
Tenant Services
Annual Report 2015

»www.wokingham.gov.uk/housing/council

Annual Report to Tenants  

 

    
2012



Tenant Services would like to thank you for reading this Annual Report.  It has been created 
with our tenant Communications Group and highlights what we have been doing in the past 
year.  It provides some statistics so you have an idea of how we have performed since our 
last Annual Report was published.

We hope you find this report informative.  We value your opinions and if you would like to 
make any comments, or suggest how we can improve this report, you can provide us with 
your feedback by visiting our website at the following link: 
http://www.wokingham.gov.uk/housing-and-tenants/tenant-services/contact-tenant-services/  

You can also let us know your thoughts by emailing housing@wokingham.gov.uk or by visiting 
our dedicated Facebook page and leaving us a message. To find us on Facebook, sign into 
your Facebook page, search for Tenant Services Wokingham Borough Council and ‘Like’ us.
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Welcome to your 2014/15 annual report from Tenant 
Services. I would like to thank all those who have 
contributed to this year’s report, especially the 
Involved Tenants.

Looking back on the last year we have seen many 
changes within Wokingham Borough Council. As with 
all councils we are continually reviewing our costs to 
meet the requirements of central government and the 
challenges of austerity. Austerity is set to continue for 
a number of years and this will lead to further changes 
at the Council. 

As a result of structural changes announced in 2014, 
Tenant Services, the Housing Needs and Homelessness 
Services now sit under the wider umbrella of the 
Housing Service at Wokingham Borough Council.  
This means that all of housing is now within one 
department.  Anyone who receives housing advice 
and assistance, is offered a tenancy, receives repairs 
and housing management services, or wants to have 
a say in Council housing will now be dealt with by the 
combined Housing Team.

A major improvement you may have seen, over the last 
year, is in the quality of your home. At the end of March 
this year 95% of Wokingham Borough Council homes 

met the Decent Homes standard. This is a good news 
story; however, I must acknowledge that a minority of 
tenants received a poor service during these works, 
and if you remember we also had similar problems last 
year. For this reason we are looking into the issues and 
will see how we can improve in the future.

The team has consistently met its targets this year on 
all but one: gas servicing. We are currently running 
at an average of about four expired CP12s (gas safety 
certificates) at any one time. The positive for me is that 
we know where we are with each expired gas service 
and that your homes are safe. 

As always I would invite tenants who wish to get 
involved to contact the Tenant and Leaseholder 
Involvement Team on 0118 978 2494 or email 
tenant.involvement@wokingham.gov.uk

And finally I would like to say goodbye to those who 
left the Wokingham Borough Council Housing Team, 
with special thanks to Andy Farrar and Peter Bird who 
did great work around delivering the Decent Homes 
Programme.

Simon Price, Head of Housing

Head of Housing – Review of the Year

Restructure of the

Housing Service

completed

Increased the number

of Officers in

Tenant Services

to improve the

service we offer

3



Your Home

Repairs and Maintenance
Tenant Services understands the importance of maintaining your property and ensuring 
that you have a nice home to live in. In our last Borough-wide satisfaction survey, you told 
us your most important priority is keeping your home well maintained, any repairs required 
are completed efficiently with a good level of service provided. The performance of our 
responsive repairs contractor is closely monitored, and we are pleased to say performance 
has improved from last year as shown in the graphics on the right.

Gas Safety
Tenant Services operates a ten month service 
cycle on the boiler in your home.  Unchecked 
boilers can potentially be unsafe and can 
cause a serious safety risk   
for you, your family and your 
property. Our target is for 
100% of properties in 
the Borough to have a 
valid, in date, gas safety 
certificate. At the time 
of writing, 99.60% of 
properties had a valid gas 
safety certificate. To reach 
100% we need your help. Please give our 
contractors access to your home to complete 
the required service. If you do not, we have to 
invest more time and resources into chasing 
it up and potentially will take legal action 
to gain access.  This takes up resource time 
where Officers could be doing other things to 
help you. The graphics highlight some of our 
gas safety performance figures. 

Decent Homes
Another top priority for Tenant Services is making sure all our homes meet the Decent Homes 
Standard: the minimum living standard for homes set by the government. We have been 
working with a number of different contractors (and continue to do so) to make all of our homes 
in the Borough meet the standard and is one of the most expensive programmes the service 
undertakes. The programme includes refurbishing kitchens and bathrooms and improving the 
insulation of homes to keep you warm and increase energy efficiency.  

As a service it is positive to note that, since our last Annual Report was published, an extra 20% 
of the housing stock meets the Decent Homes Standard and we have insulated more homes to 
improve thermal efficiency.  

The graphics below provide some highlights of Decent Homes works carried out in the last year.
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95% of emergency 

repairs completed 

on time

96% of all 

responsive repairs 

completed on time

92% of urgent 

repairs completed 

on time

96% of standard 

repairs completed 

on time

Average 
number of days 

to complete 
emergency and 
urgent repairs: 

1.2 days

Average 
number of days 

to complete 
standard and 

routine repairs: 
8.6 days

Average 
number of days 

to complete 
all repairs: 

5.1 days 

99.6% of 

properties with a 

valid Gas Safety 

Certificate

37% of gas 

safety audits 

unsatisfactory

3 Gas Safety 

Certificates

over 1 month 

overdue

11 properties 

without a valid 

Gas Safety 

Certificate

252 Officer 

visits made to 

households

178 Boilers

replaced 85% of tenants satisfied 

with the service received

263 bathrooms 

refurbished, costing 

£700,000

270 kitchens refurbished, 

costing £1.1 million

Kitchen 

and Bathroom 

refurbishment 

programme

840 homes brought 

up to Decent 

Homes Standard

408 homes yet 

to meet the 

Decent Homes 

Standard
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Your Neighbourhood

Estate Walkabouts
Estate Walkabouts are a great way for tenants and 
Borough residents to highlight any issues in their 
neighbourhood so the service, if feasible, can put them 
right. It also gives you the opportunity to meet local 
Police Officers, Community Wardens and Community 
Development Workers to discuss first hand any 
concerns you may have. For our Walkabout programme 
this year, we did not have as many people attend that 
we would have liked. For next year’s programme, it 
would be great if you could attend your local Walkabout 
to help us ensure your neighbourhood is a nice place 
to live. The graphic below highlights some Walkabout 
facts from this year’s programme.

Sheltered Housing Service
The Sheltered Housing Service enables elderly tenants to live independently 
with the security of help being available should it be required. Tenant 
Services operates and maintains nine Sheltered Schemes in the Borough, 
each with its own Scheme Manager on hand to answer any queries and deal 
with any issues that arise. There are regular social activities held at the 
schemes, such as coffee mornings and physical activities. Each Scheme has 
free internet access so the residents can access services and browse the 
web. The service is also providing free IT training courses so residents are 
comfortable using the internet and the free laptops and tablets provided at 
the schemes.

Gypsy, Roma and Traveller Communities (GRT)
The service manages two GRT sites in the Borough, Carters Hill and Twyford Orchards. Our Lease and Licence 
Officer works to make sure the needs of the GRT community are met. The Lease and Licence Officer also deals 
with any unauthorised encampments that turn up from time to time and ensures they are moved on quickly 
and with minimum fuss. We regularly liaise with other agencies, such as the Police, to consider all the options 
available when removing any unauthorised encampments.

The service has been working on a major project to increase the size of the traveller site at Twyford Orchards 
by increasing the number of pitches and providing the residents with more space and improved facilities. The 
pictures below show some before and after shots of the site.

Attended

by 47 people 

(including

staff)

35

issues

raised

11

Walkabouts

held



A year with Tenant Services
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Supporting our Tenants

Respecting your neighbours and community is an 
important part in making your neighbourhood a nice 
place to live. Victims of ASB can be made to feel like this 
is not the case. The service does everything possible to 
make sure any tenant who is affected by ASB receives 
the best possible support and advice.  

Changes in legislation have meant more powers are 
available to deal with perpetrators of ASB and support 
victims.  

Since the beginning of the year the service has had 
a dedicated ASB Officer, and this has enabled Tenant 
Services to provide a more efficient and consistent 
approach to dealing with ASB. This has meant more 
cases are being closed and resolved successfully for 
victims of ASB, as shown in the graphic above.

Anti-Social Behaviour 
(ASB)
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Tenancy Sustainment
As a housing service, we understand that there can be 
times when managing your home and tenancy can be 
difficult. Financial implications could possibly be that 
you are struggling to pay your rent and ensure you and 
your family are cared for. If you are having difficulties 
managing your tenancy the service is here to help. 
There are two Tenancy Sustainment Officers (TSOs) in 
place who work with tenants who may be facing such 
difficulties. The TSOs have helped those in need by: 
ensuring they receive all the benefits they are entitled 
to, obtain food from foodbanks for those who do not 
have enough to eat and deliver food parcels to their 
homes, help get much needed baby products and lots 
more. The Tenancy Sustainment service has been so 
successful that over 90% of tenants referred would 
recommend the service to those in need.

Mutual Exchanges
Mutual Exchanges are when a council tenant 
exchanges, or swaps, their property with another 
council tenant. This can be done with another council 
or Housing Association tenant anywhere in the 
country, as long as both landlords agree the exchange 
can take place. Mutual Exchanges can take place for 
a number of reasons, from wanting to downsize a 
property (potentially due to the Under Occupancy 
Charge) or moving to a bigger property (due to 
potential overcrowding).

Once a Mutual Exchange request comes through to 
the service, our Officers guide and support the tenant 
through the application process, ensure any new 
tenant views the property they intend to move into and 
provide the necessary references for the exchange to be 
completed.  Regulation states that all Mutual Exchange 
applications have to be responded to within 42 days and 
Tenant Services has always met this target.

16 Mutual Exchanges completed

141 new cases of 
ASB reported

117 cases of 
ASB resolved

24 cases of 
ASB unresolved 92% of

referrals
would recommend 

the Tenancy 
Sustainment

service

42 new 
referrals to 

TSOs

31 cases 
closed

33 Mutual 
Exchange 

applications 
received

16 Mutual 
Exchanges 
completed

100% 
of all 
applications
responded 
to within 
    target time



Tenant Involvement is the lifeblood of Tenant Services. With the help and support of our Involved Tenants 
the service better understands the issues tenants are facing and where we should focus our resources and 
efforts. The Tenant and Leaseholder Involvement Team work in partnership with our Involved Tenants, and 
the team has been very busy ensuring our Tenant Groups are run smoothly, organising a host of events 
across the Borough, arranging training events for the Involved Tenants and lots more.

Training for the Involved Tenants
Since our last Annual Report was published, the Tenant and
Leaseholder Involvement Team has arranged a number of 
training courses to increase the skills and knowledge of 
the Involved Tenants. From developing IT skills to public 
speaking, the varied training has given the Involved 
Tenants abilities that not only benefit them, but also 
benefit the service immensely. 

Chair of the Neighbourhoods and Communities Group, 
Jen Challis, attended a Microsoft Office training 
course and said: ‘the training was insightful…I am a 
lot more confident using Word, Excel and PowerPoint. 
It was a fun experience and one that I was very 
pleased to attend.’

Joining the Involved Tenants
The service is always looking for more tenants to get involved.  
If you are interested in helping to make your neighbourhood a nice place to live, then your involvement 
could be invaluable. To find out more about the different Tenant Groups the service works with and how 
you can get involved contact the Tenant and Leaseholder Involvement Team on 0118 978 2494 or email 
tenant.involvement@wokingham.gov.uk 

Community Fun Days
Over the summer months, the Tenant and Leaseholder Involvement Team, with support from the Involved 
Tenants and our partners, organised a programme of six Community Fun Days. Each Fun Day had a host 
of activities for all the family, competitions galore and lots more. We are pleased to announce that the Fun 
Days were a great success and the Tenant and Leaseholder Involvement Team have had lots of positive 
feedback from the tenants and Borough residents who attended. The days would not have been as fun and 
rewarding without your attendance, so thank you to all those that did. For next summer, we aim to go one 
better and make next year’s Fun Days more exciting and we hope to see you there.
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20 Involved Tenants 

working with the service

27 separate training courses

held for Involved Tenants

Courses included:

Microsft Office software training

Microsft Publisher training

Gypsy, Roma and Traveller Awareness course

Public Speaking

Tenant Chairs training Frensham 
Green,
Shinfield

Over 2,000
attendees

at the
Community 

Fun Days

Southlake 
Crescent,

Woodley

Rainbow 
Park,

Winnersh

Stanlake
Meadow,

Twyford

Kings Field,
Wargrave

Gorse Ride 
South,

Finchampstead

Tenant Involvement



Some more statistics from the past year
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The voids (re-letting empty properties) service is one of the busiest areas in Tenant Services. As you can see in 
the graphic above, 113 empty properties have been re-let since our last Annual Report was published. Since April 
this year, the Voids Team has had their target for re-letting an empty property changed from 28 days to 26 days.  
The team has consistently met this target since it has been implemented. In our last Annual Report we noted 
that tenant satisfaction with the condition of their new property was below the set target of 85%. Since then, the 
team has ensured more stringent checks are put in place when work on an empty property has been completed.  
This has seen satisfaction with the re-let property meet our ambitious target.

Tenant Services takes complaints very seriously 
and we always endeavour to satisfy a complainant 
when handling the particular issue. Although we 
always try to ensure the quality of our work is 
to a high standard so you do not need to make a 
complaint, the issues raised can also be beneficial 
for the service.  Complaints can potentially highlight 
an aspect of the service which is not as good as it 
could be and we can then put this right and ensure 
it does not happen again. When we do things right, 
or go above and beyond the call of duty, it is good to 
receive a compliment. Since our last Annual Report 
was published the service received nearly double the 
number of compliments than complaints.

85% of tenants satisfied 

with the condition of their 

new property

93% of tenants 

satisfied with the 

re-let service

56 re-let properties

accepted after the 

first viewing

113 empty 

properties re-let

The average number of 

days to re-let an empty 

property was 23

54

complaints 

received

102

compliments 

recorded

The Void Service Complaints and Compliments
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In June this year we completed a roof refurbishment project at The Courts in Winnersh. The roofs on properties 
in the area were in a poor state and work was needed to ensure they were fit for purpose and provided better 
insulation that will keep the homes warmer in Winter. As you can see in the graphic below a total of 98 properties 
had their roofs refurbished, which cost the service £1.3 million in total.

In the coming years the service will be undertaking more maintenance works to help properties become more 
energy efficient.

Through the Right to Buy scheme tenants who have a 
secure tenancy have the option of buying and owning 
their home. Anyone who wishes to purchase their 
home will be entitled to a discount on the asking price, 
depending on how long they have lived there. The 
longer the property has been occupied, the higher the 
level of discount received.  

For anyone interested in buying their property, the 
service has an Officer dedicated to advising and 
guiding tenants through the process, from organising 
valuations to helping with paperwork from solicitors.  
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Right 

to Buys 

completed

£1,168,000 

worth

of discounts

on sold 

propertiesRe-roofed and upgraded the insulation to 

properties in The Courts, Winnersh

98 properties 

re-roofed with upgraded 

insulation

52 houses

26 

bungalows

20 

sheltered 

properties

At a cost of 

£1.3 million

Some more statistics from the past year
Roof Refurbishment Project The Right to Buy Service
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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

Tell us what you think... 
Complete the form below and tell us what you would like more information about 
by 31 January 2016, 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

M
O

IS
T

E
N

 H
E

R
E

M
O
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T

E
N

 H
E
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E
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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 and Leaseholder Involvement Team
The Residents Resource Centre

10 Targett Court, Winnersh, Berkshire, RG41 5HP

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

www.wokingham.gov.uk/housing-and-tenants 

Tenant Services Contacts


