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Making big energy savings
for houses in Shelthorpe
If you’ve visited the Shelthorpe
estate recently, you may well have
seen some big changes to some of
the houses there.

In March, we began work on the CESP
(Community Energy Saving Programme)
project – a government programme which
encourages gas and electricity suppliers to
work with social housing providers in order
to deliver energy saving measures to low
income areas.

Charnwood Borough Council has invested
£220,000 into the scheme, with E.ON, one
of the UK’s leading energy companies,
providing the rest.We’re delivering the
improvements to the homes with our
contractor Frank Haslam Milan.

Around 150 properties in Shelthorpe are
benefitting from external wall insulation
(EWI) and, where necessary, new boilers to
help residents save money on energy bills
and keep them warmer and more
comfortable. In addition, some homes are
getting top-ups of their loft insulation.

The improvements are not only practical
but also make a positive difference to the
look of the whole estate with homes
looking new and refreshed. Take a look at
the photos which show the work in
varying stages to see how the appearance
of the homes has improved.

Around 39 homes have been completed
and handed over so far and the rest will be
completed by the end of August.

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

A tenant of Ling Avenue for three years,
Mr Patrick Gilheaney, whose home has
been finished said: “They’ve done a really
good job, we’ve noticed it’s a lot warmer.
We were actually thinking about moving
house but now this work’s been done
we’ve decided to stay.”

Matt Thomas, Director of Operations for
CNH said: “This project is making a real
difference to the residents in so many
ways – their homes are warmer, their bills
will be cheaper and their estate looks so
much better. It’s a great example of
partnership working and with support
from the Council, E.ON and FHM, we’re
delivering a really fantastic project for
our tenants.”

(Seemore photos on page 2...)

The CESP project : applying external wall insulation (EWI)
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The future of

CNH – a message

from Charnwood

Borough Council
All tenants were contacted
during April and May about how
their services are managed.

In June the Council’s Cabinet
approved a change to the current
arrangements, which will result in
the service being managed directly
by the Council in future.

This means that the Arms Length
Management Organisation (ALMO)
arrangements in the form of
Charnwood Neighbourhood Housing
(CNH) will be phased out and plans
will be put in place to join the
services provided by CNH into the
Council’s structure.

During this period of change there
should be no reduction in services to
tenants. You should still contact
housing staff using the same
telephone numbers / contact details
that you have now for your housing
officers, repairs reporting or rent
queries.

Staff at both CNH and the Council
will be working together to make
sure that our services to tenants are
not disrupted, and we will keep you
informed of any changes as things
progress.

Keep up-to-date
Latest news and useful information from
other local organisations at:

www.twitter.com/cnh_housing

From cover page:CESP project housing improvements... Benefit changes designed to make system fairer for all
FromApril 2013 there are some major
changes for tenants in the newWelfare
Reform Act. The changes are said to be the
biggest change to the welfare system for
40 years. There are plans to introduce a
wide range of reforms that are designed to
make the benefit system fairer and
simpler. Most of the proposed changes are
aimed at people who are of working age
(between 16 and 64 years old) and claim
any of the following benefits:

• Income Support
• Jobseekers Allowance
• Housing Benefit
• Child Tax Credit
• Working Tax Credit

So if you are a pensioner you are not
affected.

What will this mean for me?

Please note that the information shown
below does not apply to pension age
customers. The most significant change is
that there will be a new benefit, called
Universal Credit, which will replace many
of the current benefits paid to people aged
between 16 and 64.

The current proposals for those of you
who are currently on Housing Benefit is
that, from October 2013, you will start to
be transferred to Universal Credit, and
when that change occurs the housing
element of your benefit will no longer be
paid directly to CNH by Charnwood
Borough Council.

Instead, you will receive a single monthly
payment for all of your benefits from the
Dept forWork and Pensions and
consequently you will be responsible for
paying your rent out of this money.

You should also be aware of the following
information, as this may also apply to you:

• The payment of Universal Credit is at
present due to start in October 2013
people of working age

• The proposals currently state that
those already on benefits will start to
transfer to Universal Credit at some
point after this after this, with an

expectation at this stage that all
claims will be transferred by April
2017. It is likely that any significant
change to a benefit that you claim, eg
Housing Benefit or Income Support,
will mean you could be transferred
onto Universal Credit

• From April 2013, the total value of
household benefit payments will be
capped at £500 per week (£26,000
per year)

Under-Occupation penalty

From April 2013 there will be an Under-
Occupation Penalty applied to Housing
Benefit for people of working age where
the household is classified as under-
occupied (that not as many people live
there as could be living in the space
available).

• For households with 1 bedroom
under-occupied, housing benefit will
be reduced by 14%

• For households with 2 or more
bedrooms under-occupied, housing
benefit will be reduced by 25%

What does “under-occupied” mean?

Under-occupancy is likely to be assessed
on the following basis:

One bedroom is required for:
• a couple, including same-sex partners

an adult aged 16+
• two children, 10-16 years of age and

of the same gender
• any two children under 10, regardless

of gender

(However, an additional bedroomwill be
allowed for non-resident carers providing
overnight care for the claimant or partner)

Other changes to benefits include the
increase in Non-Dependant Deductions,
which will increase after April 2013, and
changes to Contribution-Based
Employment Support Allowance and to
Disability Living Allowance (which are
currently at the consultation stage).

Over the next few months we will be
updating you on Universal Credits and
other benefit changes. If you have any
questions about what these changes
might mean for you, please call us (free
from any landline) on 0800 633 5548
Most importantly…

Our key message to you is that you must
take responsibility for making payments
to your rent account, making sure that
not only is the rent paid but that it is
paid in advance. This will be even more
important next year as the payment of
Housing Benefit directly to landlords is
phased out. Please work with us by
making sure that your rent is paid
regularly and in advance.
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Feedback: Actions:
Information on how to report repairs and on repairs
responsibilities is not always clear

We will update information provided to customers on repairs
responsibilities and how to report a repair, including out-of-
hours repairs and communal repairs

Contact Centre staff are not always able to diagnose repairs
because they don’t have technical knowledge

We will improve repairs scripts and diagnostics for Contact
Centre staff and ensure technical staff are available to assist
with enquiries

The level of customer service provided is inconsistent across
the organisation

We will develop and deliver Customer Service training for all
front-line staff. Some training has been delivered to repairs
operatives
We have developed a customer care code of conduct for
operatives and contractors

Appointment times are not always convenient for those
who work

We will consider revised and extended appointment times,
including evenings and weekends.

Communications about when repairs will be done can be poor We will review the way we notify customers of appointments
and arrival times, including text messaging, email, phone calls
and carding

Customers don’t always know how to complain if they are
not happy

We have updated the information given to customers on how
to complain

We don’t always feed back to customers on how their
comments have contributed to improving services

We will improve the ways we communicate to customers
about both service improvements and achievements as a result
of customer feedback

Listening to You – the ‘journey’ to getting a repair done
In February customers, front line staff, Board members and councillors spent a day at a special workshop looking at
the process for reporting and receiving a repair.

The full reports can be found on our website at www.cnh.org.uk/you-said-we-did
We will continually re-visit the action plan and update our progress.

This was the first of many areas we intend to ‘map’ with customers.Areas of the business we will be mapping this year are
capital works, gas and customer complaints. For more information please contact Maria Maltby on 01509 634666

The idea was to take a detailed look at the
‘journey’ a customer takes from the time
they report the repair until the repair is
complete. They talked about what works,
what doesn’t, and what needs improving.

The benefit of this type of process is that
it is much more personal to each individual
and gives them the opportunity to record
their experiences, in their own words and
without bias.

A report was drawn up after the event
which identified areas for possible
improvement, and an action plan was
agreed for those issues that could be
addressed. Below are some of the actions
we have taken or are considering as a
result of this exercise:

Working with
the WAGs!

The Housing Services team has
been working with the Warwick
Way Action Group (WAGs) and
residents to improve the
appearance of the estate. In
particular,Warwick Court, Lewis
Road, Milton Court and
Blake Drive.

Following a meeting with theWAGs
and some residents we have
completed the first phase of work
which involved the clearance and
preparation of some rather neglected
areas which included the raised beds.

We’ve now agreed a date to
commence the planting and which
areas the residents are going to
maintain.

This project has also been entered
into the In Bloom competition as a
joint entry between theWAGs and
CNH under the category of “It’s Your
Neighbourhood.” Although we’re in
the early stages of the project, there
is an entry level award which
recognises newly started projects.

We’d like to thank residents who
have been involved in the scheme so
far and any residents who have
volunteered to help plant and look
after an area. Your involvement is
extremely important to us and will
contribute to the success of this
project now and in the future.

If you are interested in adopting an
area to maintain or you have any
feedback about the work carried out,
please contact Claire Westrup,
Housing Services Team Leader on
01509 634666 or email
claire.westrup@cnh.org.uk

Tenants and residents’ groups
celebrate Queen’s Jubilee
Several of our tenant and resident groups made a real effort to celebrate the
Queen’s Diamond Jubilee.

A great time was had by all with barbeques, bouncy castles and bunting! Here’s a few
photos from events organised by Staveley Court Resident Association and the Marios
Tinenti Centre supported by Loughborough East Tenant’s Association, and Ashby Road
Estates Community Association.
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The Tenant
Representatives
Group (TRG)
The TRG is a group of customers and
residents which meets monthly with
CNH officers to discuss issues that
affect them and to look at how we
can improve particular services and
areas of work.

The group provides us with views and
opinions about our services and makes
suggestions for improvements, monitoring
and areas that require detailed scrutiny.

The group has helped us develop strategies
and policies, service standards and our
corporate values. The group also collectively
decides on how some of our Tenant Bid
money is spent to benefit communities.

TRG is open to everyone and we would
love to see you at the meetings so please
feel free to come along.

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

Wednesday 25 July

Wednesday 22 August

Wednesday 26 September

Wednesday 24 October

Wednesday 28 November

These details are also on our website at
www.cnh.org.uk 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
call the customer engagement team on
01509 634666

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.

Secure tenants: your
right to buy your home
Have you ever thought about buying your council property? If you are a
secure tenant you may have the right to buy your home.The Right to Buy
scheme helps secure council tenants to buy their home at a discounted cost.

A secure tenant is someone who has completed their introductory tenancy period,
which is usually 12 months, and who has not breached any court orders we may have
obtained against them.

If you are unsure of which type of tenancy you have, your Tenancy and Estate
Management officer will be able to advise you.

The Government has increased the discount available for council tenants who are
thinking about buying their home. The amount of discount depends on how long you
have been a tenant and the type of property that you are buying (a flat or a house).

If this is something you might be interested in, you can find out more about the
discount available to you at www.charnwood.gov.uk or by contacting Sheetal Shah on
01509 634621 or sheetal.shah@charnwood.gov.uk

In the last edition of CNH News, we told
you that we would be separating the
Tenancy and Estate Management and
the Anti-Social Behaviour functions. This
change provided a specialist ASB team
and resulted in improvements to
the service.

If you are experiencing anti-social
behaviour, our ASB team are here to help.
Please contact 01509 634666 to report it
so that a case can be logged and referred
to the ASB Team.

A member of the team will contact you
within 5 working days to introduce
themselves, discuss the issue with you and
agree an action plan. If it is a hate crime
or a domestic abuse case contact will be
made within 1 working day.

Specialist ASB team delivers
an improved service

Did you know...?

– 83.3% of ASB complainants are
satisfied with the outcome of their
complaint so far this year

– 61.5% of cases closed (to the end of
March) required only low level
intervention such as a verbal warning,
warning letter, mediation or
Acceptable Behaviour Contracts.
These interventions mean that only
0.5% of cases have required legal action

– Between 1 January and the 31 March
2012 the ASB team opened 152 cases.
For the same period the team also
closed 67 cases

Your right to buy

There’s
a
new
window
of 
opportunity
If you are a council tenant – or were living in your council home
when it was sold to another landlord – this is a perfect time to think
about whether buying your home is right for you. The top discount has
just been increased to £75,000. And the extra money raised through the
scheme is now going straight towards building new affordable homes.

Find out whether you’re eligible,
how to get further advice and
what steps you should take
to own your home.
978-1-4098-3397-0

Published by the Department for Communities and Local Government

@ Crown Copyright 2012.
01509 634 621

Call Charnwood
Borough Council on
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All you need to do is to have a clear rent
account on the day of the draw and you will
automatically be entered into the draw to win
a prize of £100.

The next two draws will be held on 6 August 2012
and 21 December 2012. Also, for those tenants in
arrears who make payments for 12 consecutive
weeks prior to a prize draw there is a prize of £50.
(Prize money will be paid into your rent account if it is
still in arrears.)

The lucky prize winners will be contacted on the day of the draw
and arrangements made to have the vouchers delivered... Good luck!!

Don’t forget that by paying off that little bit more each week you can help clear any
arrears you might have. Please do not hesitate to contact our Income Team for further
assistance on 0800 633 5548 (free from any landline).

And the winners are…
Customers who had a clear rent account on 2 April 2012 were entered into the prize
draw and five winners picked at random.

Mrs P Williams,Anstey
Mr & Mrs Ryder, Loughborough
Mrs J Brown, Loughborough
Miss K Hart, Loughborough
Mr D Widdowson, Sileby

Congratulations to all of you and well done for keeping a clear rent account!
(Pictured receiving their gift vouchers – Top to Bottom:Mrs PWilliams,Mr Ryder)

The non-collection weeks for
this financial year (April ‘12 –
March ‘13) 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

If you have arrears outstanding
you are expected to pay during
the rent-free (non-collection)
weeks to maintain any
agreements in place or to clear
the account in full.

If you have any questions regarding
your rent account, please contact
the Housing Income team on
0800 633 5548 (free from a landline)
or by email
housing.income@cnh.org.uk

Rent free weeks
(non-collection)

Fancy winning up to £100
worth of shopping
vouchers?

Did you know…?
– 797 of 6830 clients have been
actively involved with us since April
2012. This gives a percentage of 11.7%

Date: Venue: Time:
Wednesday 18 July Shelthorpe

Corner of Manor Rd between Griggs Rd
and Broadway

Barrow
Newton Close

10am – 12:30pm

2:30pm – 5pm

Saturday 21 July Tesco Car Park 10am – 2pm

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

Catch CNH still out on the road: tell us your views...

The CNH tenant roadshow continues and we’ve already had really useful
feedback from around 200 of you, so thanks for your time – the information
we gain really will help us to improve our services to you.

The aim of the roadshow is to enable you to find out more about what services are
available. It is also an opportunity for you to provide feedback on the service you have
received or raise issues. Below are the dates, times and venues of where we will
be visiting:

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.

You can call the Customer Engagement
team on 01509 634666 for more
information.

All tenants will receive statements
around April, July, October and
December / January.

The statements show any charges and
payments made during a particular
period, which is detailed at the top of
the statement. Any payments made
after this date will show on your next
statement. It is advisable that you
check your statement to make sure

that all your payments have been received
and that your account is not in arrears.

If you claim Housing Benefit, it is paid in
advance, so that your account does not
go into arrears when your rent is debited
automatically every Monday.All tenants
need to remember that your tenancy
agreement states that you should pay
your rent in advance. This means that
your rent should be paid into your rent

account before the rent is due to be
taken out on a Monday. Remember
that payments can take up to 3 days
to reach your rent account.

Direct debit payments are our
preferred method of payment and are
really easy to set up – please call us on
0800 633 5548 (free from any
landline) for details.

How to read and check your statements correctly...



September is Older Person's Month
and there will be a series of events
and activities offering advice and
help for those in later life.As part
of it, we'll be running two events
on Tuesday 25 September and
everyone is welcome to come:

10am –12pm at Fielding Court,
Cradock Street, Loughborough,
LE11 1AH
Fun sporting activities for all
abilities. (Seated exercise,
new age kurling and bowls)

2pm – 4pm at Beresford Court,
The Lant, Shepshed, LE12 9PF
Fun sporting activities for all
abilities. (Seated exercise,
new age kurling and bowls)

There will be information about
sheltered accommodation and
Charnwood Lifeline, our emergency
response alarm system.

For more information please
contact the customer engagement
team on 01509 634666 or email
involvement@cnh.org.uk
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Olympic torch honour
for CNH tenant, Cherie...

One of our tenants, Cherie Tinenti, had the honour of running in the Olympic
Torch Relay on 3 July in Loughborough. Cherie was nominated by our
customer engagement team who have worked closely with Cherie for a
number of years after she campaigned for the opening of the community
flat, the Marios Tinenti centre, in the Bell Foundry area.

CNH has supported Cherie in her tireless efforts to improve the area and reduce anti-
social behaviour. Cherie has been recognised for her efforts in several ways over the years,
including winning awards but running with the torch is a truly once in a lifetime opportunity.
As a great ambassador for community spirit, is was wonderful to see Cherie running with
the torch, being cheered on by the people of Loughborough who lined the streets.

Cherie was even interviewed about her experience on BBC news.Well done Cherie, it
was a proud moment for everyone!

Jewson awarded two year contract to supply
all materials for our repairs and improvements
After a recent tender process, we
have decided to award a two year
contract to Jewson Limited for the
supply of materials for our repairs
and improvement works.

The contract started in June 2012 and
Jewson will supply materials such as
plumbing, electrical & building materials
associated with tenanted and empty
property repairs.

If you are expecting a repair or
improvement work, you should be aware
that any materials required may be
delivered to you direct from Jewson, in a
Jewson vehicle, not a CNH one.

Working with Jewson means that we will
no longer have materials stored up at the
Limehurst depot. This is a more efficient
way of working, providing customers with
better value for money.

Ever wondered what happens when
you read in this magazine that CNH
want people to be involved in
projects? Ever thought, “What’s the
point” or, “What difference would
it make?”

Well, I thought that until last year when
CNH asked for tenants who were
interested in joining their Tenant Scrutiny
Group – I thought I’d take a look and see
what happened.

Little did I know where this would lead!
About eight other tenants and I chose an
independent advisor to help us set up the
group.We signed a code of confidentiality
and received training on what a scrutiny
group was all about. Then we agreed how
the group would work and how CNH
would listen to what we said.

We decided to look at the Contact Centre
as this is a service used most by tenants,
and the experiences people have can be
very different.

We spent some time in the Contact Centre
talking to staff and looking at how they
worked.We interviewed Contact Centre
staff and staff from other services to see
how they worked together (or in some
cases didn’t!!).

We asked the Tenant Mystery Shoppers to
make a variety of calls to the Contact
Centre to see what they experienced. They
provided us with a report of their findings.

We gathered all this information together,
and with lots of sandwiches, lots of talking
and lots of tea and coffee, we drew
conclusions and came up with
recommendations to make to CNH to
improve the service. Overall we found the
staff to be very helpful and professional,
but we came up with some
recommendations which would improve
the service for tenants and help staff.

Tenant Scrutiny Group make recommendations
to help improve Contact Centre for tenants
Mike Brown, chair of our Tenant Scrutiny Group, has written about the group’s latest project and its findings…

The Tenant Scrutiny Group working hard to bring about improvements for tenants

Here’s what we recommended:
• Improved communications and

recording of information between
teams

• Providing a message or music so
customers are aware they are on hold

• Telling customers how long they are
going to be on hold and offering a
call-back service

• Providing a freephone or 0300
number to reduce call costs for
customers

• Better recording of information on
communal repairs

• Better recording of tenants’ needs and
information on people telephoning on
behalf of a tenant

We put together a report and presented it
to CNH’s Board of Directors.We were very
nervous and didn’t know what to expect
but the Board were very receptive to what
we had to say and said they were impressed
with how professional we were!

We have since received a response from
CNH with an action plan on how they are
going to implement our recommendations.

The Tenant Scrutiny Group has worked
very hard and we are very proud of the
results we have achieved.We hope that,
once implemented, the recommendations
will bring improvements for all tenants.

We are now deciding on what service to
look at next and will keep you informed
through the newsletter on what we
are doing.

If you would like to see a full copy of our
report, it is available on CNH’s website,
www.cnh.org.uk, or you can contact the
Customer Engagement team on 01509
634666. They will arrange for a copy to be
sent to you.

Older Person’s
Month events
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Government introduces new community powers...
The new Community Rights are a set of powers which give you more control over your community.You can now
have a say in what happens to important local amenities such as shops, parks and pubs.

You can decide what is built in your
neighbourhood and how the area should
develop. Plus groups have the chance to
deliver local services and develop them
into community enterprises. The local area
is in your hands!

The new Rights are contained within the
Localism Act which comes into effect in
2012 devolving power from government
to communities, local authorities and
individuals.

A brief description of each right is given
below and for those looking for advice and
support, community charity Locality has
launched a new website, phone line,
seminars and detailed one-to-one
mentoring. Further details can be found at
www.mycommunityrights.org.uk

Community Right to Challenge

Expected to come into effect on 27 June
2012, this is a right for communities to
challenge to take over local council
services that they think they can run
differently and better. The Right to
Challenge could be used to run a wide
range of local council services. A challenge
will be considered by a local authority and
may be accepted or rejected, but if it is
accepted does not mean you will
necessarily get to run the service as the
council would have to run a tendering
exercise which anyone can bid for,
including the private sector.

Community Right to Bid

The new Community Right to Bid comes
into force in summer 2012. It aims to keep
valued land and buildings in community
use by giving local people the chance to
bid to buy them, if and when they come
onto the market.

You will have the opportunity to nominate
public and private land and buildings to be
part of a list of ‘assets of community
value’. These could include village shops,
public houses, former schools, swimming

pools, a public open space which might
currently be owned by the local authority
or another public body or a private
company or an individual.

If something on this list is offered for sale,
the Right is triggered and you’ll have up to
six months to prepare a bid to compete to
buy it.

Neighbourhood Planning

The Localism Act introduces statutory
Neighbourhood Planning in England. It will
enable communities to draw up a
Neighbourhood Plan for their area and is
intended to give communities more of a
say in the development of their local area
(within certain limits and parameters).
These plans will be used to decide the
future of the places where you live and
work giving opportunities to:

• choose where you want new homes,
shops and offices to be built

• have your say on what new buildings
should look like

• grant planning permission for the new
buildings you want to see go ahead

Community Right to Build

The Community Right to Build is a new
way for communities to choose for
themselves where and when to build
homes, shops, facilities and businesses –
putting power back into the hands of local
people where it belongs.

As an alternative to the traditional
application for planning permission, it
gives communities the power to decide for
themselves what happens in their
neighbourhood.

The Community Right to Build came into
force on 6 April 2012 and forms part of
the Neighbourhood Planning (General)
Regulations made following the Localism
Act 2011.

When you moved into your council property you signed a legal document
known as a Tenancy Agreement. This explains your rights and responsibilities
as a tenant, the main one being to pay your rent each week.

If you don’t pay your rent, we can take legal action against you which can have serious
consequences for you and your family and could result in you losing your home.
However, we are here to support you and we want you to be able to stay in your home.
Here are some things you need to know about paying your rent:

Rent payment

All tenants are charged rent each week on a Monday.You must pay your rent in advance
so that when the rent is taken on a Monday you are not in arrears. The best and simplest
way to do this is to set up a Direct Debit or Standing Order through your bank account.
The money will then be taken automatically.

If you pay your rent by claiming Housing Benefit, you are normally paid in advance of
when the rent will be taken. If there is a delay with your Housing Benefit claim, or if you
have any other problems with your rent, it is important that you contact your Housing
Income Officer immediately.

Housing Benefit

If you are claiming Housing Benefit, it is your responsibility to make sure that you
complete the necessary forms, keep in touch with the Housing Benefit service at the
Council, and provide all the information they need to process your claim.

Paying in Advance

All new tenants will be asked for a minimum of one week’s rent payment when they
sign for their new tenancy.

You must make sure that your rent account is paid in advance at all times. If you are
already paying by Direct Debit we will be contacting you to make sure that your
payments will enable you to get your rent account in advance, so that your account
never shows any arrears (missed payments).

If you are struggling to make your payments or have any questions, please call our
Housing Income Team on 0800 633 5548 (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 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.

Paying rent – a tenant’s responsibility!

Did you know…?

–We are currently collecting 90.08% of our rent (£3.6m) against a target of 98%

– 4.1% of tenants (235) are currently in arrears of more than 7 weeks against a
target of no more than 3.4%

– 0.11% of tenants (6) have been evicted since April 2012 as a result of rent arrears
against a target of no more than 0.25%

Communities will be able to build:

• family homes to sell on the open
market

• affordable housing for rent or to
convert disused farm buildings into
affordable homes

• sheltered housing for elderly local
residents

• low cost starter homes for young
local families struggling to get on the
housing ladder

• facilities such as a new community
centre or a children’s playground

It depends entirely what local people
decide their community needs. The
benefits of these developments, such as
any profits generated, will be managed by
a community organisation on behalf of the
whole community.

Application guidance and full details of
how to apply for support funding can be
found on the Homes and Communities
Agency website at:
www.homesandcommunities.co.uk/com
munity-right-to-build

If you are interested in finding out more
you may find it useful to consider the
plain English Guide to the Localism Act. It
is available at:
www.communities.gov.uk/documents/loc
algovernment/pdf/1896534.pdf



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 383 9800, 9am – 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 100 2615 or 0121 236 837 or
midland.rap@communities.gsi.gov.uk
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Message from your Chair

Dear fellow leaseholders

There are many changes taking place in Housing both nationally and locally. The
regulatory body, the Tenant Services Authority, has been replaced by the Homes and
Communities Agency and co-regulation is now the order of the day. These changes may
affect you, so it is important that you remain engaged and involved.

The first Scrutiny Report (I’m a member of the Tenant Scrutiny Group), which looked at
the CNH Contact Centre, has been completed and presented to the CNH Board. It was
very well received, and some of the recommendations have already been implemented!
Copies of the report will be available at the next forum.You may wish to be involved
either as a scrutineer or a mystery shopper in the next scrutiny of services.

I have been your chairman for a year now, and so we should be looking for a new chair
and vice-chair. I will be very happy to mentor anyone who is interested in taking on
the role.

Thank you for supporting your forum and I look forward to hearing from you with
comments, ideas or any queries you may have.

Have a very good summer!

Best wishes

Helen Isaac

As you may be aware, CNH has been carrying out a programme of fire risk
assessments for its sheltered housing and general needs blocks of flats since
July 2011.

Part of the assessment will look at the effectiveness of fire safety measures, such as how
well the building provides fire ‘separation’ between the flat entrance door and the
communal areas, eg corridors, stairwells, storage facilities.We looked at whether or not
the flat entrance door will provide a minimum of 30 minutes fire resistance and that it
conforms to British Standard BS:476.

During our assessments, we found that entrance doors for some blocks of flats did not
meet the required fire protection standards, and so need either upgrading or replacing.

We will let you know if, as a leaseholder, you need to take any action to bring the doors
up to the required fire safety standard.

If you intend to replace your existing flat entrance door, please ensure that this meets
the required BS:476 and FD30 standard. Information about this can be obtained from
the manufacturer of the door itself.

Please note that this only applies to leasehold properties which share communal
areas with other residents.

If you require any further information on the fire risk assessment process, or advice
regarding your existing flat front door, please call the Health and Safety Team
01509 634666, or email craig.denholm@cnh.org.uk

Does your front door meet fire
safety standards?

Certified summaries:
Some of you will have already received
your Certified Summaries for 2011/12
and, as you will see from the covering
letter, you have 28 days from the date of
the letter to raise any queries. Once the
28 days have passed all charges within the
Certified Summary will stand. This is a new
Service Standard which was agreed at the
Leaseholders’ Forum on 18 Nov 2010. Late
queries about your certified summaries
mean extra admin work if they need to be
revised, and also delay the delivery of all
the estimates to the block concerned.

Sub-letting your home:
If you are planning to sub-let your
property, you must tell us 28 days before
you plan to do so. If you have not told us,
you may be breaking the conditions of
your lease and we could take legal action.
You must also give us your contact address
and phone number in writing. Your tenants
must keep to the conditions of your lease.
If they cause any nuisance or break any
conditions of the lease, you will be held
responsible. Even though you are not living
in the property, you are still responsible for
making sure that the leaseholder’s duties
are carried out. If you are letting your
home, you should tell your mortgage
company and get legal advice on your
rights and duties as a landlord. Please
remember that as leaseholders you are
still liable to pay your service charges. This
responsibility does not pass to your tenant.

Knowing You forms:
Along with your estimates for 2012/13,
you will also have received a Knowing You
form.All the forms completed and
returned before 1 April 2012 where
entered into a prize draw for £20 of High
Street vouchers. The winner was Mrs Bailey
of Loughborough. Congratulations! Thanks
to everyone who completed their form. If
you haven’t completed yours yet, we’d still
like to receive it, as the information is very
important. It helps us when we need to
contact you in an emergency, and you can
also nominate another person to deal with
queries in your absence. Please call us If
you need another one sending, or if you
prefer it can be completed over the phone.

Over the past few months the number of people attending the
Leaseholders’ Forum has fallen, so we’d really like to encourage new
people to come along. The forum is very important and enables you to
raise issues, discuss developments and shape the way the service is
delivered to you as a leaseholder.We are always looking for forum
members to help when we have new contracts that are out for tender
and to have an input into our service.

The next meeting will take place onWednesday 19 September 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 5pm – 5.30pm, half an hour
before the forum begins.

The forum will then start promptly at 5.30pm, 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 634666 or email
leaseholders@cnh.org.uk to find out more.

Get involved – Leaseholders’ Forum
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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!


