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Thank you for taking the time to read this year’s Tenant Services Annual Report which has 

been developed and written together with the Involved Tenants.

It’s very important for us to create a report that you want to read, find enjoyable and 

informative. The following pages summarise the achievements of 2013/14 and we would 

like your thoughts and views. Therefore please return the reply paid questionnaire which is 

attached to the back page so that we can provide the information relevant to you.

If you would like this report in a different format please call 0118 974 3770
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Welcome to Wokingham Borough Council’s Tenant 
Services 2014 Annual Report to tenants, leaseholders 
and licensees. Firstly, I would like to thank all 
contributors and those involved in its production.

Wokingham Borough Council is committed to improving 
your home and bringing it up to the Decent Homes 
Standard, for this reason investment in the housing 
stock continues at a pace. As Head of Housing I 
am pleased with the continuing substantial capital 
investment and the priority Wokingham Borough 
Council gives this work. The funding for these works 
comes from your rent payments and the Homes and 
Communities Agency, the housing regulator.

The Council also has to look to the future; Eustace 
Crescent has now been demolished and Wokingham 
Housing Limited, a company owned by Wokingham 
Borough Council, will begin construction of the 
68 replacement homes in 2015. The renamed 
Phoenix Avenue will be a flagship scheme and a 
great improvement on Eustace Crescent flats and 
maisonettes.   

The Housing Team continues to meet its targets on key 
performance indicators. The work on allocating and 
letting our empty homes has been particularly strong 
in the last year. Ninety three percent of tenants who 
have moved into properties over the last year have 
been satisfied with the process. I would like to thank 
the Involved Tenants and the Team for their hard work 
in this area.

However, an indicator where we are not meeting our 
target is on gas servicing. We have set ourselves a 
100% target as we take gas servicing seriously. We 
generally have on average 10 outstanding at any one 
time, and performance is good but not good enough. 
For this reason the Tenant and Landlord Panel has 
asked the team to focus on gas servicing, we will let 
you know how we get on in the coming year.

Value for money is important to us all, especially 
in times of austerity. Tenant Services has, and will 
continue to spend over £8 million per year on repairs 
and maintenance, continuing real investment into your 
homes. Behind the scenes we have procured many 
new contracts, these include gas servicing, boiler 
installations, kitchen and bathroom replacements. 

Procurement goes hand in hand with contract 
management. I am pleased to let you know we are 
getting better at contract management and ensuring 
our contractors meet the terms of their contracts. 
Where this does not happen we take robust action. 

Finally, I just wanted to remind you that we need to be 
kept informed of any changes to your household or 
contact details. We need these details for the day to 
day running of the service, and sometimes when there 
is an emergency. There is a reply paid slip at the back 
of this report or send us an e-mail.

Simon Price, Head of Housing

Head of Housing – Review of the Year

18 Involved Tenants working with 

Tenant Services

Eustace Crescent redevelopment 

plans completed

15 tenants bought their homes 

through the Right to Buy Scheme

99.5% of properties have had a 

Tenant Audit completed

2,405 properties managed and 

maintained
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Your Home
We know that keeping your home in the best condition possible is a key priority of our tenants 
and it is one of our main priorities as well. We have a dedicated contractor who is responsible for 
carrying out repairs to your home and we work with them to make the repairs process as efficient as 
possible.

The majority of the money we spend in Tenant Services is on repairs and maintenance of the 
housing stock and it is one of the busiest parts of the service. Take a look at some of these repairs 
facts since the last Annual Report was published:

316 properties 

made Decent

62 new bathrooms 

installed

76 new kitchens 

installed

£465,000 spent on new heating 

installations for the housing stock

£58,000 spent on

grounds maintenance

£82,000 spent on repairs in 

Sheltered Schemes

Over £1.2 million spent on responsive 

repairs to the housing stock

5,180 responsive repairs completed

Decent Homes
Making sure our tenants live in homes of a decent standard is another of Tenant Services top priorities.

What do we mean when we say Decent Homes?  We believe that all social housing should meet a minimum 
standard of decency. Social housing should:

- be free of health and safety hazards
- be in a reasonable state of repair
- have a reasonably modern kitchen, bathroom and boiler
- be reasonably insulated

So, where do we currently stand in terms of the housing stock being made Decent?

At the moment, 65% now meet the decency standard and there are plans in place to ensure the other 35% meet 
Decency before April next year.
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Repairs and Maintenance
We work with a number of contractor partners who undertake repairs works.

In last year’s Annual Report we noted that our repairs contractor only completed 80% of jobs on time and less 
than 77% of tenants were satisfied about repairs being completed on time.  In light of this, the repairs team 
together with the Repairs and Maintenance Group, worked with the contractor and set an ambitious target 
of 92% of repairs jobs to be completed on time. The boxes on the right highlight how our repairs contractor 
responded to our ambitious request.

Tenant Services is also pleased that 90% of tenants were satisfied with the repairs service.

Energy Efficiency
With increasing calls for the Borough to become more energy efficient, Tenant Services has been working hard 
on how we can improve our housing stock. We are looking into using more energy efficient materials and better 
insulating our properties. This will not only help the environment, but will mean cheaper fuel bills for tenants. 
This is a work in progress, but already we have:

Gas Safety
Tenant Services cannot stress enough how important 
it is to have your boiler serviced during our ten 
month service cycle, as unsafe boilers are a serious 
health and safety risk and your safety is our primary 
concern.

Since the last Annual Report was published, we 
have partnered with a new gas contractor who has 
completed over 2,000 gas safety checks on your 
boilers.

99.7% of properties with a valid Gas 

Safety Certificate

Installed 16 Air Source 

Heat Pumps

Installed better insulated roofs on flats 

in Clement Close in Spencers Wood 

improving thermal efficiency

96% of emergency repair jobs 

completed on time

92% of urgent repair jobs 

completed on time

1.5 days: the average number of days to 

complete an emergency or urgent repair

94% of all repairs jobs

 completed on time

93% of standard repair jobs 

completed on time
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Introduced a new format for the Tenant 
Services Annual General Meeting at 

which the Involved Tenants presented the 
achievements of the last year

A new logo and new look for the tenants 
magazine, Housing Matters, created by 

the Communications Group

The Communications Group visited 
the Sheltered Schemes quarterly and 

instigated the first Digital Inclusion event

Tenant Involvement
Involved Tenants voluntarily give their time to the wider 
community being champions for tenants’ rights and 
responsibilities across the Borough. Without the help 
and support of Involved Tenants we would not be able to 
shape the service to meet your needs.

Four separate group meetings are held each month 
that look at various issues the service faces and how 
they can be resolved to the benefit of our tenants. 
The groups also contribute by influencing the way we 
do things and our Tenant Involvement Chairpersons 
ensure each group is focused on the relevant topics for 
discussion and suggest ways of improving the service 
for you.

The Tenant and Landlord Improvement Panel
The Tenant and Landlord Improvement Panel, also known as TLIP, look at and scrutinise the strategic elements of 
the service and monitor the progress of major programmes such as the Decent Homes programme.

The panel consists of:

- Head of Housing - TLIP Chairperson
- Tenant Group Chairs or Vice Chairs - Councillors 

The Tenant Groups
The Neighbourhoods & Communities Group helps to ensure your neighbourhood is a pleasant place to live, 
scrutinising the work we do within our different and diverse estates including tackling anti-social behaviour. 
The group also monitors rents and rent arrears.

The Repairs and Maintenance Group scrutinises the repairs service. They do a great job ensuring the repairs 
team meets targets, assess the work of our contractors and monitor the progress of major repair projects being 
undertaken across the Borough.

The Communications Group proofread all publications such as, letters, brochures and leaflets taking into account 
the Plain English guides. The Group also produces our tenants’ quarterly magazine, Housing Matters.

If you would like to sign up to one of the Tenant Groups you are welcome to attend a meeting as an observer. 
This will give you the chance to see first-hand how the groups operate and how they help shape the service. 

For more information contact the Tenant Involvement Team (details are on the back page).
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Tenant Involvement Team
It has been a very busy year for the Tenant Involvement Team. They have organised a number of events across 
the Borough as well as being the first point of call for our Involved Tenants.

The Team has joined the Tenant Participation Advisory Service (TPAS) the leading national Tenant Involvement 
organisation. Membership of TPAS helps give our Involved Tenants training and more of the skills they need to 
effectively scrutinise our services and work more closely with staff to improve the way we do things.

Digital Inclusion Project
Throughout the year Involved Tenants have been visiting the Community Houses and Sheltered Schemes to 
advise the residents about getting online and all the benefits it brings. 

The pilot scheme was set up at the Shinfield Community Flat with free Wi-Fi, laptops and tablets for tenants to 
use. An event held at Sale Garden Cottages has seen some of the residents earning certificates for attending the 
free IT training courses provided by tutors from Bracknell and Wokingham College. 

Free Wi-Fi is now installed in the Sheltered Schemes and Community Houses across the Borough. Free laptops 
and tablets have been allocated and training will be provided to most of the Sheltered Schemes.

Complaints and Compliments
From October 2013 to June 2014 Tenant Services recorded 98 compliments compared with 68 complaints. In 
June this year we received a staggering 25 compliments, which is a record for the service.

A new focus within Wokingham Borough Council has been to resolve complaints at an early stage. Known as Early 
Resolution, the Customer Care Officer will ensure that any complaint query is responded to with agreed actions 
within 3 working days. This relatively new approach offers the complainant a more efficient service as Tenant 
Services looks to get the responses tenants require more quickly. 

We value your feedback, please contact us as follows:  
www.wokingham.gov.uk/housing/council/tenancy/ tenants/tenantsfeedback

Tenant Services Facebook posts 

viewed on 1,973 separate occasions

21 Neighbourhood Walkabouts held 

across the Borough

10 Neighbourhood Days held across 

the Borough

477 tenants and Borough residents 

attended Neighbourhood Days

68 complaints and 98 compliments
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Your Tenancy

The biggest welfare reform change, Universal Credit, has yet to be introduced to the 
Borough. Working-age tenants will receive a single monthly payment, paid in arrears, 
directly from the Department for Work and Pensions (DWP) which will also include the 
support for housing costs.

The Under Occupancy Charge has already been introduced to the Borough and has 
affected some of our tenants. We are working with them to ensure they receive all the 
help they need.

Some of our tenants who have been affected by the introduction of the Under 
Occupancy Charge have undertaken Mutual Exchanges to move to a suitable property.

Welfare Reform

31% of all Mutual Exchanges completed have 
been because of Welfare Reform impacts

Tenant Services does not want to evict any of our tenants. We understand that 
sometimes, circumstances can be difficult. We only evict a tenant as a last resort and 
unfortunately, since the last Annual Report was published, the service has had to evict 
5 tenants due to rent arrears.

If you are having problems paying your rent or service charge then you should not 
hesitate to contact the service to see how we may be able to help you.

Important Changes to your Tenancy Agreement

We are currently in the process of introducing a new Tenancy Agreement, and it will 
include some changes for tenants.  We will consult you on the changes beforehand 
so please let us know your thoughts. It is important that when you receive your new 
Tenancy Agreement, you read it carefully. If there is anything you do not understand the 
service will be happy to explain anything the new agreement contains.

To help those tenants in need, not just those affected by Welfare Reform changes, 
Tenant Services employed two Tenancy Sustainment Officers (TSOs).

Since December 2013, they have worked with over 70 of our tenants and have:

- helped them reclaim backdated Housing Benefit to help clear any rent arrears.

- enabled those in need to access the Discretionary Housing Payment fund.

- helped obtain furniture for their home.

- ensured they have enough to eat by using local Foodbanks and even helped   
 getting much needed baby products for their young ones.

The results have been so successful that:

Tenancy Sustainment

For every £1 spent on 
Tenancy Sustainment 

the service saves £2.72

92% of those who have used the 
TSO service have said they are very 

satisfied with the advice and help 
they were given
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Your Neighbourhood and Community
Estate Management
Estate Management includes the services we deliver to make sure your 
neighbourhood is well maintained and safe. Housing Officers regularly inspect the 
estates and the communal areas around the flats. They conduct regular walkabouts 
which give the tenants and residents the chance to highlight any issues in their 
neighbourhood and meet with the Community Wardens, the Police, Waste Services 
and other partner agencies.

Community Facilities
Tenant Services provides community houses and flats across the Borough which are 
managed by a member of the Community Development Team. These facilities provide 
community activities and learning opportunities for adults and young people. The 
community properties also provide a venue for rent and housing surgeries.

Gypsy, Roma and Traveller Communities
One of the roles in Tenant Services is working with the Gypsy, Roma and Traveller 
Communities and this is undertaken by the Lease and Licence Officer. This covers 
two main areas, firstly managing the two permanent sites and dealing with any 
unauthorised encampments in the Borough. The site at Twyford Orchards has been 
extended this year and the work was funded from a Government grant.  In cases of 
unauthorised encampments, we consider all available options in consultation with the 
local police and work within our policy for dealing with such incidents.

Sheltered Housing Service
This gives tenants the 
opportunity to live 
independently but have the 
security of help and advice 
at hand when needed. Our 
Tenants enjoy many social 
activities from Tai Chi 
and Gangnam dancing to 
seated exercises, lunch and 
breakfast clubs.

Tenant Services Activities and Events
There were over 50 activities and events across the borough in which many of our 
residents and their children took part. Just a few of them are shown below.

Neighbourhood DayCarols in the Courts

Digital Inclusion ProjectGardening Competition

Working with Community 
Development

Reading FC Community Kicks 
Project
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£128,000 contract for fire risk 

assessment works, which represents 35% 

saving than the previous contractor

£97,000 saved on the new gas servicing 

contract (over the period of the contract)

£18,000 saved on a new lift refurbishment programme

A 45% saving on a new grounds 

maintenance contract

Getting value for money

We work as efficiently as possible. Because we are not as big as many other 
local authorities with housing stock, finding savings can be a lot tougher.  We 
have recently conducted reviews, and are carrying out further assessments 
in some service areas about what we can do to make our work practices even 
more efficient.

So, how has the service gained more value for your rent? For Tenant Services 
one of the best ways we can achieve Value for Money is through the negotiation 
of contracts with our existing ‘or potentially new’ contractors who will carry out 
the work. 

To help the service ensure we get the best value from new contractual 
arrangements we utilised out partnership with the Chartered Institute of 
Housing and enlisted the help of a procurement specialist. The money saved 
and the extra value our new contracts will bring has been better than we 
expected.

The boxes show some of the savings we have made through our new 
contractual arrangements.

Even though we have made lots of saving through our new partner 
arrangements, getting value for money does not end there. We will always be 
looking at how we can do things more efficiently and effectively and where we 
can save money.

Obtaining value for money is a 
priority for the service

£2,300 saved on Warden Call system 

maintenance for Sheltered Schemes

A £25,000 saving on asbestos testing in 

properties, with free decontamination if asbestos 

is found (over the period of the contract)

£4,000 saved on printing costs for Tenant 

Services publications in the past year
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How well are we doing?
Tenant Services is committed to doing the best we can 
for you. We know that we do not get it right all of the 
time and if we don’t, we rely on you to help us put things 
right. One of the ways we ensure we are doing the best 
we can is by seeing how happy you are with the work 
that we do. We do this using satisfaction surveys. After 
you have had a repair for example, you should receive a 
short survey to let us monitor the service you received. 
We conduct surveys in a number of areas, some of the 
results are highlighted on this page.

The Kitchen and Bathroom
Refurbishment Programme
Since our last Annual Report was published, we have 
refurbished 138 tenants’ kitchens and bathrooms. We 
need to ensure a lot more of the work is completed on 
time. We are working with our contractor to ensure this 
is improved over the next year.

The Void (re-let) Service
When we re-let a property to a new tenant, we resolve 
any existing repair issues and ensure the property is in 
good condition. We set ourselves and our contractor 
a satisfaction target of 85% when it comes to the 
condition of the property. We fell slightly below the 
target since the last Annual Report was published. To 
rectify this, the Voids team has been working closely 
with our contractor and more stringent checks have 
been put in place after works have been completed. 
In the last few months, we have seen this satisfaction 
figure rise to over 90%.

91% of tenants were satisfied that 

their property was left clean and tidy

86% of tenants were satisfied 

with the workmanship

58% of tenants were satisfied the 

works were completed on time

82% of new tenants were satisfied 

with the condition of the re-let 

property when they moved in

93% of new tenants were 

satisfied with the re-let service

87% of tenants believe it is easy 

to report a repair

90% said the tradesperson who dealt 

with their repair was polite and helpful

76% felt they were actively kept informed 

of any changes or delays to their repair 

appointment

89% of those who 

had repair work 

done said they were 

offered a convenient 

appointment time

The Repairs Service

82% of tenants

believed the 

repairs service 

has improved in 

the last 12 months

Although we are pleased that satisfaction with the repairs 
service is good, something which we need to improve is 
ensuring you are kept informed of the progress of your 
repair. This is something we will improve in the coming 
year.

We aim to resolve complaints to your satisfaction but 
recognise that sometimes this does not always happen. 

For this reason we review and monitor outcomes of 
complaints to ensure we learn from our mistakes and 

improve the services we provide.

Complaints

77% of those who 

filed a complaint were 

satisfied with the way 

the complaint was 

handled

65% were 

satisfied with the 

outcome of their 

complaint
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Have we got your details right?

It is important we have your correct contact details. 
Please complete the form and send us your updates...

Name 

Address

Telephone 

Mobile

E-mail

It’s good to hear from you... 
Complete the form opposite and tell us what you would like more information 
about by 14 December 2014, and we will enter your name into a draw for £50 in 
shopping vouchers.

Your Home 
Do you have a question about repairs and maintenance, energy efficiency, gas 
safety, heating, the Decent Homes programme, etc.,

Your Tenancy 
Do you have a question about rents, mutual exchanges, etc.,

Your Neighbourhood and Community 
Do you have a question about the community houses, walkabouts, Kicks, 
access to the internet, anti-social behaviour, communal area maintenance, etc.,

MOISTEN HERE MOISTEN HERE

MOISTEN HERE MOISTEN HERE
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Tenant Services 
PO Box 154, Shute End,

Wokingham, Berkshire, RG40 1WN

Telephone: The Customer Service Centre on (0118) 974 6000 
Email: housing@wokingham.gov.uk

Tenant Involvement Team
The Residents Resource Centre

10 Targett Court, Winnersh, Berkshire, RG41 5HP

Telephone: The Residents Resource Centre (0118) 978 2494
Tenant Involvement Manager (0118) 974 3767
Tenant Involvement Officer (0118) 974 3759
Email: tenant.involvement@wokingham.gov.uk

www.wokingham.gov.uk/housing/council

Tenant Services Contacts


