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INTRODUCTION 

This is the second annual report to tenants. It has been a very

productive year for the Involved Tenants and staff. Tenants have

worked closely with staff to produce this annual report which

gives an overview of how the service has been performing. 
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WHAT IS 
this report about?

We welcome this opportunity again, to let you know about the continued
improvements being made within Tenant Services. It is an opportunity to
demonstrate the joint working, which exists between Tenants, Involved
Tenants and Tenant Services Staff.

We would like to thank the Involved Tenants and staff who have given
their time to produce this report. 

We would also like to thank the Involved Tenants who stepped down
during this past year, this does include the Chairs of the Housing
Management Working Group and Repairs and Maintenance Working
Group. 

In April 2011 and in consultation with Tenants, we developed and published
a set of local standards detailing what tenants can expect from Tenant
Services.

The local standards cover the following:

Tenant Involvement and Customer Care
Tenant Involvement is very important at Tenant Services and we value the
input that many tenants have contributed into the service. Without this
feedback Tenant Services is not able to address the issues, which really
matter to tenants. 

Home (Repairs and Maintenance)
Tenant Services will provide a cost-effective repair and maintenance
service to homes and communal areas in relation to choices offered and
the needs of tenants. Tenant Services will meet all legal requirements that
provide for the health and safety of the tenants and their homes.

Neighbourhood and Community
Tenant Services are committed to ensuring their neighbourhoods are
clean, tidy and a place where people choose to live. Their aim is to
contribute to the quality of life and the community safety of the tenants
by being a visible presence in the neighbourhood and offering a customer
friendly service, reporting issues promptly and providing feedback on
outcomes through liaison with other agencies and departments within the
Council.

Tenant Services is committed to meeting these standards and as a result
has developed a Service Improvement Plan based solely on the local
standards. This plan was developed in partnership with the Working
Groups and The Tenant and Landlord Improvement Panel. Each group is
responsible for agreeing all their targets and priorities. 

The Standards and Service Improvement Plan will be monitored using
performance indicators set by the Working Groups and the Tenant and
Landlord Improvement Panel. In next years report we will set out in more
detail how the local standards are being met. 
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HOW WELL  
are we doing?

In December 2010, Tenant Services conducted a full satisfaction survey
with all tenants, asking their views on the services they receive. The
results show that there has been a marked improvement in satisfaction in
most areas since the last survey (2008). 

Table 1 – 
Summary results of the 2010 Tenant Services Satisfaction Survey

These survey results along with other satisfaction figures continue to be
analysed by Tenant Services in partnership with the Tenant Involvement
Working Groups. Where dips in performance are identified the Working
Group and Tenant Services work together to improve the service. 

Where tenant’s satisfaction with the general condition of the property has
declined, the Asset Management Team and the Repairs and Maintenance
Working Group are working together on an Asset Management Plan and
analysing the recent Stock Condition survey results (see page 11 for
further details). 

Percentage of respondents 
who said they were satisfied 
with the overall service 
provided by their landlord
Percentage of respondents 
who said they were satisfied 
with the general condition of 
their property
Percentage of respondents 
who said they were satisfied 
with the neighbourhood as a 
place to live
Percentage of respondents 
who said they were satisfied 
with the value for money for 
their rent
Percentage of respondents 
who were satisfied with how 
their enquiries are dealt with

70%

82%

76%

73%

69%

83%

77%

90%

90%

90%

▲

▼

▲

▲

▲

Information Trend
Results for 

2008 to 2009
Results for 

2010 to 2011
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INTRODUCTION FROM 
the Chair of the Tenant and Landlord 
Improvement Panel Maureen Ford

The last year has been productive for the Tenant and Landlord
Improvement Panel, with regard to scrutinising and
monitoring of the service. We have highlighted any
operational and strategic issues that have been brought to
the panels’ attention. The input from all Involved Tenants,
staff and Councillors has been paramount in the improvement
of the service. Two new Councillors replaced the outgoing
Councillors in June. The panel would like to thank them for
their support and contribution to the service.

This year’s achievements

F Approved the Service Improvement Plan
F Signed off the Local Standards
F Input into the Housing Revenue Account Self Financing and 

attendance at meetings
F Signed off the Value for Money Guidance
F Signed off the Unauthorised Encampment Policy
F Void performance was highlighted as unsatisfactory; a review 

was undertaken by Tenant Services and Housing Needs teams. 
The focus from this panel was crucial in improving 
performance. 

F Gas servicing performance was highlighted as unsatisfactory;   
a review was undertaken by Asset Management and the 
contractor. As a result the performance improved to 100% 
compliant in April 2011.  

F Monthly monitoring of the service wide performance 
F Approved twelve estate improvement bids
F Chair of the panel and Head of Service attended  the Chartered 

Institute of Housing Annual Conference in Harrogate

Planning for next year
F Review, scrutinise and monitor the Local Standards
F Review, scrutinise and monitor the Service Improvement Plan 

ensuring continuous improvements are made
F Continued involvement in the Housing Revenue Account Self 

Financing 
F Regular updates on Sheltered Housing and Leaseholders
F Completion of the Tenant Audit by June 2012 ensuring the 

information is used appropriately. Plan for next phase of 
gaining information on our tenants circumstances that will 
allow us to meet individual needs.

F Tenancy changes in light of Government proposals. This will be 
dependent on the decision of the Localism Bill made by 
Government in Autumn 2011.  
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TENANT INVOLVEMENT AND 
CUSTOMER CARE STANDARD

INTRODUCTION FROM 
the Chair of the Communications and 
Customer Care Working Group Floss Watson

The last year has been very busy for the Communications and
Customer Care Working Group. The content within Housing
Matters has increased, sometimes reaching 32 pages.
Information going out to tenants is more concise and up to
date. The introduction of the Tenant Calendar in 2011 has been
successful, receiving many positive comments from tenants.
In regards to communications and the website, this has been
a slower process. The housing website is still in the process
of being updated by the Tenant Services Managers and the
Communications and Customer Care Working Group.  

This year’s achievement

F Approved the Service Improvement Plan for Tenant 
Involvement and Customer Care

F Policies signed off since October 2010:
1. Value for Money Guideline
2. Service Improvement Plan 

F Leaflets signed off since October 2010:
1. Working Group postcards
2. Walkabout postcards and questionnaire
3. Walkabout feedback sheets 
4. Tenant Involvement Gazebo Day postcards
5. Tenant Satisfaction Survey

F Housing Matters and Calendar
1. 4 editions of Housing Matters have gone out since October 
2010 (winter 2010, spring 2011, summer 2011 and 
autumn 2011) 

2. 2011 Calendar delivered to all tenants and leaseholders in 
December 2010
2a. Following feedback responses from tenants there was an 
overall consensus that tenants requested that the calendar 
came out with the autumn edition of Housing Matters in 
September. This request was achieved. 

3. Value for Money exercise in regard to the production of 
Housing Matters and the Calendar was undertaken in  
September 2011

F Website Review Plan agreed and continuing to work through
F The Communication procedures for staff has been reviewed 

and updated
F Terms of Reference reviewed and updated 
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Although, the management of the Gypsy, Traveller and Roma sites is
funded from the General Fund i.e. Council Tax, Tenant Services manage
these sites. It was requested that the following documents were checked
by the Communications and Customer Care Working Group:

F Unauthorised Encampment Policy
F Nearest Transit Sites leaflet
F Unauthorised Encampment on private land leaflet

Planning for next year
F Review, scrutinise and monitor the Local Standards
F Review, scrutinise and monitor the Service Improvement Plan 

ensuring all deadlines are met
F Review and monitor customer complaints relevant to the 

Working Group
F Review of the Complaints Process
F Ongoing management of the website to ensure it is up to date
F Ongoing management of letter templates to ensure all Tenant 

Services staff use the correct format and that they are in Plain 
English and tenant friendly

F To carry out another Value for Money exercise regarding the 
production of Housing Matters and the Calendar in June 2012 
to incorporate a 3 year contact

F To review, develop, monitor and scrutinise customer 
satisfaction, specifically within the Working Group’s remit
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TENANT INVOLVEMENT AND 
CUSTOMER CARE PERFORMANCE

CUSTOMER SERVICE, 
CHOICE AND COMPLAINTS

Complaints and compliments are very important to Tenant Services and
therefore are treated in accordance with the complaints policy. 

Tenant Services has received 75 complaints from October 2010, 24 less
than 2009/2010. The majority of complaints (14%) related to inadequate
service, 9% related to conduct. 85% of these complaints were dealt with
within the target time of 10 working days. 

All Working Groups will be involved in the scrutiny of complaints. This will
include monitoring the amount of complaints received, the nature of the
complaint (no personal details will be divulged), what steps have been
taken to resolve the complaint and most importantly the lessons learnt, so
that these issues do not reoccur. They will also be exploring ways of how
performance can be improved and will be setting new performance
indicators where necessary.

How satisfied are tenants with the customer service they received:
F 90% were satisfied with how enquiries are dealt with, 

compared with 69% in 2008
F 87% said it was easy to get hold of the right person, compared 

to 72% in 2008
F 92% of tenants who contacted Tenant Services in the last 12 

months said they found staff helpful, compared to 80% 
in 2008 

F 80% of tenants said that staff were able to deal with their 
problem, compared to 67% in 2008

F 72% were satisfied with the final outcome of their contact 

Tenant Involvement and Empowerment
Tenant Services continue to offer a wide range of opportunities for
tenants to be involved in the management of their housing, through the
Working Groups and the Tenant and Landlord Improvement Panel. This
has included involvement in the development and approval of policies and
also ensuring a fit for purpose service to all tenants. Tenant Services
regularly engage with 150 people in a variety of ways. 

86% of tenants are satisfied that their views are taken into account by
Tenant Services, this compares to 54% in 2008. 

Gazebo Days were introduced in March 2011. These are multi agency
events, giving tenants a further opportunity to meet Tenant Services staff
and other agencies to discuss any concerns and queries they had. These
are also used to gauge tenants’ views on performance against our
standards e.g. getting better, staying the same or getting worse.  

Since October 2010, Tenant Services have been able to engage with 349
tenants in the following ways. 
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Support is given to all tenants who wish to become involved with the
housing Service. A number of Involved Tenants have attended training
courses and conferences to build their knowledge and skills. 
Tenant Services invite Involved Tenants to all training sessions, where
appropriate, allowing interaction between staff and Involved Tenants
enabling them to meet shared goals.   

A review of the Sheltered Housing Working Group in May 2011 identified
that the group was not working as efficiently as it could. Following
consultation with all involved, there will no longer be a specific group for
sheltered tenants. Sheltered tenants are now involved within the other
Working Groups and have an opportunity to have an input into the
services provided for Sheltered Housing. 

Responding to the diverse needs of tenants
Over the past year, Tenant Services conducted 650 Tenant Audits across
the borough. This was to obtain up to date information on all its tenants,
therefore understanding the different needs tenants have and any
additional requirements they may need including contact details. It is
anticipated that Tenant Services will have finished all the Tenant Audits by
June 2012; this will then continue as a rolling programme so as to ensure
all data is up to date.

How we have responded to the diverse needs of our tenants:
F During the cold weather of 2010, Tenant Services were able to 

identify the vulnerable tenants and contacted them to find out 
if they were OK and they had heating and food etc.

F Tenant Services offers different ways of communication in the 
format of a translation service, Braille, audio, hearing loops, 
face to face or telephone contact for tenants who require this. 

F The Tenant Involvement Team ensures that Involved Tenants 
receive paperwork in a format that they require it in i.e. large 
print, plain text. 

F An appointment system is available and is flexible to the 
tenants requirements i.e. avoiding school runs, AM/PM 
appointments. 

F Housing Officers and the Tenant Involvement Team are now 
working more in the community and are able to liaise with 
tenants directly. 

Tenant and Landlord Improvement 
Panel and Working Groups
Housing Matters magazine (sent to 
all tenants and leaseholders)
Walkabout
Gazebo days
Housing Surgeries
AGM
Residents Associations
Local Consultations
Resident Resource Centre
Community flat / house

140 meetings

4 editions

41 opportunities
23 opportunities
112 opportunities
1 meeting
6 meetings
3 consultations
Daily opportunities
Daily opportunities

How many meetings / 
engagement opportunities etc
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HOME - MAINTAINING YOUR HOME

INTRODUCTION FROM 
the new Chair of the Repairs and Maintenance 
Working Group Gerry Williams 

The last year has been a difficult period. The financial restraints
and their effects on contractors had a serious effect, not only
on the quality of the service that was provided, but whether
any service could be provided at all. Failures of our main
contractor Connaught in 2010 meant that we were in severe
difficulty on a number of fronts, which had an effect on the
whole service. I feel that we have managed to get through to
our present position, through the hard work and patience of
both Officers and the Involved Tenants.  

This year’s achievements

F Review, scrutinising and monitoring the Local Standards
F Service Improvement Plan for Repairs and Maintenance
F Monthly monitoring of performance including target setting
F Attending Voids Operational Meetings
F Attending Repairs Operational Meetings
F Involvement in Contract Procurement
F The agreements with Reading Borough Council Repairs Team 

and to a lesser extent the decision to involve a new contractor 
on the voids programme, has made a significant improvement. 

F The willingness to join with us to ensure a good service on 
repairs response, and the good progress on voids turnaround is 
showing benefits 

F We have now instigated a weekly meeting with Reading 
Operations Team, and with Gilmartins the voids contractor, 
which has meant that we are able to take action which avoids 
many of the problems we suffered from in the past 

F The decision made earlier in the year to carry out the Decent 
Homes standards in void properties, will be significant in the 
future 

F Gas servicing is now independently checked at regular  
intervals by Master Gas Safety 

F Water testing is now carried out by Aquacare. 

Repairs
Team
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Planning for next year
F Review, scrutinise and monitor the Local Standards
F Review, scrutinise and monitor the Service Improvement Plan 

ensuring all deadlines are met
F Review of policies and procedures due for renewal
F Review and monitor customer complaints relevant to the 

Working Group
F We must continue our efforts to work with all our contractors, 

to ensure that the service they supply is monitored closely. This
should ensure the standards we have now set are maintained 
and even improved on in the future. It is to be expected that we 
may be forced to accept further financial restraints, both on 
responsive repairs and the Decent Homes programme. 

F The Repairs and Maintenance Working Group (involving other 
Working Groups where necessary), must ensure that any 
financial restraints are studied closely to a satisfactory 
conclusion. 

F Tenant Services must continue to improve the condition of all 
tenanted properties

F The digital switch-over which is now imminent seems to be 
under control, but we must ensure that the momentum is 
continued until completion 

F The Decent Homes Programme is still ongoing and we are 
aware this is slower than was originally planned. The Asset 
Management Team staff and the Repairs and Maintenance 
Working Group will continue to monitor, review and make 
improvements where necessary  

F We will achieve more by working closely with those who are 
planning future financing, and, therefore ensure the decisions 
made benefit the tenants

F To review, develop, monitor and scrutinise customer 
satisfaction, specifically within the Working Group’s remit

F Insert in planning for next year – to develop an Asbestos 
Management Plan.

HOME PERFORMANCE
Connaught was awarded our responsive repairs contract in 2009 after a
competitive tendering process in January 2009. In September 2010, they
went into administration. 

In the months preceding, the Asset Management Team worked alongside
the Repairs and Maintenance Working Group to try and improve
Connaught’s poor performance in regard to the operational service
delivery and financial management. 

During the administration Lovell Respond looked to continue the
contracts that Connaught had been delivering. Despite lengthy
negotiations between Wokingham Borough Council and Lovell, Tenant
Services were not satisfied that proposals would benefit the service and
no contract was agreed. Tenant Services finally parted company with
Lovell Respond on 31 March 2011. No performance reports by Lovell
Respond were produced during this time.

Tenant Services looked to ensure business continuity and an effective
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Repairs & Maintenance service by way of a Partnership Contract with
Reading Borough Council (RBC) Property Services which went became
effective from 1 April 2011. 

Since then, the Asset Management Team in conjunction with the Repairs
and Maintenance Working Group has developed a fit for purpose
performance reporting system. 

The Asset Management Team in conjunction with the Repairs and
Maintenance Working Group is building on its existing performance
reporting system in partnership with Reading Borough Council. This will
ensure it is fit for purpose going forward and in a format that can be
compared with benchmarks from similar organisations. Tenant Services
will publish our performance in Housing Matters and on the website. 

Providing an effective service remains a priority for the Asset
Management Team for 2011/12. Tenant Services will continue the ‘wind and
watertight’ policy for the coming year. This policy will be reviewed on an
annual basis.

The Service Improvement Plan and local standards will ensure we focus on
improvement and the Repairs and Maintenance Working Group is
monitoring our performance against this.

Decent Homes:
Tenant Services informed the Tenant Services Authority on 17 December
2010, that they would not meet the Decency Standard by the
Governments deadline. 

Tenant Services received an invitation from the Homes & Communities
Agency (HCA) to apply for additional Decent Homes funding, which we
responded to in December 2010. In this we had to outline what
improvements we would make, the cost, and how this would improve our
Decent Homes position over a 4 year period (2011/12 and 2012/13). We
received feedback following submission of our bid that we were successful
in gaining funding of £5m. However, this was a provisional sum of funding
for years 2012/13 but with no guarantees. 

In Phase 1 of the Decent Homes Programme 2010/11, there were a total of
209 properties which had works carried out.

Of that number,
F 25 had kitchens upgrades
F 27 had bathrooms upgrades 
F 157 had kitchens and bathrooms upgrades

Tenant Services are continuing to carry out a Decent Homes programme 
(Year 1, Phase 2) with the funding which is currently available. This will 
mean this financial year (2011/12) Tenant Services will only be able to 
complete 96 properties within the Winnersh, Earley, Hurst and Sonning 
areas. 

Of that number,
F 22 will have kitchen upgrades
F 21 will have bathroom upgrades
F 53 will have kitchen and bathroom upgrades 
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Based on 75% of the completed works up until the end of August; 
F 81% of tenants are satisfied with the level of service received,
F 72% are satisfied with the information provided about the 

works (this compares to 54% the average for Year 1, Phase 1) 
and

F 84% of tenants were satisfied that the works were completed 
on time (this compares to 49% the average from Year 1, Phase 1). 

Asset Management Plan:
Tenant Services, the Chartered Institute of Housing (CIH) and the Repairs
and Maintenance Working Group are working together to develop a new
Asset Management Plan for the service. This will detail the investment
plan for the stock over a 30 year period.  

Stock Condition:
A stock condition survey has been completed and the findings presented
to the Repairs and Maintenance Working Group.

Tenant Services will be using this data to look at different levels of works
that can be achieved dependent on capital funding, that we may receive
next year along with changes to self-financing.

Asset Management Database Keystone:
The Asset Management Database Keystone has undergone a full review
and overhaul to ensure data from the stock condition survey can be added
to and reported on. 

Work is underway in training the team to use the database and using
handheld devices (PDA’s) to carry out stock condition surveys to ensure
property condition is kept up to date, to ensure effective future planning
of all work programmes that may be required on the properties.

Gas Servicing:
The Tenant and Landlord Improvement Panel and the Repairs and
Maintenance Working Group instigated a review of the gas servicing
process, due to poor performance. These groups have worked together
with the Asset Management Team, Housing Management Team and the
Contractor to improve performance. In April 2011, we reached our target
of 100% of all properties having a valid gas safety certificate. However,
since then there has been a very slight drop in performance to 99.5% (as
at 31st August 2011). In addition, a 10 month cycle for gas safety checks
has now been implemented which will continue to improve performance in
this area. 

Customer Satisfaction:
The Asset Management Team continues to work closely with the Repairs
and Maintenance Working Group to improve customer satisfaction and
again this is reported on a monthly basis for the group to scrutinise. The
focus for 2011/12 is on improving satisfaction with responsive repairs.

Adaptations:
The Asset Management Team work very closely with other council
departments in providing major adaptations to tenanted properties and
there is a budget in place for this. There is also a budget for minor
adaptations. 
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NEIGHBOURHOOD AND COMMUNITY - 
LOOKING AFTER YOUR NEIGHBOURHOOD 
AND COMMUNAL AREAS

INTRODUCTION FROM 
the Interim Chair of the Housing Management 
Working Group Maureen Ford 

The last year has been difficult for the Housing Management
Working Group, from both an Involved Tenant and staffing
point of view. Since March 2011, we have been able to turn
the corner with regards to information coming from Tenant
Services to the group and tenants comments and input
taken on board and in some cases acted upon. 

This year’s achievement

F Review, scrutinising and monitoring the Local Standards
F Approved the Service Improvement Plan for Neighbourhood 

and Community
F Monthly monitoring of performance including the Tenant Audit
F Attending Voids Working Groups
F Attending Tenant Audit Working Group
F Chartered Institute of Housing - Anti Social Behaviour (ASB) 

Desktop Review. This review was done to identify strengths and 
weaknesses within the ASB process. 

F Rents Project – Rents Team moving into the Central Income 
Collection Team  at Shute End 

F Agreeing walkabout dates for 2011 and 2012 
F Agreed Walkabout postcard
F Reviewed and updated the walkabout questionnaire

Planning for next year
F Review, scrutinise and monitor the Local Standards
F Review, scrutinise and monitor the Service Improvement Plan 

ensuring all deadlines are met
F Review of policies and procedures due for renewal
F Review and monitor customer complaints relevant to the 

Working Group
F Increase tenant involvement within this group
F Review, develop, monitor and scrutinise customer satisfaction, 

specifically within the panel’s remit
F Review, monitor and scrutinise Anti Social Behaviour 

performance and satisfaction
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NEIGHBOURHOOD AND COMMUNITY
PERFORMANCE

Anti Social Behaviour (ASB)
Prior to the adoption of our Neighbourhood and Communities Standard,
although ASB levels are generally low in the Wokingham Borough Council
area, we recognised that we had no formal recording system for ASB and
there was no adequate way of tracking cases or ensuring that our own
procedures were being followed. 

An Anti-Social Behaviour database has now been set up which records the
elements of the standard which can be recorded and captured. This will be
monitored by the Housing Management Working Group (personal details
will not be divulged).

The information gathered provides valuable performance and trend
information in relation to Housing Officers and their patches. 

The most recent analysis as at mid August 2011 showed that there were
202 new cases recorded from the beginning of April 2011. 163 of those
cases had been closed during this period with 39 cases still active. 

The breakdown of cases reported from April is:
F Noise 58
F Harassment / threats 34
F Rubbish 24
F Fly tipping 19
F Garden nuisance 16
F Verbal abuse 14
F Pets / animals 13
F Vehicles 11
F Drugs 7
F Boundary fencing 3
F Theft 2
F Racial Abuse 1

All cases have been recorded, allocated to a Housing Officer, categorised
and where contact was required, in 97.5% of all cases this was done in
less than 5 days required by the standard. 

Housing Management staff have attended training courses on dealing with
ASB and further training is planned throughout the year. 

There are several ongoing high profile cases where Officers continue to
use a multi-agency approach to solving ASB problems, keeping in regular
contact with victims and witnesses alike. 
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Neighbourhood Management
The Housing Management Team has responded to all requests for tenancy
changes within 28 days and to all requests for a mutual exchange decision
within 42 days. 

Tenant Services carry out the cleaning to all communal areas in blocks of
flats each week. Since this arrangement started, all schedules have been
met. We do not currently record tenant’s satisfaction in this area however
this is something we are looking to introduce. Information will be gathered
and monitored by the relevant Working Groups and reported in the next
annual report. 

We have a contract in place with the Council’s Parks and Gardens Service
to maintain all communal grassed areas and  borders throughout the year
and to spray communal hard-standing areas twice a year where required.
There is a service level agreement in place, which is monitored by the
Repairs and Maintenance Working Group. No satisfaction information is
recorded for this area but like the communal cleaning this is something
we are looking to introduce. 

Our Sheltered Housing Schemes have a separate grounds maintenance
contract. Tenant satisfaction and comments are collected, reported to
the Repairs and Maintenance Working Group. Recent comments received
include:

F “Everybody is so polite and helpful”
F “The quality of the work is not just good it is excellent!  We 

have never had such helpful and efficient operators”
F “We live in an upstairs flat at Palmer Court looking down on the

garden.  They use a blower to blow the leaves and grass away, 
leaving the lawn looking very nice and manicured.  

F We have no contact with their operatives and have no 
knowledge of badges or uniforms etc”

F “The access path from the back gate desperately needs cutting 
back.  My husband and I get very wet when it rains and he also 
uses a trolley because he can't walk very far and the hedge 
interferes with the gate and walkway path.  We would be very 
grateful if the gardeners could trim it back for us, as we are  
both 80 and no way are we allowed to climb up ladders”

F “I have lived here for 16 years and the gardeners that we have 
now are extremely polite, considerate they all work with great 
pride and the area looks fantastic. They a great asset 
to the company and Wokingham Borough Council.  They are the 
best gardeners we've had”. "PLEASE KEEP THEM"

The Housing Management Team has published an annual plan of
walkabouts. These are attended by residents, staff, Councillors,
Community Wardens, Police Community Support Officers and other
agencies available on the day. Walkabout feedback sheets are currently
provided to those residents who attend. However, we need to improve the
process for getting walkabout feedback to tenants and leaseholders more
timely, in accordance with the neighbourhood and community local
standard. The Housing Management Team is looking to make the survey
and feedback sheets available on the website. In conjunction with the
Housing Management Working Group, we will be looking to set measures
to assess the performance of all walkabouts. 
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The Housing Management Team ensures that a Housing Officer attends
the Resident Resource Centre/Community House or Flat at least once a
fortnight. Housing Officers’ names and contact details are published in
each edition of Housing Matters. 

Eight estate improvement bids have been successful this year. These are
ideas put forward by tenants, staff and Councillors as a way of improving
their area. 

Millworth Lane (Shinfield)
As elderly residents, the slabs are 
uneven and dangerous to walk on, 
making it difficult to access our 
properties. Shrubs, pathways are 
overgrown and encroaching on 
our properties. 

Clements Close (Spencers Wood)
Overgrown trees, shrubs and 
pathways was making the area look 
unsightly. Rubbish and fly tipping 
is a major problem. 

Chestnut Crescent (Shinfield)
Rubbish and fly tipping is a major 
problem.
Frensham Green (Shinfield)
The bungalows in Frensham Green 
are not well lit and tenants are 
finding it difficult to access their 
properties at night. They were also 
unable to see who was visiting 
their door at night. 
Budges Road (Wokingham)
Request for an alleyway to be 
blocked off to reduce anti social 
behaviour.

Cambourne Close (Earley)
Request for a “no cycle sign” in an 
alleyway as cyclists and 
skateboarders whizz through and 
is dangerous to pedestrians.

• A contractor was employed to lift 
  and relay the slabs
• Shrubs, trees and hedges were 
  cut back
• Original seating was fixed
• Grassed area was turfed
• Soakaways were located and 
  cleared  
• Consulted with tenants and the 
  Police 
• New lighting column installed 
• Border fences renewed with gates 
• Hedges, trees and shrubs were 
  cut back 
• Bin stores were installed and 
  more bins were made available. 
• Bin stores were installed and 
  more bins were made available

• Consulted with tenants
• New lighting column installed  

• Consulted with tenants and Police
• No evidence of anti social 
  behaviour and the outcome of the 
  consultation was that tenants did 
  not want the area blocked off, just 
  cleared 
• Tenant and Landlord Improvement 
  Panel felt that a cycle sign was not 
  sufficient and recommended a 
  cycle restrictor and consultation 
  with residents
• Consultation with residents 
  showed that they would like a 
  cycle restrictor 
• Works currently being carried out 

You said We did
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Local Co-operation
The Housing Management Team has daily contact with the Police both at
a strategic and an operational level. They work closely with other
landlords, the Council’s Community Safety Team and other statutory
bodies and share best practice and exchange ideas. The Housing
Management Team attends the Neighbourhood Action Groups where
there are tenanted properties and have a good relationship with schools
and community services. 

  
      

      
      

    
    

  

   
    

      
     

    

  
       

  
     
       

      
      

      
    

  
      
      

  
        
    

    
   

       
     
      

   
    
    
     

    
      

   
     
      
      

    
      

       
      

      

   
      

     
      

        
       
         
   
     

          
      
      
   
    

        
    
      

  

The Courts (Winnersh)
Request for house direction signs 
to be installed at entrance to 
Bayley Court. 
Request for signs to be put on the 
garages to warn people not to 
climb on them.

Request for the replacement of 
benches for the communal area 
behind the bungalows at Bayley 
Court.
 

Waterloo Road (Wokingham)
Request for litter bins for the three 
blocks on Waterloo Road and the 
green area within Waterloo Crescent. 
Request was also received to install 
a bench in the above areas.  

• Tenant and Landlord Improvement 
  Panel Chair declared a conflict of 
  interest for the three estate 
  improvements and the meeting/
  decisions were passed to the rest 
  of the group to make
• Signs agreed and works currently 
  being carried out

• Works were agreed and the 
  Tenant and Landlord Improvement 
  Panel also agreed to supply a 
  table. 
• On further investigation, it was 
  felt that the area was unsafe and 
  therefore the Tenant and Landlord 
  Improvement Panel agreed to lay 
  a slabbed area. 
• Consultation is still ongoing. No 
  decisions will be made until the 
  consultation is completed.  

You said We did
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TENANCY STANDARD

Tenancy Standard Performance
Wokingham Borough Council has an Allocations Policy which covers how
the Council operates its Housing Register, the Transfer List and Homeless
Applications. Wokingham Borough Council uses a points system, based on
the housing need (e.g. overcrowding, sharing facilities etc) and waiting
times. Wokingham Borough Council also runs Medical and Social Priority
Re-housing scheme for those with an urgent and exceptional need to
move. 

Applicants can choose the areas of the Borough where they would like to
live and no restrictions are made to an individual’s choice. Although, of
course, if people are very limited in the areas they have chosen to live, it
can be very difficult to help and the wait for housing will be much longer.

We also provide information on Sheltered Housing Schemes and Extra
Care Housing Schemes in Wokingham. The Housing Needs Team is able to
individually assist people who have queries about this type of
accommodation. 

The Allocations Policy also explains clearly the reasons why, in some
instances Wokingham Borough Council apply exclusion (based on the
requirements of housing legislation) which might prevent some people
from being housed in certain areas, types of accommodation or even
altogether. This could include previous anti-social behaviour by applicants,
debts owed to the Council or because of specific age requirements in
some accommodation. 

There is a clear application process and guidance given to applicants on
how the scheme works. The appeals process is also clear, straightforward
and is explained to all applicants. 

There are a range of housing options available and information is 
available in hard copy and on the website, covering: 

F Transfers
F Housing Register (often called Waiting List)
F Homelessness
F Mutual Exchanges
F Home Swapper
F Private Rented Sector options
F Housing Rights and Responsibilities
F Rent in Advance/Deposit Loan Scheme

Information on Private Landlords and other Registered Social Landlords is
also provided to those making general enquiries about housing in the
area. 

All Allocations literature contains translation request information in a
range of languages. On request, documents can be made available in
alternative formats such as large print, audio or in electronic form. 
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Translation facilities are available and staff are trained to access these.
Applicants with support or other needs are quickly identified as part of
the initial assessment and advice process and appropriate signposting and
other assistance is given.

The Council works closely with development partners from other
Registered Social Landlords to ensure that housing development needs
within the borough are met as far as is possible. The Council has published
a three year Housing Strategy (2010-2013) and a three year Homelessness
Strategy (2008-2011 – soon to be renewed) both of which were produced
in consultation with a wide range of local stakeholders.

In 2010/11 (April to March) the re-let total was 218 properties from the
Housing Register and Transfer Lists, of which, 178 were general needs
properties and 40 were sheltered housing properties. The average re-let
time of properties that became vacant for the whole year was 43.7 days
which was unacceptably high. Therefore, the Tenant and Landlord
Improvement Panel instigated a review of the void procedures. From April
to the beginning of August this year, 63 properties were re-let at an
average of 20.0 days which represents a significant improvement and
puts us into the top performing quartile of all Councils in the country.  All
lettings are recorded in the national Continuous Recording of lettings
system (CORE).

Tenant Services consistently take into account the circumstances of
potential customers. Where appropriate, we liaise with the Council’s
Assessment Team to seek dual housing benefit to allow customers with
exceptional circumstances or support needs more time to move in. 

Tenant Services continues to use an Introductory Tenancy scheme for all
new tenants. Introductory Tenants are monitored closely during the first
12 months of their tenancy but if there have been no problems, the
tenancy then becomes secure. Tenant Services also has licences in place
for temporary accommodation, mobile home sites and Gypsy, Roma and
Traveller accommodation. A new licence agreement has been introduced
for Gypsy, Roma and Traveller sites this year, in accordance with recent
legislation.

Sheltered Housing Team
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VALUE FOR MONEY

Why is Value for Money Important?
Whilst Value for Money has been a stated by the government as a priority
for a number of years, it has become a very important topic with the
recent major reductions in Central Government spending.

Value for Money is obtaining the maximum benefit with the resources
available. This can be achieved in a variety of different ways including: 

F Reducing costs (e.g. labour costs and better procurement)
F Reducing inputs (e.g. people, assets, energy materials)
F Providing a better quality or enhanced service
F Investing more to save in the future 

Value for Money is about achieving the right local balance between
economy, efficiency and effectiveness. 

Economy is what goes into providing a service, such as the cost per hour 
for all Tenant Services staff or the cost of repairs. 

Efficiency is a measure of productivity i.e. how much you get out in 
relation to what is put in.  For example, the number of properties 
inspected by each Surveyor each week or the amount of rent collected by 
the Rent Team. 

Effectiveness is a measure of the impact that has been achieved. This 
can be either quantitative (counted in numbers) or qualitative (how 
services are described).  Examples include:- 

F How many people were prevented from falling into debt 
through good money and debt advice

F Feedback from different sections of the community with how 
well we do tenant involvement 

This means that Value for Money not only measures the cost of goods and
services but also takes into account the mix of cost with quality, resource
use, fitness for purpose and timeliness to judge whether or not, together,
they constitute good value. 

Value for Money is high when there is the best possible balance between
all three elements - when costs are relatively low, productivity is high and
successful outcomes have been achieved. 

Value for Money is not an optional add-on, nor something that can be
achieved as a one-off.  It is a way of doing things that needs to be part and
parcel of everything we do; from improving how we repair and maintain
homes to how we deal with anti social behaviour. 

How we seek Value for Money?
In some ways Value for Money is a never-ending journey! Tenant Services
is always looking to improve the services they provide, finding new and
better ways of doing it and then Value for Money is part of their way of
working and not something which has a beginning and an end date.
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Tenant Services will be tackling the issue of Value for Money with tenants,
leaseholders and partners to understand their priorities.  They will also be
liaising with other landlords to highlight areas where improvements, will
be beneficial to all. 

Tenant Services have arrangements (which are called Service Level
Agreements) with other services within the Council – for example Legal
Services, Finance etc.  Tenant Services will be closely looking at these
Service Level Agreements to make sure they are getting value for money
from other Council services or whether there are other, more economical
ways of achieving the same results.

How will Tenant Services measure it?
At the end of the quarter Tenant Services will collate information about all
of the initiatives that they have been working on and will test how well
value for money has been achieved, taking into account feedback from
tenants and leaseholders. 

Who will be checking that Tenant Services delivers Value 
for Money?  

F Tenant Involvement Working Groups will monitor value for 
money within their group. 

F The legal regulator for Housing will monitor how effectively 
Tenant Services spends your money.

F Auditors (internal and external) do specific regular audits to 
make sure value for money is being met.

F Independent Resident inspectors (tenants from neighbouring 
authorities and housing associations) have been trained to 
identify strengths and weaknesses in value for money. They 
undertake reviews and speak to tenants within specific 
organisations. 

Value for Money Performance
The following pie charts show how we spent your money in 2010/11:

Final Account Expenditure 2010-11
£,000

Other
17% (£2,122)

Subsidy
41% (£5,063)

Management
19% (£2,326)

Repairs and Maintenance
23% (£2,833)

Final Account Expenditure -
Management Breakdown £,000

Other
50% (£719)

Tenant Involvement
1% (£20)

Sheltered
38% (£547)

Customer Services
11% (£152)
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Graphs explained - examples of other can include the
following:

Subsidy back to Government
Service Level Agreements – Tenant Services contributes money to 
other Council departments who work with us e.g. Legal Services
Customer Services
Housing waiting list management

At the end of June 2011 there were 598 tenants who owed more than the
current weeks rent. In the last financial year up to April 2011, 7 households
were evicted for non payment of their rent. If everyone cleared their rent
arrears we could afford to replace an extra 119 kitchens or 155 bathrooms. 

The average cost in 2011 for bringing a property up to the lettable
standard is £1,837. 

Value for money initiatives over the last year were:
F The Decent Homes backlog bid to Government for £5m. 
F Tenant Services relocated to Shute End. The majority of staff 

now work remotely from buildings around the borough and/or 
from home. This means that it eliminates the use of Waterford 
House and all related costs. 

F The cost of street cleansing recharges has been negotiated as 
part of new contractual arrangements. The old contract was 
priced at £19,328; the new contract is £5,928, a saving of 
£13,400 to the Housing Revenue Account. 

F Tenant Services are using Quantity Surveyors in measuring 
valuations against invoices on our Decent Homes Programme 
on a monthly basis to drive efficiency and make savings.

F We also used these Quantity Surveyors to measure valuations 
against invoices on our Responsive Repairs programme and to 
support us in making savings with the final account of 
Connaught’s. 

F The Rents Team in August 2011 was incorporated into the 
central Income Collection Team. This aims to bring together all 
parts of the Council that are involved in income generation. 

F Electronic data filing released physical space. 
F The knowledge from the Stock Condition Survey will inform 

significant decisions about the magnitude of future Decent 
Homes work and the planning of that work. 

F Tenant Services has introduced Direct Debits as a method of 
paying your rent. This is the lowest cost method to receive and 
process payments. Next year we will quantify how direct debits 
have achieved a cost saving. 

F Value for Money exercise on Housing Matters and the Calendar 
was completed in September 2011. This resulted in a saving of 
£2486.10 for the year. This included any possible increase in 
paper costs and house images, which the printer has agreed to 
remain the same for the year. 
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Value for Money aims for next year:
In partnership with the Tenant and Landlord Improvement Panel and the
Working Groups, Tenant Services will:

F Develop a mechanism for involving tenants in shaping services 
at a strategic level, in the context of allocating resources to 
meet tenant’s priorities. We will set out how we have achieved 
this in next years report

F Develop how Tenant Services achieves value for money and 
develop a value for money strategy

F To review the current set of performance measures including 
establishing a focus on the newly established local standards  

F Implement a value for money register and impact assessment 
F Increase the number of satisfaction surveys
F Establish the  reasons for dissatisfaction with key services 

through consulting tenants directly
F Establish timely service programmes determined on tenant 

satisfaction, performance and cost information
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ACCURACY OF THIS REPORT

Tenant Services conduct satisfaction surveys with tenants on most areas
of the business.

The accounts are reviewed by Wokingham Borough Council’s Audit
Committee. Each month our budgets are monitored by Tenant Services
Budget Managers, Finance and the Council’s Executive. The Tenant and
Landlord Improvement Panel also monitor budgets twice a year and are
involved in budget setting. 

Internal audits for rents and budgets are carried out annually, which
ensures accurate figures for rental income, rent arrears and budgets are
achieved. On occasions a full audit will be conducted across the service, to
ensure procedures and practices are being adhered to. 

Gas servicing is independently checked at regular intervals by Master Gas
Safety. Water testing is carried out by Aquacare.

Performance information and satisfaction figures are scrutinised monthly
with the Working Groups and Tenant and Landlord Improvement Panel.
These groups challenge performance trends and drive improvements.

Tenant Services have two trained Resident Inspectors who are able to
assess and report on other Local Authorities and Housing Associations
within the area performance; however they do not inspect their own
organisations at the present time.

As part of the ongoing service improvement work, service reviews will
continue to take place. 

The Chairs of the Tenant and Landlord Improvement Panel and the
Working Groups, have worked in partnership with the Tenant Involvement
Team and other key members of staff to develop and prepare this report. 

All Involved Tenants, Tenant Services staff and Tenant and Landlord
Improvement Panel members were consulted on the report.

The Annual Report will be published on the website and a summary will be
available in the winter edition of Housing Matters.  Hard copies are
available on request from:

c/o Tenant Involvement Team
Resident Resource Centre
10 Targett Court, Winnersh
Berkshire, RG41 5HP

01189 743767 or 01189 782494
Email: housing@wokingham.gov.uk 

Supporting documents are available on the website and this includes
details of our improvement plans.

Website address: www.wokingham.gov.uk/housing/council/
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TERMS WE USE

Anti Social Behaviour – Where a person has acted in a manner that has
caused or is likely to cause harassment, alarm or distress to one or more
persons not of the same household. 

Chartered Institute of Housing – Is a housing professional body. Their
aim is to promote housing, its standards and ideals and the training and
education of those working in housing. 

Decent Homes – A Government standard to ensure that all homes are
warm, weatherproof and have reasonably modern facilities. 

Final accounts – Tenant Services annual statutory accounts. 

Homes and Communities Agency - The national housing and
regeneration agency for England.

Home Swapper – A national database which allows tenants to swap
homes within the country. 

Housing Revenue Account – The funding account where rents and
service charges go to. This funding is then allocated to the Tenant
Services areas e.g. repairs and maintenance, housing management and
tenant involvement.

Independent Resident Inspectors – Tenants from neighbouring
authorities who have been trained to undertake reviews to identify the
strengths and weaknesses of other housing organisations. 

Keystone – The Asset Management Database, storing stock condition
information for Tenant Services properties. 

Localism Bill - Introduced to Parliament on 13 December 2010. This Bill
will shift power from central government back into the hands of
individuals, communities and councils.

Local Co-operation – How Tenant Services interacts with other
professional bodies who work within the borough e.g. other Council
services, Thames Valley Police. 

Local Standards – What standards tenants can expect from Tenant
Services. These were set by tenants.  

Mutual Exchange – A system whereby a tenant swaps their house with
another tenant. 

Self Financing – A new system for how council housing is financed.
Councils, who own council houses, will have to pay Central Government
for their stock, but in return will be able to retain all rents and related
charges that it receives
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Service Improvement Plan – Developed in partnership with tenants, this
plan details how Tenant Services will improve over the next 2-3 years. 

Service Level Agreement – An arrangement that Tenant Services has
with other services within the Council e.g. Legal Services, Finance. 

Subsidy – The money that Tenant Services must pay back to Government
every year. 

Tenant Audit – A process to obtain up to date information on all tenants,
understanding the different needs tenants have and any additional
requirements they may need. 

Tenant and Landlord Improvement Panel – Chaired by a tenant this
group is made up of tenants, staff and Councillors who advise and make
recommendations on strategic issues, policies and budgets for Tenant
Services. 

Terms of Reference – The aims and objectives for a Working Group or the
Tenant and Landlord Improvement Panel. 

Transactional Finance Unit (Central Income Collection Team) – The
team dealing with all money coming into Wokingham Borough Council.
The Rent Officers are now a part of this team. 

Value for Money – Ensuring that our services are cost effective and
efficient.

Working Groups – These groups are chaired by a tenant and enable
tenants to work in partnership with Tenant Services to shape and
contribute to the decision making process. They have an input on
operational issues, the drafting of policies and procedures, ensuring value
for money, equality and diversity and scrutinising performance and
satisfaction. 

FEEDBACK

Tenant Services would like to hear what tenants think about this report. 

If you have any feedback, please contact:

c/o Tenant Involvement Team
Resident Resource Centre
10 Targett Court
Winnersh
Berkshire
RG41 5HP

Telephone: 01189 743767 or 01189 782494

Email: housing@wokingham.gov.uk



»www.wokingham.gov.uk/housing/council
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