
WOKINGHAM BOROUGH COUNCIL 
 

MINUTES OF TENANT AND LANDLORD IMPROVEMENT PANEL MEETING 
HELD ON 

 
23rd MARCH 2017 

 
Present: Steve Bowers (Chairperson) SB 
 Chris Wallace CW 
 Jen Challis JC 
 Nicky Harmsworth NH 
 Simon Price SP 
 Lee Newton LN 
 Phillip Houldsworth PH 
 David Chopping CC 
 Carol Lovell CL 
 Kim Jakubiszyn (Minutes) KJ 
In Attendance  Martin Forster MF 
 Jinder Reyatt JR 
 Keith Baker KB 

 
 

  ACTION 
1.  APOLOGIES & DECLARATIONS OF INTEREST  
 SB welcomed everybody to the meeting.   
 There were apologies from Councillor Prue Bray received.  
 There were declarations of interest from Carol Lovell for Housing Solutions, 

Lee Newton & David Chopping for WHL and Loddon Homes.  
   
2. 21st CENTURY COUNCIL – Keith Baker  
 KB gave an update on 21st Century Council   
 The project is currently on track and on budget  
 The IT part of the project is going well  
 The concept is on Self Help – quicker response and quicker help on things 

for Tenants and Residents  
 Directors are now confirmed and Assistant Directors have all been confirmed  
 Tier 3 Managers are to be confirmed  
 Housing was raised by the Panel  
 Concerns that it might be overlooked  
 Conventional departments such as Housing, Planning etc. will no longer exist  
 Staff may be responsible for more than one section of the Council  
 Housing is one of the topics that has been called out to look at how the 

Council move forward to provide the right level of service and funding  
 SP gave an update: The Service Managers from Housing are currently 

putting together lists of current processes which is the initial part of the 
design phase.  

 The Council departments will be activity driven rather than a label (Housing 
etc.)  

 Where is the most appropriate place, appropriate interactions for Internal and 
external customers – these are currently being investigated and designed for 
a more efficient service provision.  

 Some activities will cease to exist.  
 This is not just about making savings, but enhancing services.  
 KB discussed the role of Caseworker and how this will work within the 21st 

Century Council.  
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 These people will be an expert on case management and instead of a 
customer running around the Council; it will be the caseworkers who engage 
internally with the services.  

 An example was given on how this might work within the locality. Currently 
different officers will come out to a neighbourhood will do individual roles.  

 Instead roles will be a generalist who can report all issues within an area.  
 That person would be issued with a PDA/Tablet – who could then report 

works on site and even generate jobs there and then.  
 A question was raised re: Highways – who allocates the work and ensures 

the work is completed.  
 There will be a role above these officers, but they may also be responsible 

for other areas too – i.e. planning, highways and housing  
 KB discussed how the new roles will help junior staff with their career paths 

and how this may enhance the Council as a whole.  
 Stock Transference was mentioned – SP confirmed this is not on the table 

and no Government Manual for guidance on this is available at the moment – 
the government is currently concentrating on the levy, and other areas rather 
than Housing Stock transference.  

 A question was raised regarding projects such as Eustace Crescent and 
Gorse Ride where properties are being demolished as they are in such a 
state.    

 This question was regarding a possible change in Tenancies for those 
properties – i.e. going from Social to Affordable.    

 SP confirmed that there will be a percentage of all Tenancies on the new 
estates, but no numbers available at the moment as they are not even in the 
planning stage.  

 Tenancy Transfer from Council to WHL/Loddon Homes – there is some 
concerns about this as it might seem that it is a stock transfer by the back 
door.  SP confirmed that this is not the case and it is about new ways of 
finding finances to provide more housing within the Borough.  

 SP mentioned about staff and the many options available to them within the 
Council at the moment – including Business Analysts and IT specialists 
within the 21st Century Council project.  

 The question was raised when the 21st Century Council project should be 
completed by.  

 It started as a two year project – in line with the 4 year settlement plan from 
the Government.  

 The current grants from the government are Revenue Support Grants which 
will disappear half way through 2018.  

 Wokingham Borough Council will go into negative RSG which would mean 
the Local Authority would give money back to the Government.  

 By 2019/2020 – Wokingham Borough Council will be funding 95% of services 
by Council Tax  

 KB discussed what is currently being called the cliff edge which is when the 
Council goes into negative RSG and without the 21st Century Council project 
along with other savings there will be some challenges ahead.  

 Wokingham Borough Council are currently in talks with MPs and the central 
Government to see how this can be helped moving forward.  

 KB also mentioned about bringing savings forward so that the Cliff edge 
might become more of a steep incline.  i.e. less of an impact.  

 The question was raised about Wokingham Borough Council companies – 
will any profit come back in to the Council?    

 KB said that sometimes the funding will coming back to the Council and then 
back out to those companies for future investment in new properties.  
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 Sometimes the funding will come into the Council and will help to support 
other projects and services.  

 The question was raised about Right to Buy within the WHL properties.  
 As WHL is currently not using Government money to build properties there is 

no Right to Buy, however the Government may wish to change this going 
forward.  

 In the recent White Paper they are looking at local housing companies owned 
by Local Authorities to provide Right to Buy – it is currently voluntary for 
Housing Associations, but will it be voluntary for Local Authority owned 
companies, TLIP and WBC/WHL will be waiting to see.  

 The debate will probably happen at a later date  
 Gorse Ride was mentioned – Phase 1 is currently in progress and will go 

through the Executive on the 30th March 2017.  Further plans for other 
phases should be brought to Gorse Ride in approximately 1 years’ time.  

   
 VOID REPORT  
 Deferred until next meeting  
   
 KEY ISSUES  
3. MINUTES OF THE LAST MEETING AND MATTERS ARISING  
 SP went through the Outstanding Actions  
 Average stay in temporary accommodation – SP to bring to another meeting. SP 
 When Business Plan for Housing Revenue Account is completed TLIP will be 

invited to attend Affordable Housing Implementation Group to meet with 
Glenn from Chartered Institute of Housing. SP/KJ 

 Rent Project – Reminder for SP – investigation into separating contents 
insurance from rent figures to ensure accurate arrears figures. SP 

 Wish Mandava will be attending the next meeting in April and will bring along 
the Analytical returns information that was requested in December – see 
below for details from December minutes  

 JW provided members of TLIP with detailed information showing statistics of 
presentations and the reasons for analytical returns per quarter. For the 
current quarter which is still ongoing, the statistics up until this point were 
provided in bar chart form. JW to email this presentation to all members of 
TLIP but include the exact number of analytical returns per quarter. 

Jude Whyte 
& Wish 

Mandava 
 All other actions were completed.  
   
4. ASSET MANAGEMENT BUDGET 2017/2018  
 MF gave a copy of his new updated budget to all members of TLIP which 

has been through the Repairs & Maintenance Group this week for 
agreement.  

 KJ to email SB a copy of MF’s budget – KJ to put in a word document to 
ensure it can be read on Tablet KJ 

 Budget set out in two sections Capital and Revenue budget  
 MF’s budget will be £1m better off than originally planned  
 MF gave an update on how the budget is set each year with the Asset 

Management Team in partnership with the Repairs & Maintenance Group  
 Projections for budget costs are set up using current figures such as decent 

homes, existing contracts (windows & doors), outstanding projects (electrical 
testing this may be based on historic averages of what works may come out 
of electrical tests).  

 All the budget is earmarked for projects, however there will be some money 
that can be moved around if a project needs more funding i.e. Voids   

 The question was raised about more Voids because of Tenants moving from  
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WBC properties to new HA properties in the area 
 A discussion was held on the difference between Capital and Revenue 

budgets  
 Voids were particularly mentioned as it is a separate item on the budget – 

this is to ensure the costs can be monitored  
 Discussion held on the current Voids standard  
 Voids is on Capital and Revenue – if the whole bathroom needs to be 

replaced that would be a Capital expenditure, but if just a sink it would be a 
Revenue cost.  If it enhances the value of the house, this would be a capital 
expenditure (although there are still some grey areas)  

 WBC is currently spending a significant amount of money on voids  
 Recharging Tenants was discussed i.e. if a significant amount of damage 

has been left at a property on a case by case basis.  
 Housing Associations are currently doing this if there is significant damage to 

a property.    
 If the figure is quite small then it wouldn’t be recharged.     
 Recharging also protects the other Tenants as the funding comes from their 

rent.  
 Discussion held on WBC new contract with Reading Borough Council and a 

2% rise in costs.  
 The question was raised – is there going to be a project on Voids and 

helping to manage costs in the future.  
 SP/SB agreed that there should be some work with Involved Tenants on 

Voids.  
 Compensation – this was an outstanding action from TLIP in February 2017  
 MF – gave an update on what it states within the contract and then 

discussed what the current policy is within Wokingham Borough Council.  
 MF raised a concern about how much work advertising compensation to the 

wider Tenant body would generate for the staff  
 The question was raised about how much compensation has been claimed 

from QHS – WBC have a tracker to look at this  
 WBC are currently relying on QHS to let us know if there have been any 

missed appointments  
 MF suggested that they do not have a current idea on how many 

appointments are missed  
 The suggestion was made about advertising/asking if Tenants had ever had 

a missed appointments – this would give more of an idea.  
 A discussion was held about missed appointments by Tenants and how the 

tenants could be charged for this.  
 SP suggested to monitor the contract indicator for 3 months as it is an 

indicator within the contract and to bring this information back to TLIP MF 
 SB asked CW if this could be advertised within the next edition of Housing 

Matters asking for Tenants to let us know if they have had missed 
appointments – this information   

 MF to bring this back to the meeting in four months MF 
 Analysis from the article in HM will be brought back at the same time – 

Tenants reporting they have had missed appointment from the gas contractor KJ 
 SP – Repairs budget - pleased that it went through the RMG, we are 

continuing to meet decent homes, and SP also mentioned that a new Asset 
Management Strategy is required and the project to look at SAP rating will 
ensure that homes are to be as warm as possible.  

 Discussion held on SAP ratings and how we can work to improve the rating 
through a scientific approach.  

 This gives MF and his team three main projects to run with this year.  
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 MF/SP mentioned a project to take the current energy performance 
certificates that show the energy performance and insulation rating of the 
property and use these to give a good overview of the current state of all 
properties.  This will give a basis for an energy efficiency project.  

   
5. HEAD OF HOUSING UPDATE  
 Kitchen & Bathroom project  
 A breach notice has been served to CLC, the contractor providing kitchens & 

bathrooms – a copy of the notice has been circulated with the TLIP papers  
 CLC will be attending TLIP in April 2017 – KJ to ask MF to invite them to 

attend. KJ 
   
 Acquisitions  
 Several properties have been purchased this month, full details are within the 

Head of Housing report circulated to TLIP within the March Papers  
   
 Foxwood House   
 This project is now near completion – a full report will come to the April TLIP 

meeting  
   
 Broadway House  
 Project Plan is now in place and has been circulated to TLIP outside of this 

meeting  
   
 Rent Project  
 No progress on start date of project as waiting for go ahead of project from 

Management.  
   
 Gorse Ride  
 This project went out to the public on Tuesday 21st March 2017  
 The meetings went well with approximately 80 people at the community 

session in the evening listen to the presentation and ask questions.  
 The rest of the estate – Alistair Auty has given an undertaking that WBC will 

come back to the Tenants this time last year   
 A concern was raised that WBC may be in breach of Section 105 of the 

Housing Act – SP will look into this – CW has information regarding a case 
and will send this information to SP.  SP will raise this with the WBC legal 
department. CW/SP 

 There are no owner occupiers in Phase 1 of the project.  
   
 21st Century Council  
 KB did a detailed overview of the 21st Century Council – see item 1 above.  
   
6. PERFORMANCE FRAMEWORK REVIEW 2017/18  
 Looking at Key Performance Indicators, Target Setting and any subject or 

services to be monitored.  
 We currently use the Housemark recommended business critical KPIs apart 

from one.  
 Recommendation is to have the ASB cases resolved rate – this is 

recommended by Housemark – the % of closed cases  
 Suggested target is 90% as we are currently at 96% and the last financial 

year we were at 91%  
 Complaints & Compliments is going to remain the same  
 All indicators in this area to stay the same with Stage 2 complaints explored  

Tenant and Landlord Improvement Panel April 2017 - UNCLASSIFIED 
Page 5 of 8 

 



in TLIP 
 Customer Involvement   
 Increase the number of training targets to 5 and they must be specific 

trainings set up.  
 Suggestion of monitoring Volunteer Hours – standard month of meetings and 

then any additional hours to be reported by the Volunteer KJ 
 Number of Sheltered Events will be changed to numbers of events organised  
 We have no targets for ASB in the performance figures and the 

recommendation is that we keep this as it, is as it is difficult to scientifically 
predict levels.  

 A discussion on how ASB can be split into Major and Minor ASB and to have 
a three month threshold within the Neighbourhoods & Community Group with 
a report back to TLIP periodically  

 Number of cases still on the performance figures for three months rather than 
two – this will help to ask questions on how this will be resolved  

 100% should be the target for Decent Homes always  
 All three indicators will stay the same  
 Satisfaction of major works projects in progress should be added as we are 

collecting the data.  
 We currently meet the Housemark targets for Gas Servicing the old target 

was 99.90%, but as compliance is 100% we must reflect this in the 
performance figures  

 Number of appointments missed is to be added – commentary will show if 
contractor or Tenant fault  

 Number of properties non-compliant should be added – explanations should 
be within the commentary.  

 Rents Project – SP gave a brief update on the Rents & Voids Project – 
currently no timelines  

 Update on Northgate as question raised at meeting. SP met with the 
Northgate Account Manager – requested a formal response to the outcomes 
of the meeting and SP will share the responses with TLIP once it is received.  

 SP & Jinder Reyatt will bring back a project plan and timelines to the meeting  
 SB requested that an Involved Tenant be involved in this project.  
 Responsive Repairs – keeping current indicators  
 Responsive Repairs – increase was suggested in target, but we will wait until 

the Reading Borough Council Contract has been signed and we are aware of 
what the impact will be.  

 Adding Responsive Repairs - % of completed Right first Time  
 Currently Reading Borough Council will attend the property and even if they 

do not have the part, they will close down the job as completed first time and 
then open a new job which is currently skewing the figures.  

 A new indicator of average number of repairs per property – last year the 
average number was 2.7 per property and currently it is 2.4  

 SP suggested adding in other Contractors with Reading Borough Council as 
a contractor  

 Summary of changes to Reading Borough Council contract to come back to 
TLIP MF 

 Indicators for Right to Buy will stay as is  
 Indicator to be added on new developments – going forward Housemark are 

going to benchmark housing providers on new developments.  
 SAP rating to continue as an indicator and MF will give updates on SAP 

project as it is formed.  
 Voids – indicators to stay as they are   
 SP also suggested adding Major Voids – number and turnaround times  
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 A definition of what is classed as a Major Void should be added  
 How long is it taking for the property to be Let – to be added to Major Voids  
 How many days the property has been in Repairs – average number of days 

– from keys in to us to property ready to let  
 Average Repair Cost per Void – broken down by Revenue & Capital  
 Commentary of those projects that are Work in Progress to be kept  
 For the rest of this financial year, we will continue to use the current 

framework and the new one will be used for the new financial year.  Jinder 
Reyatt will have the new framework signed off by SP before we go ahead 
with it.  

 All agreed  
   
7. PERFORMANCE INFORMATION – FEBRUARY 2016  
 A discussion was held on the Performance figures as two are currently in 

red, the commentary accompanying the figures has a full explanation.  
   
8. AGENDA SETTING FOR NEXT MEETING  
 Andy Couldrick has been invited  
 Wish Mandava has been invited to give an update on the Youth Project and 

to report on his Analytical returns per quarter.  
 Contractor follow up visit - CLC - MF  
 New Performance Framework – blank example of new performance 

indicators for sign off - Jinder Reyatt  
 Budget Reports – new financial year  
 Benchmarking Report – Jinder Reyatt  
 Foxwood Report  
 Complaints, Compliments & Compensation Policy – sign off  
 Void Report – deferred from March 2017  
 Gorse Ride update - SP  
   
 FOR INFORMATION  
9. COMPLAINTS, COMPLIMENTS & COMPENSATION POLICY  
 All comments to come back to KJ within two weeks – KJ to send out a 

reminder and send soft copies to all attendees. KJ 
   
10. WOKINGHAM HOUSING LIMITED / LODDON HOMES UPDATE  
 Anson Crescent, Shinfield – mistake raised on topographical survey   
 A change to the planning will need to be made – June 2017  
 There is a sufficient variance to ensure planning must be reapproved  
 DC will keep TLIP appraised of this project.  
 Phoenix Avenue – revised timetable still in place and will be completed as 

planned  
 May – Tenants to be in place as soon as possible  
 Fosters – on time and on budget – a Director is in charge of the site and this 

ensures everything is progressing well  
 Grovelands Park – is progressing  
 Discussion held on Grovelands Park Forum and the future of current 

temporary housing on site.  
 Once the temporary accommodation is no longer in use then the land may be 

available in the future.  
   
11. AOB  
 Death of a Tenant in a sheltered scheme recently – some concerns raised by 

other Tenants of lack of action – currently being reviewed and a reply will be  
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going via the Chief Executive – SP completing 
   
   
   
 
 
 

 
THE DATE OF THE NEXT MEETING WILL BE: 

27th April 2017 at 12 PM,  
10 TARGETT COURT, WINNERSH 

  
   
   

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