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Our journey so far – we
are now in our 5th year!
At the end of this year Charnwood
Neighbourhood Housing (CNH) will
have been in place for 5 years. In that
time, with your help and feedback,
we have aimed to provide services
that are better value for money,
improve performance and increase
the customer experience so that
your satisfaction with us grows.

Since CNH was set-up we have reduced
our costs by 18% saving over £2 million.
This is now lower than the operating costs
prior to CNH being formed.

We’ve already delivered £18 million of
improvements to customers’ homes over
the last 5 years. In addition, in the last 2
years, we have also accessed almost
£3 million of funding for heating, insulation
and energy efficiency measures. This has
helped many of our customers reduce
heating bills and have warmer homes.

We aim to continue to make savings every
year so that we can redirect this funding
to invest in your homes. Every £100,000
we save means £3 million of additional
investment to your homes, over a 30 year
business plan.

Many of the difficulties you have fed back
to us are about the lack of investment you
have had in your homes. On behalf of the
Council, Charnwood Neighbourhood
Housing will be delivering a £60 million
improvement programme over the next
5 years to your homes.

Follow us on twitter:
www.twitter.com/cnh_housing

We really value and care about our
customers. Our aim is to provide excellent
services that meet our customers’ needs
and expectations.We believe that by
listening to you and concentrating on your
needs we can provide a customer service
that is ‘best in class’ and one we are all
proud of.We know we have more to do to
get better. With your continued help we
will make a difference!

The housing service was once considered
to be failing but CNH, with your help, has
now created a dedicated and specialised
service with an exclusive focus on our
customers. The culture in CNH has been
transformed. This has taken time, effort,
leadership and difficult decisions have had
to be made. However, in the last 2 years
this has led to significant improvements.
(Also see ‘OurValues’ on page 3...)

Working with our customers:A community garden project
in Shelthorpe, Loughborough
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It is only possible to make real improve-
ments if we understand what our
customers think of the service and how
they want it to improve.We’re currently
running work-shops with customers who
have recently received the service to
understand their experiences and
perceptions of the service.

This feedback, combined with information
from satisfaction surveys, complaints and
customer suggestions will identify further

Changing face of our repairs service...
For the last few months we’ve been working on a transformation plan that will modernise the repairs service and
ensure that it meets the needs of customers rather than just the needs of the organisation. Our aim is to get it right
first time wherever possible and improve your satisfaction with the service we deliver to you.

Two CNH operatives with a copy of their new customer service code of conduct

We could be housing heroes!
Our Customer Engagement team has
been shortlisted for a Housing
Heroes award in the category of
Tenant Empowerment Team of the
Year! The national awards are
organised by the housing sector’s
leading magazine, Inside Housing.

To make the shortlist we had to
demonstrate how we involve tenants in
decision-making and develop their skills
so they can have a real say in our services
and performance.We’ll find out if we’ve
won on 11 May so fingers crossed and
we’ll update you in the next newsletter!
Being chosen as a finalist for this award
shows our commitment to ensuring our
customers are at the heart of the services
we provide.We believe that successful
communities are underpinned by people
who feel they have a real say about
decisions that affect their lives.

We have a strong team of customers who
participate in our Involvement Structure.
They are engaged in developing and
improving all of our services through a
variety of methods, such as task and focus
groups, reading panels, tenant and resident
groups, an Neighbourhood Monitors
scheme, mystery shopping, or our Tenant
Representatives Group.

These increases in satisfaction and
involvement have been achieved through a
new approach which includes initiatives
such as the tenant roadshows and a
culture of valuing involvement throughout
CNH from Board to front line staff.

We are committed to improving
our service to customers. To make
sure we raise our standards further
we have decided to use the
Government’s Customer Service
Excellence Standard (CSE) model as
a practical tool for driving
customer-focused change.

Starting with the Repairs and
Maintenance service, the CSE
standard will test our services, with
particular focus on delivery,
timeliness, quality of work,
professionalism and staff attitude.
Assessment is continuous and once
we’ve achieved the standard we will
need to show year on year
improvement to keep the
accreditation.We believe that by
working towards this accreditation
we will ensure that excellence in
customer service is achieved and
continues to be at the heart of CNH
culture.We are aiming to be
assessed in the Autumn.

Achieving
customer
excellence:

So far we have:
• Secured almost £3 million energy improvement funding (over the last 2 years) that

will help our customers to reduce fuel poverty and increase warmth in their homes

• Returned a number of lease vehicles saving approximately £50k

• Reduced fuel costs by introducing fuel cards

• Reviewed and renewed our insurance premiums generating £14k savings

• Restructured the service to ensure we have the right skills and experience to
deliver the service in the future

• Developed a Customer Care Guide for Operatives with help from customers and
introduced customer shadowing to check operatives are complying

• Reviewed processes jointly with customers and staff to make efficiencies and
improvements

Did you know...?
CNH has already significantly stepped
up the repairs service since our
formation and our performance figures
and achievements prove it. Since 2009
we have:

– Achieved 93.7% satisfaction with
repairs that are carried out

– Achieved 99% satisfaction for the
Decent Homeswork we have carried out

– Increased the percentage of repairs we
complete in time from 96% to 98.5%

– Significantly reduced the average
time taken to undertake repairs on
empty properties from 23 days to
12 days. This has contributed to a
decrease from £581k (3.3%) to £418k
(2.4%) [calculated using 2011/12 prices]
of rent lost from empty homes

improvements to allow us to create a
service that is right for our customers.

Andy Brown the Repairs and Maintenance
Manager says: “Every time a customer lets
me know what they like – or don’t like –
about the repairs service, I listen and I
look at how to use the comment to
improve the new service in future,” he
says, “Over the next few months our
customers will start to see more changes
and service improvements.”

During the year, we have seen a
steady increase in formal customer
compliments.We want to say
thank you to those of you who
have taken the time to send in
your comments and compliments.
Keep them coming!

We value your feedback and we ensure
that we share and promote these
compliments across CNH so that our
employees are praised for their good
work. Here’s a selection of the
comments customers have made:

What a star you employ! He [a repairs operative] was very polite and
respectful of my age… it was a pleasure to have him inmy home… the
repair was done so quickly and well.

She [an income officer] is fantastic. Nothing seems toomuch trouble and
she is always very knowledgeable and willing to help.

I recently had cause to report a repair to my toilet, the plumber was very
courteous and left nomess, also he told mewhat to do if it should
happen again.

We’re very happy with the way [anAnti-Social Behaviour officer] dealt with
our ASB complaint. He was a very good officer, brilliant and very helpful.

The Lifeline service you provide for mymother is wonderful. It has savedmy
mother’s life on two occasions and gives me andmy brother a sense of
security should anything go wrong.

Customer compliments – don’t just take our word for it!

“

”

““
““

””
””

Did you know...?
– 84% customers are satisfied with
opportunities to be involved

– 37.3% customers are involved in
some activity this year compared to
22.3% in 2009

– 7.9% customers are involved in
formal methods this year compared
to 3% in 2009

Recognise and respect individuals’
values, differences and contribution

Ensure we do what we say, and we
own what we do

Seek to create an environment that
is safe to live and work in

Pride in our work and our
communities

Endeavour to get the best out of
our available resources

Care for and treat each other,
customers and staff, as you would
like to be treated yourself

There is no such thing as them and
us, only us – we are all CNH

Our values:
(From cover page...)
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What the review
told us:

What have we done so far and what are we
planning to:

What impact has this had:

The service has no
clear vision or defined
purpose

We have defined our vision for the service as:

• highly skilled, professional and customer focused,
delivering a first point of contact service for CNH
telephone, email and web enquiries

• a flexible service that is aligned with customer need
and provides a first time resolution

We now have a clear vision which will guide our
improvement actions and decisions

The Contact Centre is
not well supported by
other services within
CNH leading to
customers not being
satisfied with our
overall customer
service

We have set up a cross-organisational team which is
looking at processes and problem solving between the
teams

We are reviewing processes (for example, responsive
repairs) and identifying inefficiencies and issues

We are running workshops between February and June with
customers to identify the journey customers experience and
how we can make improvements

We have started to achieve:

• Improved relationships between the Contact Centre
and other teams

• Joint problem solving and ideas for service
improvement

• Identification and resolution of process issues
• Improvement of services based on customer feedback

Resource levels were
insufficient for the call
volumes we were
receiving

We have recruited additional Advisors to the team.
The new recruits are part time which enables us to target
our resource towards peak call times

We are now exceeding our target of answering 80% of calls
within 30 seconds. Performance between April ‘11 and
January ’12 was 82.2%, compared to 71% in January 2011
The number of calls that are abandoned has significantly
reduced. Performance between April ‘11 and January ’12
was 5.2%, compared to 15.5% in January 2011
Customer satisfaction with the service is 94.2%, compared
with 76% in 2011

50% of our calls were
not being taken by the
Contact Centre
because we have
published alternative
numbers or we have
not trained our
Contact Centre team
to deal with the
enquiries

We have developed a plan to direct all of our calls through
the Contact Centre. This involves procedure reviews and
development of scripts and training for the Contact Centre
Advisors to enable them to deal with specific enquiries

From 30 January, all lettings calls are now taken by the
Contact Centre.We are currently working on anti-social
behaviour calls and will then move onto tenancy and
income calls over the summer

This is being undertaken on a phased approach to enable us
to minimise disruption to performance and the current
service

We expect:

• an increase in enquiries that are resolved at first
contact

• better skilled and trained advisors dealing with a wider
range of enquiries

• reduction in customers needing to call back to chase
enquiries

• specialist Housing Management Officers freed up to
spend more time on case management and visiting
estates

We need to improve
the training we
provide to our team

Training has been provided to Advisors regarding anti-social
behaviour reporting, data protection, Choice Based Lettings,
dealing with difficult enquiries

We are exploring other training opportunities, for example,
improving repairs diagnosis

We are considering investing in software that enables us to
record calls to aid training of our Advisors

We expect:

• better skilled and trained advisors dealing with a wider
range of enquiries

• improved customer service and customer satisfaction

Making improvements to the customer contact centre:
In June 2011, we undertook a service review of our Customer Contact Centre. Feedback from customers suggested
that you were not happy with the service and our performance statistics were telling us we should do better.
The table below summarises what the review told us and what actions we are taking.

The Tenant Scrutiny Group is also currently undertaking a scrutiny exercise of the Contact Centre.We expect to identify further areas
for improvement and actions to take once this exercise is complete.In the last year, we have been in

direct contact with more than 46%
of our customers.

A key measure of whether our
improvements are a success is keeping up
to date with customer satisfaction.
Improving your customer experience and
satisfaction is a top priority for CNH and
during the last year we have focused on
and captured your feedback so we can
learn from you and improve services. Over
2,700 customers have completed
customer satisfaction surveys and here
(left) are the results, as at 22 March 2012.

These results tell us that we are making a
difference to you and some show a
significant increase in your satisfaction
with how we are delivering services to you.

We know we make mistakes sometimes
but we learn from them and know we can
get services even better.We are passionate
about improving your satisfaction in the
services we deliver and want to get it right
first time, wherever possible.

How our
services are
getting better...

Customer satisfaction levels:

We have recently commissioned an
independent survey company to carry
out a STAR Survey. Unlike the surveys
we do, which measure satisfaction
with a specific experience of a service,
these are general perception surveys
developed by the housing sector to
enable landlords to compare their
own ratings with those of other
landlords. The independent
organisation began surveying our
customers in March and have
analysed the feedback to ensure the
process is independent.

STAR survey...

With the:
Customer Contact centre (Up from 73% to 93%)

Target
75%

With:
Aids and Adaptations (100%)

Target
93%

Dealing with cases of:
Anti-social behaviour (Up from 63% to 77%)

Target
73%

Homes and letting process for:
New tenants (92%)

Target
75%

24/7 Lifeline service for the:
Elderly or vulnerable (98%)

Target
75%

With:
Repairs (93.7%)

Target
75%

With:
Complaints handling (53.6%)

Target
75%

With:
Gas servicing (90%)

Target
75%

With works for:
Decent Homes (99%)

Target
93%

The response rate has been really good
meaning the results are statistically
reliable.

The latest provisional results are shown
below and compare favourably with the
results of the last STATUS Survey in 2010.

As a thank you for your feedback, we ran a
prize draw for completed surveys and
we’re pleased to announce the following
winners: Janette Jones, Patricia Pate and
Douglas Severn all of Loughborough.

In comparison to the 2010 survey, the
STAR survey revealed satisfaction with the
following:

Did you know...?
Satisfaction with...
– overall service increased from 76%
to 81%
– the neighbourhoods as a place to
live increased from 80% to 82.7%
– ability of staff to deal with queries
increased from 74% to 81%

We’re working to improve on...
– satisfaction that rent offers value for
money decreased from 77% to 73.9%
– satisfaction with overall quality of
your home went down from 76%
to 74.1%
– repairs and maintenance reduced
from 74% to 72.9%
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Hi, my name is Richard Guy and I’m
the new Chair of the Tenant
Representatives Group (TRG). I live in
Loughborough town centre and have
been a tenant for five years.

I originally got involved with my local
residents group to try and improve things
for people living in our area. Through the
group I got to know more about
Charnwood Neighbourhood Housing
(CNH) and saw how they wanted to work
with tenants and listen to what they had
to say.

I started to join more groups to find out
more about CNH and see how I could help
all tenants get a better service and have a
say in how things are done. Over this time
I’ve seen many changes and, I hope, helped
make things better for other tenants.

I feel that CNH really do care about trying
to deliver the best services possible and
although I know there are still
improvements to make and sometimes
they do get it wrong, CNH are willing to
listen and say sorry!

The Tenant Representatives Group (TRG)
has gone through several changes and I’m
delighted that I was elected as Chair.

The TRG is a good place to come and find
out what is planned for the future of
housing, hear what tenants are doing with
their tenants groups in their areas and give
CNH your views on what’s happening.

There are some interesting times ahead
with the changes to housing finance and
the review by Charnwood Borough Council
on how the housing services will be
delivered in the future so it’s really
important that you understand what’s
going on and get your views across.

Sue Taylor, CNH’s Chief Executive, attends
all the meetings to listen to what tenants
have to say.

Message from the Chair of the
Tenant Representatives Group

We would love to see you at the meetings
so please feel free to come along.You will
be made to feel very welcome. The dates
and times of the meetings are available in
this newsletter and on the internet at
www.cnh.org.uk

TRG meet at The Hut on Old Ashby Road
Loughborough from 10am – 1pm. Future
meetings dates are:

Wednesday, 25 April
Tuesday, 29 May
Tuesday, 26 June
Wednesday, 25 July
Wednesday, 22 August
Wednesday, 26 September
Wednesday, 24 October
Wednesday, 28 November

If you are interested in attending the
meetings, or have an item you would like
to discuss at the meeting please email
involvement@cnh.org.uk or telephone
01509 634931

If you need help with transport or child
care costs CNH can provide assistance
with these. Please contact us by phone or
email as above.

Changes for CNH
Estate Ambassadors

We have recently reviewed the
Estate Ambassador scheme and will
no longer be running the scheme in
its current format but will replace it
with a new scheme.

This decision has been taken as the
number of Estate Ambassadors has fallen,
as has the number of returned inspection
sheets.Without sufficient feedback, we are
not able to gain an independent view as to
whether or not the contractors are
meeting specific standards, which was the
intention of the scheme.

Whilst the contractors and a CNH
Housing Assistant also carry out
inspections, we feel it's extremely
important that our tenants and
leaseholders are involved in monitoring
the Service Level Agreements we have
with our contractors.

We would like to thank everyone who has
been involved in the Estate Ambassador
scheme so far. Your input has helped us to
challenge ourselves and our contractors
and has resulted in work to ensure that
standards are improved where necessary.

We met with existing Estate Ambassadors
and also tenants who had told us that
they would like to be involved to discuss
options for the new scheme. A new name
for the scheme was agreed – the
Neighbourhood Monitors – and it will
involve the group visiting areas on a
quarterly basis and scoring them against
the Service Level Agreement specifications.

The specifications will be explained in an
easy read guide and we will arrange trans-
port. The new scheme will initially run as a
pilot with the official roll out in June 2012

If you are not currently an Estate
Ambassador but are interested in
becoming involved in a new scheme
please contact ClaireWestrup, Housing
Services Team Leader on 01509 634953
or email claire.westrup@cnh.org.uk

New pilot project for
communal cleaning...

We have been working with tenants and leaseholders on a pilot project to
clean the communal areas of flats.

The project group, made up of staff and tenants, visited several blocks to look at the
areas for cleaning and identify which blocks were to be cleaned as part of the pilot. The
pilot clean was carried out to a small number of blocks and feedback was used to decide
whether to continue with the project.

We are really pleased that the pilot went well and we’ve extended the scheme to clean
nearly 100 more blocks.

The works include:

• Sweeping all floors and stairs
• Removing marks on walls
• Removing any graffiti and chewing gum
• Wiping down handrails
• Wiping down window ledges and window casements
• Where possible, taking down light covers and cleaning to remove dust and insects
• Cleaning communal windows – inside and out
• Wiping down entry door frames and handles – inside and out

This is a one-off deep clean and the cost of the communal cleaning will not be passed
on to the tenants and leaseholders as an additional service charge. Residents remain
responsible for day-to-day cleaning of these areas, and we hope these one-off cleans will
help.We will, however, have to consider charges if areas are not maintained by residents
following these cleans.

An inspection will be carried out before and after the clean to monitor the work and
ensure that residents maintain the level of cleanliness. If you have any feedback on the
cleaning you can email us at tenancy.services@cnh.org.uk. Your views are important to
us and help to develop and improve services.

Keep up-to-date with our latest news and
find useful information from other local
organisations at:

www.twitter.com/cnh_housing

Follow CNH
on Twitter!

Housing officers
to offer specialist
response to
your needs

In the past, housing officers at
CNH were responsible for
dealing with all issues in a
particular area of the borough.

In order to continue to improve
services to our customers, and in
response to customer, partner and
staff feedback, we have taken the
decision to split the Housing
Management service into two
teams, one which deals with Anti-
Social Behaviour (ASB) and one
which deals with Tenancy & Estate
Management.

We believe this will ensure that
officers provide a more specialist
response to customer needs,
providing improved service delivery.

If you wish to raise an issue
(tenancy, estate or ASB), you should
call the Contact Centre on 01509
634666 and an advisor will arrange
for an officer to call you back.

We will be reviewing the impact of
this change over the next few
months and would welcome your
feedback.
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To encourage people to pay their rent on
time, we hold a prize draw three times a year.
All customers with a clear rent account on
certain days of the year are automatically
entered into the prize draw to win £100.

Customers who had a clear rent account on
19 December 2011 were entered and five
winners picked at random.

The winners are:
Mr Clarke & Miss Wills, Loughborough
Mr Stanbridge, Loughborough
Ms Smith & Mr & Mrs Crofts, Shepshed
Mrs May, Syston
Mr Brown, Loughborough

Congratulations to all of you and well done
for keeping a clear rent account!

FromTop to Bottom:
Mr Stanbridge,Mrs May, and Mr Brown
receiving their gift vouchers

What's tenant scrutiny
all about?

As a thank you to tenants who pay their rent on time, we run three
prize draws each year – 2 April, 6 August and 21 December.

All tenants with a clear rent account on the prize draw dates will be entered into
the prize draw for £100.

Also, for those tenants in arrears who make payments for 12 consecutive weeks
prior to a prize draw there is a prize of £50.00. (Prize money will be paid to your
rent account if it is still in arrears.)

Your chance to win!

My name is Mike Brown and I live in a
sheltered housing scheme in Shepshed.
I’ve been a tenant for nearly eight
years. I didn’t really intend to get
that involved with CNH and started
by going along to the Senior Citizens
Forum a couple of years ago just to
find out what was going on.

I found the meetings really interesting and
it was nice to see the people who were
working to deliver the housing services. It
was good to see that the staff really cared
about the tenants and wanted to do the
best they could. It has also been
interesting to learn about how the housing
services are run and understand the
choices that sometimes have to be made
because of financial constraints.

When CNH said they were looking to set
up Tenant Scrutiny Panels I thought I’d go
along to find out what it was all about –
now I’m the Chair!

The Tenant Scrutiny Panel is a group of
tenants who look at an area of service and
provide recommendations for
improvement to the Board.We are an
independent group set up to scrutinise the
service.We have received training and
advice from an independent mentor so
that we know what questions to ask and
we’re free to choose what service we
investigate and scrutinise.

We learn about how the service is run by
sitting with staff and learning how they do
their jobs.We get to interview managers
and look at performance information and
ask questions.We look at feedback from
surveys and reports from the Mystery
Shoppers to help us understand what
customers think.

We hope that the work that we do will
bring real benefits to all of us and that we
will see services improve.We will tell you
what we’ve found out and what we have
recommended through this news-letter, on
the website and through tenants’ groups. If
you would like to find out more about the
Tenant Scrutiny Panel then please email
involvement@cnh.org.uk or telephone
01509 634931

Would you be covered if your
possessions were stolen or
damaged?

You can insure your home contents
for less than you think. The Aon
Home Contents insurance offered by
CNH covers accidental damage and
theft for as little as £0.55 per week
for the over 60s and £0.82 per week
for all other tenants.

For more information contact the
Housing Income team on (free from
any landline) 0800 6335548 or
email housing.income@cnh.org.uk

Get covered:
We currently have a group of
customers who carry out
mystery shops on our services.
Most of the tests are carried out
over the telephone but mystery
shoppers have recently carried
out ‘shops’ via email too. The
results from the last mystery
shop show that all of the
responses to email queries were
received within two working
days, which beats our target of
10 working days.

The feedback from these mystery
shops now goes to the Tenant
Scrutiny Group (TSG) who use the
feedback to help them make
recommendations to improve our
services. The TSG have now
completed their first scrutiny project,
which focused on the our Contact
Centre. As part of their investigation
they asked the mystery shoppers to
help them gather feedback. Eleven
scenarios were used to test the skills
and knowledge of the call operators.

This exercise highlighted that
although the operatives are
professional, helpful and clear, some
more work needs to be done to
ensure that they have the most up
to date information about the
services we provide. This will ensure
that they are able to answer any
queries the first time you contact us.
To read the full report, go to the
CNH website, or contact the
Customer Engagement Team on
01509 634931

Mystery Shoppers receive training
and support and £25 in high street
vouchers when the shop is complete.
If you are interested in becoming a
mystery shopper, please contact the
Customer Engagement team on
01509 634931 or email
involvement@cnh.org.uk

It’s a mystery! And the lucky winners are…

Spring has sprung and for our green
fingered tenants that means it’s
Garden Competition time!

Following the huge success of previous
years, the Customer Engagement team is
proud to announce the fourth annual
Garden Competition.

The judges will award first prize (£100
vouchers), second prize (£50 vouchers)
and third prize (£25 vouchers) in each of
the following categories:

• Hanging Basket,Window Box and
Balcony garden

• Sheltered Court garden

• Communal or Shared garden

• Individual House or Flat garden

The judging will take place week
commencing 24 July. The judging team is
made up of a CNH Board Member, two

Annual garden competition...
tenants and a member of the Customer
Engagement team.

Prizes will be awarded at a special event
later in the year. For all information and
entry forms please contact Emily Clarke on
01509 634931 or involvement@cnh.org.uk
The closing date for applications is Friday
25 May 2012.

When tenants move out of a
property it is sometimes necessary
to complete essential works to bring
the property up to the standard
agreed for empty properties.

We have a limited budget to carry out this
work due to financial constraints both
locally and nationally and so it would
benefit everybody if tenants could leave
properties in a reasonable state.

If properties are left damaged or
containing rubbish and/or unwanted
furniture, the cost of the work to bring it
up to a decent standard will be re-charged
to the tenant leaving the property. Help us
reduce this avoidable expense so that we
can spend it on improving your homes
instead!

Leave it as
you’d like it!

Did you know…?
– The average time taken for empty
property repairs has improved from
23 days in 2009/10 to 12 days in
2011/12
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Date: Venue: Time:
Thursday 19 April Loughborough Market 8am – 2pm

Thursday 3 May Ashby Road Estate
Green area on Hermitage Rd

Thorpe Acre
Corner of Burns Rd
and Knightthorpe Rd

10am – 12:30pm

2:30pm – 5pm

Saturday 19 May Loughborough Market 8am – 2pm

Monday 28 May Sileby
Greedon Rise

Rothley
Corner of Macauley Rd
and Babington Rd

10am – 12:30pm

2:30pm – 5pm

Saturday 7 July Loughborough
Morrisons, Gorse Covert

Mountsorrel Fun Day
Halstead Playing Fields

10am – 2pm

2pm – 6pm

Wednesday 20 June Loughborough
WarwickWay
Milton Street car park opposite Lewis Rd

Loughborough
Bell Foundry – Russell Street car park
(grassed area at the back)

10am – 12:30pm

2:30pm – 5pm

Wednesday 18 July Shelthorpe
Corner of Manor Rd between Griggs Rd
and Broadway

Barrow
Newton Close

10am – 12:30pm

2:30pm – 5pm

Saturday 4 August Loughborough Market 8am – 2pm

Thursday 16 August Syston
Corner of Oxford Street and East Avenue

Thurmaston
Door knocking only

10am – 12:30pm

2:30pm – 4:30pm

Monday 27 August Shepshed Lions Carnival
Glenmore Park

12pm – 5pm

Tuesday 11 September Loughborough General
Waterside Close
Staveley Court

Anstey
Link Road Green

10am – 11am
11:30am –12:30pm

2:30pm – 5pm

Thursday 20 September Loughborough Market 8am – 2pm

CNH are taking to the road again...
Following the success of last year’s roadshow we’ve decided to come out to
see you again to listen to your views and try to improve the way we do
things. Last year, we were able to meet over 350 tenants, and this year we
hope to see even more of you.

By listening to you we were able to do things to improve your neighbourhoods, like
providing grit bins and landscaping.Your feedback also led to some changes in the way
we deliver some of our services. Below are the dates, times and venues of where we
will be visiting:

Introducing Sure Group: your new gas contractor
In order to offer you the best service possible, we recently reviewed the contract for our gas servicing and
maintenance work. After a long tender process, we are pleased to announce that the new contract has been awarded
to Sure Group Ltd who will replace PH Jones as our gas contractor.

Matt Thomas, CNH’s Director of
Operations, said: “The interview panel,
which included customers, were
impressed by Sure’s commitment to
customer care.We are looking forward to
working with Sure and continuing to
improve the services you receive. As
always when we talk about gas safety it is
a good time to remind all tenants of the
importance of their annual gas service
and allowing access so we can make sure
your gas central heating is serviced.”

Sure Group is a leading national provider of
mechanical and electrical contracting and
maintenance services to the social housing
sector, public sector and private sector.

Darren Cunningham, Chief Executive,
Sure Group said: “After such a rigorous
tendering process, we are delighted to
have been chosen by Charnwood
Neighbourhood Housing to deliver gas
services support. Like Charnwood
Neighbourhood Housing, the Sure Group
Team is fully committed to ensuring that
all housing customers know that the gas
services are safe in their home, and that
they feel respected and listened to.”

The Sure Group Gas Servicing Standards:

• Flexible appointments including
evenings, weekends and ‘avoiding the
school run’

• Easy way to change appointments via
the freephone number, text or email

• Help Desk Administrator available to
you to deal with any gas repair /
maintenance issues that you have

• Our engineers are committed to
respecting you and your home by:

• Calling you if late

• Parking considerately

• Showing you ID every time

• Wearing smart uniforms

• Complying with Health & Safety
requirements so that you and your
family are not at risk

• Showing special consideration for
those who are elderly, disabled or
have special needs and / or cultural
needs

• Keeping your home secure at all times
ensuring doors are closed

• Clearing all rubbish resulting from the
work

• Ensuring the you are happy that the
work is completed to your satisfaction
and that you know how to use your
appliances

All Sure Group Engineers have signed The
Gas Services Promise and we hope that
your experience reflects this promise.

The contract with Sure Group begins on
Tuesday, 1 May. If, after this date, you have
any questions or a problem with your gas
appliance please contact us on: 0800
8408021.We will also be sending you a
letter about this change. To find out more
about Sure Group visit www.suregroup.co.uk

Leicestershire Constabulary has set up a
community messaging system called
Neighbourhood Link; to keep residents of
Leicester, Leicestershire and Rutland
informed with current news on appeals,
events and crime prevention advice, as well
as information on policing matters which
might affect you. The service lets you:

New community messaging system launched:
• find out about policing issues in

your area
• receive messages at a time that

suits you
• get the latest crime reduction and

community safety advice
• respond directly to your

Neighbourhood Policing team

It’s a free and confidential service and you
can unsubscribe any time you wish.

Visit www.neighbourhoodlink.co.uk to
find out more and sign up.

Please come along and meet us –
there will be staff from repairs and
maintenance and housing officers for
you to talk to. There will also be
information and free gifts for those
that come along.

Charlie the Cat will be there to say hello
(or should that be miaow!) to our
younger residents.

We look forward to seeing you and listening
to what you have to tell us! You can call
01509 634931 for more information.

CNHmascot making new friends last year

The non-collection weeks for this
financial year (April 2012 – March 2013)
are as follows:

• 30 July 2012
• 24 December 2012
• 31 December 2012
• 25 March 2013

The non-collection weeks are shown on
the calendar cards which were sent out
with the rent increase letters. If you
require a calendar card, please contact us
on 01509 634666. Tenants who have
arrears outstanding are expected to pay
during the rent free (non-collection) weeks
to maintain any agreements in place or
clear the account in full. If you have any
questions regarding your rent account,
please contact the Housing Income team
on (free from any landline) 0800 6335548
or email housing.income@cnh.org.uk

Rent free weeks
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Actions we have taken as a result of the feedback we receive from customer
comments, feedback, complaints and suggestions:

Valuing your views: you said, we did

You said... We did...

Our housing officers were too
general and were not focusing on
specialist areas such as anti-social
behaviour

We have split the Housing Management
service into two teams, one which deals
with Anti-Social Behaviour (ASB) and one
which deals with Tenancy & Estate
Management

We believe that this will ensure that
responding officers provide a more
specialist response to customer needs,
providing improved service delivery

Our repairs operatives are not
consistent in the way they treat
customers when they go into their
homes. They are not always
respectful

We have introduced a Customer Service
Guide for our repairs operatives for when
they attend customers’ homes.We will
monitor this through the feedback you give
us on satisfaction surveys and through spot
checking

We don’t always communicate well
with you when you have requested
a repair. Often you have to chase us
to find out progress

We are undertaking some workshops with
customer volunteers between February and
June where we will look at the process
from start to finish and identify where our
service or communications falls down.We
will then put in measures to improve the
process

Councillors have approved an ambitious
plan to invest £60 million to improve
Charnwood Borough Council’s housing
stock over the next five years.

Properties in greatest need of
refurbishment will take priority under the
improvement plan which will see
insulation work completed on all Precast
Reinforced Concrete (PRC) properties by
2015 and all Decent Homes work
complete by 2021. Also high on the list
will be improved heating systems. Changes
to the way council housing is now
financed has made this investment
possible. The council will now have more

control over its money, which means it can
increase how much is spent on improving
our houses.

Councillor Jane Hunt, Charnwood Borough
Council’s Cabinet member for Housing,
said: “Under the new rules, the Council is
allowed to keep all the rent it collects
rather than pay it in to a national pot.
This gives us more control over the
money, and most importantly means we
can increase how much we spend on
improving our housing stock. Over the
next five years we plan to spend around
£60 million on a programme of
improvements which will include works

to PRC homes and the ongoing Decent
Homes programme. This is fantastic news
for tenants, especially those whose
homes are in greatest need of investment
as they will be the first to benefit from
this investment scheme.”

Susan Taylor, Chief Executive of CNH said:
“CNH has worked closely with the
Council and our tenants on identifying
the investment our customers need in
their homes and how this should be
prioritised. CNH are now developing
programmes of work so we can start to
deliver these improvements as soon as
possible to our customers.”

Just a reminder that the Tenancy
Support team is available to give help
and advice to any tenant struggling with
problems such as rent arrears, benefits,
debt, furniture, looking after and keeping
themselves safe, setting up a new
tenancy and following tenancy
conditions.

Recently, the team helped two tenants
who had serious debt problems to reduce
and better manage their debts. The team
has also arranged for partner agencies to
provide an allocated support worker to
some tenants who are experiencing
particular problems with drugs and alcohol
and to tenants who have young children
and are facing serious financial or social
difficulties.

If you would like some help or would like
to know more, please contact us.

Katie Moore 01509 634515
Bindu Parmar 01509 632580
Gill Taylor 01509 632577

Here to help...

If the non-dependent person is: Gross Income
(per week)

Weekly
deduction

Aged 25 or over and on IS/JSA (Income Based),
or aged 18 or over and not in remunerative work

£12.40

In receipt of Pension Credit NIL

Others aged 25 and over and on IS or JSA
(Income Based), or aged 18 or over and not in
remunerative work. Non Pension Credit Pensioner

£12.40

Aged 18 and over and in remunerative work where:

Gross income (per week) is: £387.00 or more £80.00

Gross income (per week) is: £310.00 to £387.00 £72.85

Gross income (per week) is: £234.00 to £310.00 £63.97

Gross income (per week) is: £180.00 to £234.00 £39.11

Gross income (per week) is: £122.00 to £180.00 £28.44

Gross income (per week) is: less than £122 £12.40

If you have a non-dependant adult child, family member or friend living with you, their
income could affect the amount of housing benefit you receive. The higher their
income, the greater the reduction in your housing benefit, which means you, as the
tenant, will have to pay more of your rent. This is called a non-dependant deduction.

Since April 2011 an increase of 27% each year is applied to the amount deducted. For
those tenants with a non-dependant adult living with them the amount of money
deducted from your benefit will increase again this year.

The new rates applicable from April 2012 are:

Changes to non-dependant
deductions from Housing Benefit...

What are the exceptions?
No deductions are made if you or your
partner are:
• Registered blind
• Receiving Attendance Allowance
• Receiving the care component of

Disability LivingAllowance (at any rate)

No deductions are made if the non-
dependant is:
• Receiving Pension Credit
• Aged under 18
• Aged under 25 and on Income

Support or Job Seekers Allowance
(Income Based)

• Aged under 25 who are in the
assessment phase (first 13 weeks) of
ESA (income related)

• A prisoner
• A student (and only if the claimant

and any partner are under 65, there is
a deduction in the summer vacation if
they take up remunerative work)

• Has been in hospital for 52 weeks
or more

Ways to avoid getting into rent arrears
The Housing Benefit changes came into
effect from April 2012 and therefore the
higher charges will already have been
deducted from your Housing Benefit.
Please make sure that you and any non-
dependants living with you consider the
following advice for how these changes
may affect you:

• Make sure your Housing Benefit claim
details are up to date and that you
have provided the correct income
details for any non-dependants living
with you

• Have you increased the payments you
make to your rent account to cover
the new non-dependant charge? You
are responsible for payments to your
rent account even if your non-
dependant does not pay anything to
you. If rent arrears go up, even
because of the non-dependant
deduction, the Housing Income Team
will write and visit you regarding

arrears on your account. This can
ultimately lead to CNH applying to
court for possession of your home,
which may result in the whole
household being evicted

• Is your non-dependant contributing
enough? As their income will reduce
the amount of Housing Benefit you
receive, they may need to contribute
more

• If you are struggling to make your
payments, need more information or
you are concerned about these
changes, please call our Housing

Income Team on 0800 6335548
(free from any landline) as soon as
possible. They will be able to give you
advice, make arrangements for you to
make payments and, if necessary,
refer you to our Money Management
Officer (MMO) who will make sure
that you are in receipt of the correct
benefits, look at ways of maximizing
your income.A referral can also be
made to a more specialist debt advice
service if necessary.

Our Repairs teams, currently
based at the Limehurst Avenue
Depot, used to re-fuel our fleet
of over 40 vehicles at the depot.

Now, to save money and improve
efficiency, they are able to use an
‘Arval Fuel Card’ which is accepted
at over 95% of all garages and
supermarkets throughout the UK.

Early indications show that we’ve
reduced fuel consumption and
saved time as the vehicles no longer
have to travel back to the depot to
fill up. This also helps us to reduce
our carbon footprint and gives us
extra time for more repairs to be
completed.

We’re saving
pounds on
petrol...

Did you know...?
– The help provided by our Tenancy
Support team has helped us to increase
the number of tenancies which last
for over 12 months from 79.7% in
2009/10 to 88.7% in 2011/12

Council self-financing scheme for housing...



Tel 01509 634666 Fax 01509 634518 Email leaseholders@cnh.org.uk Web www.cnh.org.uk14 15

Get involved – Leaseholders Forum Thursday 14 June 2012

All leaseholders have the opportunity to get involved in shaping the services
provided to you by attending the leaseholder forum which meets quarterly.

The next meeting will take place on Thursday 14 June 2012 and following the success of
the open surgery at the last forum, it was decided by the members to continue this so
the next open surgery will be at 5.30pm – 6pm, half an hour before the forum begins.
The forum will then start promptly at 6pm so why not come along and tell us what you
think of our services and how we could improve them.

Please contact Sarah Taylor on:
01509 634830 or leaseholders@cnh.org.uk to find out more.

Buildings insurance

Over the winter months there have been quite a few enquiries regarding the buildings insurance. There seems to be some confusion
over who is responsible and why leaseholders need to pay excess. Like all insurance policies there will be an excess to pay if you make
a claim and the excess for the majority of claims on your policy is £250.00.

A copy of the Key Facts for your buildings insurance is on to the CNH website in the Information for Leaseholders section but if you
require a hard copy please call the Leasehold Officer who will arrange for a copy to be sent to you.

Section 188 Housing Act 2004 – Offering first refusal to the Council

Section 188 of the Housing Act 2004 applies where a Council tenant has exercised his or her right to buy. In short, it states that where
the Council grants a lease under right to buy and then the buyer, or any leaseholder, wishes to transfer the lease – that is, sell it on the
open market – within 10 years from the start date of the lease, they must first offer the Council the chance to buy it back.

This does not mean that the Council will purchase the property, but it is a legal requirement within the lease which you must adhere to.

Useful contacts:

Charnwood Neighbourhood Housing
Leasehold Officer: 01509 634830 or email: leaseholders@cnh.org.uk
Reporting a repair: 01509 634666
Paying your invoice: 01509 634817

Leasehold Advisory Service (LEASE)

Free advice on all aspects of the law affecting leasehold property and information on applying to a Leasehold Valuation tribunal at
www.lease-advise.org or call 0207 3839800 between 9am and 5pm Monday to Friday.

The Leasehold Valuation Tribunal (LVT)

Part of the Residential Property Tribunal Service offering advice and forms at www.direct.gov.uk (search for ‘leasehold properties’) or
call 0845 1002615 or 0121 236837 or email midland.rap@communities.gsi.gov.uk

Description of improvements / alteration: Permission
required:

Comments:

Installing a new kitchen No No, if there are no alterations to existing
pipe work and circuitry

Installing a new bathroom No No, if there are not alterations to existing
pipe work and circuitry

Internal redecoration No

Changing carpets and floor covering No No, as long as the correct insulation to
reduce noise is used on laminate

Replacing window frames Yes

Replacing glass in windows No No, if a like for like replacement ie the
correct specification.

Alterations to the structure or layout of the flat Yes

Removing walls or chimney breasts Yes

Alterations to form new or existing door ways and frames
(but excludes fittings and door furniture)

Yes

Creating new doorways Yes

Addition or changes to the heating system Yes

Addition or changes to the electrical system Yes

Addition or changes to existing pipe work Yes

Decoration to the outside of your home Yes

Aerials or satellite antenna receivers Yes

Building extensions Yes

Replacement of your front door No No, if a like for like replacement and in
line with the current regulations

Loft conversions Yes These wouldn’t normally be allowed

Leaseholder News Do I need permission for...
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In person:
We are located in the Charnwood
Borough Council Offices on Southfield
Road, Loughborough.

Opening hours
8.30am-5.00pm Monday to Thursday
8.30am-4.30pm on Friday
Please note that no tickets to see a Customer Advisor

will be issued after 4.45pm (4.15pm on a Friday).

Online:
Use our online contact form where
you can send us enquiries, comments,
compliments, complaints or
suggestions at:www.cnh.org.uk

By phone, fax or email:
Tel: 01509 634666
Fax: 01509 634518
Email: info@cnh.org.uk

By post:
Charnwood Neighbourhood Housing Ltd
PO Box 8749
Council Offices
Loughborough
LE11 9EF

How to Contact us...

In addition to contacting us via
the telephone, in person and
online, we are also able to meet
with you at your home or any
convenient location within the
Borough on request.

IF YOU HAVE AN OUT OF
HOURS EMERGENCY, PLEASE
CALL: 01509 634666

Follow us on twitter:
www.twitter.com/cnh_housing

Keep up-to-date with our latest news and
find useful information from other local
organisations at:

www.twitter.com/cnh_housing

Follow CNH
on Twitter!


