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      WELCOME to the first edition of Housing Matters for 2013. 
There are lots of changes afoot this year with the Welfare Benefit 
changes in April and the start of the Universal Credit in October. 
Please ensure you read all the information related to these and if 
you would like more information or are concerned how this may 
affect you contact your Housing or Rent Officer.

There is a new competition for Children called ‘Little buds’ for 
the tallest sunflower (see page 27) it also sees the return of the 
gardening competition so get your entries in.

There was no report from the Repairs and Maintenance Working 
Group available at time of going to print.

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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WE hope you are enjoying and using your 2013 
Tenant Services Calendar. We have received some 
great comments and feedback about the calendar 
saying how useful it is and a big thank you, must 
go again to the Communications Working Group 
for all their hard work. 
To keep the calendar current and up to date there are a few changes we 
would like to pass on to you.
• Thank you to the tenant who pointed out the wrong number for 
 the Automated Payment line it should be 0845 303 9485.
• Tenant Services Annual General Meeting has been moved to 
 Thursday 25th April 2013 at 7pm at The Council Chamber, 
 Shute End.  
• The Housing Management Working Group (HMWG) title has now 
 changed to the Neighbourhood and Communities Working Group 
 (NCWG). Please see the NCWG article (on page 25) for further details.

Jon Davies, Tenant Involvement Officer 

TENANTS and leaseholders are invited to attend the Annual 
General Meeting on Thursday 25th April, 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 for the year 
ahead are. 

There will be an opportunity for a questions and answer session with 
the Head of Tenant Services at the end of the AGM.

A personal invite and agenda will be sent to all tenants and 
leaseholders nearer the AGM. 

For further information or if you would like to arrange transport please 
contact the Tenant Involvement Team on (0118) 978 2494 or email 
tenant.involvement@wokingham.gov.uk 

TENANT INVOLVEMENT ANNUAL 
GENERAL MEETING 2013

TENANT SERVICES 
CALENDAR 2013

Winter 

Competition 

Winner 2012 

Congratulations to 

Mr Clements from 

Finchampstead who won 

£25 of 

Shopping Vouchers



TENANT Involvement Gazebo Day events are open 
to all, offering support and advice and addressing 
local tenants and residents’ needs and issues. 
You can meet and chat to the people who run your 
housing service about the issues that matter to 
you. Tenant Services staff will be there to discuss 
such things as:
• Gas Servicing 
• Anti Social Behaviour 
• Your Tenancy
• Rents and Service Charges 
• Housing Options 
• Housing Benefits
• Communal Area Cleaning 
• Grounds Maintenance 

Would you like to know what our key Partner 
Agencies can offer you locally?
• Community Development Workers, Community 
  Wardens, staff from the Sports and Leisure Team, 
  Waste Services department and the Police will be 
  there with information about the work they do in 
  and around your neighbourhood.
• The Mobile Children Centre will be offering 
  activities for children and young people
• The Tenant Involvement Team and Involved Tenants 
  will be there to tell you about how they monitor the 
  service and how you can have your say about your 
  home and community.

Come along and get together with a wide variety of 
organisations and Council Staff that can support you 
as a Wokingham Borough Council Tenant or Resident. 
By attending you can enter our free raffle for a 
chance to win £25 worth of vouchers. 

Dates for 2013 

18th April
Woodley - Southlake Crescent  10.30 - 11.30 am

8th May  
Whitley – Anson Crescent  11 - 12 pm

9th May 
Spencers Wood – Clements Close  10 - 11 am

12th June 
Winnersh – Residents Resource Centre  10 - 11 am 

18th June 
Shinfield – Frensham Green  3 - 4 pm

9th July  
Wokingham – Ashridge Road  3 - 4 pm

15th July 
Finchampstead – Dart Close 10 - 1 1 am
 

COME ALONG TO YOUR NEIGHBOURHOOD GAZEBO DAYS

WITH effect from 24th December 2012, the Cash Office located in Shute End, 
Wokingham closed. There are now even more choices in how to make your rent 
payment to us.

The options available are:-
- Direct Debit;
- Bank Standing Order;
- Personal Internet Banking;
- Debit or Credit Card 24 hour automated payment line (0845 303 9485);
- Payment fob (bar coded) which can be used at any Post Office, PayZone 
  outlet or payment kiosk at Shute End;
- Cash, Debit or Credit Card payment at the payment kiosk at Shute End;
- Debit or Credit Card payment by telephone to the Rents Team; 
- Cheque by post;
- Cheque via the payment box at Shute End.

Any cheque payments sent via the post should have the cheque made payable to 
Wokingham Borough Council and sent to: 

Cashiers Service, PO Box 152, Shute End, Wokingham, Berks, RG40 1WJ

(Please ensure that you include your name and address and rent reference number on the reverse of the 
cheque.) If you wish to start paying rent by Direct Debit, please contact the Rents Team for a form.

For those of you who have used the Cash Office in the past, this change may seem daunting to begin with 
but, with the provision of many alternative payment opportunities, you should find a different method that 
will suit you. We will do whatever we can to assist you with the transfer to a new method of payment.

CHANGE TO THE CASH OFFICE, 
SHUTE END, WOKINGHAM
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October 2013 

(earliest) 

Benefit Cap    

NOTICE BOARD

HOUSING MANAGEMENT 
UPDATE 
by Doug Furlong Neighbourhoods and 
Communities Manager 

Eustace Crescent                                  Redevelopment  THE redevelopment of Eustace Crescent is continuing apace. We have managed to re-house two thirds of the tenants and hope to have the scheme empty by October. Once the last of the tenants has moved out we will be demolishing the flats and handing the site over for redevelopment. 
A team of architects have been working on a feasibility study to consider what type of homes can be built on the site once it is cleared. On the 29th of January a public consultation event took place on the Norreys estate where tenants and residents were given the opportunity to comment on the plans. The architects have produced plans that show a variety of new homes on the site ranging in size from one bedroom flats to four bedroom town homes. The latest plan shows 72 homes on the site although these may change when it achieves planning permission. The council is keen to see some social or affordable housing on the new scheme although the exact numbers and mix of tenures has not yet been decided. 

AS we have mentioned in earlier editions of Housing Matters there 

are substantial changes in Welfare Benefits. It is important to 

remember that the majority of these changes only affect tenants of 

working age (under 61 years of age). If you have any queries please 

speak to your Housing or Rents Officer. 

The Government has recently advised 

us that the Benefit Cap, due to come 

into effect in April 2013 will now be 

phased in by September 2013. No 

start date has been given for tenants 

in the Wokingham area. This differs 

from the advice given previously to 

affected tenants who were told that 

the cap would start in April 2013. We 

will update all potentially affected 

tenants once we have received 

further details. 

   

  WE are pleased to welcome Deana Humphries Senior Housing Officer 

back from maternity leave. Deana said’ While it has been great to spend 

some time off with my new baby I am really looking forward to getting 

back to work and catching up with the team and the tenants . While Deana 

was away her shoes were ably filled by Paula Thompson who has now left 

the Council to take up a new job in London. We would like to thank Paula 

for all the hard work she has done in the last eight months. 

Welfare Reform    
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NOTICE BOARD

April 2013 – Council Tax 

Benefit (CTB) replaced 

with localised Council Tax 

Support Schemes 

THE Council has now published their new scheme. 

We are pleased to say that tenants of working age 

on benefits will not be expected to contribute to 

their Council Tax bill. This has been achieved by 

making a number of changes to the way Council 

Tax is collected and other efficiencies.   

Under Occupancy (Bedroom Tax)FROM April 2013, nationally the amount of Housing Benefit paid to working age tenants who live in Council or Housing Association properties, will be reduced where they have more bedrooms than the family needs. This is called Under Occupancy and sometimes is referred to as ‘Bedroom Tax’. We are writing to all the tenants we think will be affected by this change. At the moment we believe that there are 180 tenants affected who will lose at least 14% of their Housing Benefit. We will be working with these tenants to discuss their housing options. 

April 2013 – Social Fund 

Scheme transferred to 

Wokingham Borough Council  

FUNDING for Crisis Loans and Community Care 

grants will be transferred to local authorities who 

will be given the power to put in place local welfare 

schemes.  The details of the new scheme are still being 

developed by the Council and will shortly be sent for 

consultation. Please check the councils website if you 

want to comment on the proposals. 

October 2013 – Introduction of Universal Credit  UNIVERSAL Credit is the new single benefit which 

will replace Housing Benefit, Income Support, Income 

related Job Seekers Allowance, Income Based 
Employment and Support Allowance and Tax Credits.  

Most claims will be made online and payment will 
normally be a single household payment, including 

the housing costs, paid monthly in arrears directly 

to the claimant.  All new claims from October 2013 

will probably be a claim for Universal Credit with all 

other claims being migrated to Universal Credit over a 

4-year period. Early information from areas where the 

scheme has been piloted has shown that rent arrears 

have increased. The Government is looking at the 
implications of these findings. 

October 2014 – 

Modified Pension 

Credit 
THE Pension Service will take over 

assessing Housing Benefit for people of 

Pension Credit age and Housing Benefit 

will become part of Pension Credit.
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UPDATE 
FROM THE HEAD OF TENANT SERVICES  

AS you know this is the first year of Self 
Financing for Wokingham Borough Council Tenant 
Services, it is the first year your rents have been 
kept within the Borough to spend and improve 
your homes.

So what have Tenant Services delivered 
this year? 

I am pleased to let you know we have spent 
£2.5Million on Decent Homes improvements to your 
properties, they include:

• 292 replacement Kitchens

• 271 replacement bathrooms

• 344 Electrical upgrades

• 70 new boilers

I will say that the team managed the works well but 
as on all major contracts we got some things wrong, 
and to those tenants who were affected by delays, 
communication issues and poor workmanship I 
apologise. However I can assure you the team are 
learning lessons all the time and want to improve 
year on year. 

I also know that the majority of tenants are pleased 
with the works, some who I have seen have told me it 
has transformed their lives for the better, but many 
also add that the works are long overdue, I agree 
with them. 

So what have got planned for the 
coming years?

2013/14 has a budget of £3.3Million 

• 382 replacement Kitchens

• 378 replacement bathrooms

• 466 Electrical upgrades

• 71 new boilers

And 2014/15 has a budget of £3.2Million

• 363 replacement Kitchens

• 358 replacement bathrooms

• 451 Electrical upgrades

• 65 new boilers

Tenant Services acknowledges that we still have to 
deliver external improvements to your homes, in the 
form of gutters/soffits/roofs/windows and doors. The 
team are working hard to procure the contractors to 
deliver these works; I will update you on progress as 
the year progresses.

So how would I sum up the year for 
Tenant Services? 

A good start to Self Financing but can do better – 
and we will with the continued help of the Involved 
Tenants.

If you would like to contact me to discuss this article 
please call me on (0118) 974 3775.

If you are interested in becoming an Involved Tenant 
please call Hannah Linder on (0118) 978 2494.

Simon Price 
Head of Tenant 
Services



UPDATE 
FROM THE HEAD OF TENANT SERVICES  

WASTE SERVICES
General Household Waste:
The Council has set a limit of 80 official blue bags per property and will 
only collect waste put out in these official blue bags. Your new supply 
of blue bags should have been delivered to you in March. There are 
extra bags for families of five or more. If you have claimed these bags 
for this year they will be delivered after and separately to the 80. 
If you qualify and have not previously claimed you can order on line at: 
www.wokingham.gov.uk/rubbish 

Waste put out in any other bag or container will 
not be collected and we will take steps to return 
it to the owner. Please place your waste at the 
edge of your own property on collection day, or 
the evening before collection at the earliest, as 
collections could start by 6.30am. Please do not let 
your waste become a nuisance or an eyesore for 
your neighbours.

Black Box Recycling: 
If you require another recycling box please email: 
wokinghamdirect@wokingham.gov.uk. Please only 
place the following items in the boxes:
• Paper and Card
• Food tins and Drink Cans
• Plastic Bottles (without the caps) 
• Aerosols 

Please do not put either full or empty carrier 
bags in the black boxes as this seriously affects 
the sorting equipment and the overall quality of 
the materials collected.

Glass, Textiles, Shoes, Foil, Tetrapak and Books.
Most supermarkets have these 
facilities for you to take items to when 
you do your shopping.

Other/Larger 
Household 
Items: 
The Council has a 
chargeable bulky 
collection service and 
will collect up to five 
bulky household items 
for as little as £20 so 
please call Veolia on: 
(0118) 909 9360. 
Leaving waste out that will not be collected 
especially bulky items causes a nuisance and 
an eyesore. We will investigate any waste left 
out, including non-official bags, as you may be 
committing a criminal offence, such as flytipping, 
under the Environmental Protection Act 1990. 

Why should others pay for your waste to be 
removed free of charge when they pay for theirs 
to be collected? Waste can also be taken to the 
Household Waste Recycling Centres at Longshot 
Lane, Bracknell or Smallmead, Island Road, 

Reading. These sites are open every day 
of the year except Christmas Day 

from 8am to 6pm October to 
March and 8am to 8pm April 

to September.
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PERFORMANCE UPDATE FOR 2012/2013

Gas Servicing Compliance   
The safety of our 
tenants is a top priority; 
Tenant Services has a 
target of 100% when it 
comes to Gas Servicing 
Compliance.  At the 
end of 2011, we were at 
99.9% gas compliance.  
At the end of 2012, the 
100% target was met.  

Tenant Involvement   
Tenant Involvement is a key factor 
in helping Tenant Services shape 
the service to meet our tenants’ 
needs, ensuring we prioritise what 
is important to them. The Resident 
Resource Centre opened in March 
2012, the Tenant Involvement Team 
has handled over 350 tenant and 
resident enquiries.

Voids (empty homes) 
These two graphs highlight Tenant 
Services’ performance in re-letting 
empty homes, in 2011 and 2012.  At 
the end of 2011, the average number 
of days it took to re-let an empty 
property was 24.4 days, against 
an agreed target of 28 days. This 
past year has seen closer working 
relationships between Tenant 
Services Voids Coordinator Julie 
Poole and our voids contractors, 
which meant in the past year the 
figure has been reduced to 23.4 
days. Making Tenant Services 
one of the top performers in the 
country when it comes to voids 
performance.  As shown in the 
graph to the right, January is always 
a difficult month for the Voids Team; 
low levels of activity during the 
Christmas period led to homes 
taking longer to re-let.
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PERFORMANCE UPDATE FOR 2012/2013

Rent Collection 
Is paramount to Tenant 
Services.  Without the rent 
money, we would not be able 
to provide the services that 
are important to you.  We have 
seen an increase in the amount 
of rent we collected from 2011 
to 2012.  Our target for rent 
collection is 97.5%, and in 2011 the target was missed as Tenant Services collected 96.87% of the total rent 
figure.  However, at the end of 2012 we had collected 99.88%.  

Anti-Social Behaviour
Anti-Social Behaviour is taken very seriously at Tenant 
Services and we do our utmost to ensure there is a quick 
resolution for those involved.  In 2012, we recorded 190 cases 
of Anti-Social Behaviour and of these 167 were resolved by 
the Housing Team.

The graph shows highlights the average number of days it 
takes Tenant Services to resolve an Anti-Social Behaviour 
case.  As you can see, the average for Tenant Services (47 
days) is greater than the top performers in this area (54 
days), and much greater than the overall national average 
(82 days) as well as the worst performers (112 days).

Decent Homes  
Decent Homes is a key priority for Tenant Services.  We know we have not been efficient enough in providing 
a Decent Homes programme for the Borough. This has now changed; thanks to self-financing being 
introduced we have been able to put in place the budget requirements to ensure all homes meet Decency 
by March 2015. The Decency programme has been split into ‘phases’. During phases 1 and 2, 618 properties 
in the Borough were bought up to the required Decency Standard. Phase 3 of the programme is underway 
and we anticipate that a further 400 
homes will be bought up to Decency. The 
graph below highlights the difference in 
budgets available to Tenant Services for the 
programme, year on year. The graph on the 
right highlights how satisfied Tenants have 
been with the Decent Homes programme 
so far. As you can see, the only area where 
satisfaction is perhaps not has high as it 
could be, was in the contractor keeping 
appointments. The Decent Homes Team will 
be working with the contractor, Apollo, to 
ensure this figure is improved upon in the 
coming year. 

The graph on the right shows highlights how 
satisfied Tenants have been with the Decent 
Homes programme so far. As you can see, 
the only area where satisfaction is perhaps 
not has high as it could be, was in the 
contractor keeping appointments, again The 
Decent Homes Team will be working with 
the contractor, Apollo, to ensure this figure 
is improved upon in the coming year.   
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VISIT TO MILESTONES 
(A Bygone Days Village) 

AT the end of October 2012 a happy 
band of Sheltered Housing residents 
and others from the Rainbow Park 
community took a trip organised by 
Janet Harrison (Scheme Manager 
from Harman Court) and James 
Newman (Community Development 
Worker from Rainbow Park) to 
Milestones a Bygone Days village set in the 
Hampshire countryside. 

On arrival some of us took advantage of the mobility 
scooters available there, which enabled those less 
able to walk across to all the displays. 

The settings were mostly in the Victorian era with 
shops and businesses demonstrating how things 
were accomplished in those distant days. 

One of the most interesting sections was that of a 
schoolroom, complete with teacher who every so 
often announced lessons by the ringing of a hand 
bell to summon the pupils to class. It was amazing at 
how many of the child visitors to the complex rushed 
to the schoolroom to be taught a lesson using slates 
and chalk, by the teacher in her bombagini and a 
bonnet. The discipline was total. 

It was amusing to see the contrast between the 
mobility scooters whizzing about with their elderly 
occupants against the backdrop of the gentility and 
decorum of the Victorian age, although I don’t think 
that even they were totally comfortable as they rode 
over the cobbled streets. 

In contrast to the overall Victorian past with the 
carriages, steam railway and the penny farthing 
bicycles was the “pub”, which was set in the early 
1900’s. Oh boy!! What a time most of us had in there. 

In the corner was a piano complete with pianist and 
after a trip to the bar we spent a hilarious hour and a 
half, singing all the old songs of the twenties, thirties 
and forties. It was wonderful and we were all 
uplifted though probably a little hoarse but feeling 
that a good day had been had by us all as 
we returned home. 

Resident 
Harman Court 
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CONTACTS

General enquiries – Wokingham Direct: 
974 6000
Head of Tenant Services
Simon Price: 974 3775
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
Neighbourhood and Community Manager
Doug Furlong:  974 3790
Rent and Debtor Team Leader
Sue O’Brien: 974 3787
Rent Officers
Sarah Gunstone: 974 3765
Phil Stevens:  908 8023
Senior Housing Officer
Deana Humphries: 974 3793
Housing Officers
Monica Farley: 974 3791
Helen Kennedy: 974 3764
Saima Aziz: 974 3785
Dianne Smith: 974 3766
Voids Coordinator
Julie Poole: 974 6644
Lease and Licensing Officer:
Colin Stonehouse: 974 3781

Sheltered Housing
Senior Sheltered Scheme Manager
Ann Molloy: 974 3773
Sheltered Schemes 
Dickens Court: 978 9577
Glebe Gardens: 934 5776
Harman Court: 978 4434 
Meachen Court: 977 6404
Palmer Court: 978 2773
Polehampton Court: 934 2671
Sale Gardens Cottages: 978 8740
Spring Gardens: 988 3077
Treacher Court: 934 5776
Customer Services
Customer Services Manager
Carole Devereaux: 974 3770
Tenant Involvement
Tenant Involvement Manager
Hannah Linder: 974 3767
Tenant Involvement Officer
Jon Davies: 974 3759
Tenant Involvement Team: 978 2494
Customer Care Officer
Jean Mulqueeny: 974 3768

Involved Tenants

Chair of Scrutiny Panel
Steve Bowers: 978 2494
Chair of Communications Working Group  
Nigel Eaton: 978 2494
Chair of Neighbourhoods and Communities  
Working Group  Pat Pascoe: 978 2494
Chair of Repairs and Maintenance Working Group  
Peter Grace: 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

TENANT AUDIT UPDATE 
TENANT Services would like to thank all of you 
who have allowed us to visit you in your home to 
complete your Tenant Audit.  All staff agree that 
it has been a valuable exercise in meeting all our 
tenants and giving you the opportunity to meet 
us, too.  

We are aware that there are still some of you that 
have not had their Tenant Audit done yet - particularly 
those that are at work when we have visited.  We 
would like to reassure you that we are endeavouring 
to visit you and will be sending out appointments to 
confirm a date and time.  

If you have not heard from us regarding an 
appointment, please do not hesitate to contact us on 

(0118) 974 3770 or email housing@wokingham.gov.uk.

All information collected on the Tenant Audit forms 
has been used to populate our in house database to 
ensure that this is up-to-date.    

If you wish to discuss any of the above, do contact me 
on the above telephone number.

Please do not forget, should you change your mobile 
phone number, please let us know in order for us to 
be able to contact you.  If you have an email address 
that you are happy for us to use, please email us at 
housing@wokingham.gov.uk  to confirm this.

Carole Devereaux
Customer Services Manager
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SHINE
SHINE is a physical activity 

programme for the over 50s of 

Wokingham Borough. There are 

numerous classes on offer, from Archery 

to Zumba, Nordic Walking to Yoga and 

many others, taking place at many 

different venues. The sessions are a 

chance to socialise, meet new people 

and get fit and active. Members receive 

reduced rates on classes, a quarterly 

newsletter, discounts at local businesses 

and special events. However, you do not 

have to become a member of SHINE to 

attend the classes.

For information, please contact SHINE 

on (0118) 974 3726 or email shine@

wokingham.gov.uk

Wokingham ActiveWOKINGHAM ACTIVE is a brand new 
scheme of sports activities and classes 
aimed at improving the health of everyone through physical activity.Our launch week will be taking place from 

22-27 April at venues across the borough, 
ending with a whole day of activities at 
Loddon Valley Leisure Centre on Saturday 
27 April. We are busy planning a wide variety of free taster sessions and exciting 
activities for all ages so come along and 
join in the fun!
To find out more, visit our web pages at www.wokingham.gov.uk/sports, find us on Facebook at www.facebook.com/wokinghamactive or call us on (0118) 974 3728.

	  

QUALITY HOLIDAY CHILDCARE NEED NOT COST A FORTUNE…..
FOR high quality yet very affordable childcare over the Easter holidays, look no further than Wokingham Active Kids school holiday activities, organised by Wokingham Borough Council! Tenant Services are funding places for Tenants to attend for FREE. 

The all day activities take place from 2 – 5 and 8 – 12 April at Loddon Valley Leisure Centre in Lower Earley and at St Crispin’s Leisure Centre in Wokingham.  Experienced, CRB checked staff will give children aged 5-12 the chance to try out a wide variety of sports, including football, swimming, tennis, trampolining, cricket, judo, climbing wall, touch rugby, basketball and dance. Perfect for working parents or for those looking for a fun day of activities to stop their youngsters getting bored! 
We will also be running Tennis, Soccer Starz and BMX Days at Cantley Park during the Easter Holidays. 
If you are a Wokingham Borough Council tenant and would like to secure your free space for your child/children, remember a £10 deposit per booking form will be required when booking.

To find out more, or book your children’s place please contact the Sports and Leisure team on (0118) 974 6264/974 3728 or email sport@wokingham.gov.uk. 
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Mini Soccer DON’T have anything to do on a Saturday morning? Then Saturday Mini Soccer 
is the answer! Come and enjoy training and games with our experienced coach.  
• Venue: Cantley Park, Twyford Road, Wokingham, RG40 5QG• Age: 4 to 7 years
• Dates: Sat 20 April – Sat 25 May and  Sat 8 June – Sat 20 July
• Time: 9am - 10am
• Cost: £16.20 a term or book two terms  and save 10%

To find out more, or book your children’s place please contact the Sports and Leisure team on (0118) 974 6264/974 3728 or email sport@wokingham.gov.uk. 

Street Dance Academy
COME and enjoy Street 

Dance! A great dance class 

suitable for boys and girls. 

No experience is needed 

but please book in advance. 

Run in partnership with 

Spotlights Dance Centre.

• Venue: Ashridge Room,  

   Cantley Park, Twyford Road, 

   Wokingham, RG40 5QG

• Age: 8 to 12 years

• Wed 17 April 2013 to Wed 22 

May 2013  (six weeks) and  Wed 5 June 2013 to Wed 17 July 2013 (seven weeks).

• Time: 5.30pm - 6.30pm

• Cost: £16 for 5 weeks, £19.80 for 6 weeks, £23 for 7 weeks

To find out more, or book your children’s place please contact the Sports and 

Leisure team on (0118) 974 6264/974 3728 or email sport@wokingham.gov.uk. 



• The Residents Resource Centre 
  in Winnersh continues to 
  establish itself. Since it’s opening 
  in March 2012, we have had 
  over 500 visitors and enquiries  
  to the centre for help, guidance 
  and support on community, 
  neighbourhood and individual 
  issues from Tenants and 
  residents from across the 
  borough.

• The tenant led Tenant Scrutiny 
   Panel continues to establish 
   itself further. The Panel’s 
   Terms of Reference have been 
   agreed, and a core team has 
   been established which has good 
   mix of skills and experience, and 

   are has now focused on scoping 
   potential topics for the first 
   scrutiny exercise. 

• We continue to develop close 
   working relationships with 
   the Community Development 
   Team, Sports Development 
   Team, Community Wardens and 
   other Partner Agencies.

• The Communications Working 
   Group produced the 2013 Tenant 
   Services Calendar. It has  
   received good feedback and 
   compliments providing useful 
   information. The 
   Communications Working Group 
   continues to produce the 
   excellent tenant’s magazine 

   Housing Matters which continues 
   to be a real source of 
   information and news. 

• All the Working Groups have 
   developed improvement plans. 
   These set out how the groups 
   will be reviewing and enhancing 
   their involvement over the next 
   few months.

• The Chairpersons of the Working 
   Groups attended the Tenant 
   Services Managers Planning 
   Day in January, giving them 
   the opportunity to be a part 
   of the planning process for 
   the year ahead which they have 
   now passed on to their Working 
   Groups. 
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T E N A N T  I N VO LV E M E N T 
AC H I EV E M E N TS 

THE Tenant Involvement Team continues to provide tenants and leaseholders 
opportunities to be involved and be able to have an input into the services 

Tenant Services provide to you. 

The number of fully Involved Tenants has increased to 20 who provide a 
voice for Tenants on TLIP, Scrutiny Panel and the Working Groups. We are 
continually looking for additional tenants to become involved, if you are 
interested and would like to talk to us to find out more,  please contact the 

Tenant Involvement Team on (0118) 978 2494 or email tenant.involvement@
wokingham.gov.uk 

Over the past few months, the Involved Tenants and Tenant Involvement Team have 
been working very hard on a number of successful projects.

You too can also be a part of these achievements and help make a 
difference. If you would like to get involved or talk to someone to find out 
more about what is involved, contact the Tenant Involvement Team on 
(0118) 978 2494 or email tenant.involvement@wokingham.gov.uk  

Jon Davies Tenant Involvement Officer

STOP 

PRESS 
BLUE BAGS WE are pleased to announce that the Residents 
Resource Centre now has a small supply of blue bags for sale. These are 
available at £4 for a roll of 10 bags. The Residents Resource Centre is located 
at 10, Targett Court, Winnersh, RG41 5HP. Opening times are Monday to Friday 
10.00am till 4.00pm, subject to meetings and diary commitments, please call 
the Centre on (0118) 978 2494 to check availability.

Jon Davies Tenant Involvement Officer, Tenant Services
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TENANT Services 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 

services you have received. To ensure that we 

are doing it right we analyse your complaints. 

Complaints Performance
This chart shows the number of complaints 
(received and resolved) for this financial year. 

ARE WE DOING IT RIGHT?

This chart shows the average 
number of days (this financial 
year) it has taken us to resolve 
tenant’s complaints. 
 
We are pleased to report that 
we are within the corporate 
timescales of 10 working days 
to resolve the complaints.
 
67% of complaints we have 
received so far this financial 
year related to the Repairs and 
Maintenance service. 
 
This quarter (October-
December)
 
• 28 Complaints were 
 responded to at stage 1 
• 17 Justified or partly 
 justified
•  16 relate to repair issues 
• 1 to Housing Management
• 6  complaints were 
 escalated to stage 2 and  
 4 were justified  
 
The reasons for these 
complaints are outlined in the 
chart below. 

Changes are coming!
We are currently reviewing 
how we handle complaints 
with the Tenant and Landlord 
Improvement Panel and Working 
Groups and will be conducting 
wider consultation on this with 
tenants. 
In brief, from April 2013 tenants 

will be able to refer their 
complaint for consideration 
by a Councillor, MP or where 
established a local “Tenant 
Panel”. They will only be able to 
do this once the complaint has 
been through the Council’s full 
complaints process. 
All complaints that have gone 
through the complaints internal 
procedure (which includes the 
above) will be referred to the 
Housing Ombudsman instead 

of the Local Government 
Ombudsman. If you wish to do 
this, you must wait eight weeks 
from the end of the complaints 
process. 
Further information about the 
changes and how you will be 
affected will be available in future 
editions of Housing Matters and 
on our website. 

Jean Mulqueeny
Customer Care Officer

How we are improving?

IN January, Tenant Services introduced Complaints Review 

Sessions. These sessions involve Tenant Services staff and the 

contractors where they review complaints performance, outcomes 

from complaints and identify service improvements. The service 

improvements will be discussed within our Working Groups and 

wider within the Team before being implemented. 

We have already started implementing some positive changes which 

have proven to be really successful. For example, the Customer Care 

Officer and the Investigating Manager are carrying out more face to 

face meetings at the early stage of a complaint. 
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NOTICE BOARD

New Contracts  
WE are in the process of procuring contracts to enable the effective delivery of works programmes over the next four years. 
Progress to date:
• Asbestos Management and Removal Contract in place • Fire Risk Assessment Action Plan in place and priority  works underway 
• Lift Maintenance and Installation Contract will be in  place by the end of February 2013 • Sheltered Grounds Contract will be in place by the end  of March 2013 

• Non-Gas Renewable Technology Heating Systems  Contract in place and works to be completed by the end  of March 2013 
• Grant funding was obtained and 530 properties received  insulation upgrades which were completed in  December 2012 
• Gas Servicing and  Installation contract in development • New Voids contract in development 
Next phase of procurement April 2013 on:• Testing Installations Contract and Installation Contract • Specialist Roofing Contract • Guttering Works Contract • Sewage Treatment Contract • Insulation Works Contract • Decent Homes Contract 

A Planned Works Programme will commence once the contracts are let and established.

MAINTENANCE 
   UPDATES FROM ANDY FARRAR,  
       ASSET MANAGER

Gas Servicing      We have made continual improvements to our gas performance over the last quarter and achieved 100% compliance at the end of December 2012. We are operating a 10 month servicing/gas safety check cycle which has resulted in performance being 99.7% or above for the last year. Where we have issues in obtaining access to carry out the gas service/safety check we are installing Service Interval Timers/Gas Restrictors. These reduce the time you are able to use your heating system in the event of us not being able to gain access on future safety check visits. It is a legal requirement for us as your landlord to provide you with an annual gas safety check. We will take legal action against you should you fail to provide us with access to carry out this work. 

Repairs Strategy     

The Asset Management Strategy has been 

approved by the Repairs and Maintenance 

Working Group (RMWG) in November 2012. 

This will be with the Communications 

Working Group (CWG) in March and we aim 

to have final approval April 2013.
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NOTICE BOARD

Kitchen & Bathroom 

Refurbishment Project 

PHASE 2 - As of 31 January 2013 we have completed 

works to 172 properties which equates to 57% of 

the works programme. We anticipate a total of 301 

properties will be completed by the end of March 

2013. This will include the installation of 233 new 

kitchens and 256 new bathrooms to the Decent 

Homes Standard. Phase 3 of the programme will be 

determined by our Asset Management database and 

will start in April 2013.

Green Energy update 
Progress to date:

• We obtained grant funding which has enabled us 

 to carry out cavity wall and insulation works to 530 

 properties 

• We obtained grant funding which has enabled us to 

 carry out the installation of renewable heating systems 

 to up to 40 non-gas properties. We are also planning to 

 monitor the effectiveness of these installations to  

 inform our future strategy regarding green energy  

 systems with the aim of reducing fuel costs 

Future plans:

• Monitor the development of the Government Green Deal 

 initiatives with the aim of utilising the Energy Company 

 Obligation (ECO) to fund possible external upgrade 

 retrofit works to improve the insulation and increase 

 the life span of our non-traditional stock where deemed 

 economically viable. 

• Review the proposed Government Renewable 

 Heating Incentive (RHI) funding scheme with a 

 view of developing a strategy 

• Develop a system of recording and monitoring 

 thermal efficiency improvements within our stock 

 and improving Standard Assessment Procedure 

 (SAP) ratings. 

Update on Reading 
Borough Council 

Repairs 

We will have been working with 
Reading Borough Council for 2 

years in April 2013 who provide our 
Responsive Repairs Service. This 

has not been without its problems as 
with any new working arrangement. 
The staff teams at Wokingham and 

Reading have worked tirelessly 
together to make this partnership 

a success. As a result we are 
undertaking more repairs than ever 

as Tenants now have confidence 
that repairs are being attended 
to much more effectively than 

with the previous contractor. The 
introduction of a new IT system at 

Reading last year did give problems, 
improvements have been made to 
appointment scheduling, helpdesk 

and monitoring of works, we still have 
more to do over the coming year in to 
improve the system and performance 

reporting and integration of the 
IT systems between the two 

organisations.

Drains

How to report and who   

should do the works 

As detailed in the Tenant Handbook 

blockages to sinks, basins, baths and 

toilets are Tenants Responsibility. 

However should the cause be a blocked 

and overflowing external drain you should 

report this to the Repairs Helpdesk 

and provide as much detail as possible. 

The Helpdesk staff will determine the 

correct course of action which may be an 

operative from Reading Borough Council 

attending or if a Specialist Drainage 

contractor is required to attend they will 

contact Tenant Services on your behalf 

who will arrange this.
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     the group.co.uk 

Apollo Property Services Group and 
Wokingham Borough Council were 
proud to support a work related 
education initiative with some local 
young people with learning difficulties 
at Wokingham Town Hall. 

Apollo’s Neal Allison, Gordon Jones, 
Kevin Stevens and Rosa Fox and 
Tenant Services Staff, Simon Price, 
Rachel Dawes, Darren Toes and Paula 
Thompson worked with the students to 
help them produce a CV and aimed to 
improve their confidence with adults in 
a new environment. They ran through 
a timetable of activities such as 
discussing the types of questions an 
employer might ask, good body 
language to use and even took part in 
mock interviews.       

 
 

 
 

 
 

“Thank you so much for helping to make 
this event possible. With more and more 
cut backs there is less support for schools 
to help prepare youngsters for the big ‘what 
next?’ and so this was hugely helpful. My 
students gained a lot in terms of self-
confidence and beginning to understand 
how to present themselves in the adult 
world.”

At the end of the day, Apollo presented all of the students with a handy pack containing various stationery goodies.

“It was a success and seeing the 
interaction between the staff and the 
students was inspiring.” 

theapollogroup.co.uk

Simon Price,
Wokingham Borough Council Jill Maher, Bulmershe
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From looking at a snapshot of data collected from a group of 25 clients, there is a reduction of 49 falls 
(63 falls before the programme as apposed to 14 falls after the programme). This shows that the 10 week 
specialist exercise programme was beneficial to these clients and dramatically reduced the number of falls.

Based on the figure of £15,000 for the cost of a hip fracture to the NHS and the number of falls reduced 
in the snapshot of data collected, this project shows a potential saving of £735,000. (This figure is based 
ONLY on the snapshot of data collected.)

Questionnaire results from some clients that had attended the programme in 2010 responded 1 year later 
on their progress. A total of 33 responses saw 27 females and 6 males tell us the following:

• 64% of participants reported zero falls since attending the Steady Steps 
• 58% of participants reported that their fear of falling had decreased since attending Steady Steps.

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.

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.

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

SHINEplus
ACTIVISE has now changed to SHINEplus as part of the Sports and 
Leisure team’s overall focus on improving Health and Wellbeing. 
SHINEplus is a health and wellbeing scheme that offers physical 
activity for adults that have a long term health condition, learning or 
physical disability.

SHINEplus offers a leisure pass to access the gym and swimming pool at a 
reduced rate, regular programme of activities and 6 week taster sessions.

We are pleased to offer a new specialised trampolining session on a Friday 
evening. This session is available to all ability levels and is suitable for 
beginners and beyond. 

Friday 5.30pm to 7pm
St Crispins Leisure Centre, Wokingham

£3.80

A booking form needs to be completed which can be available 
by contacting Adam Godwin on (0118) 974 3729 or 
adam.godwin@wokingham.gov.uk
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We have an Income Policy that 
is currently being reviewed and 
procedures outlining what we 
must do before we can take any 
tenancy action.

We have a range of letters that we 
send out to tenants; the letters 
have been checked and agreed 
by the Communication Working 
Group which is made up of 
Involved Tenants. Other ways we 
can communicate is by text, email 
and telephone call. We try and visit 
you at your property or will invite 
you in for a meeting at the Council 
offices or any other suitable 
meeting area that is convenient.

It is important that if you are 
struggling to pay your rent you 
contact a Rent Officer as soon as 
possible, do not delay. Depending 
on the circumstances we can make 
a payment agreement to ensure 
any rent arrears are paid on top of 
the rent charged each week.

In a lot of circumstances we will 
refer you to the Citizens Advice 
Bureau; they are an independent 

free agency who will help with 
debt and managing your income to 
pay essential bills. They will usually 
complete a financial statement 
and contact your creditors to 
discuss payment plans that ensure 
the essential bills; rent and council 
tax are paid. 

In other circumstances there may 
be more significant issues that will 
have an impact on your housing 
situation and you feel that more 
support is needed. In this instance 
we may refer you (with your 
permission) to Transform, they 
will offer a dedicated key worker 
who will draw up a support plan to 
agree what help is need and how 
often. An application is usually 
completed and you will have an 
assessment shortly after.

Although we occasionally have 
to take formal legal action we will 
ensure that we have attempted 
to make contact several times by 
several different routes before 
we serve a Notice of Seeking 
Possession at the property. 

This is a legal requirement which 
gives you 28 days’ notice that 
unless the rent is cleared in 
full or an arrangement to pay 
is made with the Rent Officer 
an application will be made 
to the County Court to begin 
repossession proceedings.

If you receive a Notice of Seeking 
Possession it means that the 
arrears on your rent account are a 
concern and any agreement that 
we may have made previously has 
failed. If you have not spoken to 
the Rent Team you should do so 
now, this could prevent any Court 
Action and costs.

You can speak to a Rent Officer at 
any time no matter what situation 
you are in; you may have concerns 
about the future Benefit Changes 
that are coming this year. The 
team will explain the changes and 
explain how you may be affected 
and make suggestions that could 
help your situation. 

INFORMATION FROM 
THE RENT TEAM  

Wokingham

Charvil, Hurst, Remenham, Ruscombe, 
Sonning, Twyford, Wargrave, Earley, 
Winnersh and Woodley

Upper Shinfield, Lower Shinfield, 
Arborfield, Barkham, Swallowfield, 
Spencers Wood, Finchampstead and 
Wokingham Without

Team Leader

Phil Stevens
Rent Officer  (0118) 908 8023   
Philip.stevens@wokingham.gov.uk

Sophie Donegal left on the 15th March 2013.  This area will 
be covered by the Team until a replacement is in post. 
Please contact one of the other Rent Team Officers.

Sarah Gunstone
Rent Officer
(0118) 974 3765   
Sarah.gunstone@wokingham.gov.uk

Sue O’Brien   
Rents and Debtors Team Leader
(0118) 974 3787   
Sue.o’brien@wokingham.gov.uk

ALTHOUGH the Rent Team’s role within Wokingham Borough Council is to ensure that your rent 
is paid on time, it does not always stop there. There are a number of reasons why tenants can find 
themselves in arrears.

T
h
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Payment Methods

Direct Debit –
NEW Please contact your Rent 
Officer for a Direct Debit Mandate, 
you need to return the completed 
form back to the Rents Team. 
Payments are collected once per 
month on the 1st, 10th and 20th of 
each month.

Direct Payment –

NEW you can call any one of 
the Rent Officers who can take 
payment via debit or* credit card 
while on the line, a receipt can be 
sent or emailed to you. 

Standing Order – 

You can pay weekly, fortnightly, 
4 weekly or monthly via standing 
order, taken directly from your 
bank account. Please contact the 
Rents Team to request a form 
is sent to you. This needs to be 
completed and taken to your bank 
to be set up.

Online
You can make a payment on 
line using our internet payment 
service, go to www.wokingham.
gov.uk and click on ‘Pay it’.

Telephone line
We offer a 24 hour automated 
payment service. Call 0845 303 
9485. You will need your rent 
account number handy.
Post Office – Using your rent 
card you can make payments 
using cash or card at the counter 
service. (To apply for a payment 
card please contact your Rents 
Officer)

Payment Machine
Available while the Council Offices 
at Shute End are open

Post – You may send in a cheque 
with your rent account details on 
the back, to Wokingham Borough 
Council, Rents Team, Tenant 
Services, P.O. Box 154, Shute End, 
Wokingham, RG40 1WN.

*credit card charges will apply.

 

Wokingham Citizens Advice Bureau
Suite 2, First Floor, 26-28 Market Place, Wokingham, 
Berkshire, RG40 1AP

Telephone: 0844 499 4126  Fax: (0118) 979 6194
Email: public@wokingham-cab.org.uk
Web site:  www.wokingham-cab.org.uk

Woodley Citizens Advice Bureau
Woodley Extension Bureau, Headley Road, WOODLEY,
Berkshire, RG5 4JA  Telephone: 0844 499 4126 
(assessment line based at Wokingham bureau)

(0118) 969 9006 (Woodley admin only line)  Fax: 0118 969 8714
Email: public@wokingham-cab.org.uk
Web site:  www.wokingham-cab.org.uk

Swallowfield Citizens Advice Bureau
Swallowfield Medical Practice, The Street, SWALLOWFIELD,
Berkshire, RG7 1QY  

Telephone: (0118) 988 3134 for appointments
0844 499 4126  Fax: (0118) 979 6194
Email: public@wokingham-cab.org.uk
Web site:  www.wokingham-cab.org.uk

Reading Community Welfare Rights Unit
101 Oxford Road, Reading, Berkshire, RG1 7UD.
www.readingcommunitywelfarerightsunit.co.uk

Telephone Helpline & Appointments 
Direct Line (0118) 955 1071  Advice Line (0118) 955 1070
Fax: (0118) 955 1095  Monday – Thursday 9:00am – 5:00pm
Friday 9:00am – 4:00pm  Drop-in (no appointment needed)
Tuesday 9:30am – 12:00pm (new clients only)

Shelter Thames Valley
Bracknell Outreach offered every Wednesday at Bracknell Forest 
Council Offices, by appointment only.
27 Church Street, Slough, SL1 1PL

Telephone call (0344) 515 1380
Free Housing Advice Helpline 0808 800 4444
Fax: (01753) 518954  http://www.shelter.org.uk

Consumer Credit Counselling Service 
Free debt advice charity.  

Telephone 0800 138 1111 or visit CCCS 
Debt Remedy - their online debt counselling service. 

National Debt Helpline free, impartial advice. 
Telephone number 0808 808 4000.

Additional Advice and Support Agencies
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HOUSING 
SURGERIES 2013
Dianne Smith
Norreys Estate – 19 Eustace Crescent, 
10-12pm every other Thursday starting 
10th January 

April 4th 18th

May 2nd 16th 30th

June 13th 27th 

July 11th 25th  

August 8th 22nd

September 5th 19th 

October 3rd 17th 31st

November 14th 28th 

December 12th
Location  Date Time 
Eustace Crescent/Ashridge Road  11th April 11am 

Shinfield Rise  10th April    10am 

Clements Close  9th May  10am 

Gorse Ride South  23rd May  10am 

Highfield Park  13th  June   11am 

Norreys Avenue  25th June  11am 

Hearn/Knowle Road  27th June  11am 

Chatsworth Avenue  3rd July  11am 

The Courts  10th July   11am 

Drovers/Pearson Way  18th July  11am 

Pattern Ash Drive  6th June  11am 

Pennfields/Orchard Estate  15th August 11am 

Roycroft/Dutchfield Lane  22nd August  11am 

Allnatt Avenue  4th September 11am 

Waterloo Road  17th September 11am 

Kingsbridge Cottages  24th September 11am 

Chestnut Crescent  27th September 10am 

Finch Road  2nd October  11am 

Shinfield Rise 10th October 10am 

Eustace Crescent/Ashridge Road  11th October 11am 

Gorrick Square/Tangley Drive  16th October 11am 

Anson Crescent/Drewett Close 17th October 11am 

Clements Close 8th November 10am 

Highfield Park 13th December 11am 

Norreys Avenue 17th December 11am 

Hearn/Knowle Road 18th December 11am

Feedback from all walkabouts in 2012 and next year will be available on the 
website www.wokingham.gov.uk/housing. A hard copy of the feedback and pre 
walkabout questionnaire is available from Tenant Services on request.

All information gathered is important to ensure that we are able to manage  
our estates and areas effectively and efficiently.

Helen Kennedy 
Gorse Ride – 17 Billing Avenue,  
9.30 – 11.30 am, every Monday 

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
Winnersh – Residents Resource Centre, 
10 Targett Court, 
11-1pm, every Wednesday

April 4th 18th 

May 2nd 16th 30th 

June 13th 27th 

July 11th 25th 

August 8th 22nd  

September 5th 19th 

October 3rd 17th 31st 

November 14th 28th 

December 12th 

Walkabouts 

2013
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TENANT AND LANDLORD 
IMPROVEMENT PANEL (TLIP)   
THE structure of the Tenant and Landlord 
Improvement Panel (TLIP) has now been 
established, and includes representation on the 
panel from all other Working Groups. This will 
ensure the information from the Working Groups 
and decisions made at those meetings will be 
passed on to TLIP, likewise information from TLIP 
will be fed back.

The Scrutiny Panel have agreed that they should 
act within the involvement structure, and after 
any independent scrutiny activity will pass the 
recommendations forward to TLIP and Simon 

Price, Head of Tenant Services for 
consideration and implementation. 

TLIP continues to monitor all 
aspects of Tenant Services, and 
their performance in relation to the 
stated targets which have agreed.  

The new financial situation will 
ensure that projects such as 
the Decent Homes upgrades 
will be completed within the 
agreed period. The Repairs 
and Maintenance Working 
Group and ourselves will be 
monitoring Tenant Services 
progress with this.  

TLIP has approved policies 

and procedures since our last update and has been 
involved in budget setting and monitoring. Along 
with the other Chairs I attended the Managers 
Planning Day in early January, where we discussed 
priorities for the next year. TLIP and the Working 
Groups have a number of priority projects to work on 
this coming year, these include:

• Welfare Reform
• Achieving Decency by 2015 
• The replacement of the housing IT system (Saffron)
• Development of the Tenancy Policy and other 
 associated documents from this
• The standardisation of letters and publications

We will continue to update all tenants and 
leaseholders on the progress of these priorities over 
the coming year. 

Finally, Floss Watson recently stepped down from 
her role on as Chairperson of the Communications 
and Customer Care Working Group for personal 
reasons. TLIP members would like to thank her 
for her valuable contribution. Floss continues 
as Editor of Housing Matters. We are pleased to 
welcome Nigel Eaton as the new Chairperson of the 
Communications Working Group.

Gerry Williams
Outgoing Chairperson of the Tenant and Landlord 
Improvement Panel

The Centre provides advice, 
support and guidance on any 
Housing or Community related 
matter and is a direct link to the 
Tenant Involvement Team; Hannah 
Linder, Jon Davies and the involved 
tenants.

It is used as a venue for Tenant 
meetings, training, activities, events, 
Rent and Housing Officer Surgeries.

Please remember any resident 
of the Borough can pop in to the 
Centre to discuss individual Housing 
and Community issues with us. 
Should you choose, a private room 
is always available.

On the 18th December we held our 
first Carols in the Courts.

20 tenants, residents 
and Wokingham 
Borough Council 
staff joined the 
Tenant Involvement 
Team for a festive 
sing along at the 
Residents Resource 
Centre, Winnersh.

Everyone enjoyed 
singing a selection of Christmas 
Carols around the Christmas tree 
before warming up with hot drinks 
and mince pies. 

Hannah Linder, Tenant Involvement 
Manager, “It is the first year that 
we have held Carols in the Courts 

and we are really pleased how 
successful it was. It was lovely to 
see everyone singing along and 
enjoying themselves. This is an 
event we would definitely hold 
again next Christmas. Thank you to 
everyone who came along.” 

Residents Resource Centre UPDATE
SINCE opening in March 2012 we have over 500 visits 
and enquiries to the centre.
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COMMUNICATIONS WORKING GROUP 
(formally Communications and Customer Care 

Working Group)  
THERE have been several changes to this group; firstly we have renamed 
the group due to the fact that all the Working Groups deal with their own 
Customer Care Issues. I would to take this opportunity to thank Floss 
Watson the outgoing Chairperson for all her hard work and commitment. 

Floss has decided to stand down as Chairperson, however she will continue 
to be a member of the Communications Group and will continue as Editor 

of Housing Matters.

I will update you further on the progress of the group in the next 
edition of Housing Matters. 

Nigel Eaton 
Chairperson of the Communications Working Group

UPDATE ON TENANT 
SCRUTINY

It is still early days for tenant-led 
scrutiny at Wokingham Borough 
Council but we are encouraged by 
the progress that we have made 
so far.  We have agreed the Panel’s 
Terms of Reference, established a 
core team which has a good mix 
of skills and experience, and are 
focusing now on scoping potential 
topics for our first scrutiny 
exercise and forward programme. 
Subjects under consideration 
include the impact to tenants of 
the Government’s Welfare Reform 
measures and the Council’s 
delivery of the Decent Homes 
refurbishment programme. 
It is important to note that, 
although the Panel has a broad 
remit to scrutinize any aspect of 
the housing service and runs in 
parallel with the existing tenant 
involvement structure, we very 
much envisage a collaborative 
approach, building on their good 
work and wealth of experience.  

We certainly see the function 
of formal scrutiny - providing 
constructive challenge to help 
improve services - as adding value 
to the arrangements already in 
place.  We have either met with 
colleagues or will do so soon 
and I am impressed by how they 
and staff within Tenant Services 
whom we have approached for 
information, have responded so 
positively to the introduction of 
scrutiny.

If you have an issue that you think 
should be considered for scrutiny, 
please contact Steve Bowers via 
the Residents Resource Centre on 
(0118) 978 2494 or email tenant.
involvement@wokingham.gov.uk 

Steve Bowers 
Chairperson of the Tenant 
Scrutiny Panel
 

GOVERNMENT changes to the way in which the delivery 
of housing services are regulated have resulted in the 
establishment of a new tenant-led Housing Scrutiny Panel 
within Wokingham Borough Council.
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NEIGHBOURHOOD AND 
COMMUNITIES WORKING 
GROUP

THE name of this Working Group was changed by 
the members to reflect the types of areas within 
the service where we are able to input and are 
involved.

The Neighbourhood and Communities Working 
Group (NCWG) use what is known as a Performance 
Framework which shows the activities that we 
monitor. This document was created by Tenant 
Services together with the NCWG and enables us 
to identify and measure how the services are being 
delivered for the communities and neighbourhoods 
in which we live.  

We discussed at length and agreed improvements 
to this reporting process for 2013. The Working 
Group meetings allow Tenant Services staff in 
Housing Management to report back to us either 
on a monthly or quarterly basis. The main sections 
(no personal details are divulged) of the framework 
include:

Anti Social Behaviour (ASB)
• Number of new cases and resolved cases
• Time taken to resolve the issue
• External agencies involved
• Complaints and compliments
• Number of service improvements made through 
  ASB complaints raised

New ASB cases, by type, are reported on a 
quarterly basis and include:

 Fly tipping
   Drugs
     Garden Nuisance
       Harassment/Threats
         Noise
           Pets/Animals 
             Racial Abuse
               Rubbish
                 Theft
                   Vandalism
                     Vehicles
                       Verbal Abuse

Rents - reported monthly 
• Percentage of rent collected and rent arrears
• Number of evictions due to rent arrears
• Rent surgeries conducted

Walkabouts and Surgeries – reported monthly
• Number held
• Number of Residents, Staff, Involved Tenants 

   and External Agencies in attendance
• Number and type of issue recorded on 
  walkabout:
• Untidy gardens/overgrown hedges and trees on 
   public highways
• Cars parked illegally/abandoned
• Fly tipping, dog fouling, litter
• Faulty street lighting
• Vandalism/graffiti

Communal Areas 
• Number of communal blocks cleaned 
• Grassed areas and borders cleared/maintained

Tenant Audit - the number of audits completed is 
reported monthly 
A Tenant Audit helps with future planning of 
services that are appropriate to tenants needs 
• Ensures that future services are planned and  
  delivered with a focus on equality, diversity and 
  good relations 
• Identifies people who may need to be re-housed 
  by showing up any over-crowding of properties 
  or under-occupation 
• Uncovers fraud, should it be found 
• Involves tenants in having more say in the 
  services provided 
• Sign-posts people to other services that are 
  available 
• Identifies where sub-letting is taking place. 

Voids (Empty Properties) - reported monthly
• Number of properties vacant
• Percentage of re-lets accepted on first offer
• Time taken to re-let
• Cost of bringing the property up to standard 
• Rent loss

Housing Management
• Number of complaints/compliments received
• Complaints upheld/closed/partially closed
• Number of service improvements made through 
  complaints raised

If you would like to know more about this Working 
Group please call the Tenant Involvement Team 
on (0118) 978 2494, email tenant.involvement@
wokingham.gov.uk  or send me a message via the 
Tenant Services Facebook page.

Pat Pascoe Chairperson of the Neighbourhood 
and Communities Working Group

(formally HMWG)



BEST WINDOW BOx 
OR HANGING BASKET

1st prize 
£25 gardening voucher

2nd prize 
£15 gardening voucher

3rd prize 
£10 gardening voucher

BEST GARDEN 

For tenants in non-sheltered 
accommodation

For tenants in sheltered accommodation

1st prize – in each category
£50 gardening voucher

2nd prize – in each category
£25 gardening voucher

3rd prize – in each category
£15 gardening voucher

BEST COMMUNAL GARDEN

1st prize 
£50 gardening voucher
2nd prize £25 gardening voucher

BEST THEMED 
One prize of a £50 gardening voucher

BEST VEGETABLE PATCH
One prize of a £50 gardening voucher

- BACK FOR 2013 -

GARDENING 
COMPETITION  
BACK by popular request is the Annual Gardening Competition and it is time to enter. 
So all you budding gardeners start planning and enter. Closing Date for entries is Friday 
21st June 2013.

The Categories and Prizes are as follows:-

Judging dates

The proposed judging date 
is 3rd July 2013 with a 
reserve date of 10th July 
2013. All judging dates 
are subject to change, 
depending on the number 
of entries and the weather.

Name:

Address:

Telephone no:

Email:

Information will only be used for the purpose of the competition. 

  Best Garden Best Sheltered Garden
 Best Window box / Hanging basket Best Communal Garden
 Best Themed Garden Best Vegetable patch

Please send to the Tenant Involvement Team at the Residents Resource 
Centre, 10 Targett Court, Winnersh, Berkshire, RG41 5HP or email tenant.
involvement@wokingham.gov.uk 

For further details please contact the Tenant Involvement Team 
on (0118) 978 2494. 
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Name:

Address:

Telephone no:

Email:         Age:

Information will only be used for the purpose of the competition. 

I/ we give parental/guardian permission for my child to enter the Little Buds Gardening Competition.

I/ we give parental/guardian permission for my child to be in any photographs regarding the Little 
Buds Gardening Competition.

Signed:

Please send to the Tenant Involvement Team at the Residents Resource Centre, 10 Targett Court, 
Winnersh, Berkshire, RG41 5HP or email tenant.involvement@wokingham.gov.uk 

For further details please contact the Tenant Involvement Team on (0118) 978 2494. 

WIN FAMILY 
TICKET TO 
LEGOLAND

  ENTER LITTLE BUDS, 
  CHILDREN’S GARDENING
  COMPETITION 
  (Sponsored by Quadron Services Limited) 

New for 2013, the Tenant Involvement Team is launching a new 
competition to see who’s got the mightiest Sunflower growing power! 

The competition is open to all those under 16 and we want to 
see just how tall and strong your sunflower can grow!

The prize will be a Family Ticket to Legoland Windsor. 

Ticket is based on two adults and two children. 

The judging date will be the 21st August 2013 but may be subject to change, depending on the number of 
entries and the weather. 

To enter please complete the form below and return by Friday 19th July 2013. 
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Spring Word Search
 FIND THE 45 HOBBIES WORDS and win a 
£25 Voucher Closing Date 30th April 2013.

JIGSAWS 
CROSSWORDS  
PUZZLES 
KNITTING 
PAINTING 
CROCHET 
READING  
BINGO  
FISHING 
DANCING
WHIST 
FANTASY 
FOOTBALL 
WOOD 
WORKING 
BAKING 
DRAWING
SINGING 
SWIMMING 
PHOTOGRAPHY 
MUSIC 
BONSAI
YOGA 

CAMPING 
MOUNTAIN/
BIKING 
WRITING 
BOWLS
JOGGING 
MAKING/
JEWELLERY 
POTTERY 
ROWING 
CYCLING 
QUILTING 
RUNNING 
WORD /
SEARCH  
GOLF 
RUGBY
DRIVING 
DIY 
TAI/CHI 
CARDS 
THE/GYM

Urdu

Punjabi

Chinese

Polish

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:  

Address:

Contact telephone number:  

Email address:

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

Send your completed entry to the Editorial Team at Residents Resource Centre, 
10 Targett Court, Winnersh, Wokingham, Berkshire, RG41 5HP.

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.


