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Contents Hello
Welcome to the summer edition of 
Housing Matters.

Before we give you an insight into what is coming 
up in this edition; we would like to let you know 
that Helen Hanna our former Chairperson 
recently left us for pastures new. The 
Communications Group would like to thank Helen 
for all her hard work and the dedication she put 
into the work of the group. Helen put countless 
hours into the production of Housing Matters 
and other publications, often outside of our usual 
meetings and we are all very appreciative of 
what she did.

There’s lots of useful information in the pages 
that follow from attending your local Community 
Fun Day and Picnic, useful tips about recycling 
and fly-tipping, to having a health-check.

In addition our annual report is at the back of 
the magazine which showcases our performance 
over the past two years. The Involved Tenants 
decided that it should be sent out at the end of 
the financial year as it means that Wokingham 
Borough Council can make better comparisons 
on their performance and budget spend. As a 
group we decided to include the report in the 
summer edition of Housing Matters. 

We hope you enjoy the magazine and if there is 
anything, or a topic you would like us to cover 
please get in touch with us by emailing 
comms.group@wokingham.gov.uk 

Enjoy the summer!
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Housing Management Update
So the summer is here and hopefully this means we are all going to get loads of warm weather 
and spend time outside enjoying our gardens and open spaces.  Please do remember though 
your neighbours when doing this.

Here is a simple guide to good neighbour relations 
and enjoying your gardens.

• Having a BBQ/Bonfire? – Please knock on your 
 neighbour’s door beforehand so they can close 
 their windows or bring their washing in should 
 they so wish.
• BBQ or garden event with family and friends - 
 please ensure they park considerately and keep 
 noise to a minimum when they leave late 
• Reduce noise and music after 6.30pm others   
 may be trying to get their children to sleep
• Turn music off and go inside post 11.00pm
• Cutting grass or under taking DIY? Do not do this 
 before 9.00am at the weekends and try to finish 
 up before 7.00pm. If not talk to your neighbours 
 and agree an acceptable time.
• Paddling pools – Please remember to empty 
 them away from fence areas or you may flood   
 your neighbours gardens.

Finally, please remember that noise travels further in 
the summer when you have your windows open.

Walkabouts are now underway with several already 
having taken place and even more booked over the 
coming months.

Some of the actions we have already taken so far 
include:

• Getting residents to remove rubbish from messy 
 gardens in Chestnut Crescent
• Worked with our Asset Management Team to   
 have some fences fixed in Arnett Avenue
• Talking with the Cleaner and Greener team and   
 the DVLA to have untaxed vehicles moved off    
 Tenant Services land in several places across 
 the borough.

If we are in your area please come along and 
give us some feedback about the area you 
live in. The Housing Management team will 
also be at all of the community fun days 
so if you cannot make the walkabout or 
it has already taken place, please pop 
along to an event near you. 

Deana Humphries, 
Housing Manager

Head of Housing Update

As well as changes on a national level, there will also be changes within Wokingham Borough Council.

Given these times of austerity, Wokingham Borough Council has to take a long hard look at itself and 
make decisions on how it will deliver services to the residents of the borough in the future. 

As finances change and reduce, Wokingham Borough Council will have to change the way we do things. 

The Councillors of the borough will take the final decision on these changes and I expect these to be 
made later on in the year.

Regards

Simon Price, Head of Housing

Following on from the winter edition of Housing Matters, 
the Housing and Planning Bill received its Royal Assent in 
time for the state opening of parliament on the 18th May. As 
I have previously mentioned, this bill will have fundamental 
implications for council housing. As details emerge I will let 
you have regular updates.
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Message from the Tenant and 
Landlord Improvement Panel

As always, the Tenant and Landlord Improvement 
Panel (TLIP) continue to keep a close eye on the 
changes that are happening both nationally and 
locally which will have an effect on the tenants of the 
borough. 

However, I would like to start off my update with 
some farewells and thanks on behalf of the panel. A 
few months ago, Helen Hanna (former Chairperson 
of the Communications Group) left tenant 
involvement and started a new adventure. We wish 
her every success and to thank her for her hard work 
and dedication to Housing Matters and the work of 
the Communications Group. We also said goodbye to 
Sue Smith from TLIP. Sue (a former Councillor with 
a passion for Housing) was co-opted on to the panel 
some years ago but for personal reasons sadly had 
to step down from the group. 

My update in the spring edition of Housing Matters, 
spoke about some events which we were planning.

I am really pleased to say that our first Celebrating 
Success Event was a huge success. The event 
showcased the great work which the Involved 
Tenants had achieved over the past year and those 
who attended also did a little bit of work on some of 
the future projects. Each and every Involved Tenant 
puts in so much time and effort into the work that 
they do and so we recognised each and every one 
who attended with a certificate of achievement and 
recognition. 

The Annual General Meeting was also a great 
success. Further details and some pictures are 
available on pages 8 and 9. 

Each year the Involved Tenants are invited to be 
a part of the Housing Training Day. Following a 
discussion with me, Head of Housing and other 
managers, it was decided to postpone this year’s 

event until later in the year. This is so we have 
further direction on matters such as the Housing and 
Planning Bill and Wokingham Borough Council’s 21st 
Century Council programme and can focus the event 
on these subjects. 

In June, we welcomed managers from the Finance 
Team to discuss the Rent Review which took place 
earlier on in the year. The review looked at the local 
authority’s processes and systems for rent collection 
and rent arrears management to ensure that they 
are fit for purpose and working efficiently. A number 
of action points have been identified and a project 
plan is currently being finalised. This is an ongoing 
project, which is going to take several months 
and may be even years to complete but we will be 
monitoring it closely to ensure actions are being 
addressed. 

Finally, I would also like to let you know about some 
recent training events which the Involved Tenants 
have attended. We networked with Reading Borough 
Council and Oxford City Council and attended two 
sessions looking at:

1. The national changes (Housing and Planning Bill) 
 and what this means for tenants locally

2. Measuring success of Involvement – how can we 
 showcase and evidence the work that we do and 
 the impact it has   

The events were incredibly informative and we have 
picked up lots of ideas and are starting to put these 
into practice. 

There are lots of opportunities for you to have your 
say and make a difference to the quality of homes 
and service that all tenants and leaseholders receive. 
You do not need any specific skills or qualification, 
your views and thoughts are invaluable to us. 

Welcome to the summer edition of Housing Matters. I don’t know 
about you, but it seems as though the months are flying 
by. Maybe this is because there has been so many 
projects and events that the Involved Tenants and I 
have been involved in since I last spoke to you. 

If you are interested and would like to find out more, please contact the 
Tenant and Leaseholder Involvement Team on (0118) 978 2494 or 

email tenant.involvement@wokingham.gov.uk 
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The importance of 
gas safety inspections

The recent news about deaths due to possible 
carbon monoxide poisoning should remind us all of 
the importance of the annual gas safety service.

The Gas Safety (Installation and Use) Regulations, 
requires a landlord to carry out an annual Gas 
Safety service. In order to undertake the service a 
registered gas engineer needs access to the boiler 
to carry out checks to make sure the appliance is 
working correctly. They will check to ensure that:

• The gas appliance is correctly installed and 
 burning correctly

• Any harmful gases are leaving your property 
 safely

• All ventilation routes are of the correct size, 
 clear and working properly

• All the safety devices are working

Currently Wokingham Borough Council (WBC) 
use BSW to undertake these services.  They are 
required to send a letter to tenants, giving you 
two weeks’ notice of a service. If the date provided 
in the letter is not convenient then you should 
contact BSW to arrange another date. 

Unfortunately a number of our tenants are not in 
the property at the agreed time which requires 
a second and in some cases a third visit. These 
missed visits ultimately add to the cost of the 
service to Wokingham and divert money from 
other repair works.

Under the existing law, a landlord has no option 
but to arrange for these annual checks and 
therefore if a tenant persistently fails to provide 
access we currently have no other choice but 
to apply to the Court for an Injunction and 
ultimately for a Possession Order that will 
bring an end to the tenancy. Many other local 
authorities also apply to the Courts for a Warrant 
for force entry to a property and it is proposed 
that in the future Wokingham also adopt this 
method for gaining access. 

Please ensure you allow our contractors access to 
carry this very important gas safety check. It is for 
your own health and safety!

For information, the symptoms of carbon monoxide poisoning are:

• Headaches

• Dizziness

• Nausea

• Breathlessness

• Collapse or loss of consciousness  

• Symptoms which disappear or get better when you leave home and   
 come back when you return

• Other people (and animals) experiencing the same symptoms at the  
 same time
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Carbon monoxide detectors

Carbon monoxide (CO) is a colourless, odourless, tasteless, poisonous gas produced by incomplete 
burning of carbon-based fuels, including gas, oil, wood and coal. Carbon-based fuels are usually safe 
to use, however, when the fuel does not burn properly, excess CO is produced, which is poisonous. 

When CO enters the body, it prevents the blood from bringing oxygen to cells, tissues, the brain 
and organs.

You cannot see it, taste it or smell it but CO can kill quickly with little warning. CO poisoning is caused 
by gas, oil and solid fuel appliances and flues that have not been properly installed, maintained or that 
are poorly ventilated. Lower CO levels that do not kill immediately can cause serious harm to health if 
breathed in over a long period.

Therefore, increasing everyone’s understanding of the risks of CO poisoning and taking sensible 
precautions could dramatically reduce this risk.

Why we have them?
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It’s important to note that carbon monoxide detectors will not detect smoke, a separate smoke alarm 
is required for this purpose. 

A carbon monoxide detector should be installed in every room that contains a fuel burning appliance 
i.e. the kitchen or other room where a boiler, open flue fire or similar appliance is installed. 

The detector would normally be installed at a horizontal distance of between 1 and 3 metres from the 
potential source. If this is on the ceiling, it should be at the highest point (if you have a sloped ceiling) 
and at least 30cm from any obstruction, such as light fixtures.

If this is on the wall, it should be located approximately 15cm from the ceiling but not above any 
windows or doors.

Where they should be located

WBC must make sure that, the detector is in working order at the start of each new tenancy and check 
annually when your gas safety check inspection is carried out.

How you can get a replacement
1. If you find that your detector is not in working condition, you can report it to WBC for replacement

2. Any broken or faulty detector which is picked up during the annual gas safety check will also be   
 replaced at that time of the inspection

Wokingham Borough Council’s (WBC) 
responsibility

If you have any concerns about or would like to report a faulty carbon monoxide detector 
please contact 0800 3898789. 



The Rent Team 

In the majority of instances the court will agree. 
These costs have recently increased and for the 
majority of hearings the costs will be £325.00. 
This will have to be paid once the rent arrears are 
cleared and at the same payment arrangement 
terms that were agreed for the arrears.

To prevent any court action and costs, if you are 
struggling to pay or know that you have missed 
payments please do contact the Rent Team. We 
want to make an arrangement with you that you can 
afford and that will clear any arrears over an agreed 
period of time.

During the summer we will be contacting all 
households currently not paying via Direct Debit. 
Since moving onto a new computer system the 
system reliably collects three times per month on 
the 1st the 10th and the 20th of every month.

If you are interested in paying by Direct Debit please 
contact your Rent Officer to discuss this further.

You may or may not have noticed that your last 
statement was for May 2015. There has been a 
delay in getting out the new style statement which 
has been due to IT issues with our new computer 
system. The new statements are currently being 
tested and we hope to get them out to you in 
the next couple of months. We will run the first 
statement back to June 2015 and then resume the 
sending of quarterly statements.

If in the meantime you would like any information 
concerning your account please do not hesitate to 
contact your Rent Officer.

Since the 1st April 2016 the Department for 
Works and Pensions have new arrangements that 
reduce the maximum period for which Housing 
Benefit claims may be backdated for working age 
claimants. It has been reduced from a 6 month 
period to one month. 

If applying for a back date you will still have to 
demonstrate good cause throughout the period you 
are claiming that backdate.
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Example 

A working age claimant makes a claim for Housing Benefit on 4 May 2016. 

Subsequent to the award decision, on 18 May 2016 this person requests for their claim to be 
backdated for 6 months prior to the claim date of 4 May 2016. 

As the regulations changed on 1 April 2016, the new rules would now apply. 

The maximum period for which backdating may be considered is now one month. 

So, counting back one month from the date when the claimant requested the backdated claim 
i.e. 18 May 2016, backdating can only be considered from 18 April 2016.

We would also like to remind you that, it is essential that if you are claiming Housing Benefit that you 
complete and return your form in good time. 

Contacting the Rent Team

Nina Chrobnik – (0118) 974 6629 or email nina.chrobnik@wokingham.gov.uk 

Emma Hill – (0118) 974 3765 or email emma.hill@wokingham.gov.uk 

Arnold Fearon – (0118) 908 8023 or email Arnold.fearon@wokingham.gov.uk 

If your dedicated Rent Officer is unavailable, you can contact any member of the team and they will be 
happy to help you. 

Sue O’Brien
Rent and Debtor Team
Team Leader

The Rent Team are always reluctant to refer tenants to court but 
there are times unfortunately when it is necessary. To cover any 
expenses that the Council incur we ask at the Court hearing if the 
judge will award Wokingham Borough Council costs.  



TENANT INVOLVEMENT ANNUAL GENERAL MEETING 2016

This was our third year of running the AGM and 
once again I had the pleasure of hosting this 
year’s meeting. 

To make things a little different this year, we 
had a selection of information stalls prior to 
the meeting. I would like to thank each of our 
participants who attended and gave some great 
advice and information to our tenants and 
leaseholders. 

On behalf of all the Involved Tenants and Housing service I would like to thank 
everyone who attended the Annual General Meeting (AGM) on 11th May. It was 
lovely to see so many of you come along to hear about what the Involved Tenants 
have been involved in over the past 12 months. 

Those who attended included:

• Biocraft and Nuaire – our contractor and suppliers  
• Citizens Advice Bureau
• Sovereign – window and door contractor
• Tenancy Sustainment Team 
• Transform Housing 

The Chairpersons or Vice Chairpersons from each 
group presented on their achievements over the past 
year and also took the opportunity to discuss the 
group’s aspirations for the future. 

The following table captures our key discussions, projects and achievements over the past year. 

Tenant and 
Landlord 
Improvement 
Panel

Housing and 
Planning Bill 

Welfare Reform

Rent Review

Tenancy 
Agreement

Homelessness

Gas Servicing 
performance

Communications 
Group

Housing Matters

Annual Report 2015 
and 2016

Tenant Directory

Letters and other 
publications

Housing Matters 
procurement

Neighbourhood 
and 
Communities 
Group

Walkabouts

Community Fun 
Days

Noise Nuisance 
Application

Performance 
Monitoring

Specific look 
at void (empty 
properties) 
performance

Repairs and 
Maintenance 
Group

Kitchen and bathroom 
refurbishment 
contract monitoring

Grounds maintenance 
contract monitoring

Repairs and 
maintenance contract 
monitoring

Voids – contractor 
meetings and 
inspections

Attending contractor 
interviews

Looking at different 
products

Budget prioritisation 
– putting across the 
tenants priorities

Tenant and 
Leaseholder 
Involvement 
(general)

Responded to 
Government Pay to Stay 
consultation

The Big Lunch events

Gardening competition

Held first Involvement 
Recruitment Fair

Introduced new 
Involvement welcome 
pack

Eustace Crescent Time 
Capsule

Held first Celebrating 
Success event with the 
Involved Tenants

More Sheltered Housing 
tenants involved

Networking with other 
organisations
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As you can see, a lot has been achieved over the 
past 12 months but tenant involvement and the 
housing sector is forever evolving and as Involved 
Tenants we must regularly review our plans and 
embrace new challenges as they arise



TENANT INVOLVEMENT ANNUAL GENERAL MEETING 2016
So what about the future, what are our aspirations? 
Well each group has decided on a handful of key 
projects to see them through the next year. 
These are:

Tenant and Landlord Improvement Panel and 
Neighbourhood and Communities Group
• Enhancing our involvement in Housing Needs
• Enhancing our involvement in the Rent Service
• Encouraging more involvement from Sheltered 
 Housing tenants

Communications Group
• Finalising the Housing Matters contract 
 procurement
• Involved Tenant blog

Repairs and Maintenance Group
• Working with the team to ensure 100% of our           
 properties meet the Decent Homes standard
• Working with the team to ensure gas servicing 
 compliancy is at 100% of our properties
• Being more involved in monitoring Wokingham 
 Borough Council’s grounds maintenance contract 

General Involvement
• Introduce Mystery Shopping
• Encourage involvement from our leaseholders
• Look at how we collect satisfaction information 
• Use technology to its full potential 
• Benchmarking – sharing ideas with high 
 performing organisations and seeing if it may 
 work in Wokingham 

Martin Forster, Service Manager for Assets and 
Maintenance followed the speeches on involvement. 
He gave his account from the Repairs and 
Maintenance team over the past 12 months and also 
a look to the future and the budgets that will be 
available to carry out works in your homes.

Simon Price, Head of Housing, followed Martin and 
he spoke about the key strategic issues facing the 
Housing service. He touched on the Housing and 
Planning Bill and also the council’s 21st Century 
Council programme. 

Finally, we welcomed Darren Toes from Wokingham 
Housing Limited (WHL) who gave an informative 
presentation about WHL and some of the projects 
that they are involved in across the borough. 

We ended the evening with a question and answer 
session, where anybody who had a question or idea 
regarding tenant involvement was able to raise it. 

Once again, I would like to pass on my thanks to 
everyone who attended the AGM. The meeting is a 
good way to find out what has been happening over 
the past year and also meet key managers from the 
Housing service. I hope you will all be able to join us 
at next year’s AGM. 

Steve Bowers
Chairperson of the
Tenant and Landlord
Improvement Panel
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Communications Group 
There have been many changes within the Communications Group over the past few months, some of which 
you would have read about in our ‘Hello’ on page 2.  

As a group we are always working hard on the next edition of Housing Matters and finding new and 
interesting articles for you all to read. 

By the time this magazine went to print we have not elected a new Chairperson for the group. However, we 
will introduce you to our new Chairperson in the autumn edition. 

Some of the group recently attended a couple of training sessions to expand our knowledge and skills. 
Last month, together with other Involved Tenants we attended a session about the changes which are 
happening nationally within Housing and the impact that this will have on tenants and our communities. We 
also attended a session called ‘measuring success of tenant involvement’. Both were incredibly informative 
sessions and will help us improve tenant involvement. 

It was also a great opportunity to network with our counterparts from Reading Borough Council and Oxford 
City Council. 

Looking to the future, there are a number of projects which we cannot wait to be involved with. These are:

•   Finalise the Housing Matters procurement – we hope to have this in place for 
   July 2016 

•   Finally later on in the year we will be starting a project to look at setting up an 
    Involved Tenant blog. This will be a really useful way for Involved Tenants to 
    communicate with one another about involvement matters and at training 
    sessions etc.

Michelle Duffy, 
Vice Chairperson of the Communications Group 

I hope that you are all looking forward to the summer 
months and getting out and about in your local 
community. 

What better way to do this than getting involved in one 
of your local walkabouts or Community Fun Days. At this 
time of year, these are the main projects for the group. 

As Involved Tenants we attend as many as possible and 
they are a good way for us to get an insight into what 
is happening in your area, which we can then use in the 
work we do within the group. I would encourage you 
all, if you can, to come along to the walkabout in your 
area and let us know your experiences and feedback 
about your community. The Housing Management Team 
follow up on the feedback they receive with other WBC 
services and partners. We can only improve things if you 
let us know. 

Plans are now fully underway for the Community Fun 
Days and Picnics. The Shinfield and Woodley events 
have already taken place and were a huge success. 
There is so much on offer at this year’s events so take a 
look at page 12 and come along to an event near you. 
It would be lovely to see you there. 

Every month as a group we continue to scrutinize the 

performance of the Housing Management service. This 
involves us looking at a set of indicators, checking that 
they are running to target, asking questions if they are 
not and working with the team to come up with some 
possible resolutions to these issues. 

Looking to the future, there are some really interesting 
projects that we will be getting our teeth into. 

We will be working in tandem with TLIP as we expand 
our knowledge and involvement in Housing Needs, the 
Rent service and also Sheltered Housing. 

The other important area which we will be 
concentrating on is welfare reform. The welfare 
and benefits systems are forever evolving and the 
local authority needs to respond to these changes 
appropriately with its tenants and residents. We will 
be working with the teams to ensure there 
is timely and accurate information 
provided to people about the changes 
and that adequate support is put into 
place for those affected. 

Jen Challis, 
Chairperson of the Neighbourhood 
and Communities Group

Tenant Involvement Update
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I would like to start by thanking some Involved Tenants from the Repairs and Maintenance Group 
who have sadly stepped down recently for personal reasons. Margaret Hetherington represented 
her sheltered housing scheme on the group and was a real advocate for ensuring all sheltered 
housing tenants received a great repairs and maintenance service. Also Gerry Williams, has 
recently made the decision to step down. Gerry has been an Involved Tenant for many years and 
during his time has been involved in contractors meetings, interviewing contractors, staff and 
even chaired the meeting prior to myself as well. We wish both Margaret and Gerry all the best 
for the future. 

As you will know the Repairs and Maintenance Group are involved in monitoring the decent homes 
programme, gas servicing and general repairs and maintenance that are needed in our properties. 
Over the last few months we have certainly been doing this. 
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Repairs and Maintenance Group

Kitchen and Bathroom Refurbishments

The kitchen and bathrooms project progressed well last year 
but we recognise that there are still houses which require 
updates and improvements to their kitchen and bathrooms.  As 
a group we are working with the Asset and Maintenance Team 
on the procurement of the new contractor. We know that some 
tenants experienced issues with the previous contractor and as 
a result we are working with the team to ensure these matters 
are addressed early in the procurement process, so they don’t 
reoccur in the future. 

Gas Servicing

You will have seen the article on page 5 regarding gas servicing 
and the importance of allowing our contractors in to service 
your boiler. Not allowing access into properties is an issue very 
close to the group’s heart and one which we constantly monitor. 
I cannot stress any more that it is incredibly important that you 
get your boiler checked. It is for your own health and safety and 
that of your neighbours. 

General Repairs and Maintenance

As a group we have been very impressed with Reading Borough 
Council’s work force and performance has been good throughout 
the year. Our group continues to attend contractors meetings 
with them and the Housing team so we can monitor their 
performance, learn from mistakes which may have happened and 
make changes to ensure these do not happen in the future. 

Contract Monitoring, 
Procurement 
and Product 
Specification 

A number of pilot schemes 
have taken place for 
the windows and doors 
programme across the 
borough and the group 
is looking forward to the 
group being able to inspect 
those in the near future.

There has been positive 
feedback from sheltered 
housing residents and the 
Scheme Managers about 
the internal and external 
decorations which have 
taken place in some of the 
schemes. This was very 
pleasing to hear. 

Also in the not too decent 
future we will be looking 
at different makes of 
carbon monoxide detectors 
and test the market in 
partnership with the team.  

Brian Lee,
Chairperson of the Repairs and Maintenance Group
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The Sports and Leisure team at Wokingham 
Borough Council offer free places to children living 
in tenanted properties on our multi sports camps 
which take place every school holiday.

These very popular camps run for ages 5 - 12 and 
include a variety of fun sports activities, such as football, 
swimming, dance, tennis, trampolining, cricket, judo, touch 
rugby and basketball.

The coaches are well trained and DBS-checked and you 
have the option of attending from 8am-6pm or 9.30am 
– 3.30pm. Camps generally take place at Loddon Valley 
and St Crispin’s Leisure Centres every day of the school 
holidays, except Bank Holidays. Over the summer, they will 
run from Monday 25 July to Friday 2 September inclusive 
(except Monday 29 August).

There is also a football camp run in conjunction with 
Reading Football Club, at Cantley Park (with one day at 
the Madjeski Stadium) during two weeks of the summer.

Tenants are entitled to two days per child per week in the 
9:30-3:30 slot – for an additional £3 per child per day, you 
can benefit from the 8am to 6pm times.

So why not take advantage of this scheme and benefit 
from free childcare and some great activities for your 
children during the holidays?

For more details, please contact the 
Sports and Leisure team on (0118) 974 3728, 
email sport@wokingham.gov.uk or visit 
www.wokingham.gov.uk/activekids
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Liz Spencer New Community Warden

Reading Well for young people is a national scheme, which is 
part of the hugely successful Reading Well Books on Prescription 
scheme. It provides 13-18 year-olds with high-quality 
information, support and advice on a wide-range of mental health 
issues such as anxiety, depression, eating disorders, self-harm 
and difficult life pressures, like bullying and exams. 

With the proportion of 15-16 year olds reporting that they frequently 
feel anxious or depressed having doubled in the last 30 years, there is 
an enormous need for quality assured mental health information and 
advice for young people. Co-created with a panel of young people who 
have had experience of mental health issues, the new Reading Well 
scheme helps young people to understand and manage their wellbeing 
and emotional resilience. The books can be recommended by GPs, 
school nurses, counsellors and other health professionals as well as being free to borrow from the library.

Reading Well for young people recommended reading list of 35 books was selected by mental health experts and 
young people.

The list includes a wide range 
of self-help and information 
titles, as well as memoir, graphic 
novels and fiction, from hugely 
influential novels including 
The Curious Incident of the 
Dog in the Night-Time by Mark 
Haddon and The Perks of 
Being a Wallflower by Stephen 
Chbosky and popular non-
fiction such as Mind Your Head 
by Juno Dawson, Blame My 
Brain: The Amazing Teenage 
Brain Revealed by 
Nicola Morgan and The Self-
Esteem Team’s Guide to Sex, Drugs and WTFs?!! 
To the self-help guides Banish Your Body Image Thief and Breaking Free from OCD. 

All these books are available to borrow from our libraries or search online here: 
https://wokingham.spydus.co.uk/cgi-bin/spydus.exe/MSGTRN/OPAC/BSEARCH

To find out more visit http://reading-well.org.uk/ or 
Wokingham Borough Libraries at www.wokingham.gov.uk/libraries

Reading Well for young 
people is launched

We had a new member join 
our team back in December 
who will be taking on the 
areas of Winnersh, Woosehill,  
Emmbrook, Wokingham Town, 
Wescott and Barkham. 

Liz joins us having worked for the past 9 years 
in education as a Pastoral Leader most recently 
at Foundry College in Wokingham. Liz says that 
the thing she is looking forward to the most is 
meeting and working with the community. So if 
you see her out and about make sure to stop 
her for a chat!
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Interested in our environment?

This is exactly what some of the residents and friends of Remenham Hill 
did. Take a look at the photographs below showing the RAG Team at work 
(Remenham Amateur Gardening Team) and some of their working party results. 
Beautiful isn’t it?
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Remenham Hill is on the main A4130 which is the 
approach road to take you over Henley Bridge just 
a mile from the lovely town of Henley-on-Thames. 
You are probably aware that the Olympic Rowing 
team comes from here and the town welcomes 
tourists throughout the year but many thousands of 
extra visitors during the summer particularly at the 
international regatta time, the music festival, the 
Fringe and traditional boat rally. The town has won 
GOLD in the national ‘In Bloom’ flower competitions.

So what of Remenham Hill? A few roadside bare 
grass verges all year that so many people drive 
through with such a lovely town on our doorstep.

The RAG Team was the idea of Linda Ashwell who 
lives on Remenham Hill and who even in her 70’s 
wanted to improve the environment and create more 
of a community spirit in the parish of Remenham.

Having presented the idea to the parish council they 
supported the initiative with reflective workwear 
and a small budget which was used to buy planting 
equipment and bulbs. Publicity was given in the 
Remenham News for volunteers and so the group 
was born. Working party dates and times were 
organised and those people that were able to attend 
planted for no more than two hours at a time. Since 
it was a community project Toad Hall Garden Centre 
in Henley agreed to provide the bulbs at cost and 
equipment at discount.

A new budget has been given for April 2016/2017 so 
that the autumn bulb planting can be extended along 
with the possibility of a summer wild flower sowing 
area to encourage insects, bees etc.  

If you would like further help in forming a group in your area please visit the Remenham website 
www.remenhamparish.org.uk/clubs-and-organisations

IT’S 

FUN and IT’S 

PRODUCTIVE and as 

a result of this initiative 

an invitation was extended 

to the RAG Team to visit Lord 

and Lady Heseltine’s 70acre 

arboritum at Thenford which 

is not open to the public. 

The visit took place on 

Saturday 16th April 

2016. 

FORM A COMMUNITY GARDENING TEAM



Elevate Wokingham is an information and support hub for people aged 16 and 
above who are not in education, employment or training. It can be found at 
Wokingham Library on the ground floor:

Elevate Hub at Wokingham Library

Ground floor

Denmark Street

Wokingham

RG40 2BB

0118 974 6900

Elevate runs workshops including CV writing, 
Interview Skills in small groups and the opportunity 
to have a practice interview with managers who offer 
feedback and support. There are job club sessions 
where people can be supported with searching and 
applying for jobs, and individual tuition to build 
confidence with maths and English and IT, if needed. 
During the summer months, there is additional 
support such as work experience with the Borough 
Council for students who have just left school and 
are looking for employment.

There are a wide variety of construction 
opportunities in the Wokingham Borough area 
including professional careers, apprenticeships and 
work experience. Elevate has its own skills broker 
who can help to match people to the vacancies and 

appointments that can be 
made directly through 
the hub.

Elevate has a team of 
experts who can provide 
free professional careers 
advice, guidance and help 
with finding a job from CV 
writing to interview skills.

Adviza is a partner of 
Elevate and they work with 
young people from 16 to 
19 years. 

There is a member of staff on duty every day; 
Appointments can be made or 
young people can just drop-in. 

The National Careers Service 
is also a partner, working with 
adults aged 19 and above. 
Appointments do need to be 
made and are available on 
Tuesdays and Thursdays by 
contacting Elevate.

Other partners include Optalis 
who can provide a supported 
employment service for 
people with disabilities, JAC 
who can support young 
people with work experience, Wokingham Borough 
housing support for young people, local colleges and 
training providers and many others. Contact Elevate 
for more details.

For more information and links to everything you 
would need to know about employment support 
please take a look at the Wokingham Elevate website 
www.wokingham.elevateme.org.uk where you can 
find the latest local jobs and apprentices and links 
to great advice and guidance in your own home. You 
can also contact or follow us: -

Twitter www.twitter.com/elevatehub  
Facebook www.facebook.com/elevatewokingham 
Email elevate@wokingham.gov.uk 
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Reducing our waste

   We have recently put a bin in our Shute End    
  reception for visitors to drop off their milk 

 bottle tops.
These bottle tops are collected by GHS Recycling and all the funds 

generated from these tops will go to the Mayor’s charity. Two more 
collection points will be provided in Wokingham and Woodley libraries soon.

Remember to recycle your batteries too. These are hazardous and should not be 
disposed of in general waste and black recycling boxes. There are also a number of recycling points around 
the borough at council offices and libraries.

Don’t throw away your milk bottle tops

Join Greenredeem today and get rewarded for recycling! 
There are over 100 ways to reward yourself, including donating to 
schools. It’s free to register and if you join today you can earn an extra 
150 points! 

Once registered, carry on recycling as normal and then once a week 
just let Greenredeem know you’ve recycled and you’ll earn 10 points 
which can be used for great rewards in a number of local shops, 
restaurants and leisure centres.

Joining is easy:
• Register at: www.greenredeem.co.uk 
• Download the free app for iPhone and Android
• Call 0844 409 9490

Remember you can recycle paper, cardboard, plastic bottles (only), food tins, drinks cans and aerosols.

GET REWARDED FOR YOUR RECYCLING!!

The average family throws away £700 of food a year. By planning meals, only buying what you need, storing 
food properly and freezing and using leftovers for other dishes, you can help reduce the 15 million tonnes of 
food waste generated in the UK every year.

A better understanding of food labels can also cut waste. ‘Best before’ dates refer to quality 
rather than food safety, the food should still be safe 
to eat for a while after that date has passed. ‘Use 
by’ and ‘eat within’ storage instructions should be 
followed carefully, but ‘display until’ dates are a 
guide for shop staff, not consumers.

For recipe ideas visit: 
www.lovefoodhatewaste.com

Think before you bin. Can you still use it?

Head to a HWRC this summer
Household Waste Recycling Centres (HWRC) at Smallmead in Reading and Longshot Lane 
in Bracknell are open from 8am to 8pm seven days a week between April 1 and September 30 
(8am to 6pm between October 1 and March 31). You can recycle lots more items here. 
For more information please see: www.re3.org.uk
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Changes to re3 
recycling centres

FAQs

1. Changes to re3 recycling centre visitor access

a. What are the changes to re3 recycling centres visitor access?

From 1st July 2016, only residents living in the re3 local authority areas of Bracknell Forest, 
Reading and Wokingham will be able to use the re3 recycling centres in Reading and Bracknell.

b. Why are these changes being introduced?

The changes have been prompted by West Berkshire Council giving notice that it intends to 
stop paying the re3 councils for waste delivered to re3 recycling centres by West Berkshire 
residents. It is unfair to ask re3 area council tax payers to fund waste management services for 
residents in other local authorities.

Staff at the centres will be enforcing this restriction and all visitors will be asked to prove that 
they are a re3 area resident before permission is given to enter the site

c. What are the estimated costs and associated savings to re3 residents from
 these changes?

The total costs in the first year (including staff, site changes, permit distribution and other 
changes) are estimated at £340,000. The full year ongoing savings to re3 residents are 
estimated at £835,000.

d. What identification do I need to bring on a recycling centre visit?

Every household in the re3 area will be sent a recycling centre permit in the post. Visitors 
should display the permit in their windscreen in order to access the recycling centres in 
Bracknell and Reading.

Alternative forms of ID – for example, a driving license photocard and proof of address in the 
form of a council tax bill, bank or credit card statement or utility bill – will be accepted, but 
checking these documents will slow down access so residents are being asked to please use 
their windscreen permit.

e. Why are permits being sent to every household in the re3 area and not distributed 
 through an application process?

re3 provides a waste management service that can be used by all residents in the Bracknell 
Forest, Reading and Wokingham local authority areas. To help ensure a fair, convenient and 
cost-effective method of distributing the permits, we are posting a free permit to every 
household in the re3 area. Residents who do not use the recycling centres may return their 
permits.

f. Can non- re3 area residents still use the sites?

From 1st July 2016, residents from outside of the re3 local authority area – Bracknell Forest, 
Reading and Wokingham – will no longer be able to use the re3 recycling centres.

Once this change has been implemented, we would consider a review of the situation to assess 
whether we would be able to admit non-re3 area visitors by charging a fee for them to deposit 
their waste at one of our recycling centres.

re3 residents will continue to have free access to the Reading and Bracknell recycling centres, 
but will need to show a residents’ permit.



19

g. Where can I go if I live out of the re3 area?

You can visit your own local authority recycling centre free of charge. For more information 
and locations please click the relevant link:

West Berkshire  Windsor and Maidenhead  South Oxfordshire
Basingstoke and Deane Hart     Rushmore
Surrey Heath

h. I use the Bracknell recycling centre, why do I need to show ID when West  Berkshire 
residents would have mainly used the Reading site?

re3 is the waste management partnership for central Berkshire, and our recycling centres are 
located for the best possible access by residents in Bracknell Forest, Reading and Wokingham.

If we were to implement visitor changes in one site only, the other site may experience a rush 
of new visitors which could adversely affect the level of service and visitor access to that 
recycling centre.

i. Will this cause a delay to my visit?

We will carry out ID checks as quickly and efficiently as possible. These checks are vital to 
ensure fairness and that re3 residents are not paying for the processing of waste that comes 
from outside of the re3 area.

Alternative forms of ID will be accepted, but checking these documents will slow down access 
so residents are being asked to please use their windscreen permit. You can plan your visit to 
Longshot Lane by checking the webcam on the re3 website
http://www.fccenvironment.co.uk/longshot-lane-webcam.html . Both sites are less busy on 
week days, mid-morning and early evening. During the summer months (April – September) 
both recycling centres are open from 8am to 8pm.

j. What happens at other recycling centres?

Many other authorities are now restricting access to recycling centres to their own residents, 
or are charging a fee for those visitors from outside of their borough.

k. Is there a risk of fly-tipping as a result of the changes?

Most people act responsibly when disposing of their waste. Fly tipping is a criminal offence and 
people who dump their rubbish illegally are liable to face prosecution, substantial penalties, 
seizure of assets and potentially even a prison sentence.

Illegal fly-tipping is recorded and monitored by the re3 councils and re3 will use this data to 
consider suitable responses to any changes in unlawful waste disposal.

If anyone has any information about fly tipping please report it to the councils or 
Crimestoppers.

l. What can I recycle at a re3 Recycling Centre?

For details of what you can recycle and where, please go to
http://www.fccenvironment.co.uk/what-can-i-recycle.html . Click on the images to find
out more about what happens to different types of waste, and for tips on how you can
recycle more and better at home.

m. When are the recycling centres open?

Winter (October – March) opening hours are 8am – 6pm. Summer (April – September) opening 
hours are 8am – 8pm. Both recycling centres are open 7 days a week, including bank holidays 
but excluding Christmas Day, Boxing Day and 1st January. Please see www.re3.org.uk for more 
details.

n. Can I access the recycling centres on foot?

No. For safety reasons, it is only possible to visit the recycling centres in a motor vehicle. 
There are no designated footpaths or cycle paths around the sites so pedestrians, cyclists and 
motorcyclists could be at risk of injury.
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o. What can I recycle from home?

All three re3 councils collect paper and cardboard, tins and cans, aerosols and plastic bottles 
from household recycling boxes or bins. More information, including details of garden waste 
collections, is available here: http://www.fccenvironment.co.uk/re3-recycling.html

2. Charges for some non-household waste

a. Why will you be charging for the disposal of some non- household waste, doesn’t my 
 council tax cover that?

From early September 2016, re3 is introducing small charges for some non-household waste at 
re3 recycling centres. Councils are entitled to charge for the disposal of this type of waste and 
in order to produce much-needed savings, re3 has taken the decision to do so. Residents can 
still dispose of all other household waste free of charge at the re3 recycling centres.

By introducing small charges for items like soil, rubble, plasterboard and asbestos we can 
cover the cost of managing those types of waste. The savings made can help mitigate some 
of the cuts in council funding and help protect other frontline services. It would also act as a 
deterrent to those firms who try to dump trade waste for free at the recycling centres.

Facing the same financial conditions, a number of other councils have already, or are in the 
process of, introducing charges.

b. Would I be charged for everything that I now take to the recycling centre?

No. Smallmead and Longshot Lane recycling centres will continue to accept household waste 
free of charge including garden waste, white goods, large and small electrical items, wood, 
bric-a-brac and bulky household waste such as furniture, carpets and mattresses.

Items that are brought in and still in good condition are donated to Sue Ryder to fundraise for 
hospice care. For more information on re3’s waste acceptance policy, please visit 
http://www.fccenvironment.co.uk/re3-household-recycling-centres.html

c. What are the charges?

We will publish the charges before their implementation in September 2016. Recycling centre 
staff will also be happy to answer any questions relating to the charges nearer the time.

d. Will these changes cause a delay to my visit?

We will assess and charge for DIY waste as quickly and efficiently as possible. You can plan 
your visit to Longshot Lane by checking the webcam on the re3 website 
http://www.fccenvironment.co.uk/longshot-lane-webcam.html . Both sites are less busy on 
week days, mid-morning and early evening. During the summer months (April – September) 
both recycling centres are open from 8am to 8pm.

e. Could these changes encourage fly-tipping?

Most people act responsibly when disposing of their waste. Fly tipping is a criminal offence 
and people who dump their rubbish illegally are liable to face prosecution. Any changes in fly-
tipping will be closely recorded and monitored, and re3 will use this data to consider suitable 
responses to unlawful waste disposal.

f. What are my alternatives to paying the new charges at the recycling centre?

You can dispose of your DIY waste yourself by hiring a skip or portable skip bag and arranging 
collection from your home. Re-usable building materials can be offered online via websites like 
Freegle and Freecycle.



Flytipping – Don’t pay twice, 
say no to doorstep traders

When someone takes rubbish away from your property, you have a legal duty 
of care to take reasonable steps to ensure it’s disposed of responsibly. If your 
rubbish is found fly-tipped you could be prosecuted. 
Follow these tips to prevent illegal dumping

1. NEVER buy or sell at the door. Bona-fide traders will not knock at your door

2. ALWAYS ask where rubbish is being taken

3. ALWAYS ask for a receipt on headed paper

4. ALWAYS obtain an estimate on headed paper giving details of the waste disposal

5. Check the trader has a valid waste carriers licence. Anyone who carries waste should have a licence. 

Remember

1. Keep the chain on your door, challenge and check for ID and references

2. You are under NO obligation to let anyone into your home

3. Never take someone’s word if they tell you any work needs doing. Trading Standards recommends 
 getting various quotes and asking around, listen to others recommendation

Report it

• Thames Valley Police – 101 to report a crime or 999 if an emergency

• Wokingham Borough Council – (0118) 974 6000 to report fly-tipping

• Wokingham and West Berkshire Trading Standards – (01635) 519 930 if you have any concerns you  
 have been misled or believe you are becoming a victim of fraud.

21



22

There are 2 categories     Five years and under
        Six to 11 years     

If you need more copies for your children, tel: (0118) 978 2494 or email: comms.group@wokingham.gov.uk 

The best entry in each category will be judged after the closing date of July 31st 2016. (Judges’ decision is final).
Send your completed entry and consent form to the Tenant and Leaseholder Involvement Team, 
Residents Resource Centre, 10 Targett Court, Winnersh, Wokingham, Berkshire RG41 5HP. 
The winners will be notified by 31st August 2016.

Child’s name: _________________________________________________________________ Child’s age: ___________

Address: ___________________________________________________________________________________________

___________________________________________________________________________________________________

Contact telephone number:___________________________________________________________________________

(All information will be used for the purposes of the competition only.)

I (name of parent/guardian)_____________________________ , having parental responsibility for (name  of child) 
_____________________________ ,  agree/do not agree to (delete as applicable) his/her name being published in 
a future issue of Housing Matters, should he/she be selected as a winner.

Signature_________________________________________________________   Date______________________

Housing Matters is offering its younger readers the chance to win £10 worth of vouchers

Colouring Competition ENTRY FORM



Name:  

Address:

Contact telephone number:  

Email address:

We like to celebrate the winners of our competitions by including their name, area in which they 
live and a photo in a future edition of Housing Matters. The Tenant Involvement Team will notify 
all winners and will arrange this should you agree.  

If you would not like your details to be included, please put a cross in the box.

ACACIA
AGAPANTHUS
ALLIUM
AMARYLLIS
ASTER

FORGETMENOT
FREESIA
GLADIOLUS
GYPSOPHILA
HYDRANGEA

HYPERICUM
IRIS
LILY
LOVEINTHEMIST
MARIGOLD

ORCHID
PEONY
PHLOX
POLIANTHES
ROSE

SNAPDRAGON
SPARAXIS
STRELITZIA
SUNFLOWER
SWEETPEA

Closing Date: 31st March 2015.

Send your completed entry to the Tenant and Leaseholder Involvement Team at the Residents 
Resource Centre, 10 Targett Court, Winnersh, Wokingham, Berkshire, RG41 5HP by July 31st.
The winner will be notified by 31st August 2016.

Word Search Find the 25 summer 
flower related words and 
be in with a chance of 
winning £25 worth of 
shopping vouchers

Spring Competion winner was 
Miss Chipper from Finchampstead
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TENANT SERVICES 
PO Box 154 Shute End, Wokingham, Berkshire, RG40 1WN

Telephone: All enquiries to the Customer Service Centre on (0118) 974 6000
Email: housing@wokingham.gov.uk

www.wokingham.gov.uk/housing

Design and production by Image Box Design (0118) 969 4000  www.imagebox.co.uk

If you or someone you know, would like Housing Matters in a different format please call (0118) 978 2494.

The Check will take about half 
an hour, and you will be asked 
questions about your family 
health history, and your own 
choices which impact on your 
health. If you want to discuss how 
you can reduce your risks, and be 
supported in this, that will also 
form part of the check.

Your height, weight, age, gender 
and ethnicity will be recorded, 
your blood pressure will be  
measured, and a simple pin 
prick blood test to measure your 
cholesterol level will be given.

You will be able to discuss 
your results, and will be given 
personalised advice on lowering 
your risks and maintaining a 
healthy lifestyle.

Do you want a Free NHS Health 
Check in Wokingham?
If you are aged between 40 and 74, with no pre-existing long term conditions, you can have a 
Health Check. This can help you reduce the risks of developing heart disease, stroke, kidney 
disease, diabetes or dementia.

Appointments for Wokingham NHS Health Checks are available. 
Please contact any of the pharmacies below directly to book.

Shinfield Pharmacy – (0118) 9883540

Fields Pharmacy, Twyford – (0118) 9341222

Jats Pharmacy – (0118) 9735455

Wokingham Broad Street Pharmacy – (0118) 9787459

Wokingham Rose Street Pharmacy – (0118) 9078188

Tesco Pharmacy – (0118) 3735847

Finchampstead Pharmacy – (0118) 9737084

Day Lewis Pharmacy, Woodley – (0118) 9441036

More information is available at 
www.wokingham.gov.uk/healthcheck 

Tenant Services
Annual Report 2016
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The Housing Service would like to thank you for reading this year’s Annual Report, which 
has been created with the Tenant Communications Group.  For this year’s Annual Report we 
looked at how we have performed in the last financial year (from April 2015 to March 2016) and 
compare our performance with the financial year before that (April 2014 to March 2015) so you 
can see if we have got better, or where we need to make some improvements.

We hope you find this Annual Report informative and you can let us know what you think by 
visiting our website at the following web address: https://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.  

Introduction

Head of Housing – Review of the Year  27

Tenant Involvement  28

Your Home  29 & 30

Your Neighbourhood  31 & 34

A year with Tenant Services  32 & 33
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Welcome to the 2015/16 Housing Services Annual Report. 
I hope you enjoy this year’s report and find it informative 
and a good read.

As you will know from my updates in Housing Matters 
austerity continues. Wokingham Borough Council like all 
local authorities is continuing to come to terms with the 
changes in its funding arrangements. 

The government won the general election in May 2015 
and has embarked on its journey to reduce the deficit. 
Wokingham Borough Council must deliver savings to 
meet reductions in its budget and is working positively to 
meet the challenges set by central government. This is a 
continuation of the work undertaken in the last few years 
and will continue for the life of this parliament. 

Many tenants and housing applicants are also feeling 
the effects of changes influenced by central government 
policy. 

The 1% rent decrease for four years equates to a 12% 
reduction in real terms and sending out rent reduction 
letters is something I never expected to do.

There are also changes in welfare provision with the 
introduction of Universal Credit and the ongoing effects 
of the Spare Room Subsidy. I am pleased to say that 
our Tenancy Sustainment Officers are continuing to do 
good work in the community, helping many to maximise 
benefit take up, assist at times of trouble and generally 
supporting tenants to sustain their tenancies. If you know 
someone who may require their assistance please get in 
touch with the housing team.  

I am pleased that we continue to invest in your homes. 
The Decent Homes programme investment of £5 million in 
2015/16 continues to improve the quality of your homes. 
We will continue to invest year on year in windows, doors, 
heating systems, kitchens, bathrooms and other elements 
in your home. Our Decent Homes target is 100%. In April 
we were at 91%. The team believe that our target is 
achievable and hope to be at 100% in December 2016. 

The Housing Service has also embarked on a programme 
of external decorations to your home. This is one of the 
biggest issues for tenants, together with guttering. The 
programme has been set for the next 5 years and we aim 
to get to every home in the coming years. I look forward to 
the programme being completed on time.

Homelessness is increasing nationally, in Wokingham 
we have seen a large increase in residents presenting 
as homeless and those sleeping rough. The staff in the 
Homelessness and Housing Needs team are working 
tirelessly to assist households in securing accommodation 
to meet their needs. In many cases this is temporary 
accommodation in areas outside the borough boundaries. 
Wokingham Borough Council is striving to be self-
sufficient in the provision of temporary accommodation 
for homeless households and is investing heavily to 
meet this aspiration.  This is in the form of purchasing 
properties on the open market and remodelling council 
assets for use as temporary accommodation.

Additional affordable housing is also being delivered by 
Housing Association partners and Wokingham Borough 
Councils wholly owned subsidiary Wokingham Housing 
Limited (WHL). For more information on WHL please visit 
their website http://wokinghamhousing.co.uk/. 

WHL are now on site delivering 68 homes at Phoenix 
Avenue, formerly Eustace Crescent and 34 extra care 
units at Fosters Lane in Woodley. I look forward to these 
schemes being delivered to help with housing residents in 
the borough.

Finally, I would like to thank Steve Bowers and the Involved 
Tenants for another great year. Their dedication and 
determination is valued by all in the Housing Service at 
Wokingham Borough Council.

Simon Price, Head of Housing

Head of Housing – 
Review of the Year

115 Housing
Surgeries held in

2014/15 
Financial Year

138 Housing
Surgeries held in

2015/16 
Financial Year



12 Training Sesssions held
for Involved Tenants in 

2014/15

35 Training Sesssions held
for Involved Tenants in 

2015/16

Tenant Involvement is at the heart of the Housing 
Service. With the support of our Involved Tenants 
and the wider tenant base the service can focus 
our efforts and resources on the issues that are 
affecting tenants the most. For example, the Tenancy 
Sustainment Service was created due to our Involved 
Tenants telling us there were tenants who required 
some extra support to enable them to live in their 
homes. At the end of the last financial year the 
number of Involved Tenants increased from 18 the 
year before to 22. This means more knowledge for 
the service to tap into and more voices to scrutinise 
the work we do.

We see the Involved Tenants not just as tenants or 
volunteers, but as partners, helping to guide us in 
our decision making. The whole service engages 
with the Involved Tenants at various times, but the 

Tenant Involvement Team act as the bridge between 
them. To enable our Involved Tenants to help us, 
and to help them improve the skills they have, the 
Tenant Involvement Team organised a wide array of 
different training sessions in the last 2 years, from 
improving IT skills to understanding the cultural 
differences and needs of the traveller community. 

Not only do they do this, but the team have also 
been extremely busy ensuring all our Tenant Groups 
and events run smoothly and dealing with hundreds 
of enquiries from our tenants in the Borough. In the 
last 2 financial years the team has handled over 
1000 enquiries from tenants; 555 last year and 521 
in the year before.  

Take a look at the graphics below to see how busy 
the team has been.

Tenant Involvement

18 Involved
Tenants at
the end of
2014/15
Financial

Year

22 Involved
Tenants at
the end of
2015/16
Financial

Year

521 Visitors/
Enquiries to

Tenant
Involvement

Team in
2014/15

555 Visitors/
Enquiries to

Tenant
Involvement

Team in
2015/16
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93% of tenants satisfied
with the repairs service in
2015/16 financial year

89% of tenants satisfied
with the repairs service in
2014/15 financial year

Your Home
Repairs and Maintenance
As with every year, repairs and maintenance is the 
busiest area of the service.  In the last financial year 
the service undertook 7,135 repairs to the housing stock 
and spent £2,460,975 on completing all these repairs. 
In the previous financial year, where 7,958 repairs to 
the housing stock were completed. This difference of 
823 properties is significant as it means resources and 
money can be spent on other areas of the business. 
 

Positively, of the 7,135 repairs completed last year, 
96% were completed within the given timescales we 
have set our repairs contractor (an increase from 
the previous financial year).  Repairs are split into 
different categories depending on their severity 
(Emergency, Urgent and Routine) and we are pleased 
to say that the percentage of repairs in each category 
completed on time improved from the previous year.  
Take a look at the graphics below which highlight our 
repairs performance over the last two years.

Decent Homes
Ensuring the housing stock meets the Decent Homes 
Standard has been a big priority for the Housing 
Service over the last 3 years. We have spent a lot of 
money and resource into making this happen. The 
last financial year made great strides in increasing 
the number of homes that met this standard. At the 
end of April this year (the end of the 2015/16 financial 
year) 91% of properties meet the standard. At the 
time of writing, only 240 of the housing stock have yet 
to meet the standard.

Take a look at some of our Decent Home numbers in 
the graphics on the right.

1184 homes bought
up to the Decent

Homes Standard in
the last two years

248 homes yet to
meet the Decent

Homes Standard at
the end of the last

financial year

Number of
Responsive
Repair Jobs
Completed

Number of
Responsive
Repair Jobs
Completed

• 7135 Repair Jobs
   Completed in 2015/16
   Financial Year
• 6829 Repair Jobs
   Completed on Time (96%)

• 7958 Repair Jobs
   Completed in 2014/15
   Financial Year
• 7527 Repair Jobs
   Completed on Time (95%)

Percentage of Emergancy Repairs
Completed on Time

95% in 2014/15
Financial Year

98% in 2015/16
Financial Year

Percentage of Urgent Repairs
Completed on Time

90% in 2014/15
Financial Year

97% in 2015/16
Financial Year

Percentage of Routine Repairs
Completed on Time

93% in 2014/15
Financial Year

99% in 2015/16
Financial Year

£3.2 million spent on refurbing
tenants kitchens and bathrooms across

the Borough in the last 2 years

91% - the
percentage of
the housing

stock that met
the Decent

Homes Standard
at the end of the

2015/16 
financial year

88% of tenants
satisfied with the
level of service
received when
Decency works
undertaken in

2014/15,
compared with

80% in 2015/16

777 kitchens
and bathrooms
refurbished or

replaced in
the last 2

financial years
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Gas Safety
Ensuring you gas boiler is serviced each year is an 
important part in ensuring your home is safe and 
secure.  This is a legal requirement of the Housing 
Service and it should be a priority for you also; an 
unsafe boiler could present a huge health and safety 
risk for you and your neighbours. We spend a lot of 
money on making boilers safe and secure, and last 
year, £671,537 was spent servicing your boilers. The 
service also spent £180,685 on replacing faulty 
boilers in tenant’s homes. 

If you do not let our contractor in to do this, it 
means Officers spending time to ensure it is 
done.  In the last financial year, Officers had 
to make 221 visits to tenant’s homes due to 
a missed gas service appointment.  The year 
before that 244 visits had to be made.  This is 
valuable resource time where they could be 
doing something else to help you.

The terms and conditions of our new Tenancy 
Agreement will enable us to gain entry into 
your home if we are not given access to 
undertake this important service.

Some really positive news for the service, and 
our tenants, is the increased quality of work 
from our gas safety contractor.  To ensure they 
are doing a good job, we routinely audit (check 
their work) to ensure it meets the required 
standards. In the last financial year 162 
properties were audited to check the quality of 

work and all the audits passed satisfactorily. This is 
compared with the year before when nearly half of 
the audit checks completed were unsatisfactory and 
more work had to be done to rectify these issues.

The graphics on this page highlight our gas servicing 
statistics from the last two years.  

99.60%: the
percentage
of properties
that had a
valid gas safety
certificate at
the end of
2014/15

99.60%: the
percentage

of properties
that had a

valid gas safety
certificate at

the end of
2015/16

221 Neighbourhood Officer
Visits due to non-entry for
a gas service in 2015/16

That is 465 visits due to 
non-entry from tenants
for their gas service in 

the last two years

244 Neighbourhood Officer
Visits due to non-entry for
a gas service in 2014/15

49 Gas
Safety Audits
completed in

2014/15
financial year

162 Gas
Safety Audits
completed in

2015/16
financial year

0 Gas
Safety Audits
unsatisfactory

in 2015/16

23 Gas
Safety Audits
unsatisfactory

in 2014/15

Your Home



Your Neighbourhood
Anti-Social Behaviour (ASB)
We expect tenants to respect their neighbours 
and neighbourhoods to make them a nice place 
to live for all. Victims of ASB can be made to 
feel their neighbourhood is not a nice place 
to live and we take it very seriously. If anyone 
is the victim of any type of ASB, we do our 
best to support and advise them, and find a 
resolution that will ensure they have peaceful 
enjoyment of their home.

As a service it is encouraging to note that the 
number of ASB cases being reported has fallen 
from the last financial year to the previous 
one. As you can see from the graphic on the 
right the average number of new ASB cases 
reported has fallen from an average of 20 
a month to 13. This reduction in ASB across 
the Borough has in turn enabled the ASB and 
Neighbourhood Officers to resolve cases to 
the benefit of ASB victims and the percentage 
of cases resolved successfully has improved 
significantly year on year.

Tenancy Sustainment Service
During the last year, the two Tenancy Sustainment 
Officers (TSOs) that work in the Housing Service 
have been helping tenants in need in a wide variety 
of ways; from ensuring tenants receive all the 
benefits they should (from Housing Benefits to Tax 
Credits), obtaining furniture for tenants for their 
homes, getting much needed baby products for little 

ones, ensuring families have enough to eat by using 
foodbanks in the Borough and lots more.  

Over the last two years, the TSOs have helped 117 
tenants maintain their tenancy and ensure they 
are able to stay in their homes. Take a look at the 
graphic below which highlights some of the good 
work the team has achieved.

20 new cases of
ASB each month on
average in 2014/15

87% of closed
cases resolved
successfully

45 days:
average

number of days
to close a case

13 new cases of
ASB each month on
average in 2015/16

93% of closed
cases resolved
successfully

44 days:
average

number of days
to close a case

96% of referrals would recommend the Tenancy Sustainment service
to those in need in both the 2014/15 and 2015/16 financial years

89% of referrals responded to in set target time 
in 2014/15

98% of referrals responded to in set target time 
in 2015/16

£200,000 saved for
tenants in the last 

financial year of the Tenancy 
Sustainment service

£250,000 saved for
tenants in the first 

18 months of the Tenancy 
Sustainment service

54 tenant referrals to the
Tenancy Sustainment 

Officers in 2014/15
financial year

63 tenant referrals to the
Tenancy Sustainment 

Officers in 2015/16
financial year
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Gypsy, Roma and Traveller Communities (GRT)
The Housing Service manages two traveller sites in 
the Borough. The service has now completed works 
to the Twyford Orchards site, increasing the size and 
the number of pitches and improving the quality of 
life for the residents that live there.

One of the key aspects of managing traveller 
communities is ensuring any unauthorised 
encampments in the Borough are moved on quickly.

The Housing Service does its best to ensure 
travellers can enter the Borough, but with only two 
sites, it means space is limited. For this reason the 
service works hard for the Council and private land 
owners to ensure any travellers that go onto their 
land are moved on as quickly as possible and with 
minimum fuss. In the last two years, there have been 
29 unauthorised encampments on the Borough; 15 
in the last financial year and 14 in the year before 
that. The good work of our Lease and Licence 
Officer has meant that the average length of time an 
unauthorised encampment is on Borough land is only 
3 days.

When dealing with unauthorised encampments it 
is important to ensure there are no welfare issues 
amongst the travellers that the service should 
be aware of and deal with if possible.  Welfare 
checks include assessing if anyone on the site has 
a vulnerability that the service could help address 
and whether there are any medical reasons that 
need to be addressed. It is good to note that of all 
the encampments reported in the last two financial 
years, there were no welfare issues that had to be 
dealt with.  

29: Unauthorised
encampments in
the last 2 years

0: Number of
welfare issues

on sites

3 days: The
average number
encampments 

on site

25 Right to
Buy

applications
received in

the 2014/15
Financial

Year

39 Right to
Buy

applications
received in

the 2015/16
Financial

Year

21
properties
purchased
by tenants

in the
past 

two years

The Right to Buy Service
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, as long as they have 
lived in the property for more than three 
years.  However, the longer the property 
has been occupied, the higher the level of 
discount received.

As you can see from the graphic, 21 
tenants have become homeowners after 
purchasing the properties they were 
renting from the Housing Service.

We continue to get lots of interest in the 
Right to Buy Scheme and 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.

Your Neighbourhood



Voids

It has been another busy year for the Voids Team, 
who is responsible for re-letting empty properties 
when a tenant vacates it. The last financial year 
(2015/16) saw 130 properties re-let, compared with 
173 properties re-let in the previous financial year.  
Although fewer properties were re-let year on year, 
the average number of days to re-let an empty 
property rose to 29 days in 2015/16 from 23 in the 
2014/15 financial year.

The reason for the increase? The last year 
saw a high number of properties that required 
assessments from an occupational therapist due 
to new potential tenants having vulnerabilities.  
Properties required adaptations to make them 
suitable for the incoming tenants. When re-letting 
an empty property the Housing Service wants to 
make sure any potential new tenant, especially 
someone with vulnerabilities, has enough time 
to make a decision on moving into a new home. 
This can increase our re-let times by a few days, 
or even a few weeks, but ensures potential new 

tenants move into a home that meets their specific 
needs. Making adaptations also impacts how much 
the service spends on a void property. In the last 
financial year we spend £490,000 on ensuring 
re-let properties did not just meet our standard, 
but also met the needs of tenants who require 
adaptations. 

This meant that the number of properties accepted 
on the first offer decreased in the 2015/16 financial 
year from the previous year; 58% of properties were 
accepted on the first offer in the 2014/15 financial 
year compared with 50% in the following year.  

However, it is positive to note that tenant 
satisfaction with the letting service has improved 
year on year. Tenant satisfaction with the condition 
of the property (when they move in) and with the 
service they received from the Voids Team have 
both improved over the last year and we hope to 
see this trend continue. 

Re-letting Empty Properties

The average number
of days to re-let a

property in the
2014/15 financial
year was 23 days

• 173 properties re-let
   in the year
• 101 properties 
   accepted by the first
   nomination

• 130 properties re-let
   in the year
• 66 properties 
   accepted by the first
   nomination

• 86% satisfied with
   property condition in
   15/16 (84% in 14/15)
• 96% satisfied with 
   letting service in
   15/16 (94% in 14/15)

The average number
of days to re-let a

property in the
2015/16 financial
year was 29 days

Tenant satisfaction
has improved from
the 2014/15 to the
2015/16 financial

year
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Recently, the Housing Service changed the process used to allocate empty 
properties to those with a housing need. Previously, we used a points-based system 
in which those on the Housing Register were given a points total based on their 
circumstances. This has been replaced with a ‘Banding System’, which is commonly 
used by other local authorities nationally. The Banding System consists of four 
bands, from 1 to 4, with Band 1 for those in most urgent need.  This new system will 
make it fairer and easier to allocate housing to those most in need.



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
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