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WOKINGHAM BOROUGH COUNCIL

MINUTES OF TLIP MEETING HELD ON

THURSDAY 27TH JUNE 2013

Present: Steve Bowers (Chairperson) SB
Pat Pascoe PP
Nicky Harmsworth NH
Lee Newton LN
Sue Smith SS
Prue Bray PB
Doug Furlong (Neighbourhood and 
Communities Manager)

DF

Hannah Linder (Tenant Involvement 
Manager and Minute Taker)

HL

ACTION
1. APOLOGIES & DECLARATIONS OF INTEREST

Apologies from Simon Price and David Chopping were received. There were 
no declarations of interest stated. 

2. MINUTES OF MEETING HELD AND MATTERS ARISING
Spelling anomalies on the minutes of the 23rd May were identified. 
Minutes of the meeting held on 23rd May 2013 were agreed as an accurate 
record. 
Working Group representation - NE will be attending to represent the CWG 
from July. 
LN asked for a clarification on the ‘principles of the property types’ which was 
stated in the previous minutes. DF explained that a public consultation has 
already taken place which asked resident what types of properties they felt 
were needed in the area. A more detailed planning consultation will be taking 
place in the future. Eustace Crescent will be discussed at the Executive on 
27/06/13. 
The allocation of voids and performance issues were discussed at the June 
NCWG. 
A thank you letter to Cllr Lee has been sent from SB on behalf of the Involved 
Tenants. 

3. HEAD OF SERVICE REPORT
Discretionary Housing Payments
PB queried what ‘not met priority criteria’ meant. Clarification to be sought. 
PB advised that Councillors were reviewing the policy next month. HL
In light of the welfare changes, Tenant Services new mutual exchange policy 
allows flexibility for people in rent arrears to move property. 
DF is impact assessing the first three months of the welfare benefit changes. 
Early indications show that there could be an additional £30,000 worth of 
arrears at year end. DF will be informing the NCWG and then will pass on to 
TLIP. 
Palmer Court 
Six responses to the survey were received from Palmer Court tenants. 
Feedback reviewed by TLIP.
Currently, 1 void at Palmer Court which Tenant Services is actively working 
with Housing Needs to let.
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Staffing
Planned Surveyor vacancy has been successfully recruited to and the 
applicant is due to start on 15/07/13.
The Lead Maintenance Coordinator vacancy was unfortunately not recruited 
to and the Asset and maintenance Manager is looking at other routes to fill 
the post. 
Councillors
Julian McGhee-Sumner is no longer the portfolio holder for Tenant Services. 
John Kaiser is the new replacement. 
John Kaiser to be invited along to a future TLIP meeting. HL to speak to 
Simon Price. HL
GRT
There has been a spate of illegal encampments over the last month, which 
includes Showcase cinema, Lanborough Road recreation ground, Elms field 
and Mereoak. All sites have been dealt with in line with corporate policies and 
procedures. 
There is no real reason for the increase in the number of illegal 
encampments.  

4. RENT MANAGEMENT  
Rent Team is currently under staffed and the team is under a lot of pressure
Number of households in arrears has dropped by 5% for general needs and 
2% in sheltered.
There are currently 1,284 households in arrears but some of these could be 
low levels as low as 1p in arrears. 
£0 - £100 in arrears: 405 households
£100-£500 in arrears: 586 households
£500-£1000 in arrears; 170 households
£1000+ in arrears: 123 households
DF identified an issue with the saffron system which does hamper the rent 
collection process. The new Northgate system will flag households to staff 
direct, instead of staff having to manually search through files.
PB asked at which stage rent arrears get written off. DF confirmed that 
bankruptcy means that rent arrears will be written off. Deaths can also mean 
that they are written off, if there is not enough money in the estate to pay the 
arrears back.
NH asked how long it takes WBC to contact the Executors regarding former 
rent arrears. DF explained that WBC should be in contact shortly after a 
death.
PB asked how WBC compares with other authorities. DF confirmed that WBC 
is in a good situation and is in the top performance quartile. 
DF explained that rent arrears will continue to rise up until Universal Credit, 
and this will be factored in to business plans and risk management plans. 
Tenancy Sustainment Officer job descriptions have been developed and are 
awaiting Corporate Leadership Team approval. 

5. DIRECT DEBITS
Positively, Tenant Services is collecting three times per month from 174 
people totalling £47,298.78. 
Direct Debits continue to be problematic with issues arising as the debits are 
raised.
Rent and Debtor Team Leader is working with Saffron to resolve these 
issues.
LN asked when the Northgate system will be implemented as he had 
concerns that the IT systems won’t be functioning when Universal Credit 
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comes into effect. The plan shows that the Northgate system should be in 
place by the time Universal Credit. 

6. EUSTACE CRESCENT
17 rental properties still occupied and another two will be vacating in the next 
two weeks. 
Report going to the June Executive. 
Simon Price will be submitting a request for prior permission to demolish the 
flats. 
There has been resident consulting on the possibility of changing the name 
for Eustace Crescent. Results seem to be mixed. 
SS asked whether there is a plan for the tenants left in Eustace Crescent. DF 
confirmed that a couple are going through legal proceedings at the moment, 
so will be leaving shortly. Simon Price is trying to buy some other properties 
in the town centre to assist with the move at Eustace Crescent. 
DF confirmed that it is still feasible for the decants to be finished by 
Christmas.
Report on buying houses on the open market will be discussed at the July 
TLIP meeting. 

7. SAFFRON REPLACEMENT
Estimating an 18 month timescale for the project – internal project team and 
an IT specialist (Jo Bailey) who is working with Tenant Services.
The system is module based and the plan has a development stage, testing 
stage and an implementation stage.
SB asked should a key member of staff be away how will their part of the 
system be covered. DF confirmed that others will be trained so they can pick 
up the work as well. 
Currently looking at the estates module which is the fundamental details 
about properties and people.
Disability categories will be broken into – physical, sensory and learning 
disability
DF will bring back regular updates and offered for TLIP to view the system 
during the testing stages. 
NH asked whether the timetable has been met. DF explained that there was a 
slippage with the Allocations side, but this was only by a couple of days, 
which has not affected the overall programme.

8. PERFORMANCE
Right to Buy
TLIP had no queries on this performance.
Tenant Audit
TLIP had no further queries on the performance.
100% of tenant audits completed in the Wokingham area. Congratulations to 
all staff involved in completing these.
As a result of the Tenant Audit there has been one case referred to the fraud 
team.
Tenant Audit Working Group met recently to discuss the closing of this phase 
of Tenant Audits and to discuss the next steps.
A report will be coming to a future TLIP meeting to explain the 
recommendations.
Voids
The re-let time for voids increased in May to 32.69. This was due to the 
particular properties which were trying to be let and allowing time for 
vulnerable tenants.  
TLIP queried the number of properties vacant at month end in sheltered. DF
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Figure was 21 which the group felt was very high. This was also queried at 
the NCWG meeting. DF to investigate further. 
DF has asked whether the target of 24 days to re-let a property can be 
reviewed and adjusted to 28 days. This is because all voids are measured 
against full weeks. 
The Voids Working Group has recommended and implemented a new way of 
working, whereby the contractor complete the works by a Wednesday, the 
property is post inspected on the Thursday and then the new tenant can be 
signed up on a Friday, so the tenancy can start on the Monday. All tenancies 
must start on a Monday.
With this in mind, TLIP agreed to re-look at the figure next month after the 
system has been working for 1 month. 
Despite the dip in performance WBC is still in the top quartile for 
performance. 
ASB
Low levels of ASB in May. TLIP had no further queries. 
Complaints and Compliments
5 complaints received in May and 20 compliments received. This is the 
highest recorded amount of compliments received.
There were no stage 2 complaints in May. 
TLIP were pleased to see a marked improvement in the % of complaints 
responded to within 10 working days. April was 35% and May was 88%.
TLIP congratulated everybody who had received their compliments and felt 
that the complaints are in a good position. 
PP asked what compensation offers could be provided. HL explained that in 
cases where there is evidence of a lack of customer service, some tenants 
receive compensation. Compensation can also be recommended from the 
Corporate Complaints Team or the Housing Ombudsman.
Tenant Services has received positive feedback from the Housing 
Ombudsman about some recent cases that the council was without fault. 
Customer Involvement
TLIP felt that there was some great performance this month. 
HL explained that there are two new Involved Tenants which joined in June. 
The Tenant Involvement Team also organised a great Neighbourhood Day at 
Shinfield in June, which saw over 60 residents attend. TLIP congratulated the 
Team for the work they did on this event.
Decent Homes
58% of stock currently meets the Decent Homes standard
2 properties fell out of decency in May. 
Satisfaction levels are high in most areas however the % of tenants satisfied 
with the information provided about the works is low at 72.9% (target 90%). 
RMWG with the Asset Management Team are working to address this.
Gas Safety and Servicing
99.9% of properties were gas compliant in May.
3 properties have an outstanding gas safety certificate.
TLIP had no further queries on the performance.
RMWG have recently been involved in the procurement of the new gas 
servicing contract. 
Rents
TLIP had no further queries on the rent performance but asked that a figure 
for what garage rents should be collected to be included. HL to ask Baljinder 
Reyatt to do this. HL
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The garage surveys have been completed and a draft garage asset report 
has been produced. This will be going to the RMWG In September. 

9. DECENT HOMES
TLIP had no further queries as they were discussed earlier in the meeting. 

10. DIGITAL INCLUSION UPDATE
PP has visited all the community houses since the last meeting.
PP and DF have met with Northgate to inform them about the project. This 
was a very positive meeting. 
PP is attending the Sheltered Scheme Managers meeting on 3rd July to brief 
staff about the project. 
PP and DF have met with Northgate to inform them about the project. This 
was a very positive meeting. Outcomes from the meeting were:
 Identified equipment at the Community/Houses Flats that is supported.
 Northgate stated that it would probably not be cost or technically effective 

to use any redundant WBC computers that might be available.
 It was suggested that we take the project forward by setting up a Pilot 

Project at the Shinfield Community Flat which has been set up with Public 
WiFi.

 Comparison in costs of a laptop with appropriate software and 
maintenance either from Northgate, WBC’s contractor, or through a 
retailer to be made.

The next steps are:
 Northgate to come back with costs from Northgate
 PP to check costs from Retail, e.g. PC World
 Another meeting to be set up once all information gathered with DF/PP 
 Followed by a further meeting in order to present findings to Northgate 

PB said that the project needs to consider the printing facilities at the venues 
as well. PP confirmed that it will do.
Get Online @ Home is an initiative from sponsored by Microsoft and its 
partners to provide low cost refurbished desktop and laptop computers to 
support the Go ON UK digital inclusion programme.

For those on eligible benefits – A refurbished PC for £24 or a refurbished 
laptop for £74, plus broadband and any line rental costs. For those not on 
eligible benefits – A refurbished PC for £74 or a refurbished laptop for £104, 
plus broadband and any line rental costs. 
Information from a document link provided by Christina Perera, as follows, 
identified the need to work with Community Development Workers and 
Sheltered Scheme Managers to gauge the number of tenants using 
Smartphones, Tablets and Laptops who may only need internet access. 

 Smartphone sales overtook PC sales last year (two years earlier than 
expected) 

 In three years’ time, tablet sales will be bigger than PC sales
 Smartphone sales will continue to grow – will be 3 times the sales of pc’s 
 52% of UK mobile phone users have a Smartphone 
 28% of internet usage is from a mobile phone

11. PRESS ARTICLES
The renaming of Eustace Crescent was in the Wokingham Times.
No other press releases to report on. 

http://www.getonlineathome.org/
http://www.getonlineathome.org/
http://www.getonlineathome.org/
http://www.getonlineathome.org/
http://www.getonlineathome.org/
http://www.getonlineathome.org/
http://www.getonlineathome.org/
http://www.microsoft.com/en-gb/default.aspx
http://www.go-on-uk.org/
http://www.go-on-uk.org/
http://www.go-on-uk.org/
http://www.go-on-uk.org/
http://www.go-on-uk.org/


Minutes – Tenant and Landlord Improvement Panel –27th June 2013  Page 6/7 SIGNED

UNCLASSIFIED

ACTION
12. WORKING GROUP REPORTS

CWG
HL gave details about the documents that the group has signed off this 
month.
Current main projects include – Policy and Procedure, Annual Report, 
Calendar 2014 
Housing Matters is currently being printed. SB passed on his thanks to Floss 
Watson for her hard work on Housing Matters. 
NCWG
Performance data was reviewed in June.
Telephone Satisfaction Survey - 27 tenants were contacted following a visit 
from the Housing Management Team. 90% satisfaction for the Housing 
Management Team and 100% for the Sheltered Team.
Sheltered Housing Quarterly Review
 Senior Sheltered Scheme Manager attended the meeting
 Currently there is still 1 property to re-let at Palmer Court
 Maintenance work programmes are taking place and new ground 

maintenance contract has started
 Exercise sessions are being reviewed
 Chair to attend Sheltered Scheme Team Meeting on 3rd July.

Queen Victoria House update
 Tenant Services recommendation is to place a two year local lettings plan 

on the block. Properties would be let to people over the age of 25, in full 
time employment and priority would be granted to those who are in the 
armed forces and key workers e.g. Police, Fire Service. Full proposal is 
with the Housing Needs Manager and further discussions are required 
with the Team around the allocation of the properties under the proposed 
new scheme.

Quarterly updates
 Housing Needs - a selection of questions were raised. Suggested that an 

invite for the Housing Needs Manager to attend a future TLIP meeting 
would be beneficial. The new Northgate system will improve and should 
streamline the allocation process 

 Mutual Exchange - 28 applications this year – 6 in May
PP has been invited to the RE3 meetings and will be attending the 
November meeting. . Also it was raised at the meeting that WBC residents 
have to pay £1 for the green waste sacks where as other local authorities’ 
charge 50p.
RMWG
Decent Homes programme monitored
Procurement updates provided.
An issue was raised regarding Grovelands Park and the allocation of mobile 
homes when they are in a state of disrepair. DF confirmed that one decant 
has been made recently, and this was due to a tenant having a pet and 
therefore could not go into other temporary accommodation. The mobile 
home offered was in a decent condition the tenant is very happy. SB has 
spoken to Simon Price about this matter and has suggested that Jude Whyte 
is invited to the next TLIP to discuss Grovelands and also the Allocation 
Review. 
There is an issue identified that the soft closings are not being fitted and this 
is being dealt with by the Asset Management Team and the Contractor. 
WBSP
Places and Community Partnership meeting on 18th July which LN will be LN
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attending and will provide a written report for TLIP. 
Tenant Scrutiny Panel
Tenant Scrutiny Panel has met recently to discuss how they will be 
proceeding. 
They agree to continue in the current format and have chosen to scrutinise 
the Tenant Involvement Policy as their first pilot project.

13. NEXT MEETING AGENDA SETTING
Treasury Management Report
Saffron Replacement
Eustace Crescent
Buying Properties on the Open market
Allocations Review and Grovelands Park
Tenants Handbook
Digital Inclusion

14. AOB
Affordable Housing Working Group
Confirmation has been given that a tenant can be involved in the working 
group.
LN nominated himself for the position as he felt it would fit in with the WBSP 
work that he sits on as well. 
TLIP agreed that LN could be the representative and requested feedback 
where possible back to TLIP. LN
Meeting in August
TLIP agreed that they would have a meeting in August.

THE DATE OF THE NEXT MEETING WILL BE: 
THURSDAY 25th JULY 2013 @ 12:00.

Signed………………………………………. Date……………………………………...

Signed………………………………………. Date……………………………………...


