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We are continually looking to
improve and develop our services.
By consulting you on these
proposed changes, you will have
an opportunity to pass on your
comments, which we will take into
consideration and amend if
required before formally adopting
the new repairs priorities.  

Tenant Representatives and Tenant
Services have been involved in this
process and the review has
suggested that we respond to far
too many emergency and urgent
jobs. This was highlighted in the
recent Audit Commission report in
January 2008. 

It is felt that the current repair
priorities need to change to ensure

that all available resources are
spread evenly to meet the needs of
our tenants. Furthermore by
adopting this approach Wokingham
Borough Council Tenant Services
can have greater control on costs
and levels of service provided.

Should any of the proposed
response times go ahead, they
would be planned to come into
effect from April 1, 2009.

The proposed changes are as follows:

Comparison of response times
Priority

Emergency

Urgent

Routine

Planned

Current response

Make safe within 4 hours

3 days
An additional priority ‘3’
is 7 days

25 days

60 days

Proposed response

We will make safe within 4 hours and carry out the full repair in
one working day

All urgent repairs to be carried out within 3 working days

We will carry out this type of repair within 20 working days

These are works that are not urgent or failed items that do not
adversely affect the use of your home. We will carry out this
type of repair within 3 months

WOKINGHAM Borough Council Tenant Services is in the process 
of reviewing its repairs priorities, which will take effect as of
April 2009, but before we can do this we have to make sure that
all tenants are consulted on these changes. 

What does this mean for tenants:

Repairs priorities and how the
proposed changes affect you

Housing Matters
REPAIRS AND IMPROVEMENTS SPECIAL 

• Equal and fair delivery of repairs to all 

• Resources are used to deliver the best possible services

• Increase in customer satisfaction

WE NEED

YOUR
VIEWS

Housing

Matters

Winter

Issue 

Inside

• Increase in response to all works

• The comfort that the repair will get done as 
the available resources are spread evenly

• Quicker response times 



WIND AND WATERTIGHT 
Repairs and Maintenance budget 2008/09
To ensure Tenant Services’ repairs and maintenance budget for 2008/2009 is not exceeded,
the following temporary repairs targets will be in place from January 5 until March 31, 2009. 

Tenant Services will endeavour to provide its tenants with homes that are safe, comfortable and
well-maintained, within an estate that provides a pleasant environment for all. 

This will involve maintaining property to a good standard by providing a quality repairs and
maintenance service and ensuring an effective and efficient use of resources to the satisfaction of
tenants. 

Other wind and watertight issues are as follows:
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Defect

Total loss of electric power

Partial loss of electric power

Unsafe power, lighting socket or electrical fitting

Total loss of water supply

Partial loss of water supply

Total or partial loss of gas supply

Blocked flue to open fire or boiler

Total or partial loss of heating or hot water (October 31 to May 1)

Total or partial loss of heating or hot water (April 20 to August 1)

Blocked or leaking foul drain, soil stack, or WC pan – where only one in house

WC not flushing – where there is no other working toilet in house

Blocked sink, bath or wash hand basin

Tap which cannot be turned off (subject to diagnosis)

Leak from water, or heating pipe tank or cistern

Leaking roof

Insecure external window, door or lock

Loose or detached banister or hand rail

Rotten timber flooring or stair tread

Door entry phone not working

Electrical extractor fan in bathroom or kitchen – where no window

Period
(days)

• Guttering; where it is deemed a danger to people visiting the property and/or the fabric 
of the building

• Faulty fuse box and/or cooker points
• Broken ball valve
• Faulty stop cock and/or gate valve
• Broken external door and/or door frame

Any works outside of these will be dealt with on an individual basis and Tenant Services will
contact tenants as appropriate. 
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These timescales are in accordance with the Right to Repair national guidelines.



Emergency

• Total power cut

• Blocked drains

• Serious leaks

• Emergency security

• Gas fumes

• Broken lock

• Total loss of heating

• Boarding up broken windows

• Blocked toilet (if only toilet in property)

• Dangerous structures

• Offensive graffiti (in line with corporate 
definitions of offensive)

• Any repairs that are high risk assessed 
under the Housing Health and Safety 
Rating (HHSRS)*

In certain circumstances we will only be able
to make this repair safe and carry out a
temporary repair. For example, if your heating
had failed and a new boiler is required, we will
provide temporary heating. 

* The Housing Health and Safety Rating
System is for assessing hazards potentially
present in and around your home. 

Urgent

• Minor leaks

• Loss of hot water

• Partial loss of heating

• Blocked sink

• Faulty toilet

• Running overflow

• Graffiti

• Rubbish clearance

• Right to repairs

We will class some of these repairs as a result
of a priority emergency if we have carried out
a temporary repair. For example, if your
window has been reported as an emergency
and has been boarded to make it safe, a repair
request will be raised to replace the glass. 

Routine

• Electrical repairs to the door entry-
systems

• Urgent plastering work

• Minor repairs to windows and doors

• Replacing broken window panes

• Repairing or replacing floor tiles and 
boards

• Broken wall tiles

• Repairing gates

• Broken kitchen units

• Minor plastering

• Broken handles

• Repairs outside of your home

• Replacing a broken boiler

• Broken or uneven minor flagging

• Replacing fires or radiators

These repairs are normally minor. If these
repairs identify that a full replacement is
needed, we will add them to the programme
for replacing them in the future and carry out
a temporary repair. 

Planned

• External works

• Chimney repairs

• Guttering

These are works that are not urgent or failed
items that do not adversely affect the use of
your home. 

THE following tables provide examples of repair works which may get carried out under
each priority. 

REPAIRS AND PRIORITIES
EXPLAINED
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ESTATE IMPROVEMENTS – 
HAVE YOUR SAY AND TELL US
YOUR IDEAS
WOULD you like to see a
project in your
neighbourhood to
improve your local
surroundings and
environment? If, so tell
us your ideas. 

Your ideas may include: additional
street lighting, increased security,
fencing improvements, road
resurfacing, additional parking,
use of unwanted spaces / green
areas or anything else that is an
improvement.

All ideas should be submitted in
writing to: Resident Participation

Team, Waterford House, Erftstadt
Court, Wokingham, Berkshire
RG40 2YF.

Also you can contact the Resident
Participation Team on (0118) 974
3767 or email:
hannah.linder@wokingham.gov.uk
to obtain a form for you to
complete. 

The partnership represents a possible £4million
investment in homes as part of a four-year
improvement programme. Homes will benefit from
an efficient repairs service and empty properties,
also known as voids, will receive a number of
services to prepare them for the new tenants. 

Connaught will be providing temporary cover over
the Christmas period and the partnership will

officially launch from January 2009. You can
contact the help desk as normal on 0800 515287
during this time. 

Connaught are easily recognisable with bright red
vans that feature the Connaught swirl logo and a
uniform of a red fleece or polo shirt, black or grey
trousers and boots. Repairs operatives will all be
wearing I.D. badges and will display these
prominently.

Connaught is one of the leading providers of repairs
and maintenance services in the U.K, with over 25
years’ experience of improving homes. All staff are
widely trained to ensure that any works completed
in your home will be to the  highest standard. 

“We are delighted to be working with Wokingham
Borough Council to deliver improvements across the
borough and we look forward to working in your
community soon!” said Tim Sheppard, Account
Director for Connaught.

Article provided by Tim Sheppard from Connaught
Partnerships 

TENANT Services has recently
appointed Connaught Partnerships to
deliver responsive repairs to both
occupied and void (empty) properties. 

NEW REPAIRS 
CONTRACTOR 
APPOINTED 

Connaught representatives visiting a property.



CONDENSATION, DAMP 
AND MOULD
A tenant’s guide to the effects of damp and what you can do to prevent it
WITH the winter months now on us, it is important that tenants know the tell tale signs of
damp and mould, and also ways in which it can be prevented. Any damp within a property can
cause mould on walls, furniture and even make wooden window frames rot. 

What is condensation?
There is always some moisture in the air, even if you cannot see it. If the air
gets colder, it cannot hold all the moisture in it and tiny drops of water form,
this is condensation. This is why condensation mainly occurs during cold
weather. It usually appears on cold surfaces such as bathroom mirrors, or in
places where there is little movement of air such as corners, near windows, in
or behind wardrobes and cupboards.

Damp caused by condensation does not leave a tidemark. 

How to avoid condensation?
Some everyday activities produce lots of moisture. Here are some tips on how to reduce
condensation:

– Cover pans and do not leave kettles boiling
– Wipe wet windows dry
– Dry your washing outdoors on a line, or put it in the bathroom with the door closed and a window 

open – don’t dry it on the radiators!
– Open small windows to air rooms, but remember to close ground floor windows when you go out
– Vent tumble dryers to the outside
– In cold weather keep heating on low all day to keep a constant temperature in your home. 

Turning your heating on for a short time makes condensation worse.

Ventilating your home can also help reduce condensation. Here are a few ways to help improve
the ventilation in your home:

– When kitchens and bathrooms are in use, open the windows wider
– Close kitchen and bathroom doors when these rooms are in use, even if 

they have an extractor fan. This will help prevent moisture reaching other   
rooms, especially bedrooms which are often colder and more likely to get 
condensation

– Ventilate cupboards and wardrobes and avoid putting too many things in them 
as this can stop the air circulating

– Where possible, position wardrobes and furniture against internal walls
– Do not draught-proof rooms where there is condensation or mould and 

do not draught-proof windows in the kitchen or bathroom.

Other causes of damp

Damp can also be caused by:

– Leaking pipes, wastes or overflows;
– Leaking roofs, where a tile is missing;
– Overflow from blocked gutters;
– Rising damp.

These causes of damp often leave a tidemark. If you think that damp in your home is caused by
any of these, call our repairs service on 0800 515 287.
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Please complete and return this questionnaire which will help us plan our priorities for future home
improvements. All replies will be treated as confidential but if you want to be entered into our prize draw,
with the chance of winning £25 worth of gift vouchers, please fill out your details below. 

So that we can relate your answers to your local area, please provide your name and address. 

Help us improve our service to you

Which of the options below best describes you?
Please tick the correct box. 

Q.1

Which of the options below describe your home?
Please tick the correct box. 

Q.2

YOUR HOME AND
YOUR COMMUNITY

QUESTIONNAIRE

Council tenant

Leaseholder

Sheltered tenant

Does your home have central heating?

Has your kitchen been replaced in the last
4-5 years?

Has your bathroom been replaced in the
last 4-5 years?

Has your home has an electric rewire in the
last 5 years?

Has your home had an insulation upgrade
in the last 5 years?

Has your home had a roof and cavity
upgrade in the last 5 years?

Does your home have a smoke alarm?

Yes No Don’t know

TELL U
S W

HAT

YOU THIN
K
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Which of the options below best describes your doors and windows?
Please tick the correct box. 

Q.3

In regards to your home, what would you like to see more of?
Please tick your top 5. 

Q.4

Doors

Windows

Secure doors

Secure windows 

Kitchen replacement

Bathroom replacement

Insulation upgrade

Central heating

Smoke alarm

Thank you for taking the time to complete this survey. 

Please return it by December 31 2008, to the Resident Participation Team, Tenant Services,
Waterford House, Erftstadt Court, Wokingham, Berkshire, RG40 2YF.

In your neighbourhood, what would you like to see improved or
introduced? Please tick your top 5.  

Q.5

Fencing 

Traffic calming

CCTV

Security 

Lighting

Community facilities

Garages

Off street parking

Drop kerbs

Secure alleyways

Graffiti removal

Other

Plastic Wood Other Don’t know

Your neighbourhood

7



Plans are under consideration for introducing appointments Monday to Friday after 5pm and no later
than 8pm and Saturday mornings 9am until 12 noon. 

The feedback received will assist Tenant Services in assessing the demand for such appointments and, if
necessary, change its current practices and implement a revised appointment system. 

Please complete the slip below and return to: Tenant Services, Waterford House, Erftstadt Court,
Wokingham, Berkshire RG40 2YF no later than December 31, 2008.

Alternatively you can write to the above address or contact the Asset Management Team on (0118) 974
3786 to provide us with your comments. 

Name:

Address:

Please tick the relevant boxes below about the repairs appointment system. 

Wokingham Borough Council would like your feedback on its plans to introduce out-of-hours
appointments for repair work. 

REPAIRS APPOINTMENTS –
“HAVE YOUR SAY”

Monday to Friday after
5pm but no later than 8pm

Saturday mornings 9am
until 12 noon

Support this proposal Do not support this proposal

8 Heating contractor with a tenant.


