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Annual Report for Tenant Services, Wokingham Borough Council

The last year has been an extremely difficult year for us all, added to which there have been
changes in the law, the Government and Tenant Involvement. The Government’s autumn
spending review and review of the Housing Revenue Account will also have implications,
which we will notify and discuss with tenants as soon as we are in a position to do so.

Although there have been problems with the service provided, we are working together with
Tenant Services to resolve them. Tenants have a bigger say and an opportunity to be
involved in the service and involvement has increased considerably in the past eight months.

However, tenants still remain unsure about the future of their homes.

This report provides further information about what we have achieved in the last year and
our hopes and aspirations for the year ahead.
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Julian McGhee-Sumner - Lead Member for Community Care and Housing.
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Who is this report from and for?

Tenant Services, Wokingham Borough Council has produced this report for its tenants. Tenant
Services own around 2,771 homes for rent and these are spread throughout the borough with
approximately 70% concentrated in Wokingham, Shinfield, Woodley and Finchampstead
areas. There are approximately 300 sheltered properties for the older person, which Tenant
Services also owns and manages.

What is this report about?

The regulator for housing, the Tenant Services Authority (TSA) requires us to produce an
annual report for tenants.

This is our first annual report which gives an honest and open view about how well Tenant
Services are doing against the TSA standards for:

1. Tenant involvement and customer care

2. Home – maintaining your home

3. Neighbourhood and community – looking after your neighbourhood and communal areas

4. Tenancy – allocating and managing homes

5. Value for money

We will let you know what we are doing to tailor agreements locally; these are known as local
standards, and how well we meet these standards is checked by the TSA. The local standards
must be in place by March 2011, and we will work with tenants through local events,
neighbourhood “graffiti walls” and the website to develop them.

How well are we doing?

In 2006 and 2008, Tenant Services conducted a survey to identify tenants’ priorities and
areas for improvement within the service. All satisfaction figures in this section are based on
these surveys. Whilst these statistics appear to be negative reading, Tenant Services aim is to
resolve any outstanding areas of weakness and is striving to improve the service to tenants.

Feedback from Tenants was that Tenant Services must “get it right first time”.

Tenant Services will be carrying out a further survey to see if its tenants’ views have
changed. These results will be available in March 2011 and will be used to improve your
service.

4

REPRO PROOF



Tenant Services listen to tenants through Surveys, Annual Events, Working Groups and
responding to feedback i.e. compliments and complaints.

Tenant Services received 99 complaints last year – 5 more than in 2008/2009. The majority
of the complaints were about the day to day Repairs and Maintenance Contractor (32% of
complaints) and inadequate communication across Tenant Services (27%).

Tenants’ overall satisfaction with the service declined from 77% in 2006/2007 to 70% in
2008/2009. Tenant Services met with tenants in June 2010 who had made a complaint in
the last year and to identify why satisfaction with the service has decreased. The main
reasons for low satisfaction were the lack of communication, lack of responsibility and
Tenant Services not appearing to be open, honest and transparent. The quality of the service
was open to criticism from tenants and Tenant Services are now working to address these
outstanding issues and will be conducting a review of the complaints procedure before
March 2011.

The percentage of tenants who feel that their views are taken into account has almost
doubled since 2006, from 28% to 54%.
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The TSA require for Tenant Involvement and Customer Care is to: Understand the
needs and aspirations of our tenants and ensure they are reflected in our service. It is
also to look at our customer service and choice available to tenants as well as how
efficiently our complaints are dealt with.

Tenants said
What Tenant Services

is doing
Tenant Services will

They would like to see the
Response Cards for repairs
re-introduced

Working with the Repairs and
Maintenance Working Group
and our contractor to see if
this can be done

Continue to keep tenants
informed on its progress

They had concerns about the
increase in complaints

Identifying specific complaints
and looking at ways to
improve this

Review the complaints
procedure and will be
monitored by the Working
Groups

Walkabouts are a good way to
highlight issues in a specific
area

Working with tenants and
outside agencies to organise
walkabouts

Continue to increase the
number of walkabouts across
the borough
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Repairs and Maintenance (including planned, day to day and Decent Homes) is a priority for
tenants. Tenant Services are aware that there are some areas of work required in regards to
planned and cyclical maintenance. To progress works further we are awaiting the results of a
stock condition survey which will allow us to put an effective work programme in place.

The number of repairs jobs we did in 2008/2009 was 4330. This more than doubled in
2009/2010 to 9299 plus work to some communal areas. This is 113% increase on the previous
year.

In 2008/2009, our survey identified that 69% of tenants contacted us about a repair. Four
out of five of all tenants said that they were satisfied with the general condition of their
properties, this compares to 76% in 2006/2007.

In 2008 / 2009, 68% said that they were satisfied with the way Tenant Services dealt with
repairs and maintenance. This compares to 71% in 2006/2007. As a result Tenant Services
now receives regular feedback from tenants about the Repairs and Maintenance Service.
These figures are monitored monthly by the Repairs and Maintenance Working Group who
ensure that actions are put into place to address any issues.

It is a government requirement that all our homes meet the Decent Homes Standard. This
means that homes must be warm, weatherproof and have reasonably modern facilities. Over
the last year, Tenant Services Asset Management Team has worked with the Repairs and
Maintenance Working Group to develop a phased programme for Decent Homes. Currently
82.4% of our stock meets the Decent Homes standard. Works within phase one of the pro-
gramme (Woodley) started in April 2010:

• 171 properties will have works done

• 3 of the 171 require just kitchen works

• 19 will have just bathroom works

• The remainder require both kitchen and bathroom works (these will include part works to
a kitchen or bathroom)

Although we have not started work on preparing for the next phase of the Decent Homes
works, it is anticipated that Tenant Services will complete an additional 140 homes by April
2011.

Tenant Services in conjunction with the Repairs and Maintenance Working Group have also
developed a re-let standard for homes within the borough.
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The TSA requirement for the Home Standard is to:
Look at the quality of accommodation and ensure all homes are kept up to the Decent
Home Standard. It also addresses repairs and maintenance to ensure that the service
is cost effective and right first time.
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They are also looking at the following options for improvement in the future:

Tenant Services has your health and safety as their main priority and has systems in place to
ensure that all homes have a current gas safety certificate. We are currently operating at
99.3% but need the homes without a gas safety certificate and those tenants to conform to
their tenancy agreement to allow access.

Where Tenant Services have gone through the necessary procedures to gain access and
tenants have been non compliant, once access is obtained gas restrictors are installed, which
will reduce the amount of heating and water available during the day. Where Tenant Services
are aware of habitual offenders, gas restrictors will be fitted.
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Tenants said
What Tenant Services

is doing
Tenant Services will

We would like our jobs
done right first time

Working with Repairs and
Maintenance Working
Group and our contractors
to ensure that at least
85% of jobs are completed
on the first visit

Work with the Repairs and
Maintenance Working Group to
continually measure and monitor
performance which will be published
regularly in Housing Matters

We would like homes
of a decent standard

Developed a programme
for Decent Homes across
the borough

Meet our Decent Homes programme
targets for each phase of the
programme. £1.2 m will be spent this
financial year in Woodley

Repairs and
Maintenance Working
Group requested a full
stock condition
survey to be
completed

Instructed an independent
company to undertake this
survey

Analyse and use the survey to develop
an effective asset management plan
and planned maintenance programme
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In 2008, 76% of our survey tenants said that they were satisfied with the neighbourhood as
a place to live. Breaking this down further, the biggest concerns were, car parking (39%),
litter (28%), noisy neighbours (18%), disruptive children or teenagers (18%) and vandalism or
graffiti (17%).

Tenant Services in partnership with the Housing Management Working Group have addressed
some of these issues by introducing a new Anti Social Behaviour Policy. This policy sets out
clearly how Tenant Services will deal with Anti Social Behaviour cases and what tenants can
expect. Tenant Services opened 298 cases for Anti Social Behaviour in 2009/2010 and four
households were taken to court as a result of this.

In 2010, Tenant Services implemented a new cleaning service (utilising the Caretakers) for
communal blocks. Blocks within the borough are now cleaned once a week and to date this is
working efficiently.

Grass cutting at our Sheltered Schemes is carried out by contractors. These works are
monitored by the Working Groups and Tenant Services. The communal areas are carried out
by the Council’s main grounds maintenance contractor. Tenant Services and the Repairs and
Maintenance Working Group continually monitor this.

Walkabouts are organised by the Housing Officers across the borough and offer an
opportunity for residents to raise issues within their specific area. Involved Tenants, Tenants,
Leaseholders, Residents, Wokingham Borough Council services, Councillors, local Police and
other agencies are all invited to attend. An action plan is drawn up following the walkabout
and residents are notified of actions and any progress.
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The TSA requirement for the Neighbourhood and Community is to:
Look at neighbourhood management, Anti Social Behaviour and local co-operation.
This includes us working in partnership with customers to develop policies for
maintaining and improving neighbourhoods.
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Tenants are also given the opportunity to submit ideas to improve their area, known as
estate improvements. The Tenant and Landlord Improvement Panel assess feasibility, value
for money etc of each individual bid within their specific criteria and a decision is made.
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Walkabout Area Tenants said Tenant Services did

Waterloo Road - Wokingham Speeding is a huge problem
on the road

Tenant Services informed the
Local Policing Team and
between May and June this
year four tickets and eight
cautions were issued.

Highfield Park - Wargrave There is a lot of graffiti in the
alleyway at the front of the
estate

Tenant Services asked the
Community Wardens to
remove this.

Gorse Ride - Finchampstead Alleyways are overgrown Tenant Services organised for
these to be maintained four
times a year

Eustace Crescent -
Wokingham

Communal areas e.g. bushes
were becoming overgrown

Tenant Services organised for
these to be cut back and
cleared

Estate Improvement Bid Tenants said Tenant Services did

Winnersh The existing gates are no
longer suitable for tenants
needs

Installed fob access gates,
making it more secure and
accessible for the older
persons living there

Shinfield Rise They needed signs to clearly
identify house numbers on
the flats and bungalows

Installed flat / bungalow
numbers

Spencers Wood –
Clements Close

They felt insecure as the
path to their property was
dark and being used for
unsavoury activities

Talked to both Tenants and
Police and installed lighting
column to make the pathway
more visible, secure,
accessible safe to use

Charvil Mats in the communal
entrances need replacing for
health and safety reasons

Installed new mats to reduce
slips and falls
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There are currently 2718 people on the housing waiting list within the borough, which is
managed by the Housing Needs department, Wokingham Borough Council at Shute End. Last
year, Tenant Services let 206 homes and 1 property was purchased under the Right to Buy
scheme.

When a property becomes vacant it is taking up to 45 days to re-let. The reason for this
varies and as a result we have been unable to achieve our target of 35 days.

Empty properties which have aids and adaptations are, wherever possible, let to tenants who
have similar needs. This may mean that some homes take a little longer to re-let. Every
empty home is checked before letting to make sure it meets these standards; however we are
aware of some gaps in the process and are working with all parties to resolve these.

Council tenants may wish to transfer to another property for a number of reasons. If you
have no housing needs you can consider a mutual exchange. Tenants deemed as having no
housing needs generally are those who are in suitable accommodation for their needs. Last
year Tenant Services joined the HomeSwapper Scheme and 160 people signed up, 22
completed a mutual exchange by other means.
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The TSA requirement for the Tenancy Standard is to:
Look at the lettings process we use to allocate our homes, to ensure they are let in a
fair and transparent way. Tenure is also addressed and all policies relating to property
management.
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Value for money can be achieved in a variety of different ways:

• Reducing costs (e.g. labour costs and better procurement)
• Reducing inputs (e.g. people, assets, energy, materials)
• Providing a better quality or enhanced service
• Investing more to save in the future

75% of Tenants have said that they are satisfied with the value for money for their rent.
Tenant Services recognises that this is not good enough and is working with the Working
Groups to improve satisfaction.

The following pie charts show how we spent your money in 2009/2010:

Final Accounts - Tenant Services annual statutory accounts.
Management Accounts - main budgets monitored on a monthly basis by Tenant Services.
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Repairs and Maintenance
19%

Management
22%

Subsidy
41%

Other
18%

 

Customer Services
6%

Sheltered
25%

Tenant Participation
1%Other

68%

 

Final Account Expenditure

Management Final Account Expenditure

Key - Other – these expenses can include the following:

• Subsidy back to Government
• Service Level Agreements –Tenant Services contributes money to other Council

departments who work with us e.g. Legal Services
• Customer Services
• Tenant Involvement
• Office facilities
• Crime Prevention
• Housing waiting list management
• Adaptations

The TSA requirement for the Value for Money Standard is to:
Provide a cost effective, efficient, and quality service which meets the needs and
priorities of all tenants.
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Value for money initiatives over the last year were:

• Service Charge Review – tenants are now paying a fair and accurate charge for the
additional services they receive e.g. grounds maintenance. This means that Tenant
Services are more transparent and charges will be reviewed annually.

• New monitoring systems are in place to ensure value for money on the Repairs and
Maintenance contract.

• The Caretakers’ role has changed and their work now involves the cleaning of all the
communal blocks within the borough. Savings were made in this area including the
change of vehicles

• The Rent Team continue to liaise with tenants who are in rent arrears. Working with
tenants to make arrangements to clear their arrears and therefore reducing our current
rent arrears figure of £325,710.84.

• Previously, court cases cost Tenant Services £150 per case. With the introduction of
registering court cases online, the fee has been reduced by a third.

Tenant Services recognise that there is a lot of progress to be made before we are a truly
value for money service. We are continually working with Working Groups and the Tenant and
Landlord Improvement Panel to address this by:

• Developing a set of aims which Tenant Services must meet in regards to value for money

• Put value for money at the centre of all decision making

• All Working Groups regularly discuss and input ideas to achieve value for money
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Tenants said
What Tenant Services

is doing
Tenant Services

will

We would like easier
ways to pay our rent

Introducing Direct Debits Continue to make
payments of rent more
accessible

Repairs and
Maintenance Working
Group said that
contracts should be
monitored to ensure
value for money

A Quantity Surveyor has been employed
to oversee the cost valuations on the
Decent Homes project with the aim of
ensuring value for money

Use this information to
improve service delivery
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Accuracy of this report

All of our services are followed up with satisfaction surveys with the tenants.

Our accounts are audited annually by the Audit Commission and also reviewed by our Audit
Committee within Wokingham Borough Council. Each month our budgets are monitored by
Tenant Services Budget Managers, Finance and the Council’s Executive. The Tenant and
Landlord Improvement Panel also monitor budgets twice a year.

Internal audits for rents and budgets are carried out annually, which ensures accurate
figures for rental income, rent arrears and budgets.

Our gas servicing is independently checked at regular intervals by Master Gas Safety. Water
testing is carried out by Aquacare and we have let an asbestos contract and are in the
process of developing an Asbestos Management plan.

Performance information and satisfaction figures are scrutinised monthly with the Working
Groups and Tenant and Landlord Improvement Panel. These groups challenge performance
trends and drive improvements.

Five tenants have been trained as Resident Inspectors through the Independent Resident
Inspection Service programme to assess and report on other Local Authorities and Housing
Associations within the area; however they do not inspect their own organisations at the
present time.

Internal and external inspections will continue to take place within Tenant Services.

The Chairs of the Tenant and Landlord Improvement Panel and the Communications and
Customer Care Working Group, have worked in partnership with the Tenant Involvement
Team and other key members of staff to develop and prepare this report. All Involved
Tenants, Get Involved members, Tenant Services staff and Tenant and Landlord Improvement
Panel members were consulted on the report.

The annual report will be sent to the TSA for comment and feedback.

Supporting documents are available on the website and this includes details of our
improvement plans.

Website address: www.wokingham.gov.uk/housing/council/
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Questions for you

We would like to hear what tenants think about this report so please complete the short
survey below. If you would like us to respond to any comments or questions you may have
please can you provide us with your contact details.

Name: .................................................................................................................................................................

Address: .............................................................................................................................................................

Telephone number: .........................................................................................................................................

1. Did you find this annual report informative?

� Yes
� No

2. If No what information would you like to see included.

...............................................................................................................................................................................

...............................................................................................................................................................................

3. Is Tenant Services value for money?

� Yes
� No
� Don’t know

4. Can Tenant Services do better? (Up to three suggestions)

1)............................................................................................................................................................................

2)...........................................................................................................................................................................

3)...........................................................................................................................................................................

5. How can Tenant Services be more cost effective?
(Up to three suggestions)

1)............................................................................................................................................................................

2)...........................................................................................................................................................................

3)...........................................................................................................................................................................

Please return to:

Chair of the Tenant and Landlord Improvement Panel and Tenant Involvement Team at:

Tenant Services, Waterford House

Erftstadt Court, Wokingham

Berkshire, RG40 2YF
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Terms we use

Anti Social Behaviour - Where a person has acted in a manner that has caused or is likely to
cause harassment, alarm or distress to one or more persons not of the same household.

Audit Commission - An independent watchdog, driving efficiency and effectiveness in local
public services to deliver better outcomes for everyone.

Decent Homes - A Government Standard to ensure that all homes are warm, weatherproof and
have reasonably modern facilities.

Diversity - Acknowledgement and respect of differences within and between groups of people.

Equality - Enabling equal opportunity, access, involvement and contribution that is fair and
inclusive to all.

Final Accounts - Tenant Services annual statutory accounts.

Get Involved - Tenant Services consultation database available to all tenants and leaseholders.

HomeSwapper - A national database which allows tenants to swap homes within the country.

Involved Tenant - A tenant who is involved within a Working group and attends formal meetings.
They are also a link between tenants, the service and the Landlord.

IRIS - (Independent Resident Inspector Service) – a scheme where tenants are trained to assess
and check other local authority and housing association services against national guidelines.

Local Standards - A set of standards set by tenants and their landlords that reflect local
priorities.

National Standards - A set of standards set by the Tenant Services Authority that all social
housing providers must meet.

Service Charge - A charge tenants pay for services they receive e.g. grounds maintenance and
communal cleaning and lighting.

Tenant and Landlord Improvement Panel - Chaired by a tenant this group is made up of
tenants, staff and Councillors which advise and make recommendations on strategies, policies
and budgets for Tenant Services.

Tenant Services Authority - The independent regulator for social housing across England and
work with landlords and tenants to improve the level and quality of service for tenants.

Value for money - Ensuring that our services are cost effective and efficient.

Working Groups -These groups are chaired by a tenant and enable tenants to work in
partnership with Tenant Services to shape and contribute to the decision making process. They
have an input on operational issues, the drafting of policies and procedures, ensuring value for
money, equality and diversity and monitoring performance and satisfaction.
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Tenant Services
Waterford House
Erftstadt Court
Wokingham
Berkshire
RG40 2YF

Email: housing@wokingham.gov.uk

October 2010

Designed and printed by WBC Reprographics 2010

This publication is the Tenant Services Annual Report for 2010. If you would like it in
Polish/Urdu/Punjabi/Chinese please call (01753) 701159.

Niniejsza publikacja dotyczy sprawozdania rocznego na rok 2010, Usługi dla lokatorów.
Jeśli życzą sobie Państwo tłumaczenie tego raportu na język polski/urdu/punjabi/chiński
proszę zadzwonić pod numer telefonu 01753 522255

»www.wokingham.gov.uk/housing/council

Chinese

Polish

Urdu

Punjabi
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