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      WELCOME to the Spring edition of Housing Matters, once 
again full of important information.

We hope tenants have received the ‘Special Issue’ about Self 
Financing that came into effect for all local authorities on the 
28th March 2012.  

We have been made aware of the issues that tenants have had with 
the helpdesk and the answer phone. The Asset Management Team 
has been in discussions with Reading Borough Council (repairs and 
maintenance service) and this will be resolved shortly with a system 
upgrade being installed at their Call Centre. If you still have any 
problems reporting repairs then please contact Rachel Dawes Lead 
Maintenance Co coordinator (0118) 974 3761.

Can you please ensure that Tenant Services has the correct contact 
details for you otherwise this will delay contacting you regarding 
works etc. There is an opportunity for you to do this on the back 
page of this edition and be in with a chance of winning one of two 
£50 shopping vouchers.

Floss Watson, Editor  

To contact the editor direct please email: florence.watson
@wokingham.gov.uk or telephone (0118) 978 2494 
and leave a message. We will call you back.
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  Date
 Area 2012 

 Clements Close  10th May 
 Gorse Ride South  23rd May 
 Highfield Park  15th June 
 Norreys Avenue  25th June 
 Hearn Road/ Knowle Road  28th June 
 Chatsworth Avenue  2nd July 
 The Courts Winnersh  5th July 
 Drovers/Pearson Way /  19th July 
 Patten Ash Drive 8th August 
 Pennfields/Orchard Estate   16th August 
 Roycroft/Ditchfield Lane  23rd August 
 Allnatt Avenue  6th September 
 Waterloo Road/Crescent  19th September 
 Kingsbridge Cottages  20th September 
 Finch Road  4th October  
 Gorrick and Tangley  17th October 
 Anson Crescent and  18th October 
 Drewett Close
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TENANTS and Leaseholders are invited to attend the Annual General Meeting on 
Wednesday 25th April 2012, 7pm at Shute End.

This is your opportunity to find out what is happening at Tenant Services, how we have been 
performing and what our aspirations are for the year ahead. 

The following topics will be discussed:

 1. Welcome and introductions 
 2. Minutes of the last meeting 
 3. Tenant Involvement Update 
 4. Head of Tenant Services Report 
  •   Self Financing   
  •   Asset Management 
   
There will be an opportunity for a questions and answer session with the
Head of Tenant Services at the end of the AGM.

If you require more information in regards to the Annual General Meeting, please contact the 
Tenant Involvement Team on (0118) 978 2494. 

TENANT ANNUAL GENERAL 
MEETING 2012

TENANT Services would like to remind all tenants that Officers of the Council are here to help 
and assist you with any of your housing issues and concerns. However, they should never be 
subject to any form of verbal or physical abuse.

Any acts of verbal or physical assault are taken very seriously and will be reported to the Police immediately. 
This could result in Criminal Action being taken against you, which will also affect your tenancy agreement 
with Wokingham Borough Council.

ZERO TOLERANCE

From January 2012, the cash office at the Council Offices, Shute End 
where you can pay your rent/council tax has 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.

 CASH OFFICE CHANGE IN OPENING TIMES

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

Annual Report

Annual Report to Tenants 2011

 

    

 

    

G1217 WBC TS Annual Report v8:Layout 1  05/10/2011  09:22  Page 2



TENANT SERVICES 

TAKE ACTION 

AGAINST NUISANCE 

NEIGHBOURS

It has been a busy winter for the Housing Management Team. We have been 
tackling issues regarding nuisance neighbours. During December and January 
Tenant Services have obtained 2 Injunctions with the power of arrest and 3 
Possession Orders against residents who are causing a nuisance and breaching 
their Tenancy Agreements.
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One case went to court after the 
arrest of a tenant for possession 
of Class A drugs in his property 
as an introductory tenant 
Wokingham Borough Council 
were able to use mandatory 
grounds to take possession 
action to obtain the property 
back. 

In the second case Housing 
Management took possession 
action and injunction action 
against Stuart House of 5 Longs 
Way, since moving in 18 months 
ago, Mr House has subjected his 
neighbours to regular parties, 
fights, music and noise on a 
near weekly basis, causing 
residents to make complaints to 
the Council and Police.

After repeated attempts by 
council staff to work with Mr 
House to end this behaviour, an 
injunction to stop him causing 
a nuisance and annoyance to 
his neighbours was obtained in 
August 2011.

Mr House breached the 
injunction and the Council went 
back to court in early January 
2012. Over three days, the 
council, Thames Valley Police 

and residents from Long’s Way 
attended Reading County Court 
resulting in an order which saw 
Mr House evicted.

In a first for the Council, the 
injunction forbids Mr House 
from entering the Norreys 
Estate or Gemini Gardens, or 
the Council’s Shute End offices. 
If he breaks this injunction, he 
can be arrested. Should anyone 
see Mr House in these areas 
they should contact the police 
immediately.

In all cases the support of the 
community and neighbours 
has been invaluable in being 
able to commence action and 
ensure the right outcomes in 
court. Partnership working 
with Thames Valley Police’s 
Neighbourhood Teams has also 
been crucial to ensuring that the 
action is successful. 

Tenant Services takes/views 
court action against tenants as a 
last resort. Officers try all other 
options before resorting to the 
courts. However, in these cases 
action has been required to deal 
decisively with those nuisance 
neighbours.

If you are suffering as a result 
of nuisance neighbours, the 
first step is for you to contact 
and discuss the issues with your 
Housing Officer who will be only 
too willing to discuss and advise 
the best way forward to resolve 
the issue.

Dianne Smith
(0118) 974 3766

 
Saima Malik

(0118) 974 3785

Helen Kennedy
 (0118) 974 3764

Monica Farley
(0118) 974 3791 

Deana Humphries
Senior Housing Officer
(O118) 974 3793 

TENANT SERVICES 

TAKE ACTION 

AGAINST NUISANCE 

NEIGHBOURS



Across the country it is estimated that there 
are thousands of social housing tenancies 
illegally sub letting, this nets crooked tenants 
large profits forcing those in need to wait 
longer for suitable housing. 

Illegal sub letting become a national issue and 
the government is increasingly concerned 
about this problem and Housing Minister Grant 
Shapps recently announced plans to make 
sub letting of social homes a criminal offence, 
punishable by up to two years in prison and a 
maximum fine of £50,000.

Currently, landlords can apply to a civil court 
to evict tenants found to be sub letting but 
cannot pursue a criminal case. Under the 
proposals, council landlords will be able to 
request data from banks, building societies 

and utility companies in order to prove sub 
letting and seize any profit made by the sub 
letting tenant. We will of course let you know if 
this law is introduced. 

Tenant Services are visiting all our properties 
in order to check who is living there in view to 
identify and remove any illegal occupiers to 
date this has identified illegal sub letting and 
the appropriate action is being taken.

If you are aware of anyone illegally sub letting 
a council property, you can report this in 
confidence for the Housing Team to follow up 
on (0118) 974 6000.

Doug Furlong 
Neighbourhoods and Communities Manager

SUB-LETTING COUNCIL HOUSING 
TO BE MADE A CRIMINAL 
OFFENCE

Thank you to all those people who submitted entries into the two competitions.

ADULT WORD SEARCH 
 The repeated words were family and mince pies and the missing word was gravy. 

The winner was Mrs Janet Woodruff of Frensham Green, Shinfield Rise.

JUNIOR WORD SEARCH 
Also thank you to those juniors who noticed the miss print of the word triathlon. 

In this category all entries were submitted.

The winner was Julian Page-Major of Drovers Way, Woodley.

WINTER EDITION COMPETITION RESULTS 
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There is a great demand for Council 
Housing. I would like to therefore 
highlight the fact that it is and 
always has been illegal for Tenants 
to sub let council properties.

“ “



  

EUSTACE CRESCENT UPDATE 
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Wokingham Borough Council is offering council tenants living 
in the Borough of Wokingham the opportunity to have their 
dog’s micro chipped free of charge. This would give piece of 
mind to pet owners in the event their pet goes missing.  

Staffordshire Bull Terriers owners, who receive full benefits can also 
have their dogs neutered free of charge if living in the following areas:

   • Wokingham

   • Winnersh

   • Barkham

   • Finchampstead

   • Hurst

   • Twyford

   • Crowthorne

   • Bracknell

If you live in the areas listed above but have another breed of dog you 
can still arrange to have your pet neutered at a discounted rate.

Cat Owners
If you live in the Borough of Wokingham and receive full benefits 
(regardless of tenure) you can arrange to have your cat neutered free 
of charge.  

If you wish to take advantage of any of the offers highlighted above 
or would like further information please contact the Council’s Animal 
Warden on (0118) 974 6356.

Dog 
Owners 

• Informing all tenants and  
 leaseholders in Eustace   
 Crescent of the proposals. 
 A letter has been sent to all  
 households explaining   
 what they can expect from   
 Wokingham Borough Council,   
 including their rights to   
 ‘Home Loss’ and disturbance  
 payments.
  
• Understanding the household  
 details and housing   
 requirements of tenants   
 living in Eustace Crescent. 
 

• Working with leaseholders,  
 to carry out a programme of  
 valuation surveys of   
 leasehold flats by a Royal   
 Institute of Chartered   
 Surveyor 
 
• We will be issuing an initial  
 ‘Notice of Demolition’ which  
 will suspend the residents’  
 ‘Right to Buy’ for five years. 
  
• Creating a project group of  
 tenants and other interested  
 parties to work with the   
 Tenant Services Team to

 ensure  customers have   
 a voice through    
 throughout this project 
 
These are the headlines at this 
time. We will be updating you 
on the Eustace Crescent Project 
in future issues of Housing 
Matters, however if you want 
to discuss any issues raised 
in this article please contact 
Doug Furlong, on (0118) 974 
6040 or email doug,furlong@
wokingham.gov.uk 

  
A decision was made by the Wokingham Borough Council Executive on the 29th 

September 2011 to demolish the flats located at Eustace Crescent. Since then we 

have been working behind the scenes to produce a project plan to help us through the 

decanting process, so what does the project entail?



Please note that Housing Officer 
Saima Malik does not currently 
hold a housing surgery in her area 
as stated in the winter edition.

HOUSING SURGERIES
Dianne Smith
10am until 12 noon, 19 Eustace Crescent, Wokingham

May   3rd 17th 31st

June   14th 28th

July   12th 26th 

August  9th 23rd

September  6th 20th

October  4th 18th

November  1st 15th 29th

December  13th 

11am – 12 noon, 48 Oxford Road Wokingham 

April  24th

May  1st 8th 15th 22nd 29th

June  12th 19th 26th 

July  3rd 10th 17th 24th 31st 

August  7th 14th 21st 28th

September 4th 11th 18th 25th 

October 2nd 9th 16th 23rd 30th 

November 6th 13th 20th 27th 

December 4th 11th 18th, 

Helen Kennedy 
9.30am until 11.30 am, Community House, 17 Billing Avenue, 
Finchampstead 

April  23rd 30th 

May  14th 21st 28th 

June  11th 18th 25th 

July  2nd 9th 16th 23rd 30th 

August  6th 13th 20th 

September 3rd 10th 17th 24th 

October 1st 8th 15th 22nd 29th 

November 5th 12th 19th 25th 

December 3rd 10th 17th 

Monica Farley
11am until 1pm, Resident Resource Centre, 10 Targett Court, 
Winnersh 

April  25th 

May  2nd 9th 16th 23rd 30th 

June  6th 13th 20th 27th 

July  4th 11th 18th 25th 

August  1st 8th 15th 22nd 29th 

September 5th 12th 19th 26th

October 3rd 10th 17th 24th 31st 

November 7th 14th 21st 28th 

December 5th 12th 19th 
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Everyone has a duty of care to dispose of their 
rubbish responsibly under the Environmental 
Protection Act 1990, ensuring it is taken to a 
licensed disposal site. These sites are Longshot 
Lane in Bracknell and Smallmead at Reading. 
These are open every day of the week from 8am 
until 8pm April to September and 8am to 6pm 
October to March.

Please Note Waste Services will only collect from 
a household if requested by Tenant Services and 
this will be recharged to Tenant Services, which 
will in turn be passed onto the Resident/Tenant to 
pay. The prices we are charged by our contractor 
are dependant on the type and quantity of waste 
and where the collection is, as travelling time is 
involved.

A number of community vehicles for residential 
waste are also placed throughout the Borough, 
for resident’s convenience at certain times 
throughout the year. A comprehensive list can be 
obtained by calling Wokingham Direct on (0118) 
974 6000 or by visiting the website http://www.
wokingham.gov.uk/rubbish/skipprogramme/  

Fly tipping is a criminal offence and if convicted, 
can carry a fine of up to £50,000 and/or 2 years 
imprisonment.

FLY TIPPING – 
IS AN OFFENCE 
(£50,000 fine and/or up to 2 years imprisonment) 
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On April 2nd 2012, Veolia Environmental Services took over 
Wokingham Borough Council’s new waste collection service.

NEW WASTE COLLECTION SERVICE

For more details about the new service visit our website
Email wokinghamdirect@wokingham.gov.uk
www.wokingham.gov.uk/waste-changes

Yes please:
    • All food and drink cans
    • Paper/card
    • Plastic bottles (no lids)
    • Aerosols

No thanks:
 • Glass
 • Tetrapak (waxed paper containers)
 • Carrier bags
 • Plastic tubs, pots and trays

Collection:
Black recycling boxes and blue sacks will be collected at 
the same time, using a split collection vehicle to ensure 
recycling is not contaminated. You must place your 
black boxes and blue sacks at the edge of your property 
by 6.30am on your collection day. Please refer to the 
instructions on your blue sacks.

Recycling will be even more rewarding:
An exciting change is coming to all residents in 
Wokingham Borough. You’ll soon be able to earn 
Recyclebank points every week you recycle. Your 
registration pack was sent to you in the post in March. 
There are 300 Recyclebank points up for grabs, just for 
registering.

How do I take part?
Carry on recycling each week as normal, and then tell 
us that you have recycled. We don’t need to know what 
you’ve recycled. By doing this each week you will earn 
10 points.

Each month, residents who report, will earn a bonus 
based on the amount of recycling collected in the 
Borough.

There are three easy ways to tell us you’ve recycled: 
online, by phone or smartphone app (both iPhone or 
Android). Very quickly you’ll soon earn enough points 
which can be exchanged for rewards online or by phone.

Points can be redeemed for special offers and discounts 
in local shops, cafés, restaurants and leisure facilities. 
Each year, you could earn rewards worth up to £75.

www.recyclebank.com

3
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Household waste:
You should have received your 80 official blue 
sacks and information leaflet including your 
collection day by the end of March 2012. These 
blue sacks are to be used for all household 
waste that cannot be recycled; (not garden 
waste). No other bags will be collected.

All residents will be able to buy a roll of 
bags if they start to run out but those trying 
to continually purchase extra bags will be 
monitored as the whole purpose of this is to 
reduce household waste across the board.

Larger households with 5 or 6 occupants can 
apply for extra bags but will have to complete 
a declaration form. Those with 5 occupants can 
claim 20 extra bags and those with 6 or more 
can claim an extra 40 bags. 

Communal Waste: 
Those properties with 1100 litre communal bulk 
bins will not get the blue bags as their service 
will stay the same however the collection days 
may change which you will be notified. Recycling 
will be collected in the same way it is now. 

Garden waste:
The opt-in garden waste scheme will be 
rolled out to the whole Borough. There’s an 
annual charge of £60 covering the fortnightly 
collections from a wheeled-bin. Alternatively, 
you can buy 75-litre compostable sacks for 
£1 each from your local library or civic office. 
Green bags will no longer be collected.
Wheeled-bins will only be available to those 
residents who can store them within their 
property boundary. Register for a wheeled-bin 
by calling Veolia Environmental Services:  
(0118) 909 9360.

Recycling:
Weekly kerbside recycling collections will      
help you recycle more and divert waste 
away from landfill. 

Recycle in existing black boxes.

HERE’S A QUICK SUMMARY:



June 2012 - SHINE Games
A chance for over 50’s to try a range of activities and take part in mini 
competitions with information stands and refreshments available.

When: Wednesday June 20, 2012
Where: Loddon Valley Leisure Centre, 

Lower Earley

July 2012 - Teen Sport
Come and join us for a day of fun filled activity including BMX,
Basketball, Street Dance, Football, Hockey

When: Thursday July 26, 2012   Where: Elms Field, Wokingham
Age: 11 to 19 years

June 2012 - Growing for Gold
Join us at various locations including Sheltered Schemes
and Community Centres to be involved in a community
gardening project to help celebrate The Games.

When: Monday June 18 to Friday June 22, 2012

July 2012 - Family Fun Day
Get the family together and join in with a host of activities to
get into the spirit of The Games.

Local sports clubs and organisations will be on hand to offer
some taster sessions.

This free event is open to all ages.

When: Saturday July 7, 2012 
Where: Cantley Park, Twyford Road, Wokingham, RG40 5QGMay 2012 - Boccia Tournament

Come and join in the fun as you attempt to compete with the best in
our Boccia event to celebrate The Games.

Boccia is a form of bowls and requires skills and finesse. The game of Boccia
is very popular around the world.

Open to residents over 50 and adults with additional needs.

When: Friday April 20, 2012      Time: 10am to 2pm 
Where: Loddon Valley Leisure Centre, Lower Earley

July 2012 - Spring in2 Action
The Spring In2 Action Programme in 2011 was a great success for

the Sports Development Unit and it is growing with each school
holiday!

We have been working hard to try and improve the range of sports on
offer and in 2012 we will be extending the range of sports on offer by 
including:

• Street Dance   • Tennis   • Netball   • Multi Activity sessions
• Rugby   • Cheerleading   • Soccer Starz   • Goalkeeping
• and much more!

For further information please contact the Sports Development Team on (0118) 974 6000 or 
email: sportsdevelopment@wokingham.gov.uk    ‘PROGRAMME SUBJECT TO CHANGE’

April 2012 - Activise Taster Sessions
Activise is a physical activity programme for adults (18+) with
a variety of health conditions and/or additional needs. 

Come and get involved in our taster sessions where we explore
a wide range of physical activities and sport in keeping with the
spirit of The Games. 

WEB FILEhe Sports D
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CONTACTS

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

Technical Operations Manager
Darren Toes: 974 3777

Housing Management

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

Rent Officers

Sarah Gunstone: 01189 743765
Phil Stevens:  908 8023.
Doug Furlong: 974 6040 
Neighbourhood and Community Manager
Doug Furlong:  974 6040

Senior Housing Officer
Deana Humphries: 974 3793

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

Voids Coordinator
Julie Poole: 974 6644

Sheltered Housing

Senior Sheltered Scheme Manager
Ann Molloy: 974 3773

Customer Services

Customer Services Manager
Carole Devereaux: 974 3770

Customer Care Officer
Jean Mulqueeny: 974 3768

Tenant Involvement

Tenant Involvement Manager
Hannah Linder: 974 3767
Tenant Involvement Officer
Jon Davies: 974 3759

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

Email: housing@wokingham.gov.uk

All numbers are prefixed with (0118) unless stated otherwise:

Tenant Services, Wokingham Borough Council, 
PO Box 154, Shute End, Wokingham, RG40 1WN

The following Gazebo Days will now be taking place on:

STOP PRESS

– CHANGES TO LOCAL GAZEBO DAYS -

For further information on a Gazebo Day near you please contact the Tenant 

Involvement Team on (0118) 978 2494 or look at our website 

http://www.wokingham.gov.uk/housing/council/involvement/gazebo-days/

     Date   Time   Location

 Whitley Wood  15th May 2012 11am–12pm  Top of Anson Crescent

 Spencers Wood  17th May 2012 10-11 am  Clements Close



June 2012 - SHINE Games
A chance for over 50’s to try a range of activities and take part in mini 
competitions with information stands and refreshments available.

When: Wednesday June 20, 2012
Where: Loddon Valley Leisure Centre, 

Lower Earley

July 2012 - Teen Sport
Come and join us for a day of fun filled activity including BMX,
Basketball, Street Dance, Football, Hockey

When: Thursday July 26, 2012   Where: Elms Field, Wokingham
Age: 11 to 19 years

June 2012 - Growing for Gold
Join us at various locations including Sheltered Schemes
and Community Centres to be involved in a community
gardening project to help celebrate The Games.

When: Monday June 18 to Friday June 22, 2012

July 2012 - Family Fun Day
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When: Friday April 20, 2012      Time: 10am to 2pm 
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July 2012 - Spring in2 Action
The Spring In2 Action Programme in 2011 was a great success for

the Sports Development Unit and it is growing with each school
holiday!
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offer and in 2012 we will be extending the range of sports on offer by 
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April 2012 - Activise Taster Sessions
Activise is a physical activity programme for adults (18+) with
a variety of health conditions and/or additional needs. 

Come and get involved in our taster sessions where we explore
a wide range of physical activities and sport in keeping with the
spirit of The Games. 

WEB FILEhe Sports D

August 2012 - 2or12
Bring the whole family to our 2or12 Walking Event to celebrate The Games.

The day will see you walk 2 miles (a shorter route will be available) with the
aim that you can complete 12 miles by the 12 August 2012, either by cycling,
walking, swimming or rowing.

The walk routes designed for the event are suitable for beginners, experienced
walkers, people with mobility scooters and wheelchair users.

This free event is open to all ages (car park charges may apply).

When: Saturday August 4, 2012
Where: Dinton Pastures Country Park, Davis Street, Hurst
Time: 10am to 12noon

September 2012 - All 4 Sport Games
A chance for adults (18+) with additional needs and or a variety of health
conditions to try a variety of sports and activities.

Mini competitions and prizes to be won!

When: Saturday September 8, 2012
Where: Loddon Valley Leisure Centre, Lower Earley

To celebrate the London 2012 Olympic and
Paralympic Games, the Sports Development
Unit at Wokingham Borough Council present
you an exciting programme of themed
events for all ages and abilities.

»www.wokingham.gov.uk

Involve
Inspire Engage

Legacy

On Your Marks…
Get Set…

GO!!!

WEB FILE
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Boccia is a form of bowls and requires skills and finesse. The game of Boccia
is very popular around the world.

Open to residents over 50 and adults with additional needs.

When: Friday April 20, 2012      Time: 10am to 2pm 
Where: Loddon Valley Leisure Centre, Lower Earley

July 2012 - Spring in2 Action
The Spring In2 Action Programme in 2011 was a great success for

the Sports Development Unit and it is growing with each school
holiday!

We have been working hard to try and improve the range of sports on
offer and in 2012 we will be extending the range of sports on offer by 
including:

• Street Dance   • Tennis   • Netball   • Multi Activity sessions
• Rugby   • Cheerleading   • Soccer Starz   • Goalkeeping
• and much more!

For further information please contact the Sports Development Team on (0118) 974 6000 or 
email: sportsdevelopment@wokingham.gov.uk    ‘PROGRAMME SUBJECT TO CHANGE’

April 2012 - Activise Taster Sessions
Activise is a physical activity programme for adults (18+) with
a variety of health conditions and/or additional needs. 

Come and get involved in our taster sessions where we explore
a wide range of physical activities and sport in keeping with the
spirit of The Games. 

WEB FILEhe Sports D
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WHO are we?
The Rent Team has seen some changes recently and we’d 

like to take this time to introduce ourselves, our patches and 
our role.

Sophie Donegal started with the Rent Team on the 12th March 2012 she 
will be  looking after Wargrave, Twyford, Winnersh, Hurst, Sonning, Remenham, 

Ruscombe, Earley, Woodley & Charvil. Sophie is an experienced Officer working in various 
organisations and within several different services. Once settled in she will be out and about 

getting to know you and her patch.

Sarah Gunstone is the Rent Officer for Finchampstead, Wokingham Without, Shinfield, Spencers 
Wood, Whitely Wood, Riesley, Crowthorne, Grazeley, Barkham and Arborfield. She is new to the world of 

the Local Authority, but has a background in the legal side of rents and housing as well as local knowledge 
of the area.

Philip Stevens known to us as Phil, is taking charge of the Wokingham patch and brings plenty of experience 
to the role, working in different Local Authorities across London and the wider country. He can quite often be 

seen wandering the streets of the Borough, memorising the local A – Z to memory!

Sue O’Brien is Team Leader and has been working very hard to get this new enthusiastic team together, to deliver 
great customer service, collect outstanding rent and drive new changes to make the whole rent system easier and 

more efficient for you.

WHAT do we do?
The rent team are tasked with collecting rents due, ensuring our customers are paying the right amount, working 
with people in situations of financial difficulty to help them sustain their tenancy, make sure accounts are not in 
arrears and occasionally recovering properties from tenants who consistently fail to pay rent or work together 

with us to get their arrears reduced.

WHEN to contact us:
Should you have any changes to your circumstances such as, reduced hours/income, benefit payments, 
loss of employment, bereavement and you are unable to meet your rent payment, it is very important 

that you inform us as soon as possible, if we are aware of your circumstances we will be able to 
take preventative measures to stop the arrears becoming to high, such as,  signposting you in 

the right direction for the required help, such as, housing benefit, benefits advice, financial 
planning, we can also make an agreement with you where you can start to clear any 
arrears at an agreed amount that is within your current budget, this can be reviewed 

at anytime should your circumstances change again.

Should you have any financial issues which could mean you falling into 
arrears please contact your Rents Officer, we are here to help you 

and sustain your tenancy.

RENT OFFICERS 

Sue O’Brien  Team Leader Sarah Gunstone Phil StevensSophie Donegal



13

WHEN to contact us:

Should you have any changes to your circumstances such as, reduced 
hours/income, benefit payments, loss of employment, bereavement and 
you are unable to meet your rent payment, it is very important that you 
inform us as soon as possible. If we are aware of your circumstances we 
will be able to take preventative measures to stop the arrears becoming 
to high, such as, signposting you in the right direction for the required 
help, such as, housing benefit, benefits advice, financial planning. We 
can also make an agreement with you where you can start to clear any 
arrears at an agreed amount that is within your current budget, this 
can be reviewed at anytime should your circumstances change again.

Should you have any financial issues which could mean you falling into 
arrears please contact your Rents Officer, we are here to help you and 
sustain your tenancy.

Direct Debits

Firstly I must apologise to everyone who was hoping to pay via Direct 
Debit, this service was promoted in September 2010 in the 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 8.30am – 2.pm every day.

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

We are also hoping to introduce key fobs as a future payment 
method, this will look like a supermarket loyalty card 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.

 * If the payment is requested it may not be able to stop the  
   payment going through.

Sue O’Brien Rents and Debtor Team Leader

Rent Surgeries

Phil, Sophie and Sarah will be 
working from the Residents 
Resource Centre and the 
Community House’s within 
their patches to enable 
customers with limited time or 
mobility issues an opportunity 
to discuss their rent account 
with a Rent Officer. There 
will be an opportunity for 
a private discussion and if 
preferred they will be happy 
to make any subsequent 
appointments there or at your 
property.

You may want to check 
payments that have been 
made, discuss payment 
options or make an 
arrangement to clear any 
arrears. 

Phil will be at the Eustace 
Crescent Community House, 
19 Eustace Close, Wokingham, 
RG40 1PT.

On alternate Thursdays 
starting Thursday 1st March 
2012 from 10.00am to 12.00pm.

Sarah will be at the 
Finchampstead Community 
House, 17 Billing Avenue, 
Finchampstead, RG40 4JE.

On alternate Mondays starting 
Monday 20th February 2012 
from 10.00am to 12.00 pm.

Sophie will be at the Residents 
Resource Centre, 10 Targett 
Court, Winnersh, RG41 5HP.

On alternate Tuesdays starting 
Tuesday 17th April 2012 from 
10.00am to 12.00pm.
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How have we been doing? A Performance Update on the past year
Listed on the following pages are key performance indicators in housing and how Tenant Services has performed.  Each of the graphs compares 

our performance from the 2009/10 financial year, to the 2010/11 financial year.  Some key indicators from our last satisfaction are also looked at. 
(Figures are accurate from the time this article was written).

Voids (empty homes) – In 2010, it took 
us 41 days to re-let homes and 32 days 
for sheltered housing. In the past year 
we have reduced the length of time 
properties are empty (void) to 21 days 
– one of the best in the country! The 
creation of the Voids Working Group, led 
by Voids Coordinator Julie Poole, helped 
make this happen.

Rents – As shown in the graph to your 
right, the Rents Team collected 97.77% of 
rent during 2009/10. The following year, 
the Rents Team collected 98.74% of rent. 
This was better than the target set and 
also meant a reduction in rent arrears of 
£79, 9918 over the past year. Last year, 
the creation of a new Joint Income Team, 
led by Sue O’Brien has led to an improved 
rent collection.

Gas Servicing – Last year, our gas boiler 
servicing contractor, Pre-Heat, serviced 
99.92% of properties. Although this 
is an impressive figure, the target we 
set ourselves was 100%. In February of 
this year, Tenant Services attained that 
target! The excellent work of the Asset 
Coordinators over the past six months has 
enabled our 100% target to be achieved.

Anti-Social Behaviour – We work closely 
with any tenant who has become the 
victim of Anti-Social Behaviour. The pie 
chart to your right shows the way our 
Housing Officers have resolved Anti-Social 
Behaviour cases. The blue area reveals 
that early intervention from our Housing 
Officers is the primary way cases are 
resolved. Over three quarters (77%) of 
cases are resolved early due to the good 
work of Tenant Services.   
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How have we been doing? A Performance Update on the past year
Listed on the following pages are key performance indicators in housing and how Tenant Services has performed.  Each of the graphs compares 

our performance from the 2009/10 financial year, to the 2010/11 financial year.  Some key indicators from our last satisfaction are also looked at. 
(Figures are accurate from the time this article was written).

Customer Service – Tenant Services 
takes complaints very seriously, and our 
aim is to reduce the number of complaints 
we receive each month. The recruitment 
of a new Customer Care Officer, Jean 
Mulqueeny, has enabled Tenant Services to 
better manage the complaints process. The 
graph on the right highlights the number of 
complaints, and how many were resolved, 
over the past two years. (More complaints 
were resolved in 2009/10 than received as 
some complaints were carried over from 
the previous year).

Tenant Involvement – Your involvement 
is vital in ensuring we provide a good 
Housing Service. Our Involved Tenants 
enable us to better understand what our 
tenants want from the service. As shown 
in the table on the right, Tenant Services 
has increased the number of Involved 
Tenants to meet our target of 15. We 
continue to welcome more tenants to work 
with us in helping improve the service we 
provide.  

Decent Homes – Providing Decent Homes continues to a top priority for Tenant Services in the coming 
years.  This is something we know we need to improve on, and the introduction of self-financing will enable 
Tenant Services to plan and continue a Decent Homes programme across the borough. Our commitment is 
to achieve decency by 2015.  

In Phase 1 of the Decent Homes Programme 2010/11, there were a total of 209 properties which had works 
carried out. Of that number, 25 had kitchens upgrades, 27 had bathrooms upgrades, 157 had kitchens and 
bathrooms upgrades.

Satisfaction is on the increase! Take a look
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Wokingham Borough Council is aware of the problems that 
tenants face in getting home contents insurance. Tenant Services 
can offer you the opportunity of applying for the Tenants Home 
Contents Scheme. This scheme is geared towards your needs at 
affordable weekly premiums.

From as little as £0.75 a week (£0.50 a week for older persons) 
you can give yourself the peace of mind offered by this scheme, 
knowing that you will have a contents insurance policy which 
includes the following benefits:

TENANTS HOME CONTENTS 
INSURANCE

DID you know 
that more than 5 million 

households do not have insurance cover 
for their possessions in the event of fire, burglary or flood?

• No excess payable on any claim
• The option to pay for the insurance weekly along with your rent
• It is available to all tenants  
• There are no minimum security requirements
• Fast and efficient claims service
• New for old cover
• Cover for fire, lightning, explosion, storm, flood
• Cover for escape of water/oil
• Cover for theft or attempted theft
• Cover for riot, vandalism
• Cover for accidental damage to TV’s, videos, DVD’s, mirrors and fixed glass in furniture
• Cover for freezer contents
• Cover for personal money in the home
• Cover for theft/loss of keys
• Cover for damage to improvements you have made to your home e.g. new bathroom suite etc.
• Accidental death cover

To join the scheme you must fill 
in an application form. These 
are available on request. Simply 
ring (0118) 974 3770, or drop into 
Shute End offices in Wokingham, 
or email housing@wokingham.
gov.uk. The completed form 
should be sent back to Tenant 
Services. Once accepted onto the 
scheme you will receive details 
about your policy direct from the 
Council, and weekly premiums 
can be paid along with your rent 

payments. The amount of the 
premium will depend upon how 
much cover you have requested. 
Should you need to make a 
claim, contact Carole Devereaux, 
Customer Services Manager, who 
will help you complete the claim 
form. This will then be sent on 
to our insurers, Allianz, who will 
then process your claim. The 
procedure is quite simple!   

(Note: in the event of payments 
not being kept up to date, 

policies and cover, will be 
withdrawn.)

Can you afford to run the risk of 
losing your possessions in a fire, 
flood, or as a result of a burglary 
and not have insurance in place 
that will replace the stolen or 
damaged items? 

Ask for details now!

Carole Devereaux
Customer Services Manager

How the scheme works  - Peace of mind at low cost!
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Wokingham Direct Digital – an alternative 
to the telephone  
ARE the Council opening times difficult for you? Do you wish you 
could report issues to the Council any time – day or night? Well you 
can with Wokingham Direct Digital. Below are five different ways in 
which you can report issues and request information or just find out 
more about your council.

Whichever method you choose, 
just search for Wokingham and 
our Looking Local pages will be 
available for you. 

And don’t forget our Report 
it! app for IPhone or Android 
is really useful for sending us 
photos and the exact location 
of fly tipping, graffiti, street 

lighting faults etc.

Or contact our Customer 
Service Advisors are happy to 
take your calls between 8am 
and 6pm Monday to Friday.
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IN the third of our features on Sheltered Housing Schemes, we are taking a look at 
Spring Gardens and Harman Court. In both of these schemes, the Scheme Managers 
call on all tenants daily, Monday to Friday, unless the tenants opt out of this service.

HAVE 
YOUR 
HOUSING 
NEEDS 
CHANGED! 

Been in your family home for 
years? Seen the children grow and 
move on? Suddenly your on your 
own, your needs are changing and 
you are no longer in a position 
to care for your home or care for 
yourselves. The garden is now too 
big and becoming difficult to keep 
tidy. The bathroom is no longer fit 
for your needs; you are in need of 
adaptations to your home, finding 
the stairs difficult to manage?

It can be a very hard thing to 
come to terms with changes, 
even frightening and fear of the 
unknown. Sometimes your needs 

may dictate necessary changes. 
Have you thought about: 
• Down sizing to a smaller more  
 manageable property
• Sheltered accommodation to  
 retain your independence with  
 having the security and 
 knowledge of assistance 
 when/if required.
• To be assessed for any aids  
 and adaptations to your 
 property where appropriate 

Please contact your Housing Officer 
or Tenant Services who will be only 
to glad to discuss your needs and 
the way forward to suit you.

Spring Gardens
Spring Gardens consists of 37 self contained one bedroom flats and is situated off the Basingstoke 
Road in the small village of Spencers Wood. Local facilities including post office, chemist, general 
store, pub and library are all within 500 metres of us. 

The village is approximately 3 miles from 
Reading and 7 miles from Wokingham. 
There is limited public transport but the 
bus stop into Reading town centre is within 
300 metres. 

Facilities include a hairdressing salon, 
communal lounge, kitchen and laundry 
facilities. A self contained guest room is 
available for use at a nominal charge. 

Spring Gardens is arranged around 
pleasant communal gardens.  

On site parking is available, however there 
are limited spaces.

The Scheme Manager works on site during 
office hours Monday to Friday. 

Regular activities include coffee mornings, carpet bowls, seated exercise classes, whist evenings, Lunches, 
outings and social evenings with entertainment.

A chiropodist, hairdresser and mobile library visit on a regular basis. 

NOT sure how to take the 
next steps and are they 
right for you?
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Harman Court
Harman Court is situated off Churchill Drive Winnersh, comprising of recently refurbished development, 
containing 10 one bedroom bungalows and 9 large studio bungalows. Both properties are self 

contained. 

It is well situated for bus and train services to Wokingham and Reading, a Post Office and large 
supermarket are all are within walking distance.

Harman Court has a communal lounge and laundry facilities. A self contained guest room 
accommodation is available for use at a nominal charge. 

Pets may be permitted with prior approval and on site parking is 
available however there are limited spaces. The development is 
arranged around landscaped communal grounds and is able to 
accommodate mobility scooters.  

The Scheme Manager works on site during office hours Monday 
to Friday. 

A lunch club operates at the scheme twice weekly. Other 
activities include weekly keep fit sessions, coach outings, mobile 
library service as well as on site entertainment. 

Details of other sheltered schemes in Wokingham Borough are:
• Cockayne Court (Extra Care), Arnett Avenue, Wokingham 
• Dickens Court, Alderman Willey Close, Wokingham.
• Meachen Court, Palmer School Road, Wokingham
• Palmer Court, Palmer School Road, Wokingham
• Polehampton Court, Twyford.
• Sale Garden Cottages, Howard Road, Wokingham
• Treacher Court, Orchard Estate, Twyford

If you are interested in Sheltered Housing, please contact our Housing Needs Section 
on (0118) 974 6752.

Example of changes in need that 
may affect you:
• Not now able to maintain the  
 garden 
• Not now able to keep the   
 property in good decorative 
 order 
• Bathroom no longer suitable –  
 (need wet room)
• Do have unoccupied    
 bedrooms 
• No longer able to manage  
 stairs 
• Deterioration in your general  
 health 
• No relatives or neighbours to 
     call on you

Please contact your Housing 
Officer for help and guidance, 
they will be only too glad to 
discuss your needs and the best 
way forward for you.

Tenant Services may have 
properties that become available 
that have already been adapted 
and would like to be able to offer 
these to Tenants that would like 
to downsize or are in need of 
adaptations.

Tenant Services are also aware 
that some Tenants are in need to 
upsize to a bigger property due 
to their family growing.

Please ensure that you 
update your details/needs 
regularly with a Change of 
Circumstances form which are 
available from the Wokingham 
Borough Council, Housing 
Needs Dept, Council Offices, 
Shute End, Wokingham, Berks. 
RG40 1WN. 

Help us to 
help you.
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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 

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.

S.H.I.N.E 
Aquacise 
Sessions

Over 50’s can try a splashing 
way of keeping fit as part of a 

Borough exercise scheme.

Aquacise classes are taking 
place at the Carnival Pool 
in Wellington Road every 

week as part of Wokingham 
Borough Council’s SHINE 

(Some Health Improvements 
Need Exercise) programme.

Aquacise instructor Aga 
Goslar said: “I think the 

whole idea of this class is 
fantastic. Every session is a 
really good water experience. 
It doesn’t matter if you can’t 
swim- aqua workouts are for 

anyone.”

Aquacise sessions run every 
Tuesday and Thursday at 

Carnival Pool from 10.15am 
– 11am and cost £2.00 per 
session. For more details, 

contact the SHINE team on 
(0118) 974 3726 or email 
shine@wokingham.gov.uk

ALL4SPORT is a programme that delivers high 
quality sports sessions to people with a physical and 
learning disability. With a variety of sports available, the 
sessions will involve activities that will benefit physical, 
psychological and social skills as well as having lots of 

fun at the same time.

Friday, 5.30pm to 6.30pm (Session 1)

7pm to 8pm (Session 2)

St Crispins Leisure Centre, Wokingham, RG40 1SR
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Rebound Therapy
As part of the Activise programme the Sport and Leisure Team at 

Wokingham Borough Council are now able to offer Rebound Therapy 
Sessions. This is an activity which uses the trampoline and a range of 

techniques to engage people with a Learning or Physical Disability. 

The sessions are one to one 
and tailored to the individual’s 
need or goals that they want 
to achieve. A range of benefits 
include physical, psychological, 
sensory and social, along with 
the opportunity to have fun!

Rebound Therapy is part of 
the Activise programme which 
offers sports and physical 
activities for adults with a long 
term health condition such 
as mental health conditions, 
substance misuse or learning 
and physical disability, 

plus other adult groups such as 
young parents, young offenders 
or at risk of offending and 
families with support needs.

Other session available include 
multi sports, badminton, Nordic 
walking and health walks. 
There will also be two events 
in line with this years summer 
events, which include a learning 
disability football and athletics 
tournament in June, as well as 
a disability awareness sports 
event in September.

Gemma has 
benefitted tremendously 

from weekly Rebound Therapy at 
the Multi Sports Sessions.The instructors 
are encouraging and supportive and there 

is a great sense of camaraderie and fun each 
week.  Gemma says that she looks forward to 

going each week and has made some new friends 
she especially likes the trampoline and although she 

was nervous at first is getting better each week. 
The instructors are brilliant, helpful and great fun. 
Gemma’s energy levels have really improved and 

Gemma said “I didn’t really like doing sport 
much before but now I feel much fitter and 

its great fun too!
I would 

say that the sports session 
have been great for William. As 

young people with a leaning disability 
get older, I have found that there are fewer 

opportunities to access sport in a social way and I 
am really pleased that Wokingham Borough Council 
continues to provide this. The range of activities on 
offer is varied and the staff are all very supportive. 

William has poor eyesight so activities like badminton 
and table tennis are good for improving his hand eye 

coordination. William was really pleased when he 
found that he could take part in trampolining. This 
is an activity that he enjoys but has not been able 

to access for many years. Hopefully this will 
be good for his sense of balance as well as 

helping with his overall fitness.

Helen Duncan, Parent 
of a participant

Sue Johnson, Parent 
of a participant
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ACTIVE

HEARTS

ACTIVE HEARTS is Wokingham’s Phase IV Cardiac 
Rehabilitation programme, which was launched in 
February 2012 in Wokingham. 

 
The Active Hearts programme is designed to help patients 
recover and stay healthy after a heart attack or heart operation 
and for those who are at risk of developing heart disease.
 
The programme is an ongoing Exercise and education 
programme, with exercise classes taking place every Tuesday at 
Loddon Valley Leisure Centre, with other classes starting soon 
within the Borough.
 
Hospitals and GP’s can refer patients onto the programme 
where the benefits of the programme to the patients can 
include; greater survival rates, reduced hospital admissions and 
better clinical outcomes.
 
The programme has come about due to partnership working 
between Wokingham Borough Council and Berkshire West PCT.
 
The programme Co-ordinator Polly Simpkins states that ‘We 
have many patients who have been referred already and are 
benefitting from the cardiac rehabilitation exercise classes 
which are taking place. We are hoping that more people will be 
able to take part in these classes which are ongoing throughout 
the year and will be based at various venues throughout the 
Borough. The programme really is a great beneficial programme 
for those that attend. All classes are run by as qualifed Cardiac 
Rehabilitation Instructors who set the level of the exercise 
specific for the participants and monitor their health and well-
being regularly.’
 
Active Hearts were fortunate to receive funding from a local 
organisation, T.H.R.O.B (The Heart Rehabilitation Organisation 
of Berkshire). The funding was used to purchase equipment for 
the exercise classes.

 Please email Polly Simpkins: 
polly.simpkins@wokingham.gov.uk 



23

ACTIVE

HEARTS

SHINE adds benefits
Clive and Margaret Boys, a retired firefighter and nursing sister from Woodley, 

are converted to the benefits of SHINE - an activity programme especially 
tailored to people over 50.

Clive tells us why:

“Having retired, we were 
looking for something to take up. 
We both fancied T’ai Chi and a 
SHINE poster caught our eye. We 
really enjoyed meeting new 
people and the gentle but
extensive excercise for body and 
mind. Afterwards you feel really 
relaxed. We are now in the 
advanced class and feel we 
would do ourselves proud in any 
Chinese park.

“We then started Nordic Walking 
in Dinton Pastures. It’s a great 
start to the week with the bonus 
of the water fowl and other wild 
life.

“When Margaret was due a knee 
replacement, the physio was 
impressed with her muscle tone 
and this aided her recovery, back 
to walking after just three months! 
She also enjoys Pilates. All the 
classes are so well run and 
appropriate to our age group.

“The added bonus had been the 
socialbility, as groups often meet 
for coffee after the sessions. 
There are meals out and we’ve 
really got to know and support 
each other. We all enjoy 
retirement and this compensates 
for missing the companionship of 
work colleagues.

“So well done to the SHINE 
initiative and long may it continue. 
How did we ever fit work in?”

Clive (front) and Margaret 
(middle row, far right) with 
friends from SHINE

For more information please visit 
shine@wokingham.gov.uk



Why become a member?

For those needing a little help to meet those 
unexpected bills or to get themselves back on a 
sound financial footing, members can get access to 
loans at very competitive rates with repayment plans 
that match their circumstances.

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.

CSL offers a personal service

At CSL you are treated as an individual. Every 
member gets the opportunity to have a face to face 
discussion of their financial needs – savings and 
loans – and will get the plan that suits their individual 
circumstances.

For those residents who find it difficult to get access 
to regular financial services in the high street 
because of their circumstances, may 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.

There is no need to pay these very high rates of 
interest when there is a CSL nearby ready and willing 
to provide a loan that you can afford to pay back on 
terms that match your circumstances.  It is a very 
personal service. 

Unsecured loans at competitive rates

In response to the tightening economic conditions, 
CSL now offers unsecured lending at a flat 18% APR.  
Not only is that almost half the rate that most credit 
card companies charge for running a balance, it also 
matches the rate you can get from the well known 
High Street Banks for amounts up to £3,000. A lot of 
banks won’t even lend less than £1,000.

Member promotions

From time to time CSL runs special promotions to 
reflect the needs of the community. The January 
promotion offered a Christmas Recovery Loan at 
14% designed to help members save money paying 
for last Christmas and build up a small savings pot 
for this year.    

Helping volunteer, or just into new 
employment

As a member run organization, CSL relies on a team 
of volunteers to help out where they can. CSL has 
a good track record of helping volunteers to gain 
new skills and then move on into paid employment. 
It’s just another great way they have of helping the 
community.

Interested in finding out more?

A branch of Community Savings and Loans 
operates out of the Shute End Offices of 
Wokingham Borough Council. They are in the 
Reception area 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 and speak 
to a real person.
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What is Community Savings and 
Loans 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.
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Funded by Sponsored by

A basic gardening 

service for elderly or 

disabled residents of 

Wokingham Borough

What is it about?

We aim to provide a basic service 
for elderly or disabled residents of 
Wokingham Borough who cannot 
maintain their own properties, 
lack of support network to take 
on the job and lack the financial 
resources to employ commercial 
companies.

We want to improve the quality of 
life and safety of vulnerable and 
elderley residents.

Overgrown gardens are a magnet 
to rogue traders and we hope to 
address both these issues.

How we can help you?

Our team of volunteers will 
provide a basic gardening service 
which may include:

Grass cutting

Strimming

Weeding

Hedge trimming

Leaf clearing

Pruning shrubs

If you are over 65 or disabled and are unable to maintain your 
garden and would like to find out how to we might be able to 
help you; please contact Maxine on (0118) 979 1340 or email 
wokingham.n.tidy@gmail.com

Volunteer Centre Wokingham
The Ritz Plaza   10 Denton Street   Wokingham RG40 2DX

Tel: (0118) 979 1340
Email: wokingham.n.tidy@gmail.com

How can you get involved?

We are always looking for 
volunteers to join our gardening 
team, including drivers. If you are 
interested in helping us and have 
a whole day, or just a few hours 
to spare we would love to hear 
from you.

Please contact Christine on 
(0118) 977 0749.
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Typical benefits 

The key objective is to raise children’s awareness to the 
dangers of venturing on to building sites by increasing 
the children’s general Health and Safety awareness, 
and to reduce the likelihood of accidents and Incidents 
if works are undertaken in or around their homes. 
These safety talks, delivered to the school as part of 
their assembly are particularly relevant before school 
holidays.  

 

As standard on all projects in or near to Primary 
schools, Apollo gives Health and Safety talks to    
primary school children to teach them the              
importance of keeping away from building sites. 

Apollo Resident Liaison Officer Paul Reid and           
Community Investment Manager Neal Allison delivered 
this inter-active safety awareness initiative to the pupils of 
Woodley Rivermead Primary at their school assembly. 

The talk covered 

•        Site awareness. 

• DVD film (Passed by the Health and Safety       
Executive, a short film showing the dangers of 
building sites)  

• Interaction session - using a volunteer we                
demonstrated the importance of protective       
equipment. 

•        A ‘design a safety poster’ competition. 

“I would really like to say a big Thank You on behalf of   
the staff and children of Rivermead Primary school. The
messages you and your colleague, Paul, shared in our 
whole school assembly were very powerful and have 
been well remembered by the children. As building on a 
new housing project, right next door to our school, is just 
about to start, the messages about safety were also very 
timely. 

The children were very motivated by the poster          
competition and were thrilled with the visit by Mr. Ivor 
Goodsite who came to give out prizes to the competition 
winners. The children enjoyed having their photographs 
taken with Ivor so it was worth the effort to reinforce the 
safety message. 

We really appreciate the generosity shown by Apollo”  
 
Jo Hetherington 
Deputy Head Rivermead Primary 

Ivor Goodsite, Deputy Head Teacher Jo Hetherington and 
Darren Toes from Wokingham Borough Council with some 
of the ‘design a safety poster’ prize winners. 

Apollo’s Paul Reid  with a super safe Rivermead pupil. 

Ivor was taken on tour of the school to meet the youngest 
pupils of Rivermead. 
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CUSTOMER CARE AND 
COMMUNICATIONS (C&CCWG)   

1. What topics have been   
 discussed since the last   
 update?
• Meeting with Simon Price  in  
 regard to articles he required  
 to go into the Special Housing  
 Matters re Self Financing 
• Items for Spring Edition 
• Collated and proof read   
 Housing Matters special   
 articles.
• Communication process 
• Requested meeting with Simon  
 Price re communications   
 process and the way forward  
 for staff.
• Social media 
• Did presentation for meeting  
 the Editorial Team from Red  
 Kite Community Housing, High  
 Wycombe about how we run  
 our Tenant led newsletter and  
 what the C&CCWG do. 
• Looked at Asbestos Policy 
• Looked at Decant Policy 
• Requested meeting with Simon  
 Price to discuss Direct Debits  
 still not set up, but is still being  
 advertised.
 

2. What has been achieved since 
the last update?
• Special Housing Matters   
 signed off and at printers ready  
 to be delivered in the 2nd week  
 of March.
• Successful meeting with Simon  
 Price to discuss Communication  
 procedure for staff. 
• Meeting With Simon Price to  
 discuss why Direct Debits had   
 still not set up and agreed that  
 an article would be produced  
 for both the Special and Spring  
 to explain delay.
• Introduction meeting with  
 the new  Neighbourhoods   
 and Communities Manager  
 Doug Furlong.
• Meeting regarding social media  
 – agreed that Tenant Services  
 should to set up a Facebook  
 page – hopefully by May 2012    
 also text messaging service.
• Successful meeting was held in
 February with Red Kite   
 Community Housing, they  
 will be setting up a tenant led  
 magazine.
  

3. Any hazards or 
 emerging risks e.g. time   
 delays, problems which may
 occur down the line to stop  
 projects?
• Health 
• Money 
• Government changes 
• Articles not submitted on time 

4. Any additional comments
The Communications group has 
had a very busy start to the year as 
you can see. Our main concern has 
been the delay that has held up 
some of the processes, in particular 
signing off Policies. This is because 
they are being presented before 
they are ready. After talking with 
Simon he has agreed that he 
will again mention to managers 
that anything that goes to 
Communications for approval 
should be at the final stage and the 
work is to be done with the working 
groups and staff prior. 
Several urgent letters needing 
hour’s approval were discussed 
over the phone and dealt directly 
with the author and approved with 
in minutes of the Communications 
group receiving them.

Floss Watson, Chairperson TENANT AND LANDLORD 
IMPROVEMENT PANEL (TLIP)   
Since September 2011 the 
panel has been in many 
discussions regarding Self 
Financing and also the issues 
at Eustace Crescent regarding 
redevelopment.

We have also responded to 
government’s consultation about 
“Right to Buy”. The Panel has 
signed off the Asbestos Policy and 
the Decant Policy in March.

The Panel continually monitors 
performance and has requested 
that the performance of the Day 
to Day repairs will be looked 
at more closely and the Asset 
Management Team to provide a 
more in depth report, including 

the reasons as to why these figures have not been available for the last 
six months.

Items continued to be discussed and monitored are: 

 • Self Financing in April 2012 
 • Gas servicing 
 • Decent Homes 
 • Digital Switch Over 
 • Rent Income 
 • Performance 
 • Estate Improvement Bids 
 • Voids (empty homes)

Since moving the meetings to the last Thursday of the month they 
have been more productive. The other Working Groups have already 
held their monthly meetings and any issues/ concerns they have can 
be raised and dealt with quickly by TLIP if needed rather than waiting 
another month before it can be dealt with.

Maureen Ford, Chairperson 
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THE Asset management strategy consultation has been a major part of the 
groups’ deliberations over the period since September 2011. This item took up 
considerable time at both the November and December meetings as is a very 
important piece of work for improvement and management of the housing stock. 
Good progress was made in identifying Tenant priorities with regard to planned 
work, insulation and improving energy efficiency of homes and continuing to bring 
homes up to the Decent Homes Standard. It also identified further work was 
needed in the development of an energy improvement target, which could be the 
Standard Assessment Procedure (SAP) Energy Rating could be the format for 
this. Discussion also took place with regard to the development of a Wokingham 
Standard once this decency has been met.

REPAIRS AND MAINTENANCE
(RMWG) 

Gerry Williams 
Chairperson

The group were also 
keen to get cyclical 
maintenance programmes 
in place to improve the 
condition of the housing 
which were suffering in 
some areas of the borough.  
We have had considerable 
discussion on how we 
should deal with stock 
that was uneconomic 
to repair and discussion 
around the development 
of a review process for 
such would help us to 
make recommendations 
for the future disposal and 
reinvestment of housing 
stock. The draft Asset 
Management Strategy 
has now been passed to 
the Tenant and Landlord 
Improvement Panel 
for further 
discussion.

Decent Homes Programme
Phase one has been completed, with the site compound in 
Woodley now being returned as a community garden. We have 
discussed moving on to phase two and what areas we consider 
should be started. It was the general consensus that the outer 
regions of phase two i.e. Remenham, Wargrave, Hurst etc should 
be started first which will leave around a hundred properties 
in the Twyford area, which can be started as funds and time 
become available.

Tenant Cash Back 
The group have had during the November 2011 meeting and in 
January 2011 discussed the implications of the proposals from 
government to instigate a Tenant Cash Back Scheme regarding 
repairs. The group felt it was difficult for us to assess the impact 
this would have, until we are advised what cost and system can 
be considered by the Asset Management Team. We have asked 
what proposals and possible budget may be made available 
and what the management consider may be offered to tenants. 
It was felt that the government may impose something, if no 

effort is shown to offer a solution. It was agreed the Asset 
Management Team would obtain more information on this 

proposed scheme for discussion at the next meeting for 
review.
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HOUSING MANAGEMENT (HMWG) 

With Self Financing now here, it is even more important that Tenant Services collects as much rent as 
possible, so that money can be appropriately allocated. The Housing Management Working Group will 
continue to monitor rent collection to ensure targets are being met. 

What topics have we discussed since the last update:

• Sheltered Business Plan - this plan shows how Tenant Services will improve the services and homes  
 for sheltered tenants
• Changes in the Rent Team – as you are aware the Rent Team are now located in the Transactional   
 Finance Unit at Wokingham Borough Council. The Working Group has been involved in agreeing the  
 new Service Level Agreement between the two services. This agreement sets out what each service  
 is expected to do and how tenants should be consulted and involved 
• Changes in how rent could be collected e.g. Direct Debits and key fobs
• Reasons for why Direct Debit still not set up
• Reviewed and agreed changes to the Introductory Tenancy Policy.
• Reviewed and  agreed changes to how customer satisfaction is collected within the Housing    
 Management Team
• Reviewed and agreed changes to the Neighbourhood and Community Local Standard, bringing it in   
 line with Government Policy changes
• Reviewed and agreed the Service Charge Policy
• As Chair on behalf of the group I have discussed the content of the Decant Policy with 
 Doug Furlong.

We have also strengthened our networks with the borough’s Sports Development Unit, who will be 
keeping us updated on their sports courses/activities so that we can raise the importance of exercise 
and also increase local participation. It is hoped that by engaging young people and families in these 
activities that it may help to prevent anti social behaviour. 

What have we achieved since the last update:

• Signed off Policies
• Working Group members have been involved in new staff interviews
• Now monitoring the number of anti social behaviour reports for fly tipping and rubbish
• Member of the group along with 2 members from the Repairs and Maintenance group and a   

member from the Tenant and Landlord Improvement Panel attended a Tenant Participation 
Advisory Service course Sowing the Seeds – Tenant Scrutiny Training Southampton in January 2012. 

The Housing Management Working Group is still very low in members and the group would like to 
increase its membership. If you would like to join us or would like to know more about what we do 
please, contact the Tenant Involvement Team on (0118) 978 2494.  

Steve Bowers 
Chairperson 

 

I WOULD like to introduce myself as the new Chairperson 

for the Housing Management Working Group. I was 

elected into the position in September last year. As well 

as carrying out our usual responsibilities of monitoring 

performance across the housing management service, 

the group have had to consider the impact that Self 

Financing would bring. 
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B E   I N VO LV E D   A N D   M A K E   A   D I F F E R E N C E 

TENANT INVOLVEMENT OPPORTUNITIES 
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.

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. 

Hannah Linder, Jon Davies,
Tenant Involvement Team 



B E   I N VO LV E D   A N D   M A K E   A   D I F F E R E N C E 

TENANT INVOLVEMENT OPPORTUNITIES 
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. 

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.
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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. 

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).  

Name
 

Address 

Tel: Home            

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 



UPDATE YOUR
CONTACT DETAILS
AND BE ENTERED IN A DRAW TO WIN      
ONE OF TWO £50 SHOPPING VOUCHERS.
Closing date 31st May 2012.

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. 

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.

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

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 
                      


