etc. Any of these actions could compromise the fireresisting properties of the door and you may have to replace it to ensure that it keeps you safe and fully
protected. If you need any advice or guidance on fire doors, give the team a call on 01509 634666.
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Cooking safely
Deep-fat frying
•

Take care when cooking with hot oil

•

To prevent splashing and potential accidents - ensure that food is dry before putting it in hot oil

•

Turn off the heat if the oil starts to smoke. It means
that it is too hot. Leave to cool and cook on a lower
heat when you restart

•

Use a thermostat-controlled electric deep-fat fryer.
They can’t overheat

•

Consider oven baking as a safer, healthier
alternative

•

Air fryers are a safer alternative to deep-fat fryers.

What to do if a pan catches fire
•

Turn off the heat - if it is safe to do so, do not throw
water over it, and don’t tackle the fire yourself.

How to avoid electrical fires
•

Check that you use the right fuse to prevent
overheating

•

Ensure that your electrical appliance has a
British safety mark when you buy it

•

Keep to one plug per socket where possible

•

Follow the manufacturer’s instructions when
charging electrical goods, and look for the
CE mark that indicates chargers comply with
British safety standards

•

An extension lead or adaptor will have a limit
to how many amps it can take, so be careful
not to overload them to reduce the risk of
a fire. Appliances use different amounts of
power – a television may use a 3amp plug and
a vacuum cleaner a 5amp plug for example
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•

Keep all electrical appliances clean and in
good working order to prevent them starting
a fire

•

Look out for signs of dangerous or loose
wiring, including scorch marks, hot plugs
and sockets, fuses that blow or circuitbreakers that trip for no clear reasons, or
flickering lights

•

Replace any old cables and leads, especially
if they are hidden from view

•

Always unplug your appliances to reduce the
risk of fire

•

Ensure that all appliances are turned off
when you go to bed, and when they are not
being used.

Legionnaire’s - what tenants need to know
You can get Legionnaires’ disease if you breathe in tiny droplets of
water containing bacteria that causes the infection. It’s usually caught
in places like hotels, hospitals or offices where the bacteria have got
into the water supply. It’s less common to catch it at home.
Where showers are installed, these have the means of creating and
dispersing water droplets (aerosols) which may be inhaled causing a
foreseeable risk of exposure to Legionella.
If used regularly (as in the majority of most domestic settings) the
risks are reduced but, in any case, tenants are advised to regularly
clean and disinfect showerheads, and allow water to run for approx 60
seconds to allow the water to hit the right temperature (45 degrees).
Instantaneous electric showers pose less of a risk as they are
generally cold water-fed and heat only small volumes of water during
operation.
To read the council’s guide to legionnaires disease, which covers
the risks, symptoms and more, visit www.charnwood.gov.uk/
legionnaires.

When an officer calls...
Though coronavirus compulsory restrictions were lifted in England in July, we are still
abiding by government guidance intended to help contain the spread of the virus.
We are carrying out our full range of repairs services now; and tenancy staff are visiting
people in their homes once more. We do ask residents, however, to be mindful of continuing
guidance from government. In respect of officers visiting your home, please continue to:
•

tell us before we enter your home if you or anyone living with you are experiencing
coronavirus symptoms or are self-isolating as a result of a positive PCR test

•

ventilate the room where the meeting or work is to take place

•

maintain a six-foot/two-metre physical distance between you and the officer;

•

wear a face covering if you can in enclosed spaces.
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Hearty beef stew recipe
For this recipe you will need:
Beef: Use stew beef for this recipe. It’s a tough cut of meat that becomes wonderfully tender and flavourful
during the slow cook. If you want a veggie alternative, you can swap beef for large flat mushrooms or throw
in lots of extra vegetables!
Flour: To coat the beef and thicken the stew. You can use all-purpose flour, or a gluten-free blend if you
have a wheat intolerance.
Vegetables: Onion, garlic, potatoes, carrots, celery.
Tomato paste: for a rich tomato base for the stew.
Seasonings: thyme, basil, bay leaves, salt and pepper.
Broth: You can use either beef or vegetable stock in this recipe.

This is a super-quick and flavoursome stew to make, and it’s all done in one pot! Start with beef stew meat;
season it with salt and pepper and then toss it with flour until its well coated. Stick it in a pot and put it in
the oven. Don’t move the meat around too much as there’s no need to completely cook the beef. You just
want good colour on all sides.
Add onions and garlic and saute just for a couple of minutes until they become fragrant and lightly golden.
This will help deepen the flavor of the dish. Stir in the tomato paste with the beef, onions and garlic.
Now add in the rest of the vegetables, season with salt and pepper and throw the herbs on top. It may
seem like a lot but it will really help flavour the dish which has a long cooking time.
Pour in the broth and simmer until the beef is tender. The cooking time should be 60-90 minutes, closer
to 60 if you’re making a vegeterian version. Why not add some dumplings into the mix or serve with bread
and butter if you want to make the dish even more indulgent. Enjoy!

Keep updated via our email newsletters
Our email alerts are a great way to stay updated with all Charnwood Borough Council news. Council
tenants have their own email newsletter so that we can give you up-to-date information in between
issues of YHM. To subscribe, visit www.charnwood.gov.uk/alerts.
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leaseholder
Dear Leaseholder...
The winter months are here again. We hope that everyone is keeping safe and warm. We are aware that
quite a few leaseholders experienced problems trying to contact us in September. Unfortunately, we were
receiving higher-than-usual calls which caused us being unable to answer all the calls in the timely manner
we would have liked. Please accept our apologies for this inconvenience.
Please report any disrepair to our contact centre on 01509 634666: an adviser will raise the job with the
repairs team.. Please see the reverse of your invoice for ways to pay your service charge. Unfortunately, we
in the leasehold team are also unable to take payments ourselves. If you are struggling to make payments,
please call the contact centre and an adviser will transfer you through to the income team.
In the leasehold team we will be happy to talk to you about your actual service charges, section 20
consultations and general lease enquiries. Please call us on our office landline numbers before you call our
mobile phone numbers. If you leave us a message we will aim to call you back within five working days.
You can also send us a text message.
The estimates of service charges for April 1, 2022 to March 31, 2023 will be sent out in February 2022.
Please remember to raise any queries with us before the deadline stated on the accompanying letter.
We all wish you a very happy new year.

Sarah and Trevor
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Contacting the leasehold team
Call 07526 918872 or 01509 634575 - Monday and Tuesday 9.30am to
4.30pm (Trevor)
Call 01509 634830 - Tuesday to Friday 9am to 3pm (Sarah)
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 Please call 01509 634666 (out-of-office hours number - for emergency work only 0333 200 8811) or email callcentre@charnwood.gov.uk.
To report anti-social behaviour or for any other query Please call 01509 634666.
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.

Estimates of service charges 2022-23
With effect from February 2022, we will send your estimate to you through the post or by e-mail if
we hold an email address for you. Please check it once you have received it as there is a deadline for
queries and we will be unable to make any amendments after that date as the estimate figures are sent
to the income team for them to raise your invoices and amend direct debits. Please note there will no
longer be carried-forwards from certified summaries on your estimates.

Gas safety certificates and contact details
We have sent you a letter requesting a copy of your gas safety certificates and your current contact
details. If you haven’t already done this would you please do so as a matter of urgency using the
prepaid envelope that we enclosed with the letter. Please accept our appreciation if you have already
sent the documents.
13

leaseholder
Extending your lease
We have had a number of enquiries from leaseholders asking us how they can extend their lease. You
would need to read and action the details below before the leaseholder team would get involved:
•

Every leaseholder has the right to ask for a lease
extension providing they have owned the lease
for at least two years and are not in breach of
their lease.

•

No ground rent will be payable for the extended
period (currently £10 annually)

•

The lease can be extended for a period of 90
years.

•

The landlord is entitled to a fee for the lease
extension and this is based on a formula set out
in existing legislation.

•

The first step for the leaseholder is to go to a
solicitor and request them to contact us (they
will use the relevant form called a Section 41)
or send a letter to CBC (Charnwood Borough
Council) confirming their interest in extending
the lease. CBC will respond to this letter within
28 days outlining costs.

•

When the leaseholder has decided that they wish
to proceed they should go to a solicitor who will
send us a formal request (known as a section
42 notice). When we receive this the process
has formally begun and the leaseholder will be
legally responsible for all reasonable costs.

•

The actual valuation will be carried out by the District Valuer to ensure that a fair price is reached.
There is a cost for this valuation. As at December 2019, the cost for the valuation was £1080.00
which included VAT.

There are more steps and details to this process, and we can communicate these when a leaseholder
makes the initial enquiry.
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Question and answer for leaseholders
Q: I am sub-letting my property and didn’t realise I needed permission from the Council.
A: Technically you are in breach of your lease. Contact the leasehold team and request a “permission to
sub-let” form. There is a charge for permission to sub-let set at £10 and once this has been paid you will
receive a form. Please read the accompanying notes, complete and sign the form and send it back to
us. We will then confirm by letter when permission has been granted.

Q: I have reported a problem with my property, and no one has got back to me?
A: All repairs must be logged via our contact centre 01509 634666 or email callcentre@charnwood.
gov.uk.

Q: Why am I receiving my estimates and certified summaries via email.
A: This is the preferred method by the majority of leaseholders. If you do not wish to receive the above
by email, please contact us and we will amend our mailing list.

Q: Why am I receiving Section 20 notice letters?
A: Previously we had one company managing our Decent Homes contract, which meant that the
Council would give one company the programme of work and they would organise and carry out the
work. This meant that we only needed to send Section 20 Notices for qualifying long-term agreements
every five years. We are no longer operating this way, so you are currently receiving Section 20 notice
letters for qualifying long-term agreements informing you of:
•

Our notice of intention to change a contractor who provides a service such as scaffolding, fire risk
assessment work, major structural works, roof repairs, communal decoration, windows/doors

•

Our notice of proposal informs you of who we have awarded the contract to

Q: How much is this going to cost me?
A: The letters you have received under qualifying long-term agreements mean we are changing a
contractor. When we send you a letter called a notice of Intention to carry out work, this will be us
informing you of work we are going to carry out and the estimated costs.

Q: Can you stop sending me these letters?
A: We have to send these letters out to you as part of the Commonhold and Leasehold Reform Act
2002.
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You said, we did...
It is important that the council listens to the needs
of our tenants, and takes action where required.
Below are some recent examples of where landlord
services have reacted to complaints and made
positive changes as a result:

Service charges in sheltered schemes
Large-scale expenditure, often referred to as
‘capital expenditure’, such as the replacement of
laundry equipment or communal furniture, had
traditionally been recovered from tenants in sheltered schemes over the course of just one year. This
often resulted in a significant increase in tenants’ service charges for that year. As a result of a complaint,
a small number of tenants we decided to spread the recovery of the cost of this capital expenditure over
three years rather than one.

Lifeline response to fire alarm alerts
Following up on a complaint, we altered the procedures on how we respond to fire alarm alerts to ensure
phonelines don’t close down and customers can still get through to the control room if they need our
assistance. We also changed our procedures for Lifeline customers contacting us when they felt unwell:
the customer now have the option to call 111 or leave it to our team.

Direct debits
Mistakes have occasionally been made when our rent accounting system selects the name to use
when a direct debit is set up. Following a complaint when the wrong name was selected, we changed
our internal process in collaboration with the system provider so that the correct name will always be
selected in the future.

Community projects
A complaint was made by a tenant living in a small scheme outside Loughborough about his
dissatisfaction with the garden maintenance. As a result of the investigation that took place (the
maintenance was being carried out according to the contractual requirements), our customer
engagement team will be working with residents at this scheme to try to establish a residents’ group to
improve the outside space at this scheme. We hope that all residents will join us in this venture.

Anti-social behaviour
A recent case analysis brought upon by a complaint has resulted in our reviewing our training
programme on a number of aspects of anti-social behaviour case management, including a review of
how our antisocial behaviour reporting platform, ‘Sentinel’ is used. We have also created a guidance
document for other internal services to follow when ASB is reported to other services within the council
to ensure that complaints and queries will not be bounced back and forth between services and so dealt
with as quickly as possible.
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