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FOLLOWING on from the spring edition of Housing Matters I am pleased to say that we have
now received a proposed way forward from the previous government. As you are aware
Wokingham Borough Council and its tenants have been lobbying Central Government for a
long time to change the way it finances local authority housing. Central Government has now
produced a consultation document that gives a possible way forward.

Wokingham Borough Council has
been asked to respond to a
consultation document called
Council Housing, A Real Future, by
the 6th July 2010. As part of the
consultation, Central Government
is asking stock retaining local
authorities to take on a share of
the national housing debt. In
Wokingham’s case the opening
debt figure is proposed to be £97
or £92 million depending on option
1 or 2 as set out in the
consultation. 

Currently officers of Wokingham
Borough Council are looking at the
financial implications of the offer.

However, there is further work
required to understand the full
implications of this proposal and
for tenants views to be taken into
account, before responding to the
consultation. 

To further complicate matters
there is now a new government in
power. At this stage it is not clear
what the new coalition
governments’ view is on the
reform of local authority housing
finance or the previous

governments’ proposal. The
Department for Communities and
Local Government has however
confirmed that Local Authorities
should still respond to the
consultation. Given the uncertainty
and the economic climate the next
few months will be a challenging
time for us all. 

Given the timescales for the
response it is not possible to
consult with all tenants on this
matter. To help us understand
tenant’s views we will be discussing
the offer and its implications with
the actively involved tenants of
Wokingham Borough Council. This
will help inform our response to
the consultation.

I can confirm as secure tenants of
Wokingham Borough Council there
are no plans to change your
tenancy rights and conditions or
how your rent is calculated
through this consultation. For this
to change the law currently states
Wokingham Borough Council must
ballot tenants on any change of
landlord.

If you are interested in reading
more on this subject you can
access the consultation document
at
http://www.communities.gov.uk/
documents/housing/pdf/1512947
.pdf

You can also call and speak to
Simon Price, Head of Tenant
Services, on (0118) 974 3775.
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Note from
the Editors

WE would like to thank
everyone who has taken the
time to write/phone /email
the editors with positive
feedback on the content of
Housing Matters.

Tenants produce Housing
Matters for tenants so your
input, feedback and comments
play a very important part of
what articles are covered each
time.

We are continually liaising with
Tenant Services, Wokingham
Borough staff and outside
agencies to ensure accuracy of
information.

Reminder to all keen
gardeners, remember to enter
the gardening competition
closing date is 23rd June.

We would like to wish you all a
good summer.

Floss and Barbara, Editors  

To contact the editors direct
please email: florence.watson
@wokingham.gov.uk or
telephone (0118) 978 2494
and leave a message.  

We will call you back.

“

”

MAUREEN JOHNSON
WE are sad to report the passing of Maureen Johnson in April 2010 –
former Tenant Representative of Cockayne Court.

Maureen was involved as a Tenant Representative for many years, in all
aspects of the service within her Sheltered Scheme and borough wide
issues. She was Chairperson of the Shadow Board when we were looking at

Stock options in 2005 and attended various disability groups. She also helped
with many other volunteer groups in the form of Arborfield Thrift Club, Red

Cross, Brownies and was always helping out/organising many events.

Maureen was also one of the editors of Housing Matters, when not able to attend due to
ill health, she still managed to contribute to the magazine by proof reading and sending us articles on
events held at Cockayne Court. She will be missed by many.

The Editors 

Celebration of Age
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SIMON PRICE – HEAD OF
SERVICE UPDATE
AS was mentioned in the spring edition of Housing Matters, the Tenant Services Authority took
over as the regulator of local authority housing in England on the 1st April 2010. The Tenant
Services Authority has put in place five national standards that Wokingham Borough Council
must meet, they are:

• Tenant involvement and empowerment – which contains requirements relating to customer service, 
choice and complaints; involvement and empowerment; and understanding and responding to 
diverse needs of tenants 

• Home – which contains requirements relating to quality of accommodation; and repairs and 
maintenance 

• Tenancy – which contains requirements relating to allocations; rents and tenure 

• Neighbourhood and community – which contains requirements relating to neighbourhood 
management; local area co-operation; and anti-social behaviour 

• Value for money 

The Tenant Services Authority also stated that Wokingham Borough Council must produce an annual
report for October 2010 and agree local standards/offers with its tenants by the 1st April 2011.

As Head of Tenant Services I see the work of Tenant Services Authority as an important element of
delivering and improving customer-focussed services to the tenants of Wokingham Borough Council.
If you would like to get involved with Tenant Services and help us shape the services 
we provide, please contact Hannah Linder or Jon Davies who work in our 
Tenant Involvement Team.

Email hannah.linder@wokingham.gov.uk – telephone (0118) 974 3767

Email jon.davies@wokingham.gov.uk – telephone (0118) 974 3759

IMPROVEMENT PLAN UPDATE 
The Tenant Services Improvement Plan is a series of reviews
designed to improve the service we provide to our customers. We
have completed the following projects in partnership with our
involved tenants:

• Service Charge Review
• Implementation of cleaning by Tenant Services Caretakers to blocks 

of flats across the Borough
• Award of a Decent Homes contract
• Decent Homes programme for Woodley
• Implementation of a Voids (Empty homes) Policy and a re-let 

standard
• Anti Social Behaviour toolkit and Policy log/incident diaries 
• Gas Safety Quality checks 
• Tendered Asbestos Management contract 
• Staff restructure within Tenant Services
• Changes to working practices of Sheltered Scheme Mangers
• Purchase of new software for Housing Management database
• Introduction of Tenant Audit

The progress that has been made so far is only part of the project plan
and the coming year will see more positive changes and more projects
completed by Tenant Services on behalf of our customers. 

Highlights for the coming year
include:

• Introduction of Direct Debit 
payments

• Carry out stock condition 
surveys of our tenanted 
properties

• Improved information we hold 
on our tenants to allow us to 
deliver targeted services

• Reinstatement of the garden 
assistance for vulnerable 
and elderly tenants

• Reinstatement of the 
decoration assistance for 
vulnerable and elderly tenants

If you have any questions
regarding these issues please
contact Simon Price, Head of
Tenant Services on (0118) 974
3775.
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SINCE the start of Homeswapper in September 2009, 107
tenants from Wokingham Borough Council have registered.
Three mutual exchanges have been completed after tenants
found their new home with the help of Homeswapper.

Homeswapper gives tenants the opportunity to move within the
borough or to any Council or Housing Association home across
the country via mutual exchange. Should you wish to register
on Homeswapper, visit www.homeswapper.co.uk.  If you do not
have access to a computer please contact your Housing Officer
direct and they will assist you in registering on this site.

We currently have six households registered who are under-
occupied and are looking for smaller properties, and fourteen
who are over-crowded and looking for larger properties.

HOMESWAPPER

INTRODUCTION
OF A NEW RENT
ARREARS
VISITING
OFFICER
DUE to non-payment, rent arrears
rose by almost £11,000 last year and we need to take
further action to reduce these arrears.

To help us combat this increase a Visiting Officer will be
recruited. The purpose of this role will be to carry out visits to
tenant’s homes on behalf of the Rent Officers to ensure that we
contact as many tenants in arrears as possible face to face.

By having a designated Officer to carry out these visits we will
be able to visit up to 75 tenants per week to discuss arrears or
serve legal paperwork. 

Last year we evicted seven tenants who did not pay their rent
when required. This year our aim is to reduce the rent arrears.
Being more pro active in contacting our tenants to help them
manage their arrears in these difficult economic times. 

Please help us to help you if you are experiencing
difficulties with paying your rent then please contact your
Rent Officers, Gary Bailey can be contacted on (0118) 974
3765 or Helen Kennedy (0118) 074 3790 as soon as
possible for advice.

TENANT
AUDIT AND
PROPERTY
INSPECTION
– UPDATE
FOLLOWING on from the spring
edition of Housing Matters, the
Tenant Audit and Property
Inspection is well underway.
Since this project commenced,
a total of 423 tenant audits
and property inspections have
been completed. We are pleased
with this result and would like
to thank those of you whose
homes we have visited, and
giving us the time to enable us
to carry out this essential work.

If you have not been contacted yet
regarding your tenant audit, don’t
worry.  There are a lot of homes to
visit and it may take up to two
years before we get to you.  You
will receive a telephone call asking
for a convenient date and time for
someone to visit you and complete
the forms in your home. 

If you require more information
about the Tenant Audit and
Property Inspection, contact
Carole Devereaux on (0118) 974
3770 or visit our web page on  

http://www.wokingham.gov.uk/
housing-and-tenants/council/
tenant-audit/

....STOP PRESS....
Coming soon to a Rent
Account near you

Direct Debits! That’s right; you
will soon have the option of

paying your rent by Direct Debit.
When we are ready to start using
this method of payment we will

let you know.
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UPDATE ON ANTI SOCIAL BEHAVIOUR
THE Housing Management staff and the Housing Management Working group are committed to reducing
Anti-Social Behaviour in the borough of Wokingham and therefore have recently updated the Anti-Social
Behaviour Policy, Incident Diary and Assessment Forms. This will enable the Housing Officers to deal with
the issues, which have been reported to them.

The new policy gives an outline of how Tenant Services will deal with this issue and giving timescales of how long it
should take for the Housing Officer to visit a victim of Anti-Social Behaviour. It also gives Officers the opportunity to
set out actions plans for all parties to agree, with the help of a toolbox kit with which staff can refer to, in order that
all options to resolve the problems can be discussed with the complainants.

In Wokingham, Tenant Services had 92 reports of Anti-Social Behaviour from April 2009 to March 2010.

We have also completed one Anti-Social Behaviour Order and three Injunctions; 12 Mediation referrals; 24 referrals
for tenancy support and served eight Notices of Seeking Possession on tenants for Anti-Social Behaviour. 

For contact details of your Housing Officer look at the contacts details on page 18.

Walkabouts give local people an
opportunity to have their say
and let us know areas of
concern within the area. This
can be as little as messy
gardens, broken fences, over
grown hedges to larger issues
such as Anti Social Behaviour.

Each walkabout will start with a
questionnaire being sent to all
residents in the area. There will
be questions such as what the
area is like to live in and areas
that they would like to see
improved. This will give people
who cannot attend the

walkabout, a chance to have
their input in to their local
community.

For your local walkabout please
see the dates below. 

WALKABOUTS 2010
WALKABOUTS have proven to be very successful over the past year and we have
decided to continue with walkabouts throughout the borough. Tenants, Residents, 
Housing Officers, Tenant Involvement Officers, Community Wardens, local Police
and Police Community Support Officers, Councillors, along with other Wokingham
Borough Council staff attend. 

Officer

Dianne Smith

Saima Malik

Kerry Flynn

Saima Malik

Kerry Flynn

Saima Malik

Dianne Smith

Saima Malik

Date

15th June 2010

18th June 2010

15th July 2010

20th August 2010

2nd September 2010

15th October 2010

16th November 2010

3rd December 2010

Time

10am-2pm

10am-2pm

10am-2pm

10am-2pm

10am-2pm

10am-2pm

10am-2pm

10am-2pm

Dianne Smith Saima Malik Kerry Flynn

Area

Patten Ash Drive/ Longs Way

Gorse Ride South 

Pennfields/Orchard Estate

Kingsbridge Cottage/ Grove Close

Anson Crescent/ Drewett Close

Pearson Way/ Rayleigh Close/ Players Green &

Martins Close

Eustace Crescent

Gorse Ride North, Roycroft Lane & Ditchfield Lane
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THE Asset Management Team are pleased to
announce that the first phase of the Decent Homes
Programme is well underway in Woodley with
properties being surveyed and kitchen/
bathroom works started.

To date Tenant
Services have
surveyed 183
properties and
of these 138 are
programmed
for either new

or part kitchen works and
another 147 are programmed for either part or
complete bathroom replacement. Apollo have
also undertaken 57 kitchen surveys up to the end
of March and have started on the domestic
periodic electrical inspections for each property.  

The timescales for the delivery of this phase is
estimated to take between nine to twelve months,
and we will report our progress in future Housing
Matters.

We are
working in
Partnership
with Apollo
in delivering
our Decent
Homes
Programme
and they
will be on
site within Drovers Way, where they
will co-ordinate and manage the works and
provide communication through their Resident
Liaison Officer.

The land adjacent to 40 Drovers Way is being
used as a site compound for our Decent Homes
Contractor. The compound will be used for site
storage and welfare facilities. This area will be
occupied for a minimum of six months, once the
contractor has moved from the site the area will
be reinstated to its original use and condition.

The Role of the Resident Liaison Officer (RLO)

The role of the RLO is to facilitate the smooth
running of projects.  The RLO will visit each
resident prior to the works starting to
communicate the scope of the works, tailor
communication plans and work with site staff to
implement effective practices. 

The RLO will provide day to day liaison whilst
works are in progress and will ensure that
residents are left with services overnight. 

The RLO will also hold regular surgeries where
residents can visit a pre – arranged venue to talk
about the work and expectations.

Project Update – Three pilot schemes have now
started on site and are due to be completed on
28th May 2010. The Decent Homes work
programme will then be rolled out in full.   

Darren Toes
Planned
Maintenance
Manager

DECENT HOMES UPDATE



....STOP PRESS....
Gas Servicing – Important Announcement
Once a year, Tenant Services is legally obliged to carry out a gassafety check and service on any gas appliances installed by thecouncil.

Following consultation with the Repairs and Maintenance WorkingGroup, it has been agreed that where we cannot gain access, we willbe installing Service Interval Timers to these properties.  This willrestrict the amount of hot water and heating available within theworking day.

These measures have been introduced to ensure we meet accessand legal requirements to ensure your appliance is workingefficiently and safely.

If you have been contacted by Pre-Heat and not enabled themaccess to carry out a gas safety check, please call their free phonehelpdesk number 0800 389 8789 between 8.30 and 5pm Monday– Friday to make an appointment.
Remember a faulty gas appliance is extremely dangerous or evenfatal, not just for you, but your family and neighbours.

....STOP PRESS....

ANNUAL GAS SERV
ICING 

THIS service is a leg
al requirement

and must be carried 
out by Tenant

Services Heating Co
ntractor Pre

Heat. The service is 
free of charge

and should only take
 about an hour to

complete.

Failing to allow access for this service is

a breach of your tenancy agreement, it

also puts you and your neighbours at

risk. IF YOU ARE CONTA
CTED TO

ARRANGE A GAS SE
RVICE, PLEASE

MAKE SURE YOU RE
SPOND!

You will receive a letter annually from

Pre Heat notifying you of a gas service.

Please ring Pre Heat direct on

freephone 0800 389 8789 and arrange

an appointment. Pre Heat does notify

Tenant Services of all properties, which

have ignored letters or refused entry.

Legal action can be taken to gain entry

to your property for the purpose of a

gas service.

A reminder the
categories for entry are:

• Best garden (tenants in sheltered and 
non-sheltered accommodation)

• Best window box or hanging basket

• Best communal garden

The judging date for all entries is
Wednesday 21st July 2010. The
Tenant Involvement Team will
contact tenants, in advance before
the judging date to confirm all
details. 

If you have not yet entered and
would like to request an
application, please contact the
Tenant Involvement Team by
Wednesday 7th July 2010 on 
(0118) 974 3767 or (0118) 974 3759. 

We have seen some lovely gardens across
the borough but only a few of you enter the
competition, so have a go, you may be lucky!

REMINDER –
HAVE YOU RETURNED
YOUR GARDEN COMPETITION

ENTRY FORM?

7

NOTICES



IN 2008 Tenant Services took part in a local
Resident Inspectors programme. This gave tenants
and leaseholders the opportunity to inspect and
monitor services provided by other local councils
and housing associations.

Following our inspection a report was produced,
detailing the findings and recommendations for
improvement. These recommendations were then fed
into the improvement plans for the repairs and
maintenance team to action. In March 2010, we
welcomed back the Resident Inspectors to showcase
how we have improved since their last visit and we are
pleased to report back their latest feedback: -

Resident Inspectors noted in 2008:
“Tenant Services did not have a full Repairs and
Maintenance Team”
Tenant Services has now recruited a strong Repairs
and Maintenance Team which includes an Asset and
Maintenance Manager, Planned Maintenance Manager,
Repairs Manager, a team of Surveyors and
Maintenance Co-ordinators. 

Resident Inspectors noted in 2008:
“Tenants are not given the timescale in which the
repair should be completed by, at the time of
reporting”
Tenant Services is now striving to ensure that when a
tenant reports a repair through the Repairs Helpdesk
they are told when the repair should be completed. 

Resident Inspectors noted in 2008:
“Tenant Services does not have clear service
standards for the repairs service”
The Repairs and Maintenance Team are now working
with the tenant involvement groups to develop clear
service standards in line with the Tenant Services
Authority new national standards for social housing. 

Resident Inspectors recommended in 2008:
“Tenant Services should have more liaisons with
tenants specifically about repairs and maintenance”
There continues to be a strong Repairs and
Maintenance Working Group who are greatly involved
and consulted on all aspects of repairs and
maintenance. This group has achieved a lot over the
past year and have developed a working partnership
with the Repairs and Maintenance Team. 

In full consultation with tenant involvement groups,
Tenant Services has developed satisfaction phone
surveys, which are now collected monthly from
tenants who have had repairs done in their homes.
This information is monitored on a monthly basis

within the Repairs and Maintenance Working Group
and any issues are dealt with appropriately. 

The Repairs and Maintenance Team have worked in
partnership with the Repairs and Maintenance Working
Group to develop a set of Key Performance Indicators,
which are now reported on a monthly basis to the
group. Recommendations for improvement are
recorded and then forwarded to the relevant team to
action. 

The Communications and Customer Care Working
Group have also prepared and produced two repairs
and maintenance specials of Housing Matters, which
have provided important information about reporting
repairs, repairs priorities, gas servicing and decent
homes. 

Resident Inspectors noted in 2008:
“Tenant Services does not have a challenging Void
(empty homes) Re-let standard”
With involvement through the Repairs and
Maintenance Working Group Tenant Services has now
developed a re-let standard which all homes must
meet before a new tenant moves in. A Voids Co-
ordinator has been recruited to manage the process
and ensure that the turn around times are kept to a
minimum. Within the Repairs and Maintenance Team
there is also a specific Voids Surveyor, which ensures
consistency within the voids process. 

Weekly meetings have been set up to monitor all
outstanding voids. A representative from the Repairs
and Maintenance and Housing Management Working
Group also attend these meetings. 

Resident Inspectors recommended in 2008:
“Tenant Services should be more actively involved in
certifying and inspecting gas servicing”
Tenant Services is committed to continual
improvement and are now working in partnership with
Master Gas to ensure the safety of all tenants.
Tenants have been made aware that following their
annual gas servicing or after a new gas installation
that they may be contacted by Master Gas to carry out
a quality audit. 

Tenant Services have also introduced satisfaction
surveys for gas servicing and this information is
reported to the Repairs and Maintenance Working
Group on a monthly basis. All issues are dealt with
appropriately. 

Performance reports for gas servicing are currently
under development with the Repairs and Maintenance
Working Group, once established the group will
monitor them on a monthly basis. 8

INDEPENDENT RESIDENT
INSPECTOR SERVICE (IRIS)

Repairs and Maintenance Team make positive improvements.
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Resident Inspectors noted in 2008:
“Tenant Services provided no evidence of planned
maintenance programmes”
In consultation and involvement with the Repairs and
Maintenance Working Group, Tenant Services has now
developed a Decent Homes programme, which started
in April 2010. The working group were involved in
developing the specification for the Decent Homes
work and were also involved in the selection of the
contractor. 

The Repairs and Maintenance Working Group have
also been involved in developing a planned
maintenance list, which will see some works such as
guttering, fascias and works to our sheltered blocks
improved. 

Tenant Services found the Resident Inspection scheme
to be completely invaluable and a great way to gain an
independent residents view of the service.  

“ “

Andy Farrar
(Asset and Maintenance Manager) said: 

“We in the Asset Management Team always welcome feedback
about the service we provide and would like to thank the Resident
Inspectors for their time, effort and recognition for the hard work

the team has done over the last few months.”

Peter Grace
(Chair of the Repairs and Maintenance Working Group) said:

“It was good to have a feedback from other tenants so that
we have a bench mark to work from. I am pleased that others
can see the improvements made over the last year and that
the good work of Tenant Services has been recognised. We

now have a bench mark for future improvements.” 

The Asset Management Team
Andy Farrar
Asset & Maintenance Manager

(0118) 974 3774 or 
Andy.farrar@wokingham.gov.uk

Darren Toes
Planned Maintenance Manager

(0118) 974 3777 or 
Darren.toes@wokingham.gov.uk

Mark Whittington
Repairs Manager

(0118) 974 3778 or 
Mark.whittington@
wokingham.gov.uk 

Rachel Spicer
Maintenance Co-ordinator

(0118) 974 3786 or 
Rachel.spicer@wokingham.gov.uk

Tom Berry
Asset Information Officer

(0118) 974 3761 or 
Tom.berry@wokingham.gov.uk 

Carole Price
Maintenance Co-ordinator

(0118) 974 3794 or 
Carole.price@wokingham.gov.uk 
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TENANT SERVICES
AUTHORITY - 
SOMETHING OLD, SOMETHING NEW

Tenant Services is
currently working in
partnership with
our involved
tenants to address
the ways in which
these standards
can be achieved. If
you would like to be
involved or like
more information,
please contact the
Tenant Involvement
Team on
(0118) 974 3767 or
(0118) 974 3759. 

THE way in which social housing is
regulated changed with the introduction of
the Tenant Services Authority. They are
now responsible for making sure that all
landlords meet national standards and
ultimately that services are improved for
tenants. 

In March 2010, the Tenant Services
Authority published the six new standards
which they expect all social housing
providers to meet. These standards include:

1. Tenant Involvement and Empowerment

• Involvement and empowerment
• Customer service and choice
• Equalities and diversity
• Tenants with additional support needs
• Complaints

2. Home

• Repairs and maintenance
• Quality of accommodation

3. Tenancy

• Allocations
• Rent
• Tenure

4. Neighbourhood and Community

• Neighbourhood management
• Local area co-operation
• Anti-social behaviour

5. Value for Money

• Value for money

FOLLOWING on from the Tenant Involvement
restructure that took place last year; we would
like to take this opportunity to inform you of
further changes.

Since the restructure, we have been listening to and
talking with Tenants and Tenant Representatives
from across the borough and have taken on board
the comments and observations made. 

After consulting with Tenant Representatives in
March 2010, we have

removed the title ‘Tenant
Representative’.  

Over the years many have
misunderstood this title
and we have therefore
replaced it with ‘Involved
Tenant’. This new title
reflects their true role and will
ensure that involvement is open
to all. 

As an ‘Involved Tenant’ you can sit on a working
group i.e. Housing Management, Repairs and
Maintenance or Communication and Customer Care
and also still be able to help and assist tenants and
leaseholders that come to ask for guidance (sign
post them to the right department etc). 

Now is the time to become involved, as there are
some important times ahead that need your input
such as the issue of the future of the Housing Stock
following the recent Government announcement on
the future of the Housing Revenue Account (HRA). 

This is your opportunity to have a say in the future
of your homes and the services you receive.

KEY CHANGES TO TENANT
INVOLVEMENT 
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A NEW STANDARD FOR TENANT
INVOLVEMENT AND EMPOWERMENT
IN March 2010, the Tenant Services Authority
published six new standards which they expect us
to meet. One of these standards is for Tenant
Involvement and Empowerment. 

What is required across the standard 
We must publish an annual report which will explain
how we are meeting the standards and how we
intend to meet them in the future. 
Customer service, choice and complaints

We must: 
• Provide choices, information and communication 

that is appropriate to the diverse needs of our 
tenants in the delivery of all standards

• Have an approach to complaints that is clear, 
simple and accessible and ensures that complaints 
are resolved promptly, politely and fairly

• Publish information about complaints each year, 
including the number, nature, and how we have 
improved following the complaints

We must also provide tenants with
accessible, relevant and timely
information about:
• How tenants can access our services 

• The standards of housing services that tenants can 
expect 

• How we are performing against these standards

• The service choices available to tenants, including 
any additional costs that are relevant to specific 
choices 

• Progress of any repairs work 

• How tenants can communicate with us and provide 
feedback 

• The responsibilities of the tenant and ourselves 

• Arrangements for tenant involvement and scrutiny

Involvement and empowerment 
We must:
• Offer all tenants a wide range of opportunities to 

be involved including policy setting

• Provide tenants with a range of opportunities to 
influence how we meet all the TSA’s standards and 
to scrutinise our performance against all standards 
and in the development of the annual report 

• Provide support to tenants to build their capacity 
to be more effectively involved i.e. training, 
attending conferences, advice and support 

In providing opportunities for tenants to agree
local standards by no later than 1 April 2011 we
must offer commitments on: 

• Local standards for performance 

• How performance will be monitored, reported to 
and scrutinised by tenants 

• What happens if local standards are not met 

• Arrangements for reviewing the local standards on 
a periodic basis

• Enable tenants’ the opportunity to scrutinise the 
effectiveness of our policies in relation to tenant 
involvement

• Inform tenants about the results of our 
consultations on issues in relation to the standards

• Consult tenants, setting out clearly the costs and 
benefits of relevant options, if we propose changes 
to the management of tenants homes or when 
proposing a significant change in our management 
arrangements

• Consult tenants at least once every three years on 
the best way of involving them in the governance 
and scrutiny of the organisation’s housing 
management service

Understanding and responding to the
diverse needs of tenants
We must:
• Treat all tenants with fairness and respect 

• Demonstrate that we understand the different 
needs of our tenants

• Demonstrate how we respond to tenants’ needs in 
the way we provide services and communicate with 
tenants

More information on the Tenant Services
Authority Standards is available on their website
at www.tenantservicesauthority.org/ or
alternatively you may like to contact their
Customer Services Team on 0845 2307000. 
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HOW TO GET INVOLVED AND WHY!!
OVER the past year, Tenant Involvement has changed significantly with a growing awareness that
tenants should be involved and consulted on all aspects of the Housing service provided by their
Landlord.

On consultation with the Communications and Customer Care Working Group we have reviewed and 
re named Bounce Back, as this was not identified as being user friendly. We have included a copy of
this form, under its new title of ‘Get Involved’ for you to fill in if interested and return to the Tenant
Involvement Team in the pre paid envelope provided.

OTHER WAYS TO 
HAVE AN INPUT 
Sheltered Forums – 
currently being established and will focus on
matters relating to sheltered housing schemes
(not individual issues)

Traveller and Gypsy Meetings – 
these meetings are quarterly and are open to 
all residents of the Council managed Sites

Events, meetings forums – 
are held periodically to liaise with tenants and
leaseholders direct and gain feedback, also 
providing updates and information

Mystery Shopping – 
we are looking to introduce Mystery Shopping. 
This will be a way of monitoring performances of
the service to include Tenant Services and their
Contractors. Training is essential and will be
provided. If you would like more information on 
how to become a mystery shopper please contact
the Tenant Involvement Team 

Residents Associations – 
are independent groups of tenants and residents
whose aim is to improve their neighbourhood and
promote community cohesion. The Tenant
Involvement Team is able to help with the setting
up and offer practical support and guidance to
members.

Website – 
Tenant Services has recently updated its website pages to provide you with more information

• Completing questionnaires
• Finding information 
• Services available 

Leaseholder Forums – these forums are for Leaseholders and their related issues.

Your comments are invaluable to Tenant Services to ensure you the
tenant/leaseholder are being provided with the best service available and what you pay for.

Simon Price, Head of Tenant Services says, ‘Tenant Services is committed to tenant and leaseholder
involvement and welcomes involvement from everybody. I would like to thank our Involved Tenants and
Leaseholders for their input and achievements over the last 18 months and look forward to continuing to
work in partnership in the future.’
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TENANT
INVOLVEMENT 
TEAM
OVER the last year, tenant involvement has
changed significantly with a growing awareness
that tenants and leaseholders should be involved
and consulted on all aspects of housing, in a
variety of different ways. 

Tenant Involvement Team is a dedicated team that
promotes the range of opportunities for tenants
and leaseholders to get involved. We aim to ensure
that all tenants and leaseholders can play an active
role in developing our housing services and make
improvements to your neighbourhood and
community.

Hannah and Jon work closely with the Chairs of the
Working Groups and the Chair of the Tenant and
Landlord Improvement Panel along with all other
involved tenants on many issues.

They offer practical support for all involved tenants
such as transport and travel expenses to meetings,
organise and facilitate public meetings, training
sessions and visits to other housing providers.

Contact details for Hannah and Jon can be found on
page 18. Hannah Linder

Tenant Involvement Manager

YOUR INVOLVED TENANTS 
TENANT Involvement is very important at Tenant Services and we value the input that all tenants
and leaseholders have into the service. Working Groups enable tenants to work in partnership with
Tenant Services to shape and contribute to the decision making process. 

Tenant and Landlord Improvement  
Panel
Maureen Ford (Chair)
maureen.ford@wokingham.gov.uk  

(0118) 978 2494   07801 664 529

Nicky Harmsworth
Edith Thomas

Communications and Customer 
Care Working Group
Floss Watson (Chair)
florence.watson@wokingham.gov.uk  

(0118) 978 2494    07887 641 165

Barbara Martin

Housing Management Working Group
Andrew Hillier (Chair)

(0118) 978 2494

Jen Challis
Mary Childs
Bill Evans
Pat Pascoe
Edith Thomas

Repairs and Maintenance Working Group
Peter Grace (Chair)

(0118) 978 2494

Nicky Harmsworth
Brian Lee
Jean Vickers
Gerry Williams 

OUR aim is to work together in equal
partnership with all Tenants and Leaseholders
to ensure the services are continually reviewed
and improved. To show our commitment to this
we have drafted a strategy, which outlines our

plans to improve and increase Tenant
Involvement and Service Satisfaction over the

next three years.

To give everyone one the opportunity to
comment on the new draft strategy, a copy has

been included in this edition along with a
feedback form and a pre paid envelope. This
can also be downloaded from the website at

www.wokingham.gov.uk/housing   

TENANT
INVOLVEMENT
STRATEGY

Jon Davies
Tenant Involvement Officer 
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Wokingham Borough Council is working
hard to ensure the over 60’s across the
borough have the opportunity to begin
and remain physically active. There are a
number of benefits to participating in
physical activity, including a better
quality of life, living a healthy lifestyle,
making new friends and enjoying
yourself. 

Being physically active can:

• Relieve tension and stress, reduce 
depression and anxiety

Reduces the risk of developing heart disease

Reduce or maintain body weight or body fat

Reduce blood pressure or the risk of 
developing high blood pressure

Build and maintain healthy joints, muscles 
and bones

Give you more energy

Help you become more independent 

Improve flexibility

Improve sleep patterns

Help you make new friends and socialise

Provide enjoyment 

contact us:
shine@wokingham.gov.uk

For further information on this scheme you can contact the 
Sports Development Unit on 

(0118) 974 3726 or email: shine@wokingham.gov.uk

S.H.I.N.E – SOME HEALTH
IMPROVEMENT NEED EXERCISE
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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 exercise sessions are designed to improve
your balance, muscle strength, co-ordination,
confidence and overall well-being.

All exercise sessions are run by a specialist
Postural Stability Instructor and will last between
45 minutes to 1 hour. There will also be a chance to
socialise after the session with a free tea or coffee.

Claire Osler- Steady Steps Co-ordinator said:
“Trips, slips and falls can often lead to injuries that

need hospital treatment and even hospital stays-
these can lead to loss of confidence and
independence. However these sorts of accidents
are avoidable and the Steady Steps classes are
good places to learn how to prevent them.”

If you think you may be suitable for the Steady
Steps Falls Prevention Programme, please contact
your GP, Physiotherapist, Health Professional or
myself for a referral form.

For further information, please contact 
Claire Osler on (0118) 974 6265 or email
steady.steps@wokingham.gov.uk 

April to September 2010
Physical Activity programme for adults (18+) 
experiencing a variety of health conditions including: 

• Anxiety 

• Exhaustion and low energy levels

• Irregular sleeping patterns

• Low Self-esteem

• Stress

Being more physically active can improve health 
and well-being by:

• Giving you more energy
• Reducing or maintaining body weight or body fat
• Building and maintaining healthy joints, muscles 

and bones
• Helping you to make new friends and socialise
• And much more…

Come and join us in our Physical Activity Sessions! 

Activities include: Tennis, Football, Volleyball, Squash,
Watersports, Nordic Walking, The Gym and much 
more…

Each session costs £1.50 (FIRST SESSION FREE!) 
For further information please contact the Sports
Development Unit.

Telephone: (0118) 974 6264
Email: sportsdevelopment@wokingham.gov.uk

Monday Physical Activity Sessions:

Activity Dates Time Location

Cricket /
Rounders

Week 7: 14/06/10
Week 8: 21/06/10

5pm
to

6pm

Loddon Valley
Leisure Centre

Earley, Berkshire
RG6 4GD

Watersports

Week 9: 28/06/10
Week 10: 05/07/10
Week 11: 12/07/10
Week 12: 19/07/10

5pm
to

6pm

Wokingham
Waterside Centre

Thames Valley Park
RG6 1PQ

Nordic Walking

Week 13: 26/07/10
Week 14: 02/08/10
Week 15: 09/08/10
Week 16: 16/08/10

5pm
to

6pm

Cantley Park
Twyford Road
Wokingham

Berkshire RG40 5QG

Group personal
Training

Week 17: 23/08/10
Week 18: 06/09/10
Week 19: 13/09/10
Week 20: 20/09/10

5pm
to

6pm

St.Crispins Leisure
Centre, Wokingham

Berkshire
RG40 1SR

Cost of each session: £1.50
Please complete a booking form for any of the above activities.

Tuesday Group Gym Sessions:
Activity: Come along and join in our group gym training sessions
Time: 2pm to 4pm Cost: £1.50 (FIRST SESSION FREE!)
Location: St. Crispins Leisure Centre, London Road, Wokingham, RG40 1SR
*Induction required (free of charge)

Thursday Football Session:
Activity: Football Time: 4pm to 5pm Cost: £1.50 (FIRST SESSION FREE!)
Location: Cantley Park, Twyford Road, Wokingham, Berkshire RG40 5QG

Friday Multi Sport Group:
Activity: Badminton, Basketball, Volleyball, Tennis, Squash, Football and
much more…
Time: 5pm to 6pm and 6pm to 6.30pm (drink and chat)
Cost: £1.50 (FIRST SESSION FREE!)
Location: Loddon Valley Leisure Centre, Earley, Berkshire RG6 4GD

Sessions started week commencing 19th April 2010:

ActiVise
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• Don't put paint or oil in your rubbish - these items 
should be taken to a rubbish tip 

• Keep the pavement clear 

• Wrap broken glass in newspaper 

• Put your rubbish at the edge of your property, 
before collection 

• Dog mess can be put in with your normal 
household refuse. Please make sure it is double 
wrapped.  

We can:
• We can collect any suitable container, such as 

refuse sacks or a dustbin

• We can collect a reasonable amount - 5 to 6 bags - 
in line with a normal weekly build up

We can't:
• We can't mechanically empty wheelie bins. Please 

put your rubbish out in bin bags. 

• We can't supply containers for household waste

Recycling
• Recycling is collected through our normal kerbside 

collection scheme. We provide black boxes free of 
charge, but they must be left within 1 metre of the 
adopted highway.

• Black boxes hold approximately 53 litres

• We collect paper, card, plastic bottles and tin cans

For more information or advice contact
Wokingham Direct:

• Email wokinghamdirect@wokingham.gov.uk  
• Phone (0118) 974 6000 between 8am and 6pm   

Monday to Friday

CLINICAL
WASTE
COLLECTIONS
What is 'clinical waste'?

Clinical waste is anything that
could be infected or hazardous. 

For example:
• Blood or bodily fluids
• Drugs or other pharmaceutical 

products 
• Dialysis waste
• Medical dressings
• Syringes 

Clinical waste collection
If you have a medical condition
and treat yourself at home, we
can collect your clinical waste for
free.

Arrange a clinical waste
collection

Contact Wokingham Direct:

• Use our contact us form  

• Phone (0118) 974 6000 between 
8am and 6pm Monday to Friday

RUBBISH AND RECYC  
ADVICE FOR LEAVING OUT YOUR RUBBISH

COMMUNITY MANNED   
REFUSE VEHICLES

Who can use the refuse vehicles?

Our community manned refuse vehicles are for residents, but not
commercial waste. 

How long are the refuse vehicles available for?

The refuse vehicles arrive at specific times and will stay between 1
and a half hours to 3 hours, dependant on location.

What can be deposited?

Anything that will fit into your car except fridges/freezers, due to
the gas, tv's/computer monitors due to
cathode ray tubes and strip lights because of
the glass splaying when broken
When will my local refuse vehicle be
available?
Check website for dates  

Help and advice

For more information or advice contact
Wokingham Direct:

• Email wokinghamdirect@wokingham.gov.uk

• Phone (0118) 974 6000 between 8am and 
6pm Monday to Friday
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DID YOU KNOW!!!!
Assisted collection
What is 'assisted collection'?
'Assisted collection' means that your rubbish and
recycling is collected from your doorstep, rather
than the roadside.

Who can apply?
You can apply if you have a disability or frailty that
makes it difficult for you to put out your rubbish. 

How to apply
Contact Wokingham Direct by:
• Using our request assisted 

collection form 
• Calling (0118) 974 6000                                    

between 8am and 6pm  
Monday to Friday 

Frequently asked questions

Can I still use black sacks?
Your rubbish will still need to be put into black
refuse sacks, but for your recycling, we will issue
you with orange bags. These will replace your black
recycling boxes but filled in exactly the same way,
paper/card in one bag and plastic bottles/cans in
another.  

When should I leave my rubbish out for
collection?
Leave your rubbish out on your normal bin
collection day. Collection dates for rubbish and
recycling don't change for assisted collections.

How do I request more orange sacks?
When you are running low on orange sacks, you
should place a note out with your recycling, to
request more sacks. The crew will then leave
another bundle. 

HOW TO REPORT FLY
TIPPING
Fly-tipping and dumped rubbish

What is fly tipping?

Fly tipping is the dumping of rubbish onto any piece
of land, which does not have a licence to accept
waste.

How to report fly-tipping
• Use our online fly-tipping report form or 
• Call us on (0118) 974 6000

What to do if you see someone fly-tipping

1. Don't touch the rubbish or approach the 
individuals carrying out fly tipping. 

2. Make a note of: 
• Date
• Time and place
• What the rubbish looks like
• Amount of rubbish
• Description of any vehicles involved and their 

registration numbers
• Descriptions of any person or people carrying out 

the act

3. Then report it to us. 

RECYCLING
BLACK BOXES
KERBSIDE COLLECTION 
Free recycling collection service

Kerbside recycling is a free way for you to recycle
your cans, plastic bottles paper and card. We will
give you 2 black boxes, which are emptied every 2
weeks. The contents of these boxes are then
recycled. 

What you can recycle in your recycling box:
• Plastic bottles - without bottle tops
• Steel and aluminium drink and food cans
• Newspaper and magazines 

• Cardboard 
packaging - but not 
polystyrene 

• Cereal packets - but 
not the plastic lining 

• Telephone 
directories and 
yellow pages

• Paper catalogues, 
envelopes and junk mail - but not the plastic lining 

• Soap powder and frozen food boxes 

How to order a recycling box
To order a black recycling box contact Wokingham
Direct:

• Email Wokingham Direct 

• Phone (0118) 974 6000 between 8am and 6pm 
Monday to Friday

  CLING INFORMATION
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CONTACTS

Tenant Services (General enquiries) 974 6000 

Repairs Helpdesk (Including out of hours
emergency) 0800 515287 (Freephone)
Gas servicing and heating enquiries 
0800 389 8789 (Freephone)

Tenant Services, Waterford House, Erftstadt
Court, Wokingham, Berkshire, RG40 2YF

Email: housing@wokingham.gov.uk   All numbers
are prefixed with (0118) unless stated otherwise:

Senior Rents Officer Daniel Trill: 974 3762
Your Rent Officer  Gary Bailey: 974 3765
Helen Kennedy: 974 3790
Senior Housing Officer 
Deana Humphries: 974 3793
Your Housing Officer
Anita Bailey: 974 3791, Kerry Flynn: 974 3764
Saima Malik: 974 3785, Dianne Smith: 974 3766

Tenant Involvement Team 
Hannah Linder: 974 3767, Jon Davies: 974 3759
Customer Care Officer Pam Stone: 974 3768
Gypsy and Traveller Liaison Officer 
Suzan Linton: 974 6040
Involved Tenants Office 978 2494

Police Community Support Officers (PCSOs) are
uniformed staff whose role is to support Police
Officers in your neighbourhood. They are a key
part of Neighbourhood Policing teams.
PCSO duties

The role of Thames Valley PCSOs is to:
• Provide a uniformed, official, high-visibility 
police presence in a specified area. 

• Aim to improve the quality of life in the 
community, making people feel confident and 
reassured. 

• Work with partners and community 
organisations to make our community safer – 

addressing anti-social behaviour, the fear of 
crime, environmental issues and other quality 
of life issues.

PCSO’s can be contacted via

Loddon Police Station on 0845 8 505 505. 
For non – emergency calls to Thames Valley
Police calls will be charged at local rates  
0845 8 505 505. Call 999 only if a crime is
being committed, or is about to be committed,
or there is risk of serious injury. Thames Valley
Crime stoppers (call anonymously with
information about crime) 0800 555 111.

What are bulky items?
‘Bulky items’ are things such as: 
• Fridges     •  Beds     •  Washing machines 
• Tables     •  Chairs 

Prices
The prices for bulky item collections are as follows:
• £20.10 for the collection of up to 5 
household items 

• £31.82 for each fridge/freezer 
For more details, read the bulky items collection
prices, above.

Arrange a bulky item collection
You can arrange a bulky item collection with SITA.
To arrange for a bulky item collection, call SITA on:
0800 838 878 between 8.30am and 3.30pm.
If you only have a few items, why not see if
your neighbours have any large items that
they need collecting at the same time and
location to share the cost. 
If you are claiming a pension and have a fridge or
freezer that needs to be removed, please give SITA
a call and they will collect free of charge.

STOP PRESS – 
Latest Update about Housing Stock,

27th May 2010
Wokingham Borough Council can confirm that
the consultation started by the previous

government on the 24th March, is still valid.
The Communities and Local Government

department have advised us, that we should
respond as outlined in the consultation

document.  The Decentralisation and Localism
Bill, announced in the Queen’s Speech on the
25th May included the “Review of the Housing

Revenue Account.”

It has been reported that ministers will consider
council’s responses. 

COMPETITION RESULTS
Congratulations to the winners of the colouring

competition in spring’s edition of Housing Matters. 

7 years and under – 
Miss M Van Beck, Three Mile Cross

8-11 years old – Miss K Togher, Woodley

BULKY ITEMS COLLECTIONS

GETTING TO KNOW YOUR POLICE
COMMUNITY SUPPORT OFFICERS



ESTATE IMPROVEMENTS –
TELL US YOUR IDEAS

DO you or your neighbours have any ideas that would improve your local surroundings and
environment? If, so tell us your ideas.

Tenant Service is unable to improve car parking within the borough. 

The form, which you will need to complete, is included below. 

For further details or to obtain more forms please contact your Housing Officer or the 
Tenant Involvement Team.

Please return your form to the Tenant Involvement Team at 
Waterford House, Erftstadt Court, Wokingham, Berkshire, RG40 2YF
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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.

Deadline date for entries of Friday 30th July 2010 

Name:

Address:

Contact telephone number:

(All information will be used for the purposes of the competition only.)EN
TR

Y 
FO

RM

Send your completed entry to the Editorial Team at Tenant Services, Waterford House,
Erftstadt Court, Wokingham, Berkshire RG40 2YF.

 

Word Search areas in
Wokingham Borough 

Wokingham 

Woodley 

Finchampstead 

Arborfield 

Barkham 

Shinfield 

Twyford 

Sonning 

Spencers / Wood 

Remenham 

Charvil 

Winnersh 

Earley 

Hurst 

FIND the 14 Wokingham Borough words in the square
below and you could win £25 of shopping vouchers.

WORD SEARCH


