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WOKINGHAM BOROUGH COUNCIL 
 

MINUTES OF TENANT AND LANDLORD IMPROVEMENT PANEL MEETING 
HELD ON 

 
28th JULY 2016 

 
Present: Steve Bowers (Chairperson) SB 
 Lee Newton  LN 
 Jen Challis JC 
 Chris Wallace CW 
 Simon Price SP 
 Prue Bray PB 
 Carol Lovell CL 
 Hannah Linder (Minutes) HL 
In Attendance: Andy Couldrick (Chief Executive WBC) AC 
 Tony Newman (HQN) TN 

 
 

  ACTION 
1.  APOLOGIES & DECLARATIONS OF INTEREST  
 Apologies were received from Alistair Auty (AA), David Chopping (DC) and 

Nicky Harmsworth (NH).   
 There were declarations of interest from Lee Newton for WHL and Loddon 

Homes.   
 CL declared an interest in Housing Solutions.   
 CW declared an interest regarding the tenancy agreement as she would like 

raise a personal but relevant enquiry under this item.    
   
2. ELECTION OF VICE CHAIRPERSON  
 LN was formally elected as Vice Chairperson of TLIP.   
 SB thanked him for nominating himself and welcomed him in to his new term 

as the Vice Chairperson.   
   
3. MINUTES OF THE LAST MEETING AND MATTERS ARISING  
 The minutes of the meeting were agreed to be accurate and would be signed 

outside of the meeting.   
 There were the following matters arising from the June minutes:  
 TLIP have agreed to receive monthly reports on the Rent Review and NCG 

would also like to receive monthly reports. TLIP to receive their reports from 
August and NCG from September. Any additional engagement is still to be 
determined.   

 An article on rent payment methods is being prepared for the autumn edition 
of Housing Matters.   

 SP has confirmed that TLIP representation can be had at the meeting with 
DCLG and he will inform SB once a date has been confirmed.  SP 

 SP and PB still require speaking to one another about the void property and 
Grovelands Park (Cleaner and Greener issues).  SP/PB 

 A more in depth report on Voids is scheduled to be presented at the August 
TLIP meeting.   

   
 KEY ISSUES  
4. 21ST CENTURY COUNCIL  
 AC thanked TLIP for inviting him to their meeting to update them about the  
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21st Century Council programme.  
 It was explained that the 21st century programme has come about as a result 

of WBC having to respond differently to the financial implications that the 
council continues to face.   

 WBC has to make a saving of £7.5m over the next three years. These figures 
do not take into account further demographic implications in areas such as 
adult and children services.   

 Within two years, WBC will no longer receive grants from the government 
and will be solely dependent on council tax and other incomes which they 
may generate.   

 The aim is to move to a structure which is not based on departments, move 
away from silo working and to offer a structure which see customers 
enquiries being resolved at the first point of contact and to also offer more 
self-serve options. .   

 There will naturally still be specialist areas.   
 AC and the Leader of the Council are undertaking visits of all the boroughs 

town and parish councils to brief them and also understand how they can 
work more aligned with one another.    

 To sustain the success of the structure WBC will be making a substantial 
investment in technology.   

 Statutory and discretionary services will be looked at to ensure that WBC is 
doing what it should be doing in the most efficient way.  

 The business case is due to be signed off by the Council in September.   
 Following approval at the end of September an 18th month implementation 

process will commence.   
 SB asked where WHL sits in WBC plans. AC said that WHL is very much a 

long term opportunity for WBC.   
 SB asked what AC felt the impact will be on tenants and Housing. AC said 

that the impact on Housing is not yet known but he hoped that there will be a 
marked improvement in the customer experience for tenants contacting 
WBC.   

 SB highlighted that accessibility for a vulnerable and disabled person needs 
to be carefully considered, particularly when introducing any new technology. 
AC whole heartedly agreed and that all forms of contact will still be available 
for those that require it.   

 AC offered to attend a future meeting to provide further updates and also 
asked for TLIP to convey their views about WBC plans during the design 
stages.   

   
5. HOUSING RENT REVIEW - HQN  
 TN thanked TLIP for inviting him to attend and he gave an account of his 

career history and recapped on the purpose of the review he undertook at 
WBC.   

 TN expressed that all staff he met were enthusiastic and were very keen to 
make improvements to the service for both tenants and the organisation.   

 The recommendations which TN provided in his report fell under three main 
headings and TN went on to summarise these.   

 Strategy  
 During the review TN concluded that the rent income service required 

strategic direction for example how are rent and service charges set, how are 
residents involved in this, how does WBC maximise income, how does WBC 
minimise debt and what is WBC doing or going to do to meet the strategic 
direction which has been agreed.   

 A clearer strategy on how WBC is going to meet welfare reform is required.   
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 This strategic environment is essential so that when government policy does 
come into effect, WBC is ready to implement.   

 TN also recommended that there needs to be a consolidation of improvement 
plans.   

 Clear identity for the service  
 TN felt that there was no clear identity for the service and that this is 

something that high achieving organisations have.   
 Wolverhampton Homes was provided as an example with their ‘Rent First 

Please’ programme.   
 This scheme sets out clear roles and responsibilities for the tenant and team 

and showed the importance of tenants paying rent alongside the importance 
Wolverhampton Homes has in being supportive to tenants.   

 Performance Management Framework  
 TN said that the top level rent collection statistics look good and the team 

have performed well.   
 However, he recommends a much more comprehensive and coherent range 

of statistics to show truly what is working and what is not working so well.   
 As an example data on former tenant rent arrears was not provided and this 

is something which should be scrutinised.   
 The current set of performance indicators concentrate on the amount of cash 

received.  TN suggested that with the 1% rent reduction, it will be best to 
review the % of rent roll collected. This is because rent collection will drop as 
there is less money to come in. However, the % collected may not have not 
have reduced.   

 Suggestions of different performance frameworks have been sent through.   
   
 There is a lot of positive work happening at WBC which links to reducing 

debt, sustaining tenancies and TN encouraged WBC to showcase this work.   
 TN has provided the team with operational improvements and practical tips 

for the service. He strongly recommends focussing on the life cycle of the 
tenancy.    

 CW asked whether TN identified any communication barriers between 
services such as benefits, rents and housing. TN did not witness this in all 
areas, but felt improvement was needed in areas. HL to send a copy of the 
rent report to CW.  HL 

 TN felt that there were opportunities for the Tenancy Sustainment Team to be 
involved earlier in the process but recognised that capacity was an issue.   

 SB asked TN if he had any thoughts on where the Rent Team should sit 
within the structure and if they should be closer aligned to Housing. TN said 
that he is not hugely exercised by where they sit and that with efficient 
policies, procedures etc in place better outcomes can be achieved for tenants 
and WBC.  

 Tenants were not interviewed as part of the review and this is a missed 
opportunity to get the tenants perspective. TN said that involvement is good 
at WBC but there is a gap in involvement within the rent service. However, he 
feels that there are huge opportunities for this to happen.   

 SP spoke about the ‘every tenant matters, every contact matters’ initiative 
which was put on hold due to 21st Century Council. SP would like to progress 
this once there is a direction on 21st Century.   

 TN recommended that WBC look at managing payment behaviours for 
example contacting tenants before the payment is due if there is a likelihood 
that someone may not pay.   

 SB spoke about the tenancy sustainment team being able to approach more 
tenants who may require their support. This is something that the team would  
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welcome the opportunity to do, but there are capacity issues.  
 TN said that organisations need to profile customers who are likely to be 

affected by the changes, work with them where possible to support them for 
example helping to get on line etc.   

 TN has arranged further visits with the team and offered additional support 
and advice whenever WBC requires it.   

 AC requested a copy of the report. HL to send on. HL 
   
6. HEAD OF HOUSING UPDATE  
 Gas Servicing  
 WBC is still 100% gas compliant and it is being reported that there is only 1 

outstanding gas service due in August.   
 There are not many in September and so it is anticipated that it will remain at 

100% compliance until then.    
 SP requested a document to capture the services required over the 10 month 

period (approx. 250 a month). SP has also requested for services to be 
completed in batches for example sheltered schemes over a period of 2 days 
and where possible localities to be batched as well.   

 The internal and external audits have been a worthwhile exercise and some 
good recommendations have been put forward.   

 Jinder Reyatt is consolidating the recommendations into a project plan for the 
asset team to implement.  

Jinder 
Reyatt 

 PB asked about the properties which are registered as having no gas 
appliances. SP said at all opportunities such as visits to the property they will 
be checked to see if there are any new gas appliances. If they are then these 
will be added to the register. The team also have a list of properties which are 
‘off gas’.   

 It was agreed that there should be an article in the next Housing Matters 
which explains to the tenant what they should expect during a gas service.  
TLIP asked that the quality audit checks are included and this should also 
provide details on when the auditors will go back to do the quality check and 
any timeframes.  CW to pick up with Martin Forster.  CW 

 Any contractor breaches are discussed at the Operational Managers meeting 
and actioned accordingly.   

 Qualifications for all gas operatives are a part of the contract.   
 The gas servicing action plan to be discussed monthly at the RMG and TLIP 

agreed that NH will do this as part of her monthly update for TLIP.   
   
 Tape Lane update  
 The Tape Lane plans are ready to go to the Planning Committee for 

approval.   
 SP to bring the designs to the next TLIP meeting.  SP 
 SP has briefed the ward member about the designs.   
 SP is planning how to inform and update local residents and Hurst Council.   
   
 Foxwood Temporary Accommodation update  
 Planning permission has been granted.   
 The planning permission has been granted for temporary accommodation, 

which means it could be used for accommodation other than homelessness 
e.g. unaccompanied minors.   

   
 Syrian Refugee update  
 SP provided a verbal update on WBC work with Syrian refugees.   
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 Acquisitions   
 SP updated TLIP regarding purchases of houses the team has made to date 

and up and coming potential properties to utilise the retained right to buy 
receipts by the deadline.   

   
7. HOUSING AND PLANNING ACT – IMPACT ON TENANCY AGREEMENT  
 HL advised that there have been national discussions about potential 

changes to the Housing and Planning Act and how these could have an 
impact on the Tenancy Agreement.   

 In terms of progressing with the Tenancy Agreement, the options are:  
 • Continue as is with the process through the last sign off processes 

and implement with a notice of variation to tenants  
 • Continue with the process of sign off but only issue this to new 

tenants  
 • Stop completely until further detail is available on the above   
 The Legal stance on this is that Housing should continue and issue the new 

agreement to everyone. This is because it states within Section F of the new 
agreement that anything which comes in as statute law can be adjusted and 
implemented without consultation.   

 CW specifically raised a question with regards to the right to buy on 
bungalows and how there is criteria to show that bungalows could be allowed 
to exercise the right to buy.   

 SP gave his view on this and that bungalows tend to be allocated to elderly 
and more vulnerable tenants. It is the principle of how the bungalow is 
allocated that is important.   

 CW expressed her concerns about WBC not being able to enforce the new 
tenancy agreement in relation to properties at Gorse Ride e.g. repair works. It 
was recognised why this was raised but SP has been open with tenants of 
Gorse Ride that only health and safety/ wind and watertight repairs works will 
be carried out until a decision on the future of Gorse Ride has been given by 
the Members.   

 SP is meeting with Cllr McGhee-Sumner and Cllr Auty about progressing this 
shortly.  

 CW said that personally as Chairperson of the Communications Group, she 
feels she is unable to endorse the tenancy agreement but is happy to create 
a logo which says ‘proof read by Involved Tenants’.   

 SP said that he is really pleased that there has been lots of tenant 
involvement in this.  

 LN had some proof reading items, which he will speak to HL about after the 
meeting.  LN 

 SB asked a question with regards to cars parking on driveways or paved 
garden and what constitutes a driveway. SP confirmed that any car illegally 
within the parameters of the property can be removed.   

 It is the local Housing Officers/Managers responsibility to make a judgement 
call and work with organisations to remove appropriately.   

 Cars parked on Tenant Services land are classed as being on private land, 
so removal is harder.   

   
8. QUATERLY WELFARE REPORT  

 PB asked a question with regards to the number of applications received 
being 58 whereas 91 awards had been paid for in that quarter. SP said that 
this could be because of any old and ongoing for applications which require  
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payment.  
 PB asked if it can be identified how many of the 58 applications are within the 

91 payments.  SP 
 It was advised that there is a policy for DHPs which is advertised on the 

website.   
 HL distributed an updated abbreviations sheet for TLIP members.   
   

9. AGENDA SETTING FOR NEXT MEETING  
 Introduction to the new Gas Servicing Contractor. Relocation to Shute End 

for the meeting was agreed and an invite extended to the RMG members for 
this section of the meeting.   

 Asset Management update – focusing on compliance, decency and 
procurement.   

 Voids - in depth report on voids to be presented.  
 Head of Housing Update to include Gorse Ride (verbal and a closed 

discussion), Tape Lane plans, illegal encampments, Syrian refugee update 
and Foxwood update.   

 STAR Satisfaction Survey.  
 Tenants Handbook – sign off.  
 Rent Review.   
 Homelessness figures to form part of the performance information.  
   
 TLIP to let CL know if they would like to visit Warren Close.  ALL 
   
 FOR INFORMATION  
10. HOUSING PERFORMANCE INFORMATION – JUNE 2016  
 SP advised that there were some inaccuracies on the performance data for 

this month.   
 The performance data should say 100% for gas servicing. The reason is says 

99.96% is because it relates to 1 void property where although it had not had 
a service completed, it was capped and therefore safe.   

 HL advised that on the commentary for tenants training sessions it should 
have said that there were no training sessions held in June.   

 SP advised that the retained Right to Buy investment should read £0.9m and 
this has got to be spent by the end of September.   

 It was noted that it was positive to see that all performance data is in the 
green except for the SAP ratings which is currently amber.   

   
11. WOKINGHAM HOUSING LIMITED / LODDON HOMES UPDATE  
 LN informed the group that Phoenix Avenue and Fosters are both 

progressing well.   
 HL thanked WHL for attending and having a good presentation at the 

Wokingham Community Fun Day on 21.07.16.   
   
12. AOB  
 Homelessness figures to be discussed at the next meeting.   
 CW asked whether PB, DC, AA would mind writing a short piece on their 

involvement in TLIP and how they work together with tenants and Housing. 
This is because the next edition of Housing Matters is focusing on how 
everyone works together and most articles will feature the Involved Tenants 
as well as the team’s perspective on that subject. CW to email PB, DC, AA 
with the details.  CW 

 PB passed on her apologies for the next meeting.   
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THE DATE OF THE NEXT MEETING WILL BE: 

25th AUGUST 2016 at 12 PM,  
10 TARGETT COURT, WINNERSH 

  
   
   

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