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So where do
we go from
here? As
outlined in

the last issue we are now looking
forward to providing information
on our 2722 properties to
government which will help them
determine the exact figure
Wokingham Borough Council pays
for its stock. The timetable states
we will need to provide this
information in August. In the
interim staff will be meeting the
Involved Tenants and Councillors
to update all concerned on this
priority issue for the Council. 

I look forward to letting you know
how things are progressing in the
next edition of Housing Matters.

Service Improvement
Update 
The Tenant and Landlord
Improvement Panel has worked
tirelessly over the last couple of
years and I feel I must
acknowledge the amount of work
a small group of dedicated
volunteers undertakes on behalf of
Tenant Services. Without the
support and help of the Involved

Tenants we would not be making
the service improvements you
need. This includes:

• Tenant and Landlord 
Improvement Panel

• Repairs and Maintenance 
Working Group

• Housing Management Working 
Group

• Communications and Customer 
Care Working Group

• Sheltered Housing Working Group
• Involved Tenants also attend 
other meetings on behalf of 
Tenants

They have been working with
Officers to deliver the following
service improvements:

• 100% gas compliance 
• Completion of 250 property 
refurbishments with capital 
spend of £3.2 Million 

• Upturn in void performance, 
reducing the time we take to 
let properties   

• Customer satisfaction, overall 
improved from 70% to 83% 

• Move from Waterford House to 
Shute End 

Next steps are to agree the
2011/2012 Service Improvement

Plan which includes building on
the ongoing work on:

• Value for Money
• Equality and Diversity
• Health and Safety
• Asbestos Management

So as you can see the positive
work is ongoing with Tenants and
Tenant Services, I look forward to
reporting progress in future
editions of Housing Matters.

IN THIS ISSUE...

Repairs Service
…page 6

Keeping in touch with the
Council
…pages 8-9

Local Standards
…pages 10-14

Walkabouts/Gazebo
Days/Housing Surgeries
…pages 18-19

Soccer at 6
…page 21

FOLLOWING on from the Spring Edition of Housing Matters, I can confirm
that Involved Tenants are now engaged with and talking to our Councillors and
Tenant Services Officers on this issue. The Involved Tenants have been
pushing for these meetings and I am pleased that they have met and
discussed the issues with a group of Councillors and Officers.

HEAD OF TENANT SERVICES
UPDATE - HRA Offer Update
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Letter from
the Editor  

THIS issue is full of important
information for all Tenants and
starts to tell you of changes that
are coming in April 2012.

¬ The Government buy out of the 
Subsidy System meaning 
Wokingham Borough Council 
Tenant Services becoming Self 
Financing. It is paramount that 
tenants are kept up to date with 
these changes and that tenants 
views are received and taken into
account. Don’t be afraid to ask 
questions, as the changes will 
affect your homes and 
neighbourhoods. 

¬ Rubbish and Recycling for the 
borough will change as of April 
2012. See article opposite. Please 
make sure you are fully updated 
with these changes, as they will 
affect you. If you would like more
information contact Wokingham 
Direct 01189 746000 or email 
wokinghamdirect@wokingham.gov.uk 

¬ Satisfaction Survey results article
is on page 4, we are always keen 
to receive your comments on the
services provided.

¬ The Tenant Involvement Annual 
General Meeting in May was a 
great success, thank you to all 
who attended and your questions
and enquiries were appreciated.

To contact the editor direct please: 
Email:
florence.watson@wokingham.gov.uk 
Telephone (0118) 978 2494 
Please leave a message and I will
call you back.  

Floss Watson, Editor 

”

“

WEEKLY RECYCLING
COLLECTIONS
FROM April 2012, we will be changing the way
that we collect waste and recycling. Recycling
collections will become weekly. 

COUNCIL TO SUPPLY FREE
BIN SACKS 
To encourage more recycling, we will
supply 80 official sacks, for normal
rubbish, for free each year. 

Bag size will be approximately 75L and 18 micron thick.
Only these official sacks will be collected each week.

GARDEN WASTE SCHEME EXTENDED 
The garden waste scheme will be extended to the whole Borough

FULL DETAILS 
Read all about the proposed changes to waste collections in our
‘Don’t waste our future’ leaflet.

For more information contact Wokingham Direct on 
0118 974 6000.

COMPETITION RESULTS
Congratulations to the following people who won our Spring Housing Matters competitions:

Word Search
Mrs Bowman
Twyford 

£25 shopping vouchers

Children’s Competition
(7 and under)
Rhiann Havord

Twyford
£10 shopping voucher

Children’s Competition
(8 to 11)

Winner from Winnersh 
£10 shopping voucher

ESTATE
IMPROVEMENT
UPDATES
MILLWORTH LANE, SHINFIELD
Works on the gardens and paths have been completed (some turfs
still to be laid in September). 

CHESTNUT CRESCENT, SHINFIELD
Signs to number the houses were requested and are now complete. 

CLEMENTS CLOSE, SPENCERS WOOD
Fencing works requested by tenants for added security along a
footpath. Works commenced in May 2011 and are now complete. 

FRENSHAM GREEN, SHINFIELD
Tenants requested additional lighting to light up a very dark area
around older persons bungalows. Works to install a street light
column have commenced, but are not due for completion until
August. 
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THIS years Tenant Involvement Annual General Meeting took place on
Wednesday 11th May. Thank you to everybody who attended and participated in
this very successful meeting. 

Presentations and updates on this years work and achievements were given by the Chair of the
Tenant and Landlord Improvement Panel, Head of Tenant Services and the Tenant Involvement
Manager. 

Reports given:

Involved Tenant and Tenant
Involvement achievements

Results of the Customer
Satisfaction survey 
– see page 4

Tenant Services Performance

Updates on the Repairs Service

Housing Revenue Account offer
from Government

Community Achievements and
Estate Improvements

The presentations were followed by a
question and answer session, giving all
attendees the opportunity to raise any
queries they had in regards to the
presentations or general enquiries. 

The re-appointments of Involved
Tenants will take place as follows:

2012
Peter Grace
Nicky Harmsworth
Andrew Hillier
Brian Lee
Pat Pascoe
Floss Watson

2013
Maureen Ford

2014
Steven Bowers
Nigel Eaton
Sandra Kelly
Lee Newton
Andy Alford
Gerry Williams
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TENANT AUDITS 

TENANT SERVICES SATISFACTION 
SURVEY – THE RESULTS ARE NOW IN!

2010/2011

83%

77%

90%

90%

90%

% of respondents who said they were satisfied with
the overall service provided by their landlord

% of respondents who said they were satisfied with
the general condition of their property

% of respondents who said they were satisfied with
the neighbourhood as a place to live

% of respondents who said they were satisfied with
the value for money for their rent

% of respondents who were satisfied with how their
enquiries are dealt with

IN November 2010, Tenant Services conducted a satisfaction
survey with all of its tenants. We would like to thank the 811
tenants who responded to the survey. 

Tenant Services is pleased to report that there has been a marked
improvement in satisfaction in most areas since the last survey
(2008). A summary of the results are:

2008/2009

70%

82%

76%

73%

69%

The survey results will now be fully analysed by Tenant Services and the relevant Tenant Involvement
Working Groups. This feedback will help us to identify tenants views on the service and if it is meeting
the needs of tenants. The information will be used to shape and improve the service. 

Who visits you from Tenant Services may not
necessarily be the Housing Officer or Rent Officer
for your area.  All of Tenant Services are keen to
take this opportunity of meeting you, our customer,
rather than being a voice at the end of the line.  

We would like to reassure you of the purpose of
carrying out Tenant Audits and hope that the next
few lines below go some way to explain this.  If you
have any further questions on your Tenant Audit,
please ring me on 0118 974 3770.

• The Tenant Audit will:
- help with future planning of services so that 

they can be tailored to tenants needs.
- ensure that future services are planned and 

delivered fairly - with a focus on equality, 
diversity and good relations.

- identify people who may need to be re-housed 
by showing up any over-crowding of properties 
so that we can better match size of property to 
size of family.

- uncover fraud or illegal sub-letting, should it be 
found.

- involve tenants in having more say in the 
services we provide.

- sign-post people to other services that are 
available.

• The Property Inspection will:
- check that the property is being kept in an 

acceptable condition.
- help validate information provided in the Tenant 

Audit.

CAROLE DEVEREAUX,
CUSTOMER SERVICES MANAGER

HAVE you had a visit from a member of Tenant Services recently?  Our staff are currently working
their way around the Wokingham Borough visiting all our tenants in order to complete a Tenant
Audit and Property Inspection form.  We will always agree a time and date with you to visit, but on
some occasions, if a member of staff has another reason for their visit, they may take up this
opportunity to fill out the form at the same time.  If you have not completed a Tenant Audit form, do
mention this at the time of their visit.
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TENANT SERVICES
PERFORMANCE 
END OF YEAR APRIL 2011

Decent Homes
Last year we completed Decent Homes

works to 210 properties and replaced 135 Central
Heating Systems. 

Gas Servicing
As at the end of March, 99.92% of our

homes had a valid Gas Safety Certificate. By the
5th of April, this figure was 100% meaning every
single tenant in the borough had a valid
certificate.

Void (Empty) Properties
Each time a property became void (empty)

in 2010-11 it took us an average of 41.36 days to
survey the property, carry out works to the
property to bring it up to our re-let standard and
find a new tenant. This was higher than our target
of 35 days.

Tenant Audit 
At the end of March we have audited 1,953

of our tenants which equates to 71.88%. We
audited over 850 tenants in the financial year
from April 2010 to March 2011. 

Rents
The Rents Team collected 97.77% of all

rent due last year. This is compared with a
collection rate of 98.25% for the year before. This
meant that rent arrears rose by £8,000 making
the total amount now owed to the Council
£348,000. The rents team evicted 7 tenants due
to non payment of rent last year. 

Anti-Social Behaviour
Last year there were 85 new cases of ASB

reported by our tenants across the Borough. Of all
the cases we closed only 3 cases were unable to
be resolved. One tenant was evicted due to Anti
Social Behaviour last year. 

Customer Satisfaction
In the last customer services survey which

was carried out in 2008 in their response to the
question “Taking everything into account, how
satisfied are you with the overall service provided
by Tenant Services” 70% stated that they were
satisfied. In the 2010 survey, responses to the
same question rose to 83%. 

Daniel Trill,
Service Improvement Officer
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CELEBRATION

OF AGE 
2011 Date for your

Diaries 
THIS year’s event wil

l take place on

Wednesday 19th Octo
ber from 10am –

3pm, at Loddon Leisu
re Centre, Lower

Earley.  This will inclu
de various

activities such as sw
imming, Tai chi,

Pilates, Seated Exerc
ises, Aerobics etc.

There will also be a m
arket place where

other departments w
ill be in attendance

promoting their servi
ces. A free lunch

will be provided on th
e day.

More information will f
ollow in the Autumn

edition of Housing Ma
tters or contact

Amanda Gordon on 01
18 974 6850.

WE are pleased to announce that WokinghamBorough Council Tenant Services is nowworking in partnership with Reading BoroughCouncil Property Services to deliver ourRepairs and Maintenance Service to tenantsand site dwellers. 
This partnership is a result of close workingbetween the two authorities with the aim ofimproving the repairs service to the tenants ofWokingham. The Helpdesk numbers remain thesame.

Tenants and site dwellers should continue toreport repairs and out of hours calls using thefree phone number on 0800 515287. Please report heating repairs on 0800 3898789 and for out of office hours emergencyrepairs, please telephone 0800 515287. 
All contractors should have ID badges, if you arein doubt of the identity of callers at your doorplease use the Helpdesk number to verify theiridentity.

Occasionally we may need to use otherspecialist contractors outside of thisarrangement, someone will be in contact withyou to arrange a suitable appointment.  If youare in doubt of the identity of these callersplease contact Wokingham Direct on 01189746000 and ask for Tenant Services AssetManagement Team. 
If you experience problems with the serviceplease report this in one of two ways; byemail to housing@wokingham.gov.uk or bytelephoning Wokingham Direct on 0118 974 6000 asking for your message to bepassed to the Tenant Services AssetManagement Team. 
Andy Farrar
Asset and Maintenance Manager  

WOKINGHAM BOROUGH COUNCILREPAIRS SERVICE 

DECENT HOMES 
UPDATE  

THE Woodley phase of the Decent Homes programme
is now complete. Works were undertaken to 210
properties and included;

159 new kitchen installations,
25 kitchen upgrades
149 new bathroom installations
37 bathroom upgrades 
24 heating upgrades

We have now completed 124 surveys relating to the 2011
programme. Works are due to be undertaken in the
following areas, Winnersh, Earley, Hurst and Sonning. The
work programme will include;

69 new kitchen installations
2 kitchen upgrades
59 new bathroom installations
4 bathroom upgrades 
heating upgrades

Going forward the Asset Management Team is working
closely with the Repairs and Maintenance Working Group
in scrutinising performance and reviewing service
delivery of the Decent Home Programme. 



7

STAFFING UPDATES

Michelle Dartnall – N
ew Rent Officer

We would like to welco
me Michelle Dartnall a

s the new Rent Office
r,

to Tenant Services. 

Shane Avis – Mobile 
Caretaker

Shane left Tenant Ser
vices in May to

pursue a new role wit
hin the Facilities

Team at Wokingham B
orough Council. We

wish him every succes
s in his new role. 

Daniel Trill – New rol
e as the Service

Improvement Officer

Most of you will know
 Daniel as being the

Senior Rents Officer a
t Tenant Services.

Daniel now has a new
 role as the Service Im

provement Officer, wh
ich

involves collating perf
ormance information 

and helping to embed

service improvement 
across the service. 

TENANT AND LANDLORDIMPROVEMENT PANELACHIEVEMENT AWARD 2011 THE Tenant and Landlord Improvement Panel have introduced an achievement plaque,

which they will award annually in recognition to the team who has consistently achieved

over the past year.  

The Tenant and Landlord Improvement Panel would like
to announce that this year’s plaque goes to the AssetManagement Team for their work to establish a DecentHomes programme, contract management and survival
with the demise of Connaught and improving the gasservicing to 100% compliant. 
Andy Farrar, received the award on behalf of the Teamat the Annual General Meeting on 11th May. Congratulations to the Asset Management Team fromthe Tenant and Landlord Improvement Panel. 

NOTICES

STOP PRESS DIGITAL
SWITCHOVER 

WORKS for improvements to communal aerial systems in
preparation for the Digital Switchover, early indications
are that work will be starting in August 2011; however a
more definite schedule will be published once the
contract has been awarded.

Mark Whittington
Repairs Manager 
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LOCAL
STANDARDS –
WHAT TENANTS
CAN EXPECT
FROM TENANT
SERVICES?

TENANT INVOLVEMENT AND 
CUSTOMER CARE STANDARDS

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

Customer Services, Choice and
Complaints

We will:

• Provide information and communication, which 
is suitable to the diverse needs of our tenants.

• Provide tenants with up to date information. 

• Offer tenants a range of choices across the 
service, which meets their individual needs.

• Have a complaints procedure, which is clear,
simple and ensures that tenant’s complaints
are dealt with promptly and efficiently.

• Offer a range of ways for tenant’s to make 
a complaint.

• Answer your correspondence in the following 
timescales:

Phone call – 10 seconds (4 rings)

Letters requiring a response will be
acknowledged within 5 working 
days.
Tenant Services will provide a 
full response in 10 working 
days. 

Emails – to provide an 
acknowledgement to all 
emails within 10 working hours. We will 
respond to any formal responses 
within 10 working days.

• Provide information to tenants on the 
following:

� How tenants can contact Tenant Services and 
access services.

� The standards tenants can expect incorporate 
the responsibilities whether it be Tenant(s) 
or Tenant Services.

� Performance information, which will be 
published annually. 

� The service choices that is available to tenants.

� Progress on repairs and maintenance work to 
include individual and planned maintenance 
programmes.

Our Local Standards

IN consultation with tenants, Tenant Services
have produced a set of standards detailing what
tenants can expect from us as a landlord. 
Our local standards cover the following:

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

Home
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 in their homes.

Neighbourhood and Community 
Tenant Services are committed to ensuring our
neighbourhoods are clean, tidy and a place where
people choose to live. Our aim is to contribute to
the quality of life and the community safety of our
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.

These standards will be monitored regularly by
the Working Groups and the Tenant and
Landlord Improvement Panel to ensure that
they are met. 
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� How tenants can have their say and get 
involved in the housing service. 

How tenant’s feedback has been used to improve
the service. 

An Annual Report, which informs tenants about 
how the service is performing.

Tenant Involvement and
Empowerment

We will:

• Offer a variety of ways for tenants to get 
involved in the management of their homes and 
service improvements.

• Develop in partnership with tenants a Tenant 
Involvement Strategy, which will be widely 
published and reviewed annually. 

• Consult tenants in the development and 
reviewing of local standards.

• Involve tenants in the scrutiny of Tenant 
Services performance, within the Working 
Groups and the Tenant and Landlord 
Improvement Panel. 

• Review our Local Standards annually in 
partnership with tenants.

• Publicise the results of consultations through 
Housing Matters, the website and where a
appropriate locally (for local consultations). 

• Consult with tenants every three years to ensure
that they are happy with Tenant Involvement 
opportunities.

• Consult with all tenants in relation to any 
significant management changes e.g. stock 
options.

• Provide 2 Community Houses and 1 Resident 
Resource Centre across the 
borough.

Understanding and 
responding to the 
diverse needs of our 
tenants

We will:

• Treat all tenants fairly and with respect.

• Get to know all tenants.

• Use the tenant diversity information we hold to 
tailor services to the individual needs of tenants.

HOME –
MAINTAINING YOUR HOME

We will provide a cost-effective repair and
maintenance service to homes and communal
areas in relation to choices offered and the needs
of tenants 

We will meet all legal requirements that provide
for the health and safety of the tenants in their
homes.

Repairs & Maintenance

We aim to complete repairs and improvements in a
timely, efficient manner and to agreed targets.

We will:

• Operate a repairs appointment service with the 
following priorities:

� Priority 1 – Emergency Repair within 4 hours 

There is an immediate and serious risk to people
or property

� Priority 2 – Emergency Repair within 48 
hours 

A serious risk to people or property is likely to 
develop if action is not taken quickly

� Priority 3 – Urgent Repair in an average of 15 
working days

Problems are likely to cause major discomfort to 
tenants, or damage to the property is likely if 
the repair is delayed

� Priority 4 – Non urgent Repairs in an average 
of 40 working days

Items must be pre-ordered or made to measure 
(e.g. windows or doors)

• Complete a first time fix on 85% of 
repairs

• Provide tenants with a Tenant 
Handbook

If a surveyor needs to take a closer look 
at a problem, we will contact you within 

3 days of the problem being reported and
arrange a suitable appointment with you. 

How long your repair takes depends on the type of
problem. We respond fastest to damage or
breakdowns where there is a risk to health and
safety or the property.

The Repairs Helpdesk operator will inform you of
the priority given to your repair.
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You will:

• Be able to report your repair to our Repairs 
Helpdesk (Non-Heating) between 8.00am and 
5.00pm Monday to Friday 0800 515 287.

• Be able to report your Heating repair to our 
Heating Repairs Helpdesk between 8.00am and 
5.00pm Monday to Friday 0800 389 8789.

• Be able to report out of hours emergency 
repairs.  This service will be available by phoning
0800 515 287 outside the above hours and 
during Bank Holidays. 

• Request landlord permission for any alterations
or additions you wish to make to your home and 
you will maintain these at your own expense. 

Gas Safety

We have a legal responsibility to carry out an
annual gas safety check.

We will:

• Undertake a gas safety check on an annual basis.

• Undertake a full annual gas service of your gas 
central heating system. This includes a visual 
inspection of other gas appliances, cookers and 
gas fires where fitted. 

• Upon satisfactory completion of the above, 
provide you with an annual gas safety certificate

• Independently carry out quality inspection 
checks on gas servicing and gas installations 
that the council or its contractor undertakes.

• Where tenants do not give access to their home, 
gas service interval timers (gas restrictors) will 
be fitted and legal action taken where necessary. 

You will:

• Be entirely responsible for any gas appliance, 
cooker or fire you have had fitted. Such 
appliances must meet the required gas safety 
standards and you should ensure a qualified 
engineer fits them. 

• Allow access to your home for our staff or 
contractors to carry out the annual gas service, 
safety check and independent quality 
inspections.

Decent Homes and Planned Maintenance

When developing our Decent Homes schemes, we
will take into account the Decent Homes standards
and housing health and safety.  We reserve the
right to also do other work at the same time, for
example upgrading your roof insulation and
renewing fascia boards and guttering when we are
doing roofing work. 

We will only do work that is needed to bring your
home up to our Decent Homes Standard, therefore

the work we do in your home may not be the
same as the work we do in homes nearby.   You
may have already had work done under previous
schemes, such as replacement windows, a new
heating system or a new kitchen – in these cases
we will not need to do this work again.

We will:

• Include Involved Tenants in the selection of 
contractors and suppliers on all major contracts

• Publish our programmes for Decent Homes and 
planned works in Housing Matters.

• Write to tell you about major work we are 
planning for your home no less than one month 
before the work is due to start.

• Inspect all homes before works begin to assess 
what work is needed and we will tell you what 
work will be done, when it will start and who will 
do it. 

• Carry out an assessment so that we know which 
customers might need more help or support 
while we are doing this work. 

You will:

• Allow access to your home for our staff and 
contractors to survey your property and to carry 
out work agreed within these programmes.

• Help us by moving your personal effects and 
belongings from the work areas.

• Look after any improvements we make to your 
home.

Right to Repair

The Right to Repair is a legal right for council
tenants. It will make sure that certain small urgent
repairs, which might affect your health, safety or
security are done quickly and easily. Councils are
told by law to carry out these repairs within a
certain time. 

Repairs included in the Right to Repair scheme 

• Unsafe electrical sockets. 

• Leaking roof. 

• Blocked sink, bath or basin. 

• Toilets which won’t flush (blockages are tenant 
responsibility).

• Loose or broken banisters and handrails
We include these repairs in our priority repair 
categories 1 – 3 (see page 1).

Once the repair has been raised:

We will:

• Inform you of the repair priority

• Inform you of who will be completing the repair.
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• Inform you of the date and time the contractor 
will call. 

• Inform you of when the deadline is for completion. 

You will:

• Call the Repairs Helpdesk on 0800 515 287 to 
tell us what repairs need to be done.

• Be able to obtain copies of the Right to Repair 
Scheme (published by the Communities and 
Local Government) by contacting Tenant 
Services on 0118 974 6000 or by emailing 
housing@wokingham.gov.uk 

The leaflet is also available for download at:
http://www.communities.gov.uk/documents/
housing/pdf/138340.pdf

Aids & Adaptations

We want you to live as independently as you can in
your home but sometimes you may need help to
do this.

We will:

• Seek funding through referral to an Occupational
Therapist (OT) and application for a Local 
Authority Disabled Facilities Grant where possible 

• Carry out minor adaptations within six weeks.

• Carry out major adaptation work not needing 
planning permission within 12 months from 
receipt of the OT assessment. 

You will:

• Keep us informed if your individual situation 
changes

• Request landlord permission for adaptations 
or alterations you make to your home

Standard for Letting Empty Homes

We aim to provide homes of a decent quality and
standard.  We check all of our properties when
they become vacant.  If repairs are required these
will generally be completed before we re-let the
property. All properties will meet the Council’s
Standard for Letting Empty Homes.

We will:

• Provide new tenants with copies of all energy 
performance and safety certificates for their 
new home.

You will: 

• Keep your home in a good condition
and not damage your home or 
any fixtures and fittings.

NEIGHBOURHOOD AND 
COMMUNITY 

LOOKING AFTER YOUR
NEIGHBOURHOOD AND COMMUNAL
AREAS 

We are committed to ensuring our neighbourhoods
are clean, tidy and a place where people choose to
live. Our aim is to contribute to the quality of life
and the community safety of our 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.

There are three areas covered
by our Neighbourhood and
Community Standard. 

• Local Area Co-operation

• Anti-Social Behaviour 

• Neighbourhood Management

We will set out in an annual report for tenants how
we are meeting these commitments and how we
intend to meet them in the future.  

LOCAL AREA CO-OPERATION

Social landlords are expected to co-operate with
relevant partners to help promote social,
environmental and economic well being in the areas
where they own properties.  We will work with the
police, other landlords, Wokingham Borough
Community Safety Team and other statutory bodies
to improve your neighbourhood.

LOCAL STANDARD FOR ANTI SOCIAL
BEHAVIOUR

The term Anti Social Behaviour (ASB) is often used
to describe many different types of unacceptable
behaviour.  It is when someone acts in a way, which
causes or is likely to cause harassment, nuisance,
alarm or distress to one or more persons not of the
same household.
Residents have the right to enjoy their own
lifestyles as long as this does not impinge on the
right of peaceful enjoyment of other residents and
the community as a whole.  

If Anti Social Behaviour is reported to us,

We will:

• Log all initial complaints and contact the 
complainant within 5 working days.

• Allocate all cases to a specified Housing Officer 
who will assess and categorise the case in 
accordance with our ASB Policy.
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• Visit all complainants where appropriate to 
discuss and agree an action plan.

• Train all Housing Management staff to make 
sure they are aware of the need for sensitivity, 
confidentiality and anonymity (if requested) 
when dealing with ASB complaints. 

• Involve other agencies where and when 
required.

• Provide Witness Support measures on more 
serious cases by working with other agencies. 

• Provide practical advice on what complainants 
and perpetrators can do themselves to try and 
resolve ASB.

• Provide details of other agencies and support 
services that might assist.

• Provide guidance on the type of action that is 
necessary. 

• Provide guidance on the legal remedies available 
to resolve ASB.

• Keep in regular contact with the complainant 
whilst we address the complaint.

You will:

• Where possible, have tried to resolve any issues 
in the first instance with the relevant parties.  

• Complete an incident diary to record any ASB 
and return it to the Housing Officer, within an 
agreed time frame.

• At all times be respectful to the Housing Officer 
and other agencies.

http://www.wokingham.gov.uk/housing/council/
your-tenancy/antisocial/?locale=en

LOCAL STANDARD FOR
NEIGHBOURHOOD MANAGEMENT

We will keep the neighbourhoods and communal
areas associated with the homes that we own
clean and safe.  We will work in partnership with
tenants and other providers and public bodies
where this is effective. 

We will: 

• Respond to requests for tenancy changes within 
28 days.

• Respond to request for mutual exchanges with a 
decision within 42 days of written request. 

• Clean all communal blocks of flats regularly in 
accordance with agreed standards

by Hannah Linder
Tenant Involvement Manager

• Maintain all communal grassed areas and 
borders in accordance with agreed standards.

• Spray all communal hard standing areas with 
pesticide twice a year, where we have 
responsibility for doing so.

• Agree and publish an annual plan of walkabouts 
across the borough, giving residents the 
opportunity to raise concerns or issues. 

• Invite Tenants and Residents to your local area 
walkabouts.

• Publish the findings of each walkabout to the 
neighbourhood and on the Wokingham Borough 
Council website within four weeks. 

• Provide a Housing Officer to attend the 
neighbourhood houses at least once every 2 
weeks.  Housing Officers’ names and contact 
details to be published in each edition of 
Housing Matters and on the Wokingham 
Borough Council website. 

You will:

• Keep to the terms and conditions of your 
Tenancy Agreement. 

• Be responsible for ensuring your household 
rubbish/recycling is dealt with appropriately.

• Be responsible for keeping your garden clean 
and tidy.

• Ensure that vehicles belonging to you, your
household, and visitors to your home, 
are parked in a responsible and respectful 
manner. Ensure that all vehicles must also be 
street legal. 
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I can confirm Tenant Services has now moved to Shute End and other locations. The move was
successful and was well organised with Carole Devereaux leading the project with assistance
from the team. Tenant Services staff are now working from many locations across the Borough.
Officers are now working from community houses in Norreys and Gorse Ride, also 10 Targett
Court the Tenant Resource Centre. This new way of working has involved new IT equipment and
a change of working practices, which have been embraced by the team. Tenant Services are
transforming its way of working along with the rest of Wokingham Borough Council
in light of the current economic climate. 

SMART WORKING UPDATE

I see the changes as a real benefit
for customers and the team to be
working out of Shute End. Our
customers are now able to deal
with all housing related enquiries
under one roof, or can now see
officers in locations that are more
accessible for them. 

A real bonus for the team is the
improved communication with our
corporate colleagues, Tenant
Services now sit with the wider
council and are able to meet and
visit colleagues in much quicker
timescales, a real improvement
for our customers.

Simon Price,
Head of Tenant Services

Ann Molloy,
Senior Sheltered Manager

Andrew Starkey, Curtis Williams,      
Surveyors 

Darren Toes,
Planned Maintenance
Manager 

Andy Farrar,
Asset manager

Deana Humphries,
Senior Housing Manager

IN order to avoid any
unnecessary charges when you
are moving out of your home it is
important that you are aware of
the Council’s process concerning
the condition you must leave
your property in.

Before You Leave
As soon as a notice is given, your
Housing Officer will arrange an
inspection visit. The purpose of this
visit is so that the Housing Officer
can look over your property and
identify any repairs or
replacements that need to be
carried out before you move.
During this visit, the Housing
Officer will make a note of any

repairs and/or replacements,
including the instruction to remove
all possessions (including
carpets/flooring) on an inspection
form, which is then signed by the
tenant. By signing this form you
agree to carry out the works
identified and understand that if it
is not done before the keys are
handed back on your agreed date,
you will be recharged for the costs
incurred by Tenant Services to
complete them.

After the Keys Have Been
Returned
Once the keys have been handed
back to end a tenancy, the Tenant
Services Void Surveyor will carry

out a full inspection at the
property with the signed
inspection form from the Housing
Officer’s visit. If any of the works
that have been identified on this
form have not been carried out,
the Surveyor will take
photographs as proof and based
on this evidence along with the
invoice received by Tenant
Services to complete the works,
you will be invoiced for the cost of
these works.

If you have any queries regarding
this process, please contact a
member of the Housing
Management Team, see contacts
list on page 17.

Your Responsibilities When a Tenancy is Ended

Hannah Linder, Jon Davies,
Tenant Involvement Officers 
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Housing Needs

THE Repairs & Maintenance Working
Group and Involved Tenants are
increasingly aware of ‘DIY’ being
carried out in our properties which is
not going through the Landlord’s
Approval Process.

Please be aware that anyone visiting a property who
observes works undertaken outside our Wind &
Watertight repair obligation that tenants may have
done themselves will be reported to Mark
Whittington, Repairs Manager to follow-up.

Our primary concerns would be health & safety
issues, electrical, gas, structural changes which do
not have approval.

We will in addition investigate all other instances of
DIY without approval that is reported to us.
Tenants are reminded that if Landlords permission
has not been sought and given,  there may be a
charge incurred to the tenant should Tenants
Services need to do more works to put it right. 

Andy Farrar, 
Asset Manager.

HOME IMPROVEMENTS AND
LANDLORDS PERMISSION 

HOUSING Needs are the first point of contact for
housing advice. Our Housing Options Team gives
advice and assistance on the availability of
housing and can advise on any housing concerns
you may have. Our aim is to ensure that anyone
regardless of tenure, can access a range of
options and advice regarding housing. 

We provide advice for:

• Private tenants
• Social housing tenants including housing 
association

• Owner occupiers facing repossession or in 
mortgage arrears

• Any person or family who is threatened with 
becoming homeless or is homeless

• Shared ownership advice and allocations

We also register applications for social housing and
maintain the Housing Register for both general and
transfer applications. 

What we do:

• Housing Advice
• Housing Options
• Housing Allocations
• Prevention of Homelessness

What we are unable to help you with:

• Mutual exchanges. 

Please contact your Housing Officer for information
and assistance. 

• Deal with 
neighbour disputes, 
issues and 
concerns.

Please contact your Housing Officer for advice.

• Property issues and defects. 

Please contact The Repairs Helpdesk on 
0800 515 287

Alexandra Place 55+ Accommodation

The team are currently working on the Alexandra
Place scheme in Woodley. 

Alexandra Place is a newly built scheme for those
aged 55 plus, who have low, medium or high care
needs. There are 64 properties many of which have
been filled but there are still vacancies available. If
you would like more information please contact
0118 974 6869.  

Contact Details
Housing Needs general enquiries 0118 974 6760
Sheltered housing 0118 974 6869
Homelessness 0118 974 6754

0118 974 6756
Opening Hours
Monday 8:30 am –  5.00pm
Tuesday 8:30 am – 12.30pm
Wednesday 8:30 am –  5.00pm
Thursday 8:30 am –  5.00pm
Friday 8:30 am –  5.00pm
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CONTACTS
All numbers are prefixed with
(0118) unless stated otherwise:

General enquiries – 
Wokingham Direct 974 6000 

Repairs and Maintenance
Repairs Helpdesk 
(Including out of hours emergency) 
0800 515287 (Freephone)

Gas Servicing and Heating 
Help Desk
0800 389 8789 (Freephone)

Asset and Maintenance Manager
Andy Farrar: 974 3774

Planned Maintenance Manager
Darren Toes: 974 3777

Repairs Manager
Mark Whittington: 974 3778

Housing Management
Rent Officer 
Gary Bailey: 974 3765

Rent Officer
Michelle Dartnall: 974 3790

Senior Housing Officer
Deana Humphries: 974 3793

Housing Officer
Anita Bailey: 974 3791
Helen Kennedy: 974 3764
Saima Malik: 974 3785
Dianne Smith: 974 3766

Gypsy and Traveller Liaison
Officer 
Suzun Linton: 974 6040

Sheltered Housing

Senior Sheltered Scheme
Manager
Ann Molloy: 974 3773

Customer Services

Customer Care Manager
(Complaints and Compliments related to
the service)

Carole Devereaux: 974 3770

Tenant Involvement

Tenant Involvement Manager
Hannah Linder: 974 3767

Tenant Involvement Officer
Jon Davies: 978 2494

Resident Resource Centre: 
978 2494

Tenant Services, Wokingham Borough Council, PO Box 154, Shute End,
Wokingham, RG40 1WN     Email: housing@wokingham.gov.uk



HOUSING SURGERIES – 2011

Saima Malik
Gorse Ride – 17 Billing Avenue, 9.30 – 11.30 am

July – 4th, 11th, 18th, 25th 

August – 1st, 8th, 15th, 22nd  

September – 5th, 12th, 19th, 26th 

October – 3rd, 10th, 17th, 24th 

November – 7th, 14th, 21st, 28th 

December – 5th, 12th, 19th 

Anita Bailey
Winnersh – 10 Targett Court, 9 - 3pm 

July – 6th, 13th, 20th, 27th

August – 3rd, 10th, 17th, 24th, 31st 

September – 7th, 14th, 21st, 28th 

October –5th, 12th, 19th, 26th 

November – 2nd, 9th, 16th, 23rd, 30th 

December – 7th, 14th, 21st 

Dianne Smith
Norreys Estate – 19 Eustace Crescent, 10 - 12 pm 

July – 14th, 28th 

August – 11th, 25th  

September – 8th, 22nd 

October –6th, 20th  

November – 3rd, 17th 

December – 1st, 15th 

Helen Kennedy 
Helen Kennedy does not currently hold Housing Surgeries for

her areas, however Helen can be contacted on 0118 974 3764.
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August - October

August 3rd – Chatsworth Avenue, start at 10.30 am at the car park in Harman Court

18th – Pennfields and Orchard Estate, 10-12 pm, Meet at the park for the Pennfields 
Walkabouts, Meet outside Treacher Court for the Orchard Estate Walkabout

8th – Patten Ash Drive, Longs Way, Herons Way and Hughes Road, start at 11 am, at the 
corner of Patten Ash Drive (Barrett Crescent end)

Sept 7th – Allnatt Avenue, start at 10.30 am at the play park 

12th – Roycroft Lane and Ditchfield Lane, start at 11 am at the beginning of Roycroft Lane

19th – Waterloo Road and Waterloo Crescent, start at 11 am at the corner of Rances Lane 
and Waterloo Road, in the shops car park 

Oct 6th - Finch Road, start at 10.30 am outside the flats. This will include a walkabout at 
Camborne Close, Newquay Drive and Carland Close which will start at approx 
11.30 am at the beginning of Carland Close

11th – Kingsbridge Cottages and Grove Close. Start 2pm outside at Kingsbridge Cottages

20th – Anson Crescent and Drewett Crescent, 10-12 pm, Meet at the park for the Drewett 
Close and meet at the car park at Anson Crescent 

17th – Gorrick Square and Tangley Drive, start at 11 am at the corner of Gorrick Square 

WALKABOUTS 2011

COMEalong to your local gazebo day and meet staff from
Tenant Services and other outside agencies (subject to
their availability). All gazebo days will take place between
3-5pm, unless otherwise stated.

If you would like further information, please contact the
Tenant Involvement Team on (0118) 974 3767 or 
(0118) 978 2494. 

YOUR LOCAL GAZEBO DAYS

Area

Eustace Crescent, Ashridge Road 
and Budges Road

Norreys Avenue, Elizabeth Road,
Coronation Square 

Patten Ash Drive, Longs Way, Herons
Way, Hughes Road, Barrett Crescent

Little Glebe

Cheviot Drive and Chiltern Drive

Grazeley and Riseley

Wokingham Without

Time

3-5pm

3-5pm

3-5pm 

10-12pm

10-12pm

10-12pm

10-12pm 

Venue

Ashridge Road (Near shops)

Look out for our Gazebo in Coronation
Square

Look out for our Gazebo on 
Mylne Square

Look out for our Gazebo at Little Glebe

Look out for our Gazebo at Chiltern Drive

Look out for our Gazebo on the 
Green at Yeosfield

Palmer Close

Date

13th July

20th July

27th July 

4th August

11th  August 

7th September 

14th September 
For reasons beyond our control, the gazebo days at Hearn Road, Ditchfield Lane, Martineau Lane, Finch Road and Middlefields
were cancelled this year, for which the Tenant Involvement Team apologise. Please be advised for reasons beyond our control
e.g. bad weather these could be cancelled at short notice. 
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A group of employees more accustomed to keystrokes than brush strokes honed their
decorating skill and helped spruce up Sale Garden Cottages sheltered housing scheme 

in Wokingham.

Staff from Microsoft took time out on Friday the 1st April to spend the day at the scheme.

Microsoft, which has its UK, headquarters at the
Thames Valley Business Park in Reading, are part of
a Volunteering Scheme run by Wokingham Volunteer
Centre in Denton Road.

As The Scheme Manager I approached the Volunteer
Centre and asked if they could help arrange for a
company to come in and do a community painting
project at Sale Garden Cottages. Helena Badger from
Wokingham Volunteer Centre arranged for Microsoft
to come in for the day. Helena, Narinder (from
Microsoft) and myself arranged for the lounge,
laundry, guest bathroom, as well as two residents
having their kitchen and  lounge painted. The garden
fence was painted as well as some weeding was
done.

The residents baked cakes, made sandwiches, tea,
coffee, and biscuits for the Microsoft team for their
lunch and tea breaks.

Microsoft supplied the paint; therefore the project
cost only a few pounds for some fence paint.

The residents all enjoyed being part of the project
and were very grateful to Microsoft, PCSO Vikki
Williams and our two local Community Wardens.

It was a great day, was very hard work and enjoyed
by all those involved. I also worked along side the
team during the day; Sale Garden Cottages is now
looking a lot nicer for this input.

I am currently working with some of the residents on
a gardening project. We have spent some of our
funds on a cottage garden and a wildlife garden. We
also purchased a memorial bench in memory of all
Sale Garden Residents ‘past, present and future’. 

Lesley McCambridge 
Scheme Manager 

SALE GARDEN
COTTAGES 



SOUND ADVICE
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SOUND ADVICE
NOISE affects everyone’s quality of life and
showing consideration for your neighbours is a
key part of your tenancy, so here are some tips
on simple practical solutions to reduce noise.

Muffle that Music
Amplified music or sound is the most commonly
complained about noise – so keep the volume
down and place speakers and televisions away
from partition walls, floors and ceilings. This also
applies to car stereos - remember to turn it down
when nearing home.

Party Peace
If you have a party, warn your neighbours in
advance and consider inviting them. Keep windows
and doors shut and if someone complains about
noise or loud music, please turn it down. Groups of
several people or more congregating outside your
property are seen to loud, noisy and intimidating.
Please ask your family, friends and visitors to be
considerate of others and do not congregate.

Banish Barking
Barking dogs are often bored and unhappy. If you
have to leave your dog, make sure it has enough
exercise. Perhaps leave a radio on to keep it
company and get a neighbour to look in.

Be a Quieter Consumer
Run noisy appliances at sensible hours. Make sure
your washing machines and fridges are away from
shared walls and on a mat to reduce vibration. Ask
about noise ratings when you buy a new appliance
and choose a quieter option.

DIY Din
Do noisy jobs when they will least disturb your
neighbours. If you warn them in advance they are
less likely to complain. Wooden laminate flooring
can be
noisy. Think about your neighbours before you
choose these types of flooring, especially if you
live in a flat or terraced house.

Ssssssshhhhh – don’t shout
Do you really need to shout to be heard? Consider
the volume of your voice and those visiting your
property. Also avoid slamming doors and
thundering up stairs.

Ball Games
Remind your children that playing ball games in
confine spaces causes noises and the continual
banging against walls and garages is a noise
nuisance to your neighbours.

DOGS
YOU must not keep a dog(s) without our
written consent if you in live in communal
flats, bedsits or maisonettes. We will, in most
cases, refuse consent unless you live on the
ground floor and have a garden. We will
withdraw consent if the dog(s) causes a
nuisance, damage, annoyance and harms or
frightens other people.

You can keep dogs in your home as long as they
are not a nuisance to your neighbours or
visitors, kept under control and do not foul the
pavements, communal areas and parks where
children play. Owners are responsible for
clearing up after their dogs in all areas
including your own property.

Remember permissions needs to be sought
BEFORE acquiring a dog.

If you need any advice on any aspect of
compliance with the laws on dog ownership
please contact, Animal Warden Service at
Wokingham Borough Council 0118 974 6382 or
0118 939 6356 

Dianne Smith 
Housing Officer 
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S.H.I.N.E
(Some Health Improvements Need Exercise)

Physical Activities 
for over 50's

Classes include:

Tai Chi
Seated Exercise to music
Line Dancing
And much more....

For further information: 
Email: shine@wokingham.gov.uk 
Telephone: (0118) 974 3726

Pilates
Standing Exercise
to Music
Nordic Walking

Falls Prevention
Exercise
Programme
STEADY Steps is a Falls Prevention Exercise
Programme for people aged 60 and over who have
fallen or are at risk of falling.

The specialist exercise sessions
are designed to improve:

• Balance

• Co-ordination

• Muscle Strength

• Confidence

• Wellbeing

Unfortunately, we are unable to provide any
transport to or from these sessions.

For more information on referrals or travel
options, please contact Claire Osler, Steady Steps
Co-ordinator on (0118) 974 6265 or email
steady.steps@wokingham.gov.uk 

Rainbow Bowls

SIX months ago Residents from the Courts and
Rainbow Park got together with Winnersh
Community Development Officer, James Newman,
to discuss what activities they would like to see at
the Rainbow Centre. 

From this meeting the group set up a Short Mat Bowls
Club (Rainbow Bowls) which has gone from strength to
strength. We have set up our own committee and have
a regular membership of 12 local residents. All
members of the group have purchased their own club
t-shirts and each time we bowl we put a £1 in the tin
for coffee and tea.

The club is now working closely with Wokingham
Borough Council’s S.H.I.N.E (Over 50’s Physical
Activity) Programme to open up the sessions to a
wider group of people. 

Some members of the club recently visited Wokingham
Youth Centre to show them how the game is played,
which was well received by the Youths attending.

If you would like to know more about Rainbow Bowls
we bowl every Tuesday and Thursdays 3pm -5pm at
the Rainbow Centre, Rainbow Park, Winnersh, Berks,
RG41 5SG.

John Armsworth , Captain 
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SPRING IN2 ACTION
PROGRAMME 2011
THE Spring In2 Action Programme in 2010 was a great success for the Sports Development Unit at
Wokingham Borough Council and is growing with each school holiday!

We have been working hard to
provide a jam packed programme
to cover the summer holidays.
The programme is offering a lot
of variety and fun for all.

All courses are run by Criminal
Records Bureau checked coaches
and are aimed at children of all
abilities. We aim to give children
the chance to try out new sports
or improve their skills at sports
they are familiar with. There are
limited numbers of spaces on all
our courses so please book early
to avoid disappointment. 

For further information:

• Log onto www.wokingham.gov.uk/sports 

• Telephone (0118) 9746000

• Email sportsdevelopment@wokingham.gov.uk

Offers

• A second child, same family 10% discount 

• CAN Card holders receive a 20% discount 
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Helping tenants
with their
finances

What is CSL and what does it do?

CSL is the Credit Union for Berkshire, it is a
community based saving and loans provider,
owned and operated by its members.  Anyone can
become a member if they live or work in
Berkshire.

For those facing financial uncertainty members
can get access to loans at very competitive rates
with repayment plans that ensure that they do
not get into further difficulty, and they can get
free financial advice on managing money. 

There is another side to the CSL – savings.  Savers
receive an annual bonus, get free life insurance
cover and know that instead of boosting banks'
profits they will be helping local people as they
provide the funds which CSL lends out.  The CSL
only lends responsibly and investors’ money is
protected by the Financial Services Compensation
Scheme. 

What can a Community Savings and
Loans do for you?
Many residents find it difficult to get access to
regular financial services in the high street because
of their circumstances.  Some feel that in times of
difficulty their only source of money is the doorstep
lender, a payday loan or one of the many ‘no
questions asked’ instant loan products available on
the internet.  

CSL are aware that doorstep lenders are active in
the area, putting pressure on tenants to take out
loans with very high interest rates.  Although
operating within the law, these companies take
advantage of those on low incomes.
They offer quick and easy access to
money but the rates can be over 20
times those available through CSL.  

Take a look at the lenders working in
our area by going to
www.lenderscompared.org.uk and put
in your postcode.

There is no need to pay these very high rates of
interest when there is a CSL nearby ready and
willing to provide support.  At CSL you are treated
as an individual, not a number.

Kredit Card Killa
In response to a growing demand from members
with credit card debt problems CSL offers a Kredit
Card Killa loan.

It’s aimed at the working poor who have large credit
card debts that can’t be paid off quickly. 

To save people money the credit union will offer
loans at an APR of 16%, less than half the 35% or so
that most cards charge on big debts.  But applicants
will have to kill their credit cards by chopping them
up.  Borrowers will have to be brave!

Helping volunteers into new
employment
As a member run organization, we rely on a team of
volunteers to help out where they can.  We have a
good track record of helping our volunteers to gain
new skills and then move on into paid employment.
It’s just another great way we have of helping the
community.  This is all part of our role as an antidote
to the big faceless banks – a truly local, community
organisation which supports people in the local area.

Interested in finding out more?
A branch of Community Savings and Loans operates
out of the Citizens Advice Bureau office on the First
Floor, 26 - 28 Market Place, Wokingham on Fridays
from 10.00 to 13.00.  For more information drop in or
take a look at the website www.cslberks.org or
contact the CSL customer centre on 0118 958 5803
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Urdu

Punjabi

Chinese

Polish

If you, or someone you know, would prefer a copy of the newsletter in 
an alternative format, such as audio cassette, please call Hannah on 
(0118) 974 3767.
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Send your completed entry to the Editorial Team at Residents Resource Centre, 
10 Targett Court, Winnersh, Wokingham, Berkshire, RG41 5HP.

FIND the 40 Summer Garden words in the square
below and you could win £25 of shopping vouchers.

WORD SEARCH

Closing date for entries is 15th July 2011 

Name:

Address:

Contact telephone number:

This information may be used by the Tenant Involvement Team at Tenant Services, to contact you in the future.  
Please put a cross in the box, if you do not agree to this.

HANGING / BASKETS 

PLANTERS 

WHEELBARROW 

HOE 

FORK 

SPADE 

RAKE 

LAWN / MOWER 

STRIMMER 

COMPOST 

GARDEN / SHED 

GREENHOUSE 

BIRD / BATH 

WATER / BUTT

WATERING / CAN 

SHEARS 

HEDGE / CUTTER 

SECATEURS 

TROWEL 

SPRINKLER

HAND / FORK

LEAF / RAKE   

HOSEPIPE 

FLOWER / POTS 

AXE

SAW

SEEDS

BENCH

DIBBER




