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WOKINGHAM BOROUGH COUNCIL 
 

MINUTES OF NCWG MEETING HELD ON 
 

TUESDAY 14TH JANUARY 2014 AT THE RESIDENTS RESOURCE 
CENTRE 

 
Present: Pat Pascoe (Chairperson) PP 

 Ann Elton AE 

 Jen Challis JC 

 Anna Holloway AH 

 Helen Hanna HH 

 Doug Furlong DF 

 Deana Humphries DH 

 Ann Molloy AM 

 Baljinder Reyatt BR 

 Rose Green RG 

In attendance: Hannah Linder (WBC) (Minute Taker) HL 

 Andy Nicholls (WBC) (Economic 
Development Officer) 

AN 

 Kim Taylor (new Lease and License 
Officer) (Observing) 

 

 
 

   ACTION 

1. WELCOME AND APOLOGIES  

 PP advised that this will be DF last meeting with NCWG as he is moving on to 
pastures new. PP thanked DF for his assistance in the digital inclusion project 
and also his help and guidance to the group over the past few years.   

2. MINUTES OF THE LAST MEETING AND MATTERS ARISING  

 Rent statements – DF to speak to Sue O’Brien regarding an update.  DF 

 Performance – at the Planning Day in early January discussions took place 
about reviewing the performance information presented to TLIP. The 
proposed idea is for TLIP to review only strategic performance information 
and working groups continue to look at the operational performance 
information. There have also been discussions about NCWG individuals 
shadowing the officers of the areas which they are reviewing. Questions 
regarding November’s performance information were provided to BR. PP 
raised that the majority of the performance areas remain in the green each 
month so DF suggested reviewing the performance targets for the new 
financial year to make them a little more challenging but realistic. The new 
complaints process is helping to reduce the number of complaints as people’s 
issues are being resolved prior to them becoming formal complaints.   

3. ANDY NICHOLLS – ECONOMIC DEVLOPMENT OFFICER  

 AN introduced himself and his role. Currently working on a project in 
partnership with Housing Associations and Enterprise Q, which is aimed at 
supporting people to start up their own business and move into self-
employment.   

 The support will be of a practical nature e.g. building a website, marketing, 
finance advice and support.  

 A programme of free weekly workshops (10 in total) is starting on 29/01/14 at 
Wokingham Town Hall and there will be a taster session on 22/01/14. A £10 
deposit is requested which will be returned on completion of the course.   

 AN asked NCWG for their support to promote the course and advised that 
promotion has already be done through Housing Matters, leaflets, posters 
and text messaging.   
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 PP offered to promote locally and HH offered to put on Wokingham Gossip 
Girls.   

 Expressions of interest have come forward from approximately 12 people and 
there is scope for about 20 people on the course.   

 AN happy to assist as much as possible, please just let him know.   

 In terms of tenancy arrangements, tenants do need to ask permission from 
WBC to run a business from their property, so Tenant Services will liaise with 
them to identify any businesses which are not suitable.    

         4.    RENT AND SERVICE CHARGES  

 Agreed to discuss when further information is available from Sue O-Brien. .   

5. SHELTERED HOUSING QUARTERLY UPDATE  

 AM provided a report on the activities which have happened over the 
Christmas period and how tenants have been complimentary of the work of 
the Scheme Managers. Scheme Managers have been linking in with the local 
community during this period.   

 Benefit Surgeries have been held on the schemes and subsequently benefits 
training has been organised for the Scheme Managers.   

 As a result of the financial challenges the council faces it is proposed that 
Adult Social Care will no longer make payments to the Housing Revenue 
Account (HRA) for the support provided by the Sheltered Scheme Managers. 
All payments will need to be made from the HRA direct.   
 
Since the introduction of the Supporting People scheme this funding stream 
has met the costs of providing support to all sheltered tenants in receipt of 
housing benefit or those with low incomes and savings.   
 
This applies to 75%of the sheltered tenants and in the current year’s budget 
the result would be a funding deficit of approximately £150,500. The income 
in the current year from the 25% of tenants who are self-funders is just over 
£50,000.  

 
Consideration has been given to continuing to charge the self-funders for the 
support service while continuing to exempt the other tenants. However having 
sought legal advice it is clear that there are pitfalls with this option including 
discontent amongst self-funders and the administrative cost of continuing with 
assessments and setting up and monitoring accounts.   
 
Having projected the sheltered budget for 2014/15 and reviewed what items 
can be added to the service charges the potential income lost from the 25% 
of self-funders is approximately £20,000. As a result it has been agreed that 
as the administrative cost of collecting the charge would outweigh the income 
it is not effective to continue charging self-funders. This can also be seen as 
fairer as all tenants regardless of income are being treated the same.   

 This new system will be less prescriptive and so there will be more flexibility 
in the support and care tasks within the sheltered schemes.  There will also 
be more flexibility in who the sheltered housing service serves and how 
frequently. This could include working with people within the wider 
community.   

 PP advised that she and Jon Davies attended 7 schemes over the 
November/December period. Agreed that one person from NCWG to go 
along with Jon and PP to the 2014 coffee mornings. PP to advise NCWG of 
the dates. PP 

 DF and Andy Farrar have been discussing how sheltered improvement 
budgets can be allocated to the schemes. Update to be provided to the group  
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once available.  
 

6. CUSTOMER SATISFACTION QUARTERLY UPDATE  

 Performance 
 
ASB 
Good performance for resolved cases in December. Going forward need to 
gauge ASB satisfaction. DF suggested not setting a high target for 
satisfaction (50%) as this is best practice for this area. It was also suggested 
that there should be a separation between overall resolution and how the 
case was dealt with by the officer. In December there were high recordings 
for vandalism and graffiti particularly within the Gorse Ride area. As a result 
Tenant Services has launched a graffiti/vandalism project in the area in 
partnership with the Community Wardens. JC asked how many resolved 
cases are re-opened further down the line. This is uncommon but is also not 
easily collected. 1 eviction took place in January as a result of ASB.  
 
Complaints 
1 complaint in December for the Housing Management Team.  
All complaints within this quarter have been dealt with within the 10 working 
days timeframe.  
Great achievements for cumulative complaints and compliments for the year 
to date.  
 
Mutual Exchanges 
1 completed in December. 
Responding to a mutual exchange within 42 days is a legal requirement and 
remains at 100%. 
19% of the mutual exchanges to date have been due to welfare reforms (this 
equates to 6 out of 31). 
This can be tracked more efficiently now as the form has recently been 
changed to make it more explicit as to why tenants are leaving. There are 
specific tick boxes which include welfare reform.  
DF updated that the Government has made an administrative error with the 
bedroom tax and a loop hole has been discovered. A circular has been 
received to say that anybody who has been in receipt of benefit since 1996 
for the same property then they could be exempt from the bedroom tax. 
Nationally up to 40,000 people could be affected and DF has made enquiries 
with the Benefits Team to understand how many people are affected in 
Wokingham.  
 
Rents 
The rent collection figure has been benefited by Eustace Crescent which will 
account for some of the over 100% collection. 
3 rent surgeries are being held a week at the community flats. PP is attending 
the Shinfield one on 16/01/14 to catch up with officers.  
The rent figures still do not give an accurate picture.  
The new Northgate system will be implemented in June.  
New Wiser system is due to go live in 4 months’ time.  
 
Voids 
December figure was 14.5 days for general needs and 10 days for sheltered, 
which are both excellent. However, January’s figure will rise as the two week 
Christmas break will have to be factored in.  
% of tenants satisfied with the property condition has reduced and is now  
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below target. This is a question which should be asked of the RMWG and 
Voids Operational Group.  
 
Tenant Audit Phase 2 programme will be reported from February 2014. 

7. DIGITAL INCLUSION UPDATE  

 1 lady at Shinfield has completed the digital inclusion course.   

 Tesco Community Champion has been contacted to see how they can assist 
with the Sheltered Digital Inclusion Project e.g. Huddles, catering.   

 No further update on this until Sale Garden Cottages launch is underway.   

 Carole Devereaux will take over from DF on this project.   

8. FEEDBACK FROM DECEMBER TLIP MEETING  

 PP will provide a report once the TLIP minutes are circulated. A number of 
the TLIP reports were oral so PP would like to ensure accuracy.   

9. AOB   

 Tenancy Sustainment Officers 
The new officers are Lou Barker and Emma Horton and they have been in 
place for a month. PP has invited them to attend the NCWG meeting on 
11/02/14. 
DH gave details of what their role is.  
Currently exploring how they will benefit tenants and Tenant Services, this will 
be assessed on an outcome basis. An example given was where Emma 
managed to clear a rent account by over £2000 by sorting out a benefit issue. 
NCWG really positive about the new roles.  
 
Policy and Procedure Timetable 
Over the course of the year, NCWG will be involved in reviewing Policies and 
Procedures to make sure that they are up to date. This will be on a staggered 
approach to avoid overload of work. All working groups will be doing it in 
tandem but further discussions need to be had to ensure that CWG/TLIP are 
also not overloaded. BR also advised that there are some corporate WBC 
policies which Tenant Services should be using e.g. Lone Working.  
 
Housing Needs 
Housing Needs are now a part of the Housing Team which falls under Simon 
Price’s remit. How tenants will be involved in Housing Needs is still to be 
resolved and it was suggested by DF that the work that they do comes to 
NCWG for scrutiny which will help to bring customer focus to Housing Needs. 
 
DF thanked everybody at NCWG and expressed his enjoyment in working 
with NCWG.  
  
RG advised that public wifi will be available at the Rainbow Community 
Centre shortly and that she is keen to see the digital inclusion project being 
run there to.   

  
THE DATE OF THE NEXT MEETING WILL BE:  

TUESDAY 11TH FEBRUARY 2014 @ 10:00  
AT RESIDENTS RESOURCE CENTRE  

 
 
 
SignedEEEEEEEEEEEEEEE. DateEEEEEEEEEEEEEE... 
 
SignedEEEEEEEEEEEEEEE. DateEEEEEEEEEEEEEE... 


