
Housing Matters
MARCH 2012

SELF FINANCING SPECIAL

Prepared and produced by Involved Tenants  

for Tenant Services

ALL CHANGE



2

IN THIS ISSUE...

Editorial 
…page 2

New Ways Ahead 
…page 3

Tenant Scrutiny Panel 
…page 4

Securing Value for Money
Through Partnership 

…page 5

Notice Board
…page 6

Direct Debits
…page 7

Are We Getting It Right?
…page 8

Complaints Procedure
…page 9

Tenant Involvement
…pages 10, 11

Are Your Details Correct
…page 12

THIS past year, Involved Tenants have worked alongside:
Simon Price, Head of Tenant Services, Senior Management,
Staff and Councillors in regard to the government changes
to the “subsidy system”. This is where Wokingham Borough
Council Tenant Services pay £5m (44%) of your rent
money back to government each year.   

The way forward is Self Financing, this means that all the rent you
pay stays within Tenant Services to be used to repair and improve
our homes. This will ensure better value for money, leading to an
improved service and customer satisfaction.

It is important for us all to understand the forthcoming changes that
will come into effect on April 1st 2012 and how they will affect us.

If you still have a concerns or questions, please do not hesitate to
contact Tenant Services who will be only to glad to help.

The Spring Edition of Housing Matters will be delivered in April.

JOINT MESSAGE
FROM MAUREEN
AND FLOSS

Maureen 
Chairperson
Tenant and

Landlord
Improvement

Panel 

Floss 
Chairperson of
Communication
and Customer
Care Working
Group

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 515 287 (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

Housing Management
Rent and Debtor Team Leader
Sue O’Brien: 974 3787

Rent Officers
Sarah Gunstone: 974 3765
Phil Stevens: 0118 908 8023

Senior Housing Officer
Deana Humphries: 974 3793

Housing Officer
Monica Farley: 974 3791
Helen Kennedy: 974 3764
Saima Malik: 974 3785
Dianne Smith: 974 3766

Sheltered Housing
Senior Sheltered Scheme
Manager
Ann Molloy: 974 3773

Customer Services
Customer Care Manager
Carole Devereaux: 974 3770

Customer Care Officer
Jean Mulqueeny: 974 3768

Neighbourhood and Community
Manager
Doug Furlong: 0118 974 6040

Tenant Involvement
Tenant Involvement Manager
Hannah Linder: 974 3767
Tenant Involvement Team: 
978 2494
Involved Tenants:
Maureen Ford: Chair of Tenant
and Landlord Improvement Panel 
0780 166 4529 
Floss Watson: Editor of Housing
Matters: 0788 764 1165
Steve Bowers: Chair of Housing
Management Working Group 
978 2494 
Gerry Williams: Chair of Repairs
and Maintenance Working Group
978 2494 

Tenant Services, Wokingham Borough Council, PO Box 154, Shute End,
Wokingham, RG40 1WN     Email: housing@wokingham.gov.uk
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Now all of that is about to change….

• We are taking over the payment of the debt from 
the government which is in the region of £96 
million.  We will have to pay this off over a long 
period of time – 30 years.

• We will now get to keep all of the income you pay 
in rent and will be able to spend it on improving 
the housing stock we already have.  We won’t 
have to pay the government any of our rent 
income.  But we will still have to give the 
government 75% of Right to Buy sales money.

• We will focus initial spending on bringing the 
housing stock we own to the Decent Homes 
Standard.  We aim for all our properties to meet 
the Decent Homes Standards by April 2015.    

• All of this will be done with a keen eye for 
achieving value for money and getting the best 
quality service we can for tenants.

FREQUENTLY ASKED QUESTIONS

Q. I’ve heard people chat about “self financing”…  
is this what they were talking about?

A. Yes, “self financing” describes the new way 
things will work.  The old system was a “subsidy” 
system.  In effect we supported other councils’ 
housing costs.  This is called “negative subsidy”.

Q. Is this new system a good idea?
A. It’s the best opportunity we have had in over 30 

years to improve our council homes.  We will now 
be able to plan several years ahead.  Before we 
got a different amount of money back each year 
and we would only know how much it would be a 

few weeks before we started spending it. Now we 
can prepare budgets for several years in advance 
which should also get tenants better value for 
money. 

Q. Will I get a new bathroom or kitchen this year?
A. Bathrooms and Kitchens are replaced where 

required as part of our on going Decent Homes 
Programme. Obviously, we can not do every 
property at once and we will keep you updated.

Q. Will my rent go up if the council has to pay off 
this £96 million debt?

A. We will still have to increase your rent every year 
to take into account inflation and the work we 
intend to do, but there are guidelines which set 
out strict limits for how much we can increase 
your rent.  

Q. Will I notice any difference in how homes are 
repaired?

A. Self financing should mean that we are able to 
bring your homes up to the Decent Homes 
standard, by 2015, which is more quickly than we 
could have managed before.  In terms of day-to-
day repairs we also want to improve how we 
do this.  

Q. Will there be any difference in how I contact 
Housing or who my local Housing Officer is?

A. No, Housing Officers will remain the same and 
our phone numbers, email addresses and other 
contact details will also stay the same [see 
contacts page].

YOU may have thought that Wokingham Borough Council owned all of the council houses and
flats around the local area. Up until 1st April 2012 the homes were effectively part of a huge
debt (just like a massive mortgage!) that was owned by the government.  Under a complicated
system we had to send to the government 44% of the income we received from your rent.  

This was clearly very unfair as tenants in other parts of the country benefited from the rent you paid and, as a
result, we felt that our service was seriously under-funded.  We struggled to make existing homes decent. 

If a tenant bought a property, under the Right to Buy scheme, we had to give three quarters of the sale price
to the government whilst we could only keep a quarter of that money to invest in other council initiatives.
Under Right to Buy, Tenant Services has sold 19 homes since 2007.  These were usually good quality, large
family homes. 

ALL CHANGE
NEW WAY AHEAD FOR HOW
WE FUND COUNCIL HOMES 
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DO YOU WANT TO HELP
SHAPE TENANT SERVICES

FUTURE?

What is Tenant Scrutiny?
Tenant Scrutiny is an approach where tenant’s
priorities, views and engagement are at the heart of
Tenant Services and that tenants have the ability to
monitor, assess and modify our behaviour and
performance.

What are we looking to do?
Tenant Services have been working in partnership
with the Working Groups and Tenant and Landlord
Improvement Panel to set up a Tenant Scrutiny
Panel. Over the coming months, we are looking to
recruit to the Panel. Further details will be in the
next Housing Matters. 

Why are we looking to set up a Tenant
Scrutiny Panel?
Because we want you, the tenant, to examine Tenant
Services customer facing services and issues. This
helps us to ensure the services we provide are of the
highest possible standard. It is a way of being
transparent about how Tenant Services operates
and puts our tenants at the heart of what we do.

What are we looking for?
We are looking for interested volunteer tenants to
join this panel. An informal interview may be
required.

What will the Panel be doing?
The panel will examine the service and analyse what
is good about Tenant Services and what needs to be
improved. Based on the evidence gathered, the
panel will make recommendations to the Tenant and
Landlord Improvement Panel and Head of Tenant
Services to implement or take the appropriate action.

Tasks may include:

Attending meetings and training

Reading through paperwork

Assisting with report writing

Speaking with Tenant Services staff plus
tenant and resident groups

Examining the services and make informed
decisions regarding their quality

Making recommendations for improvement

Monitoring action plans for improvement 

What we will offer?
Panel members will gain experience working with an
improving organisation. They will receive training
and support to develop their talents, and have the
opportunity to put these skills and their life
experiences to good use. 

Finally..
We are looking for tenants who really want to have
an input into the way that Tenant Services provides
services to all tenants.

This is a fantastic opportunity to receive free
training and development and gain experience,
whilst making a difference to the lives of tenants.
Remember it is not all about skills, your own
experiences are invaluable. 

If you are interested or would like to find out more, please contact the Tenant
Involvement Team on 0118 974 3767, 0118 974 3759 or email

hannah.linder@wokingham.gov.uk

Why not join the Tenant Scrutiny Panel and see what a difference you can make. 
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ONE of the key ways Value for Money can be achieved is the way
we work with our partners and buy services from them. This is
known as procurement. 

The council has a corporate Procurement Strategy, which sets out how we will approach
the purchasing of works, goods and services to support its key objectives, which include
achieving sound finances and Value for Money.

Tenant Services’ Asset Management Team has been working on developing a new
Procurement Strategy, which will form part of our Asset Management Strategy.  
This will help Tenant Services manage Wokingham’s housing stock more efficiently 
and effectively in the future.  

The Asset Management Strategy will help deliver Value for Money by looking at three
key areas in the buying process:

• Best value – by considering the full range of options available to Tenant Services,
e.g. partnerships, ‘in-house’ options and external contractors.

• Improving supplier services - by using a diverse selection of suppliers to 
increase effectiveness.

• High professional standards – ensuring all procurement is conducted in a 
professional manner to ensure the highest standards of transparency and 
integrity.

It is recognised that in delivering repairs, maintenance and improvement works to the
housing stock and your neighbourhood, we are providing a service to our Tenants and
Leaseholders, and that ‘Value for Money’ is about much more than simply securing the
lowest price.  Rather, as the Asset Management Strategy sets out, it is about striking an
appropriate balance between cost, quality and speed of service, ensuring the housing
stock is sustained now and in the future.  This will ultimately deliver better homes for
you to live in.

SECURING
VALUE FOR
MONEY
THROUGH
PARTNERSHIPS
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NOTICES

CASH OFFICE CHANGE
IN OPENING TIMES 
FROM January 2012, the Cash Office (where you
pay your rent/council tax) at the Council Offices,
Shute End, have now changed their opening times
to 8.30am – 2pm  Monday – Friday.
If you come in to the main office to make any
payments outside of these hours, you will not be able
to make a payment over the counter as you may have
done previously.  
If paying by cash or card, there is a kiosk to the left of
the counter.  Instructions are available on the machine
however; if you need any assistance, please ask at the
main reception where someone will be happy to 
help you.

If paying by cheque, you can deposit your cheque in
the letter box to the right of the cash office counter.
Please remember to put your rent account number,
name and address on the reverse of the cheque.  If you
can not remember your rent account number, please
make sure that the correct address for the rent to be
paid against is marked clearly on the reverse of the
cheque.

Don’t forget, there are other options available to pay
your rent.  If you would like to know more, please
contact your Rent Officer on 0118 974 6000.

Doug Furlong  
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FIRSTLY I must apologise to everyone who was hoping to 
pay via Direct Debit, this service was promoted in September
2010 and recent issues of Housing Matters Newsletter.     

Unfortunately the amount of testing needed to get the service up and
running was underestimated. I can confirm that the testing has moved
along considerably and when the service is up and running I will
ensure that everyone has the opportunity to pay in this way if
preferred.

The advantage of the Direct Debit is that once the form is completed
and returned to Tenant Services, we do everything else, we will write
out to you and inform you of the amount and the date that money will
be debited from your account and the funds will show on your rent
account within three days.

There will be three dates that the Direct Debit can collect 1st, 10th and
20th of every month and if you decide that you would prefer to cancel
and pay in an alternative method we will cancel the Direct Debit
immediately*.

There will still be alternative methods to pay if Direct Debit does not
suit you and they are:

• Standing order – form available from the Rent Team 

• Payment card at the post office – please contact the Rent Team 
to order. 

• Online – www.wokingham.gov.uk click the “pay it” button 

• By automated payment line – 0845 303 9485 – open 24 hours 

• Shute End Cash Desk – open from 8.30am – 2pm 
Monday – Friday. 

Please do not hesitate to contact a Rent Officer, if you would like to
discuss your payment options.

We are also hoping to introduce key fobs for payments to your rent and
council tax. This will look like a supermarket key fob that will enable you
to pay at any payzone outlet as well as post offices and will replace the
payment cards eventually. When this service is ready to start I will
ensure that everyone is sent the information as soon as possible.

Simon Price 
Head of Tenant Services.

DIRECT DEBITS
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WE recognise that sometimes we will make mistakes or our services
will fall below the standards we have set. When this happens, we need
to know so that we can put it right, learn from our mistakes and
ultimately that you are satisfied with the services you have received.
To ensure that we are “doing it right” we analyse your complaints.

COMPLAINTS PERFORMANCE

• In October 2011, Jean Mulqueeny the new Customer Care Officer joined the service. Since October 
a total of 45 complaints have been closed. 

• To date 54% of complaints received are due to internal failings such as inadequate service, staff 
conduct and delays in service. 

• To date 46% of complaints received relate to contractor issues. 

• To date we have 9 active complaints.

• Tenant Services has received 32 compliments from April 11 to date.

Complaints performance is monitored regularly within the Working Groups and the Tenant and Landlord
Improvement Panel. These groups make recommendations on how to improve service quality which in turn
helps to reduce complaints. 

How we have learnt from your complaints? 

As a direct response to complaints received we have:

• Set up call handling training for Forest Care (out of hours service) and
our Contractor Operatives.

• Customer Care training for staff.
• Risk Assessments for vulnerable tenants are now carried out.
• We are improving our consistency in our processes and the messages 
which we relay to customers.  

ARE WE GETTING
IT RIGHT?

Jean Mulqueeny, 
Customer Care Officer

October        November        December       January      

2011      2011                2011                2012                

Complaints Received 12                 15                   5 6

Complaints Resolved 5                  12                   12 16
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COMPLAINTS PROCEDURE
cu

t 
an

d 
ke
ep
 

Tenant Services has a set procedure if any Tenant or Leaseholder would like to
make a formal complaint or compliment. All complaints and compliments should
be made in writing, by phone or sent by email to the Customer Care Officer. 

Stage 1

The Customer Care Officer will acknowledge your Stage 1 complaint and will provide
you with a Complaint Reference Number and the details of the Officer who will be
investigating your complaint. 

You should receive a response from the Investigating Officer within 10 working days of
receipt of your complaint and be regularly updated throughout the period of your
complaint.

Final Response – A final closing response letter will be sent to you once the
investigation has taken place and any necessary works e.g. repairs undertaken if
appropriate.  This closing letter will give details of the next stage of the complaints
procedure if you wish to take this step.

Stage 2

Should you remain dissatisfied you can escalate your complaint to Stage 2 by
contacting Wokingham Borough Council’s Customer Service Team, within 20 working
days from the date of the Stage 1 closing letter.  Details of how to contact the
Customer Service Team will be included in your Stage 1 closing letter.

Stage 3

Complaints not resolved through the Council’s Complaints Procedure can be referred
to the Local Government Ombudsman.  Details of how to do this will be included in the
Stage 2 closing letter. 

Please note that each stage of the complaints procedure must be progressed before
the next stage is taken.

Contact Details

In writing: Customer Care Officer
Tenant Services
Wokingham Borough Council
PO Box 154
Shute End
Wokingham
RG40 1WN

By phone: 0118 974 3768

By email: housing@wokingham.gov.uk



BE  INVOLVED  AND       

Get Involved 
Data base
This gives you the opportunity to
have a say as an individual. In fact
everyone can get involved at this
stage with a minimum of time and
commitment. Examples of this
include, submitting your
comments by phone, email or in
writing, staying in touch by
reading Housing Matters and
looking at the website, surveys,
questionnaires and housing
surgeries. 

Attending Local
Events
If you can spare a few hours,
several times a year you may like
to attend local events. Examples
of these include attending:
Walkabouts, Gazebo Days, local or
borough wide events, Focus
Groups and the Annual
General Meeting. 

Panels/Working Groups
If you can spare and commit to over a few hours per month then
becoming a member of these groups/panels could be for you. 

Current Panels/Working Groups are:

Scrutiny Panel 
Tenant Services is working in partnership with the Working
Groups and the Tenant and Landlord Improvement Panel to set
up this new group. The scrutiny panel will examine the service
and analyse what is good about Tenant Services and what needs
to be changed. Based on the evidence gathered, this panel will
make recommendations to the Tenant and Landlord
Improvement Panel and Head of Tenant Services. 

There will be an informal interview for this panel.

Tenant and Landlord Improvement Panel 
This panel consists of Tenants, Staff and Councillors who meet
once a month to ensure continuous improvement in Tenant  

Services and to advise on and scrutinise 
strategic, policy and procedure issues. 

There will be an informal interview 
for this panel.

TENANT INVOLVEME  
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Hannah Linder, Jon Davies,
Tenant Involvement Team 

GETTING involved with Tenant Services will enable you, the tenant, to have an
input in how the Service is delivered. You can help improve the quality of life for

you and others in your home and local community, gaining knowledge and
experience along the way. 



      MAKE  A   D IFFERENCE 

Communications and
Customer Care
Working Group 
Meets regularly (dependent on
deadlines) to prepare and
produce Housing Matters, proof
reading all general publications
and letters (not individual letters
to tenants) to ensure that they
are in plain english and tenant
friendly, to scrutinise and
monitor the Tenant Services
sections of the website
and to scrutinise and
monitor Complaints
and 
Customer 
Care. 

Housing Management
Working Group
Meets monthly to monitor the
standards of neighbourhoods
and the communal areas,
monitor and scrutinise the
allocation of voids (empty
properties) and the Housing
Management 
Service.  

Repairs and
Maintenance Working
Group 
Meets monthly to monitor and
scrutinise the day to day repairs
and maintenance service, the
Decent Homes programme within
the borough, grounds
maintenance service, gas
servicing programme and
maintenance on the voids (empty
properties).  

 ENT OPPORTUNITIES
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Name 

Address

Telephone:

Email

I / we are interested in joining (please tick the appropriate box)

Tenant and Landlord Improvement Panel

Communications and Customer Care 
Working Group

Housing Management Working Group

Repairs and Maintenance    
Working Group

Tenant Scrutiny Panel

WE welcome all forms of involvement and all views, comments and engagement are
very important to us. 

Please complete and return
with the form on back page

updating your details.



TENANT SERVICES is continuing to improve how we communicate with you.   

Over the next few months, we will be introducing a text and email based access within some areas of the
service e.g. customer satisfaction. Contact will still continue by phone and letter. Information can also be
gained through Housing Matters and other publications.  

For this to be successful, we must ensure that your contact details are up to date on our system. 

Hannah Linder 
Tenant Involvement Manager

Please complete the form below and return to: 
Tenant Services, C/O Customer Services Team, Wokingham Borough Council, PO BOX 154, Shute End,
Wokingham, RG40 1WN. 

UPDATE YOUR
CONTACT DETAILS
AND BE ENTERED IN A DRAW TO WIN
ONE OF TWO £50 SHOPPING VOUCHERS.

Name(s)

Address

Tel: Home: Mobile:

Email

Please tick one box only 
I / we would like to receive
Housing Matters by:

Email 

Post

Please tick one box only 
My/our preferred first choice of contact is:

Email Text

Phone Letter

Prepared and produced by Involved Tenants  
for Tenant Services

Tel: (0118) 978 2494 
www.wokingham.gov.uk

Design by Image Box 0118 969 4000  www.imagebox.co.uk

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.


