
WOKINGHAM BOROUGH COUNCIL 
 

MINUTES OF TENANT AND LANDLORD IMPROVEMENT PANEL MEETING HELD ON 
 

23rd JULY 2015 
 

Present: Steve Bowers (Chairperson) SB 
 Lee Newton LN 
 Nicky Harmsworth NH 
 Helen Hanna HH 
 Jen Challis JC 
 Simon Price SP 
 Prue Bray PB 
 Sue Smith SS 
 David Chopping DC 
 Hannah Linder (Minutes) HL 
In 
attendance: 

Bill Flood (WHL) BF 

 Martin Jones (Finance) MJ 
 Jackie Whitney (Customer Services) JW 
 Lewis Borges (Customer Services) LB 

 
 

   ACTION 
1.  APOLOGIES & DECLARATIONS OF INTEREST  
 No apologies were received.  There were declarations of interest from Lee 

Newton and David Chopping for WHL and Loddon Homes.    
   

2.  MINUTES OF MEETING HELD ON 25 JUNE 2015 AND MATTERS 
ARISING  

 SP has still to write to the residents of Tape Lane. Discussions are ongoing 
with WHL regarding architectural matters.  SP 

 SP to bring the Affordable Housing Strategy action plan to a future meeting.  SP 
 SP will bring the new Asset and Maintenance Manager and other new 

members of staff to a future meeting.  SP 
 SP confirmed that tenants do not have to pay interest on the rent in advance 

loan scheme.   
 SP to follow up the bespoke container idea for homelessness 

accommodation.   SP 
 The draft homelessness performance indicators went to the July 

Neighbourhood and Communities Group.   
 SP advised that a possible reason for the larger amount of voids was due to 

the period when Saffron was down and Northgate was going live as this 
caused problems when offering properties. This matter is now resolved. SP 
also said that the Contract Manager has recently left the contractor and with 
every change there has been a learning period to work through.   

   
 KEY ISSUES  
3. WOKINGHAM HOUSING LIMITED (WHL)  
 Bill Flood (Managing Director of WHL) (BF) introduced himself and thanked 

TLIP for inviting him along.   
 He gave brief details about his housing career background.  

  
 BF explained that the role of WHL is to create affordable social housing in the 

borough and also to provide an income stream for the council.  
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 BF went on to explain that, in light of the recent budgetary announcements, 

the rent reduction will have an impact on the registering of Loddon Homes as 
a registered provider (RP). The WHL board is meeting next week and they 
hope to finalise their submission.  

 BF went on to inform the group about the projects they are involved in, 
particularly Phoenix Avenue.   

 SP said that he will be writing to the Chair of Planning and the Executive 
Member for Affordable Housing following some recent planning matters.   SP 

 HH asked if the new planning laws have any effects on WHL. BF confirmed 
that there will be some impact and explained his concerns about the budget 
announcements. The changes to planning permissions needed on brownfield 
sites will also have an impact in Wokingham but further information is needed 
before the exact implications can be discussed.    

 SS asked whether any of the changes with RPs will affect Loddon Homes. 
BF said that there will be impacts however further clarity is also needed on 
the proposals before it can be discussed.   

 Any development from WHL currently needs to be built at or above Code 4 
for Sustainable Homes.   

 BF offered to come to a future meeting.   
   
4. CUSTOMER PROGRAMME  
 SP thanked Jackie Whitney (JW) and Lewis Borges (LB), from the corporate 

Customer Services Team, for coming along.  They work with the Contact 
Centre gathering and monitoring key performance information to help WBC 
make informed decisions.    

 JW and LB gave a presentation on the key calls, visits, emails and 
complaints statistics for Housing.   

 SB asked how customers with other disabilities such as hearing impairments 
can contact WBC. LB advised that there is a minicom system in place.   

 Jackie said that they are working with service areas to help to manage the 
calls coming in and support the contact centre staff as well. For example, if a 
service area knows that a decision of theirs will generate a higher volume of 
calls, then the contact centre are being briefed about this.   

 SB said that they are looking to do a directory which has all of housing team 
contact details in it.  SP said that the Chief Executive is clear that the first 
point of contact is with the contact centre. However, once a tenant has been 
through the contact centre and their enquiry is with a member of the Housing 
team then this is where the numbers become useful.   

 Lewis is keen to hear of tenants’ experiences with the contact centre.    
 Lewis also advised that WBC is currently going through a transparency 

project on publishing Freedom of Information (FOI) requests on the website.   
 WBC collects statistics on the cost of an FOI being addressed. This is based 

on £25 an hour which is a national recommendation. The maximum that a 
request can cost is up to 18 hours. If over this limit then it can be rejected or 
the requester can be asked to redefine their request. It is possible that some 
information cannot be included e.g. if it is commercially sensitive.    

 Tenant Services is the second highest service area for calls coming into the 
WBC. Waste is ranked 1st and planning is 3rd.    

 Lewis said that they are working on a system at the moment whereby they 
will be able to record how long calls about specific service areas take. The 
average call at the moment is 2 minutes across all service areas.   

 SB spoke about the mapping system and the experiences tenants have when 
reporting certain issues e.g. litter bin emptying. He went on to explain that a 
numbering system on items may be worthwhile. PB said that some councils  
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across the country are putting sensors into bins which notify the council when 
it gets to a certain level.  

 Jackie went on to speak about the customer engagement survey which is 
currently live and ongoing. She gave details of the feedback made to date 
which is based on a return of 71 surveys.   

 Jackie advised that no comments to date have been received about Tenant 
Services or Housing Needs.   

 SP thanked Jackie and Lewis and said that he was very pleased with the 
data. SP requested a universal quarterly report which would cover the calls 
coming in to the contact centre and also the main housing line and housing 
email. HL to work on this. HL 

 Jackie confirmed that it would be useful if Housing can give details to the 
contact centre about any large scale projects.   

 SP said that Tenant Services each year have a cold weather plan to contact 
our most vulnerable tenants. SP asked whether there is any joined up 
working that could be done with the contact centre.  SP suggested that 
Jackie makes contact with Holly Pickford from Public Health as they are 
involved in a winter plan project.    

 TLIP requested this information on a quarterly basis going forward.  Jackie 
Whitney 

 Lewis said that he would be in contact with SP to discuss what information 
the service would like from the Customer Services team.   

   
5. TREASURY MANAGEMENT  
 SP explained that Housing developed a 30 year business plan however in 

light of recent budgetary announcements this will have to be reviewed and 
Martin Jones has been tasked with this.   

 Martin went on to say that there is now a separate HRA treasury 
management report and that going forward he would like to present mid-year 
and outturn treasury management reports to TLIP.  

 Martin took the group through the details of the report which included capital 
prudential indicators; HRA’s borrowing need, ratio of financing costs to net 
revenue stream, limits to borrowing activity and the prospects for interest 
rates.   

 PB asked what the interest rate was that is being paid to the council for the 
loan taken out. Martin advised it was a couple of percent higher than the 
other Public Work Loan Board rates. SP said that there was a clear rationale 
for this.    

 Right to Buy Reserves  
 Martin went on to speak about the Right to Buy reserves investments.   
 Martin Jones recapped on the changes to the Right to Buy legislation. He 

discussed the money which would need to be reinvested otherwise WBC 
would have to pay it back to the government the receipt value plus an 
additional 4% above the base rate after three years of the of receipt being 
generated.   

 Martin Jones to be invited back to the October meeting.    SB/HL 
   
6. HOUSING POLICY PAPER DISCUSSION  
 SP spoke of the announcements in the Queen’s speech and the recent 

budget which will have massive implications for the housing sector.  
 Rent Decrease  
 Last year, WBC and TLIP agreed a 4 year rent policy which would take WBC 

rents up to, but within, rent limits.   
 The government has announced a 1% decrease in rent for tenant’s year on  
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year for four years. SP has been in contact with colleagues at the Chartered 
Institute of Housing (CIH) about this.  

 Some initial estimated figures have been produced and this could mean circa 
£5m loss of income over the four years.  

 Martin Jones has been tasked to remodel the business plan so that accurate 
figures are known.   

 SP said that there will be regulatory implications if a housing provider does 
not follow this.   

 Further clarity is required from the government.   
 Pay to Stay  
 SP said that the government would like to introduce a higher market rent to 

households earning in excess of £30,000 outside London.   
 At this stage there is no detail on whether this would be for the tenants only 

or the whole household.   
 SP said that 54% of our current tenants are over working age and won’t be 

affected but that left 46% who may possibly be affected.   
 Welfare reform   
 The government is going to introduce a reduction in the benefit cap from 

£26,000 to £20,000 outside London.   
 At this stage it is not known how this will affect tenants in the borough.   
 Selling of high value voids  
 The government is looking to extend the Right to Buy to housing 

associations.   
 To counteract this government at saying that local authorities will be forced to 

sell off their high value voids. At this stage the numbers are unknown.   
 DC said that there are rules in place to say that if one is sold off then another 

should be built to replace it. TLIP however raised concerns about acquiring 
the land to do this.    

 Further clarity is also needed on this.   
 DC said that the rent levels of Phoenix Avenue have not been set yet. Further 

discussions will be required to understand what level of rent they would be 
set at. SP said that a local lettings plan should be devised for here. DC 
confirmed that rent and letting policies have not yet been confirmed.    

 NH said that in light of the above changes there could be an influx of housing 
need presentations as young people are asked to leave their family homes. 
LN said that with the increase of age eligibility for housing benefit claims to 
25 this will mean that’s some won’t be able to claim.   

   
7. HEAD OF HOUSING UPDATE  
 Gorse Ride and Tape Lane   
 SP said that the Community Development Team is managing the community 

consultations.   
 The consultation is scheduled to end on 21st September 2015.   
 Further meetings with residents, leaseholders and Cockayne Court residents 

are due.   
 The community has requested a meeting with the key Councillors. Dates are 

being scheduled for them to meet with John Kaiser, Ian Pittock and Simon 
Weeks.   

 SP said he has also scheduled some 1 to 1 meetings with residents.   
 The Tape Lane update was provided earlier in the meeting.   
 SB asked if there were any contingencies in place if it is not possible 

financially. SP said that until the government proposals are fully confirmed 
and outlined he is unable to comment.   

 Grovelands Park update  
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 This was passed by the Planning Committee on 22/07/15.   
 Twyford Orchards was also passed on 22/07/15.   
 Temporary Accommodation  
 SP is looking into the feasibility of using Foxwood for temporary 

accommodation. The Housing and Asset Management Team have been 
tasked to check the suitability and look into the costs.   

 Recruitment Update  
 The Asset and Maintenance Team will be up to full strength in August. Peter 

Bird will be leaving WBC on 28th August.    
   
8.  ASSET MANAGEMENT UPDATE  

 SAP paper  
 Peter Bird supplied details in his report regarding how the SAP ratings work.   
 PB asked for clarification on the software (Keystone and Northgate) support 

arrangements. SP to ask Peter Bird. SP 
   
 Decent Homes  
 There were no further comments on this part of the report.   
   
 TLIP requested SB to write to Peter Bird to thank him for his work since being 

with WBC.  SB 
   

9.  AGENDA SETTING FOR NEXT MEETING  
 Revised Business Plan  

 Involvement Strategy Action Plan  
 Introduction to Martin Forster and new Asset Management staff  
 Decent Homes Standard – sign off   
 Rent Review  
   
 FOR INFORMATION  
10.  PERFORMANCE INFORMATION – JUNE 2015  

 PB asked that the dates at the top of the sheet say 2015/16 not 2014/15  
 Gas Servicing   
 SP said that gaining entry for gas servicing still remains an issue for the 

service.  He has instructed a housing barrister for advice on whether a local 
authority can force entry into a property for the purpose of carrying out a gas 
service.  

 The wider housing team is working behind the scenes to improve the 
performance in this area.  

 NH advised that RBC has been running at 100% for some months and that 
they do force entry. The Repairs and Maintenance Group suggested at their 
last meeting that perhaps discussions could be made with Reading about 
how they have found this process. NH also said that the team is working 
closely together early in the process to ensure that once that 12 month mark 
has been reached they can go to legal.  

 HL also said that tenants who persistently refuse entry are being requested 
an appointment after 9 months. 
  

 DC suggested adding in to the performance indicators the number of cases 
which have gone to legal and also see how long it is taking for them to be 
dealt with.  

Baljinder 
Reyatt 

 ASB   
 SP commented that the ASB figures are not as high as he thought they may 

be. He also reiterated that fly tipping no longer features in the figures.   
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 Repairs  
 In June there was 100% completion on time for standard and routine repairs.     
 The Repairs and Maintenance Group had queried the accuracy of this but it 

has been checked and confirmed.   
   

11.  TENANT AND LEASEHOLDER INVOLVEMENT ACTIVITIES  
 HL provided details on the Involved Tenant and Involvement Team activities 

since February 2015.   
 The following achievements have been made:  
 • 2 new Involved Tenants have joined the Communications Group.  
 • Established a Chairs’ Panel meeting.  
 • Drafted an Involvement Strategy action plan which is out to consultation 

until 24th July 2015.  
 • Reviewed and implemented a new Code of Conduct.  
 • All involvement groups now use the same reporting format as TLIP.  
 • The Involved Tenants have had 1 to 2s with SB and HL.  
 • Discussions are being held about different involvement options for 

Involved Tenants in sheltered, so it is more specific to their interests.  
 • Community Fun Days are starting on 29th July 2015.  
 • Gardening competition took place on 1st July and the award ceremony 

will be held on 10th August. The Deputy Borough Mayor, Cllr Pitts will be 
presenting.  

 • Looking to hold a recruitment fair in September to showcase the work of 
the groups, promote new involvement methods and encourage tenants 
and leaseholders to get involved. Currently 14 tenants have shown an 
interest in being involved.  

 • Progressing the annual report 2015 with the Communications Group.  
 • Starting preparation work for the 2016 Annual General Meeting. The 

proposed date for this is 12th May 2016.  
 • Events have been organised throughout the year and early 2016 to 

facilitate communications and networking among Involved Tenants.  
 • Meetings have been set up for Involved Tenants to have with SP, the 

Leader of the Council and Executive Member for Affordable Housing.  
 • SB has been provided with an i-Pad so that he can fulfil his 

Chairperson’s role more efficiently.  
 • There is now an Involved Tenant present at all key established 

contractor meetings.  
 • Involved Tenants have participated and completed various training 

courses including – attending the Homes for Britain conference, 
completing the CLAIT Level 1 IT skills (Word, Excel, PowerPoint and 
Publisher) at Wokingham and Bracknell College, Code of Conduct 
review session, proof reading course, public speaking course and an 
introductory Publisher course. Other courses have been identified and 
will be arranged.   

 • Involved Tenants attended a recent GRT Awareness Session 
  

 • Partnership working has been established with Bracknell Forest Homes 
and Reading Borough Council.   

 • JC and HL attended the Winnersh Summer Fete in June to promote 
tenant and leaseholder involvement  

 • The team and Involved Tenants supported 5 community Big Lunches in 
June. These events saw us working in partnership with Scheme  
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Managers and the Community Development Team.   

   
12.  NORTHGATE UPDATE  

 SP updated the group to say that the system is now live.   
 There are floor walkers working with the team to identify and resolve any 

issues.   
 TLIP requested a report to confirm that direct debits are functioning correctly 

under the new system.  SP 
   

13.  PHOENIX AVENUE UPDATE  
 DC informed TLIP that three quotes have been received to complete the 

works at Phoenix Avenue.   
 The quotations have been checked.   
 The project is progressing well.   
   
14.  AOB  

 HL informed TLIP that Jon Davies no longer works for WBC after choosing to 
take medical retirement. TLIP thanked Jon for his dedicated work for WBC 
and said that he will be missed.   

   
 
 
 

 
THE DATE OF THE NEXT MEETING WILL BE: 

27TH AUGUST 2015 at 12PM,  
RESIDENTS RESOURCE CENTRE, 10 TARGETT COURT, WINNERSH  
  

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