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INTRODUCTION 
It has been yet another busy year for the Involved Tenants and

staff with the onset of Self Financing and Government Policies to

consider and implement. 

Tenants and staff have contributed to this Annual Report, which

gives you an overview of how the service has been performing. 

We would like to personally thank Maureen Ford and Mary Childs

who stepped down this year and wish them the best for the future.  

We also extend a warm welcome to the following new and

returning Involved Tenants, Ann Elton, Jen Challis, Peter Grace,

Calvin Seymour, and Gerry Williams. 
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INTRODUCTION FROM 
The outgoing Chairperson of the 
Tenant and Landlord Improvement Panel (TLIP)
Maureen Ford  Chairperson since October 2011 – July 2012 

Since September 2011 it has been a very busy and hectic time
for the Tenant and Landlord Improvement Panel with the
implementation of Self Financing, the Localism Act and
other regulatory changes, as well as continuing to effectively
and efficiently scrutinise and monitor the service. 

The Tenant and Landlord Improvement Panel would like to
thank all staff for their continued hard work in making
sure the service is delivered to all tenants. A special

thank you to Julie Poole and Andrew Starkey (Voids Team) and Rachel
Spicer (Maintenance Coordinator) for continuing to keep the voids and gas
servicing performance within the targets set. 

We have highlighted some operational and strategic issues to the Head of
Tenant Services who took on board these issues and is addressing them. 

Involved Tenants, staff and Councillors continue to sit on the Tenant and
Landlord Improvement Panel with a Tenant Chairperson however, the
make up of Councillors changed this year, with the co-opting onto the
Tenant and Landlord Improvement Panel of an Independent Councillor.
The Councillor membership is now Cllr David Chopping, Cllr Prue Bray and
Cllr Sue Smith.  

This year’s achievements

� A greater understanding of the complaints process, how they  
were being resolved and understanding the delays 

� A clearer understanding of the Decent Homes requirements, 
cost implications and Tenant Satisfaction

� Benchmarking is being carried out through HouseMark
� Recommendations for a review of the Housing IT software 

Saffron
� Being kept up to date with the changes and decanting of 

tenants and residents at Eustace Crescent, Wokingham prior 
to demolition

� Involvement in the Government’s Right to Buy consultation
� Initiated a review for gas servicing following a dip in 

performance
� Instigating a Garage Strategy in line with the Asset 

Management Strategy
� Signed off various Policies
� Requested  that Managers take ownership of their 

performance reports to ensure accuracy of data
� Attendance at the Tenant Services Training Day in March 2012 
� Awarded the TLIP Achievement Award to Dianne Smith, 

Housing Officer for her work in Eustace Crescent, Anti Social 
Behaviour and continued support of tenants on her patch

Annual Report to Tenants 2012
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� Involvement in the Government’s Right to Manage 
Consultation

� Following tenant’s comments at the Annual General Meeting in
April, instigated an investigation into why performance of 
responsive repairs had declined. Report received to say that 
there was a decline in performance due the contractor’s IT 
system which was being changed and had teething problems. 
A very successful meeting took place with the contractor and 
the Repairs and Maintenance Working Group to move things 
forward in a positive way

� In light of the comments made by tenants at the Annual 
General Meeting about Housing Management, we will pursue a
review of this area of the service 

� Agreed provision to support activities for young people, adults
and families, enabling them to engage in sporting activities 
across the borough

Planning for next year
� To monitor income levels regularly to ensure efficient collection

of rent
� To ensure the review of the Housing Management Department 

is in line with the recommendations being implemented 
� As the group did not receive information on Sheltered Housing 

and Leaseholders last year, the Head of Tenant Services must 
ensure that this information is supplied to TLIP

� In light of Government proposals to review Tenancy changes we
will work with Tenant Services to implement a Tenancy Policy 
and will incorporate the review of the Tenancy Agreement and 
Tenants Handbook as a matter of priority 

� The monitoring of the Tenant Audit programme will continue. 
Although the Audits were completed in September 2012, they 
will continue as a rolling programme to ensure data is accurate 

� To promote the Estate Improvement Bid process, for tenants to 
gain access to the necessary information enabling them to 
make meaningful applications for an Estate Improvement

� To develop a working relationship between Tenant Services and
Wokingham Housing Limited
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After 12 years of being an Involved Tenant, the
time has come for me step down. I have
taken Tenant Involvement as far as I am able
and now is the time for other Tenants to take
over this role.

I would like to take this opportunity of thanking the many tenants from
across the borough that supported me at election times over the years.

Also to all the Involved Tenants that I have met and worked with across
the years, thanks to the Staff within Tenant Services and staff within the
wider Council, Councillors and Contractors that I have worked with during
this time.

The Tenant and Landlord Improvement Panel, the Tenant Involvement
Team and Tenant Services would like to give a special
thank you to Maureen Ford, for her contribution to all
aspects of Tenant Involvement. 

Maureen developed strong relationships with many
tenants and outside agencies across the borough and
neighbouring areas. She was a great ambassador for
Wokingham’s Tenant Involvement work, widely promoting
the importance of the tenant being able to take part at any
level within the Housing Service. Her drive and dedication to
improve the quality of life for all tenants has been invaluable and her
great knowledge and leadership has helped to shape the service. Thank
you and farewell Maureen. 



TENANT INVOLVEMENT AND 
CUSTOMER CARE  

INTRODUCTION FROM 
The Chairperson of the Communications
and Customer Care Working Group 
Floss Watson

The Communications and Customer Care Working Group has had another
busy year. We have continued to prepare and produce four Housing
Matters and one special Housing Matters, as well as the 2012/13 Calendars
which went out with the autumn edition of Housing Matters. This was
following on from feedback received from tenants requesting that the
calendar was sent out early. Examples of comments received were:

� ‘Great, thank you however could we have it delivered in 
October next year, as it helps when planning ahead.’

� ‘The calendar was a nice surprise’ information in both Housing
Matters and the calendar is great and we know so much more 
now.’

� ‘What a great edition packed full of relevant information, 
colourful and well presented. As volunteers you should be 
very proud of the work you do to produce Housing Matters on 
behalf of us tenants, keeping us informed and up to date with 
what is happening. Thank you and keep up the good work.’

Whilst we reviewed what we could on the website; little headway
was made due to the website being redesigned by Wokingham
Borough Council’s, Corporate Communications Team. 

In regards to communications we are still experiencing lack of
adherence to the communications process. Our time is valuable
and a lot of unnecessary time is wasted through this. Therefore,
through no fault of our own there have been avoidable delays in
some instances.

The Communications and Customer Care Working Group are
often approached by other organisations about how the group

works and how we produce and prepare Housing Matters.
In March 2012, we welcomed the
Editorial Team from Red Kite Housing in
High Wycombe giving them a
presentation and overview of the
Communications and Customer Care
Working Group, which had a positive
impact on the set up of their own
group which I understand, is now fully
functional. 
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This year’s achievement

� Policies signed off since October 2011:
1. Tenant Incentive Scheme Policy
2. Involved Tenant Policy and Procedure
3. Asbestos Management Policy
4. Void Management Policy
5. Voids Lettable Standard
6. Decant Policy
7. Introductory Tenancy Policy
8. Asset Management Strategy 

� Leaflets signed off since October 2011:
1. Working Group postcards
2. Walkabout feedback sheets
3. Decent Homes fact sheets 
4. STAR satisfaction survey
5. Repairs Satisfaction phone call scripts 
6. Resident Resource Centre flyer
7. Decent Homes work record sheets 

� The group has continued to sign off numerous letters this year
� Three year value for money exercise regarding the production 

of Housing Matters, Calendar and Annual Report was 
undertaken in June 2012. This generated a saving of £6231.78.  

� The group is now more cost effective and efficient with a paper
free environment  

� The introduction of the document control spreadsheet is 
essential  for the group to locate and identify any documents 
which are delayed, rejected, still pending and approved

� All approved documents are now date stamped, signed and 
scanned back to the author

� This year the Communications and Customer Care Working 
Group took the opportunity to join the Tenant and Landlord 
Improvement Panel in recognising a member of staff for 
outstanding achievement in communication. Our first 
successful recipient for 2012 was Darren Toes, Technical 
Operations Manager. The award was presented at the Tenant 
Services Training Day in March

� The Tenant Tick is very important to both the Communications 
and Customer Care Working Group and to the Head of Tenant 
Services. In light of incorrect use, staff access has been 
removed and the tenant tick is now put on all documents by 
the Tenant Involvement Manager once it has been formally 
approved by the Working Group/TLIP. 

Planning for next year
� Continue to monitor Customer Care and complaints however; 

this will be subject to any Government changes that will need 
to be implemented

� Continued management of letter templates to ensure all 
Tenant Services staff must use the correct format and that 
they are in Plain English and tenant friendly

� Website monitoring still remains an issue so we will continue to
do so, to the best of our ability 

Annual Report to Tenants 2012
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TENANT INVOLVEMENT AND 
CUSTOMER CARE  

CUSTOMER SERVICE, 
CHOICE AND COMPLAINTS

Tenant Services recognise that sometimes mistakes are made and the
service falls below standards which are set. When this happens, Tenant
Services need to be made aware of these by you, so that they can put it
right, learn from their mistakes and ultimately that you are satisfied with
the service you have received. To this end, the Customer Care Officer
continually monitors and analyses all complaints to resolution. 

Last year, there was a historical (backlog) of complaints, due to a number
of issues within the service. The backlog of complaints was handled with
care and understanding until they were resolved. 

Tenant Services received 100 complaints since October 2010, 29 more
than 2010/2011. The majority of the complaints related to the Repairs and
Maintenance service, this was due to a lack of communication between
tenants, contractor or Tenant Services. 

Tenant Services Standard for dealing with complaints within 10 working
days continues to improve. Since October 2011 to date, we have responded
to 60% of complaints within the timeframe. 

Graph 1:      Number of received complaints by Service Area

Graph 2:                The reasons for complaints 
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Compliments
It is not just about complaints, compliments are always welcome. We have
received a variety of compliments about the service, contractor etc. 

There were 41 compliments received in total from October 2011 to the
current day. Of those the majority relate to the repairs service area. 

In May this year we received a record number of compliments of 11 in just
that month. An example compliment is: 

“Thanks for all the help I received in my bungalow. Thanks to the Officer
and the Repairs Team for making it a pleasant experience and for
making me feel like a valued tenant.”

Graph 3:     Number of compliments received since October 2011 

Tenant Involvement and Empowerment
Tenant Services continue to offer a wide range of opportunities for tenants to
contribute on all aspects of their housing service through Tenant Involvement,
the Working Groups and Tenant and Landlord Improvement Panel. 

Tenant Involvement opportunities have strengthened this year with the
Team engaging with numerous tenants and residents through:

� Gazebo Days
� Walkabouts
� Community Forums
� Housing Surgeries 
� Multi Agency Meetings 
� Community Conference 
� Growing 4 Gold

Annual Report to Tenants 2012

How your complaints and suggestions have helped to improve the
service

� The Repairs Helpdesk and Forest Care (our out of hours provider)
have received Customer Service and Call Handling training 

� All Tenant Services staff have received Customer Services 
training 

� Risk Assessments are carried out on all tenants who may be 
vulnerable prior to any major refurbishment works being 
undertaken

� To improve internal communication processes, the Customer 
Care Officer meets with Managers and Senior Officers on a 
weekly basis to ensure tenants receive the best possible service 

Tenant Services must continue to work hard at making sure any
complaints received are dealt with quickly and efficiently and within the
corporate guidelines set by Wokingham Borough Council.
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Chartered Institute of Housing (CIH) – Housing Awards
Floss Watson Chair of the Communication and Customer Care Working
Group was nominated and short listed for the Chartered Institute of
Housing Lifetime Achievement Award for her voluntary community and
Tenant Involvement work spanning over a decade. Floss received a letter
from the CIH Chief Executive saying “As one of the people who received
several nominations, your entry was one of those considered in detail by
our judging panel and although you have not been successful in winning
the award on this occasion I want to congratulate you on reaching that
stage of the process.”

Hannah Linder, Tenant Involvement Manager said “Floss is incredibly
passionate about the Communications and Customer Care Working
Working Group and her previous work in the community. She takes pride
in the work that she carries out in her role as Chairperson of the group.
Floss is dedicated and determined to ensure that all Tenants and
Leaseholders received excellent Customer Care. On behalf of Tenant
Services we were delighted that Floss was short listed for this
prestigious National Award, which is in it self is a brilliant achievement.“

Tenant Scrutiny
Tenant Services has employed Housing Quality Network (HQN) to assist
tenants in the setting up of Tenant Scrutiny. Tenants interested in scrutiny
were involved in the selection of the consultant and have now set up a
working party to oversee its implementation. Once established, Tenant
Scrutiny will examine the service and analyse, identify and recommend to
the Tenant and Landlord Improvement Panel any strengths, weaknesses
and areas requiring improvement.  

Resident Resource Centre
Finally, in March 2012 the official opening of the Resident Resource Centre
in Winnersh took place. The facility provides:

� Advice, support and guidance on any housing or community 
related issue

� A direct link to the Involved Tenants and Tenant Involvement 
Team

� A venue for a variety of meetings e.g. Working Group 
meetings and the Tenant and Landlord Improvement Panel 
meetings

� Rent and Housing Surgeries
� A venue for Tenant Involvement training, activities and events

Since the official opening there have been in excess of 300 visits or
enquiries to the Resident Resource Centre, the majority of which

were in relation to fly tipping, weeds, grass cutting, Anti Social
Behaviour, graffiti and requests for Housing Officer and
Rent Officer visits.  
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Annual General Meeting
A large number of tenants and leaseholders
joined us for the 2012 Annual General Meeting.
Simon Price (Head of Tenant Services) provided
important updates on Self Financing,
implications of the Localism Act and also how
self financing will help Tenant Services shape
future plans. A question and answer session
took place after the meeting where a number of
issues were raised by tenants about Housing
Management and Repairs issues, which the
Head of Tenant Services took on board and the
issues are being addressed. 

Gazebo Days
Due to the success of Gazebo Days in some areas last year, they have
continued this year. These are multi-agency events, giving tenants and
residents further opportunities to meet Tenant Services staff and other
agencies to discuss any issues and queries they had. Tenants and
residents told us that they were experiencing a number of
community/neighbourhood issues. A few of the comments received were:

� Graffiti was removed from in the Anson Crescent area in 
Whitley 

� An Estate Improvement Bid was submitted in Wood Green, 
Whitley in regard to an area where young people were 
congregating and causing Anti Social Behaviour. The original 
suggestion was not feasible due to planning restrictions. 
Tenant Services is now in talks with the relevant agencies to 
understand what we can do to reach a satisfactory conclusion 
for all. This will include a consultation with tenants and
residents of the area throughout

� Overgrown trees and hedges in Wood 
Green have been cut back and no longer
obscure street lights 

� Potholes in Woodley have been reported
and fixed by the Wokingham Borough 
Council’s Highways Department 

� Several footpaths on the Norreys 
Estate were overgrown and 
impassable. Tenant Services arranged 
for the contractor to clear the 
alleyways to ensure access for all 

� Hedges, shrubs, weeds and grass in the Norreys
area were not being maintained. Tenant Services has spoken 
to the contractor to confirm schedules for the area and 
ensure it is maintained regularly 

� Grass cutting on the greens at Shinfield Rise had not been 
done for a long time. Tenant Services arranged for the 
contractor to confirm schedules for the area and ensure it is 
maintained regularly 

� At the Finchampstead Gazebo Day no community issues were 
raised and these were all of a tenancy issues.
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Family Fun Day
On 7th July 2012, the Tenant Involvement Team and two Involved
Tenants attended the Family Fun Day organised by the Sports and
Leisure Team at Wokingham Borough Council. This enabled the Tenant
Involvement Team to engage with tenants and residents. We held a
colouring competition and supported B’s Netball Club with a shoot
the goal competition. Prizes for the colouring competition were

supplied by Tenant Services and B’s Netball Club provided their prizes for
the most goals scored in a minute. 

Working with the Sports Development Unit
Sports Development Unit continues to work with Tenant Services in
providing sports sessions for young people, families and adults living in
tenanted properties, in line with Wokingham Borough Council’s vision:

1. Improving Educational Attainment and Focus on every child
achieving their potential:
By providing leisure opportunities for both adults and children
(specifically those within areas of deprivation and those with additional
needs) we are hopefully able to assist with children and parents.
Therefore giving them the best opportunity to achieve educational
attainment and achieve their potential as well as a feeling happier and
healthier at home.

2. Improving Health and Wellbeing and Quality of Life
Working with the Primary Care Trust to provide activities such as GP
Referral Programme, Cardiovascular Projects, and Steady Steps. Also
working on programmes which will improve Health and Wellbeing of
residents in the Wokingham Borough via regular organised activity for
Older Adults and Vulnerable Adults via SHINE and Activise. These physical
activity programmes encourage movement, weight loss, prevention of
falls and reduce risk of high blood pressure and heart disease.

3. Looking after the Vulnerable
The Sports Development Unit’s Physical Activity Mentor works with
vulnerable adults providing programmes or activity for all. These include
adults with a disability, mental health condition and various health needs.
This Officer also works with offenders, those who are Homeless, and those
who misuse substances (Drugs and alcohol). 
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Springin2Action 2012   
This year Tenant Services has funded 36 young people to attend 182 half
term and summer holiday sports programmes. By engaging people in
these sorts of activities it has increased the general well being of the
individuals and has given participants an opportunity to develop their
sporting knowledge, skills, understanding and even employment
opportunities. At the same, we have seen a reduction in complaints of
Anti Social Behaviour nature.  

Feedback received from participants and their parents:
‘The course gave our family structure, knowledge of activities that can
then be played at home and bonding time with a sibling at home.’

‘My daughter took part in sporting activities that she had not
experienced before. Going along to the course not knowing anyone gave
my daughter the confidence to do it again. My daughter also took part
in activities that she would like to take part in again e.g. Cricket.’

‘They loved the courses:  Margarita especially enjoyed the ActiveMe
sessions, as they offered more variety throughout the day (including
swimming!).  Perhaps this could be used across the outdoor sessions:
one sport in the morning, a different sport in the afternoon?’  

Children's comments:

Margarita (10 years) says "Loved it." Her favourite was ActiveMe because
she conquered her fear of the climbing wall, (getting to the top - twice -
for the very first time) and learned new sports such as badminton.

Amelie (7 years) says "Awesome man!" Her favourite was soccer,
because she thought that it was well-taught and she learned new skills.
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Growing 4 Gold
The Growing 4 Gold project was organised by
the Wokingham Borough Council’s (WBC)
Sports & Leisure Department as part of their
“On your marks, Get set, Go” programme.

The aim of the project was to open up
participation for Sheltered Scheme residents
and community schemes using a gardening
event to help celebrate the London 2012
Olympics.

Eight Sheltered Schemes took part, the Tenant
Involvement Team and Chairperson of the
Housing Management Working Group were on
hand with the Sports and Leisure Department
to help them plant out their designs.  

Feedback received:
'It was encouraging to see so many tenants participating in the day and
several were inspired to want to continue assisting in the garden.

We were very grateful for all the plants supplied by your team and are
looking forward to seeing them flourish throughout the summer.

I know that some of the tenants were particularly pleased that some of
the plants not needed for the Olympic bed were planted in the
flowerbeds outside their flats and they will gain a great deal of
enjoyment from them.’

The Tenant Involvement Team said:

‘This was a great opportunity for the Team to enhance our relations with
the Sheltered Schemes. We met and engaged with tenants who we have
not had the opportunity to speak with before. Over the coming months,
we intend to improve these relationships with the Sheltered Schemes. It
was lovely to see so many people get involved and embrace the Olympic
spirit.’
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Housing Surgeries and Walkabouts   
Housing Surgeries and local area walkabouts have continued this year
with the Housing Management Team holding 108 surgeries and 14
walkabouts since October 2011. At the request of the Communications and
Customer Care Working Group to the Tenant Involvement Team and
Housing Management Working Group, the walkabouts will increase next
year, so that most areas will have two walkabouts.  

Rent Surgeries   
Rent Surgeries are a new initiative this year and it is hoped that these will
continue to be held at the Resident Resource Centre, Community House
(Finchampstead), Community Flat (Eustace Crescent) and the new
Community Flat at Frensham Green, Shinfield Rise. 

Community House - 17 Billing Avenue, 
Community Development Worker Claire McEnoy  

The Community House, 17 Billing Avenue, Gorse Ride, Finchampstead
continues to be successful with many vulnerable groups and individuals
meeting there and taking part in activities to grow their confidence and
skills, which not only benefit themselves, but also the wider community.
The Community Development Worker continues to work with the
community to work on identified issues/concerns which affect people’s
quality of life, works with those involved to resolve these issues, in turn
building confidence and giving local residents a voice. 

The Community Project works in partnership with Wokingham and
Bracknell College to provide an array of Life Long Learning courses and
the Community Development Worker continues to work with other
agencies working in the area to provide ongoing support and services for
the residents of the area. 

One good example is of a group that met to take part in a Healthy Eating,
Health Budget course facilitated by Wokingham & Bracknell College. The
group interacted so well that when the course ended, participants wanted
to continue to meet, to cook together, share recipes, eat together and use
their cooking skills to benefit the community. They were able to invite
some of the older people in the community to join them for lunch.

A Learner Challenge Award was awarded for their efforts in organising a
Hog Roast for the Queens Diamond Jubilee. 

Housing Surgeries also take place every Monday with rent Surgeries
taking place once a month. 

Collective action is key for a better community; working together you can
achieve so much, making people feel good about themselves and proud of
where they live. 

17
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Community Flat – 19 Eustace Crescent, 
Community Development Worker Catriona MacMillan

The Community Flat remains a central hub for community activities, life long
learning courses, kids club, Eustace Community Association meetings and
meetings with Wokingham Borough Council and Tenant Services regarding
the changes at Eustace Crescent along with other activities. 

One recent success was when the Community Development Worker
organised a community farm to be set up on the greens outside the flats.
About 160 people attended on the day and both children and adults enjoyed
the day enormously. It was both fun and educational for all concerned.

Housing Surgeries take place every other week and Rent and Police
Surgeries take place every month. 

Shinfield Rise Community Flat    
Tenant Services has provided a community flat for the Shinfield area (as
we did in Finchampstead and Wokingham). Once established, this facility
will be managed by a Community Development Worker. It will host a
variety of different activities and sessions for the community, based on
the communities’ needs and requests. 

Work continues to take place prior to the official launch. The Community
Development Worker, Cherish Risi-Elford, has been appointed to work three
days per week in Shinfield North and has begun to establish relationships
with both local residents and other professionals working in the area.

Training and support  
A number of Involved Tenants have attended training courses and
conferences this year, building on their skills and knowledge. However, the
Tenant Involvement Team realises that not everyone wishes to attend
training and conferences for whatever reason. The plan for the
forthcoming year is to implement an introduction, induction and training
session programme for Involved Tenants and Chairpersons. This will
ensure that those interested have a general overview of what is expected
of an Involved Tenant and the role as a Chairperson. Over the years
Tenant Involvement has grown, and the understanding of the ‘bigger
picture’ by Involved Tenants is even more important. With that in mind, all
Involved Tenants are expected to read and where possible research
information they receive so that they are able to have an objective view
and input into the meetings. The Tenant
Involvement Team will need to implement a
strong support and training system for Involved
Tenants, where they can access facilities such
as IT training, skills training and most
importantly guidance
where necessary. 

19



17

Annual Report to Tenants 2012

In the forthcoming year there will be a number of events happening
across the borough, including:

� Celebration of Age – October 2012 
� Annual General Meeting – April 2013 
� Return of the Gardening Competition – July 2013 
� Gazebo Days

Further details are available in Housing Matters, the
Calendar, on the website and Facebook. 

Responding to the diverse needs of tenants   
Tenant Services continue to conduct Tenant Audits across the
borough. The purpose of which is to obtain and update
information held on all our tenants. Therefore it is essential to
understand the different needs of our tenants plus any
additional requirements they may need. Tenant Audit
forms continue to be completed when new tenancies are
signed. This also includes mutual exchanges. 

Tenant Services will go through the data and identify
when the next audit is due.  The criteria for the frequency
of the audits are still to be discussed and implemented. 

Social Media 
Tenant Services is now on Facebook which is a new way of giving you
access via your computer, laptop or smartphone. This is another way
Tenant Services to interact with tenants.  
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HOME (REPAIRS AND MAINTENANCE) 

INTRODUCTION FROM 
The Chairperson of the Repairs and Maintenance 
Working Group (RMWG) Peter Grace 

The Repairs and Maintenance Working Group continues
to work closely with the Asset Management Team to
ensure that the group’s key objectives are met and
tenants are receiving a good quality repairs service.
Involved Tenants from the group continue to be
represented at the Voids and Repairs Operational
meetings. With the drafting of the Asset
Management Strategy, it was agreed by the
group to take this outside of the meeting, so a sub group can work on this
and present it to the group for proof reading at the end of the year. RMWG
is also actively involved in target setting, agreeing areas where they would
like to see improvement and developing the annual programme for
planned works and the refurbishment programme. 

An Involved Tenant Chairs the RMWG with eight Involved Tenants plus the
Asset and Maintenance Manager and Technical Operations Manager
attending. RMWG members attend and contribute to Service Improvement
by attending contract meetings.

During the year there has been a change in the Chairperson of the
Repairs and Maintenance Working Group. Gerry Williams’s contribution
during his time as Chairperson was invaluable and the group wish to thank
him and wish him well in his new venture. 

Annual Report to Tenants 2012
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This year’s achievements

� Asset Management Strategy
� Severe Weather Plan 2011
� Digital Aerial switchover 
� Fire Risk Assessments for Sheltered Housing and other 

priority communal blocks
� Tenant Satisfaction Plan 
� Review of the Home Local Standard
� Decent Homes Standard
� Lettable Standard
� Asbestos Management Policy
� Voids (Empty Properties) Re-let Standard
� Plans for Decent Homes Programme to move to the north of 

the borough. The Working Group has continued to monitor the
programme to ensure it is meeting its objectives 

� Government’s Tenant Cash Back Scheme – early discussions 
have taken place and more information is required before a 
decision can be made

� RMWG Involved Tenants attended briefings on Self Financing 
which covered the changes to the funding of Council Homes 
and Tenant Scrutiny information sessions to understand how 
this will link into the current Tenant Involvement structure

� Repairs and Maintenance Operational Meetings with the 
Contractor

� Voids (Empty Properties) Working Group meetings
� Visits to tenants who have been through the Kitchen and 

Bathroom Refurbishment programme 
� Visits to the Repairs Helpdesk and contractor work base 
� Interviews for new staff within Asset Management Team

Planning for next year
� Review, development and publication of all associated Policies 

and Plans highlighted in the Asset Management Strategy
� Development  and publication of Planned and Cyclical Maintenance
� Continue to monitor and set future refurbishment programmes
� Involvement in the procurement of renewable contracts e.g. gas

servicing, Sheltered Schemes grounds maintenance etc
� Review and monitor repairs tenant satisfaction data

HOME 
Repairs and Maintenance 

Introduction to a new Repairs Control System

The Repairs & Maintenance Working Group (RMWG) has worked with the
Asset Management Team to implement a new system of ‘Repairs Control’.
The purpose of this is to review the number of repairs we carry out and to
ensure we manage your responsive repairs effectively.

This will mean that repairs reported to the helpdesk will be linked to a
traffic light system going from green to amber to red. Green will indicate
a low number of reported repairs and red will indicate a high number of
reported repairs.
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If you remain in the green there will be no change from the current
service you are receiving. Should you progress from amber to red the
helpdesk staff will notify you when you call.

When you reach red we will require access for one of our surveyors to
carry out a full property inspection to ensure there are no underlying
problems with the property. 

The Surveyor will discuss any repair works with you that he/she identifies.

The Repairs & Maintenance Working Group will be involved in setting
targets regarding the number of acceptable repairs and will use other
Local Authorities Repair Data to determine these figures.

This new system has been introduced to improve value for money and the
effectiveness of our Responsive Repairs Service. We are trying to
understand why we complete more repairs in certain homes compared
with others and take action to reduce them.

There are many areas that we need to consider that impact on us
providing a cost effective responsive repairs service; below are a few
examples of what we will be discussing with RMWG.  

� Average number of repairs per property
� Average cost per repair
� Quality of repairs
� Property misuse by tenants and/or visitors 
� Planning of future work programmes

Decent Homes (Kitchen and Bathroom Refurbishments):
With Tenant Services now in an era of Self-Financing, we have been able
to effectively put budgetary plans in place to ensure all homes in the
Borough will meet the Decent Homes Standard by 2015.

The following allocations are now confirmed for Tenant Services (figures
are million):

2013/14 2014/15 Total 
2,990 2,128 5,118 

In Tenant Services budget planning we had made the assumption we would
receive this funding, with this confirmation, we can are now be confident of
the investment and improvements we can make working with the Involved
Tenant Groups.  

Simon Price and the Tenant and Landlord Improvement Panel would like to
extend a thank you and well done to the Asset Management Team and the Repairs
and Maintenance Working Group who were involved in the bidding process. 

The programme will be run through four phases across the Borough.  Phase 1
has been completed. The map below highlights the scope of each phase and
where in the Borough they will cover.

Decent Homes Programme
Phase 2 began in May 2012 and as of 1st August 2012 Tenant Services
Decency position was 70% decent and 30% non decent.

The overall programme for the 2012/13 Financial Year has identified 345
properties requiring works. Out of these, 246 properties have been
surveyed, 7 tenant(s) refused works, 46 properties did not require work
and four properties were picked up as a void (empty properties). These
totals were accurate at time of going to print. 

Annual Report to Tenants 2012
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Figure 1: Decent Homes Programme Map 

The budget for 2012/13 is £1.7 million. Based on this, we estimate that we
will undertake 302 bathroom/228 kitchen refurbishments (this is subject
to change).

The forecast for the cost of these works in Phase 2 (including additional
works other than kitchens and bathrooms) can be seen in the table below:

Kitchen refurbishments 

Bathroom refurbishments 

Electrical works 

Re-plastering /
Redecoration Works 

Total budget spend 

Boiler replacements 

£684,000

£619,000

£121,000

£272,000

£1.696 million

£174,000 (taken from the heating 
installation capital budget)

Table 1: Forecast spends for Kitchens and Bathroom Refurbishments 



22

Annual Report to Tenants 2012

The future phases (3 and 4) are shown on the map and each phase will be
released on an annual basis, in agreement with the RMWG and individual
works agreed with tenant’s following a survey by Tenant Services. 

Asset Management Strategy
Tenant Services Asset Management Team and the Repairs and
Maintenance Working Group have been working with the Chartered
Institute of Housing on an Asset Management Strategy. The group decided
that it would be more effectively and efficiently managed if a sub group
was formed to deal with the strategy and its appendices. This has released
the Working Group to deal with the operational issues within the group. 

Wokingham Borough Council’s Housing Asset Management Strategy
(Housing AMS) has been developed to inform the strategic medium and
long-term approach to maintaining, improving and developing the
Council’s housing assets. It sets out the priorities for the physical care and
improvement of the housing stock and surrounding environment as well
as explaining how, through sound planning, the Council can ensure its
housing accommodation continues to meet the needs of local people in
the Borough. The Housing AMS and has been specifically designed to
meet the Council’s strategic planning needs under the ‘Self Financing’
arrangements of Housing Revenue Account (HRA) reform. Our aim is to
complete the Strategy and associated Policies by April 2013. 

As part of our work on the Asset Management Strategy, Tenant Services
signed up to the Chartered Institute of Housing Repairs Charter for
Housing in August 2012. This is a framework which helps to identify what
outcomes a good quality repairs service can deliver and will be used
through TLIP, RMWG and Tenant Scrutiny Group to challenge performance. 

Stock Condition
To date 30% of our properties have been surveyed and we will continue to
carry out further survey on our stock until 100% is reached.

Gas Servicing:
The Tenant & Landlord Improvement Panel instigated a review of the gas
servicing process in August 2010, due to poor performance. The Tenant
and Landlord Improvement Panel worked with the Asset Management
Team, Housing Management Team and the Gas Servicing Contractor to
identify any weaknesses and address them.

The process has led to performance improvements in Gas Servicing, which
has been evidenced in the new 2012/13 financial year. The graph below
highlights Gas Service performance from the 2011/12 financial year and
our performance so far in this financial year:

Graph 4:                            Gas Compliance  
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There have been difficulties in obtaining access to tenants’ properties, for
a number of reasons, which explains why the 100% target is not reached
every month. The service is free of charge and should only take about an
hour to complete. Failing to allow access for this service is a breach of your
tenancy agreement, it also puts you and your neighbours at risk. Tenant
Services is notified of all properties which have ignored the letters or
refused entry. In such cases, legal action will be taken to gain entry to your
property to undertake the required gas service.  

We have consistently met over 99% in terms of Gas Servicing over the last
two years. Performance has greatly improved from this time last year, and
this is thanks to the hard work of all involved in ensuring the improvement
of the service. 

Tenant Satisfaction
The Asset Management Team continues to work with the Repairs and
Maintenance Working Group to improve Tenant Satisfaction. In November
last year a new Lead Surveyor and new Lead Maintenance Co-ordinator
were recruited to increase resources and ultimately improve the service
offered.  

The Performance Framework designed, will graphically highlight how we
are performing in each area and in each financial quarter, throughout the
year. The satisfaction reports will be monitored by the Repairs and
Maintenance Working Group on a quarterly basis. 

Tenant Satisfaction is paramount. To maximise responses we will use all
forms of communication i.e. text messaging, email, Facebook, phone
surveys and postal surveys. 

Aids and Adaptations
Tenant Services is committed to help improve the quality of life for tenants
with disabilities and health or mobility problems. Funding for aids and
adaptations may be available through the Disabled Facilities Grant.

Adaptations are classed as either minor or major. These distinctions are based
only on the nature of work required to install the adaptation in your home.

Examples of minor adaptations include:
� Grab rails
� Flashing smoke alarms

Examples of major adaptations include:
� Installation of a stair lift or shower
� Bathroom and kitchen conversions
� Alterations to improve access

Tenant Services will only undertake major aids and adaptations work to your
home on referral from a Care Practitioner (Occupational Therapist or Social
Worker). Assessments will take place to identify the required adaptations. 

Tenant Services can authorise minor adaptation works to properties i.e.
grab rails and no assessment will be required by a Care Practitioner. 

Tenant Services has completed 32 major adaptations under the Disability
Facilities Grant, 14 major adaptations under Decent Homes and 6 minor
adaptations. These were all completed within the target timeframes of 6
weeks for a minor adaptation and 12 months for a major adaptation. 
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NEIGHBOURHOOD AND COMMUNITY - 

INTRODUCTION FROM 
The Chairperson of the Housing Management 
Working Group (HMWG) Pat Pascoe 

There have been many trials and tribulations for
the Working Group this year. 

From September 2011 until May 2012 Steve Bowers
was HMWG Chair person and has now moved onto
the Tenant Scrutiny Panel. The group would like
to thank him for his hard work and input during
this time and wish him well in his new role.  

I was elected as Chairperson in June 2012 and along with Ann Elton, we
are the only two remaining Involved Tenants within this group.  We are
actively looking to recruit more tenants to this group. 

The group monitors rental income, to ensure it provides value for money
for tenants. With the forthcoming changes to Welfare Benefits and other
Government policies the group will be monitoring these with regard to the
impact and how it will affect tenants. The group continually monitors the
way services are delivered to tenants. 

This year’s achievement

� The group were consulted on the following policies:
1. Decanting of Residents Policy and Procedure 
2. Tenant Incentive Scheme
3. Voids (empty properties) Management Policy
4. Allocation Process for Hard to let Properties
5. Service Level Agreement between Tenant Services and the 

Wokingham Borough Council’s Transactional Finance Unit 
6. Tenant Satisfaction Plan 

� As of July 2012, a working document for the way Anti Social 
Behaviour is reported and responded to including information 
on performance has been implemented (no personal 
information is divulged to HMWG).

� Housing Officers attended the HMWG meetings 
� This year we have also had several briefings on the Welfare 

Reform Act which included: 
➢ Tenants under occupying housing
➢ Families with more than 2 children where no one works
➢ Tenants under retirement age who receive Council Tax 

benefit

An initial approach for addressing the issues regarding the Welfare
Benefit Changes was discussed based on a position paper being
presented to HMWG. Tenant Services will be visiting all those affected by
these changes to discuss their options. 

Annual Report to Tenants 2012
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� The Chair of HMWG helped with follow-ups to satisfaction 
surveys.

� HMWG Involved Tenants attended:
➢ Briefings on Self Financing - the changes to the funding of 

Council Homes
➢ Tenant Scrutiny information sessions to understand how 

this will link into the current Tenant Involvement structure
� Following  a recommendation from the Communications and 

Customer Care Working Group, additional walkabout dates for
2013 were added to the Calendar to cover areas which had not
been visited for some time

� Attended Gazebo Days and Walkabouts
� Attended Tenant Participation Advisory Service course and 

Tenant Services training courses 
� Attended “Growing 4 Gold” Days at Sheltered Schemes 
� Attend the Tenant Audit Working Group meetings
� Attend the Voids (Empty Properties) meetings
� Interviews for new staff within Housing Management Team

Planning for next year
� To increase the number of tenants on the Housing 

Management Working Group 
� Be aware of the possible impacts of the Welfare Reforms of 

2013 and the impact on the tenant and the service
� Monitoring of rental income performance 
� In light of tenants comments at the AGM and other events, 

HMWG needs to  ensure value for money and efficiency for 
Estate Management services 

� Continued monitoring of the Anti Social Behaviour 
� Ensuring that the Tenant Audit data is effectively and 

efficiently used to make service improvements
� Review and monitor tenant satisfaction
� Review the Walkabout procedures and how to feedback to 

tenants effectively and efficiently 
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Neighbourhood and Community

Anti Social Behaviour (ASB)
In recognising the need for a process to accurately record and monitor
ASB cases and in order to improve our performance in handling these, an
ASB database was created and has become pivotal in managing the ASB
caseload within Tenant Services.

The most recent analysis shows, there were 95 new cases recorded from
the beginning of April 2012. Of these cases, 55 have been closed and
resolved, whilst 45 remain open and are still active.  

The breakdown of ASB cases (in which ASB category they are classed) can
be seen in the graph below:

Graph 5:      Anti Social Behaviour - Breakdown of Cases

Of the resolved cases, 82% were resolved due to early Officer
intervention. This means the Housing Officers responded to the case early
and managed to find a satisfactory resolution that was agreeable to both
the victim and the perpetrator.  

The Housing Officers continue to attend various training courses
throughout the year on dealing with ASB and will continue to do so.
Officers continue to use a Multi-Agency approach i.e. working with the
Police, Community Wardens, Mediation Organisations and other agencies
where possible, to resolve ASB cases. It is paramount that victims and
witnesses are regularly updated.

There have been a number of high profile ASB cases across the Borough,
including one prominent case that made the local press. Stuart House was
issued with a Court Order to leave his council home in Longs Way and not
to return to the Norreys Estate, after Tenant Services received repeated
complaints about his behaviour. As a result of the continued complaints
legal proceedings were taken. 

It must be stressed that the perpetrator could not have been evicted from
his property and taken to court if it was not for the dedication of other
tenants and residents whose bravery and commitment in coming forward
meant a successful resolution was achieved.  

Annual Report to Tenants 2012
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Neighbourhood Management

Walkabouts
The Housing Management Team published an annual plan of
Walkabouts for 2012. These were attended by tenants, residents, staff,
Councillors, Community Wardens, Police Community Support Officers and
other agencies available on the day. In 2013, Tenant Services will be
increasing the number of walkabouts. However, not all areas of the
borough are covered by a walkabout. 

‘Walkabout Feedback’ sheets are in place; however they do not meet the
timescales set out in the Local Standard and we have been made aware
that tenants and residents are not receiving the feedback information
sheet (they are only available on the website). Therefore the
Communications and Customer Care Working Group has identified a need
to review these sheets to ensure that they are accurate and meaningful to
tenants and residents. The Housing Management Working Group has
started a review of the walkabout process and how information is fed back
to tenants and residents. 

Following feedback from tenants at the AGM and other events concerning
the lack of visibility and communication/interaction with their Housing
Officer, the Head of Tenant Services is in the process of reviewing the
entire Housing Management Department. No further information is
available at this time. 

Tenancy Changes
The Housing Management Team responded to all requests for tenancy
changes within 28 days and to all requests for a mutual exchange decision
within 42 days, therefore meeting the targets set. 

Communal Areas
A contractor carries out the cleaning of communal areas in
blocks of flats each week. Since this arrangement started,
all schedules have been met. We do not currently record
tenants' satisfaction in this area; however Tenant
Services will be introducing Tenant Satisfaction for
communal cleaning as part of our greater satisfaction
project and we will be analysing this data.  

There is a contract in place with the Wokingham Borough
Council’s Parks and Gardens Service to maintain all
communal grassed areas and borders throughout the year
and to spray communal hard-standing areas twice a year where
required. We have been made aware of issues across the borough in
relation to this service, which are in the process of being addressed. 

The Senior/Interim Senior Housing Officer’s main priority is to ensure that
a Housing Officer attends the Resident Resource Centre, Community
House or Community Flat at least once a fortnight to hold their Housing
Surgeries.  

Local Cooperation
The Housing Management Team has interaction with the Police, other
landlords, the Community Safety Team and other statutory bodies. They
attend some Neighbourhood Action Groups and Multi Agency meetings.
There is room for improvement in this area. 
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TENANCY  

Wokingham Borough Council, Housing Needs Department has an
Allocations Policy which covers how the Council operates its Housing
Register, the Transfer List and Homeless Applications. Wokingham
Borough Council uses a points system, based on the housing need (e.g.
overcrowding, sharing facilities etc) and waiting times. Wokingham
Borough Council also runs Medical and Social Priority Re-housing
schemes for those with an urgent and exceptional need to move. 

Applicants can choose the areas of the Borough where they would like to
live and no restrictions are made to an individual’s choice. Although, of
course, if people are very limited in the areas they have chosen to live, it
can be very difficult to help and the wait for housing will be much longer.

Housing Needs provide information on Sheltered Housing Schemes and
Extra Care Housing Schemes across the borough and is able to
individually assist people who have queries about this type of
accommodation. 

The Allocations Policy also explains clearly the reasons why, in some
instances we apply exclusions (based on the requirements of housing
legislation) which might prevent some people from being housed in
certain areas, types of accommodation or even altogether. This could
include previous anti-social behaviour by applicants, debts owed to the
Council or because of specific age requirements in some accommodation. 

There is a clear application process and guidance given to applicants on
how the scheme works. The appeals process is also precise, clear and
straightforward and is explained to all applicants. 

There are a range of housing options and information available in hard
copy and on the website, covering: 

Annual Report to Tenants 2012
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� Transfers
� Housing Register (often called Waiting List)
� Homelessness
� Mutual Exchanges
� Home Swapper
� Private Rented Sector options
� Housing Rights and Responsibilities
� Rent in Advance/Deposit Loan Scheme

Information on Private Landlords and other Registered Providers such as
Housing Associations is also provided to those making general enquiries
about housing in the area. 

All Allocations literature contains translation request information in a
range of languages. On request, documents can be made available in
alternative formats such as large print, audio or in electronic form. 

Voids (Empty Properties)
In the 2010/11 (April to March) financial year the average re-let time for
empty properties was 43.7 days which was unacceptably high. 

The Tenant & Landlord Improvement Panel initiated a review of the Voids
process and a Voids Working Group was created. The group looked at the
Voids process and worked closely with the Voids Contractor on how we
could improve this.  

In this financial year (2011/12), we almost halved the average re-let time
for all properties to 22.59 days, making us one of the best performers in
the country when comparing ourselves with other Local Authorities. The
graph showing re-let times below highlights the good work undertaken by 
the Voids Team:

Graph 6:                        Void Re-let Times 

As shown in the graph above, the performance of the Voids Team has
remained at a high standard in this financial year (2012/13) to date, with
the average re-let time for Void properties so far being 20.76 days.

Tenant Services consistently takes into account the circumstances of
potential tenants. Where appropriate, we liaise with the Council’s
Assessment Team to seek dual Housing Benefit to allow tenants with
exceptional circumstances or support needs more time to move in. 
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VALUE FOR MONEY

Value for Money Performance 
Value for Money remains a priority for Tenant Services. 

Value for Money is about obtaining the maximum benefit with the
resources available. This can be achieved in a variety of different ways
including:

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

Value for Money not only measures the cost of goods and services but
also takes into account the mix of cost with quality, resource use, fit for
purpose and timeliness to judge whether or not, together, they constitute
good value.

Tenant Services has developed a Value for Money strategy which
incorporates the above elements.

There are many different approaches to Value for Money, and with the
introduction of Self Financing in April 2012 to Tenant Services and all the
extra planning and strategic work that it involves, the focus for Tenant
Services this year is to work on Performance Improvements and
specifically Performance Management, with monetary savings being seen
and implemented in the following year, as dictated by the Value for Money
Strategy.

The processes required to begin to highlight cashable savings, such as a
Value for Money Register and Impact Assessment, are already in place,
and in the next financial year we will begin to highlight all Value for Money
initiatives, no matter how large or small.  Tenant Services is committed to
ensuring that any money saved from Value for Money initiatives is put
back into improving the service we offer tenants.
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Graph 7:                Final Account Expenditure 2011/12
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CONCLUSION AND RECOMMENDATIONS 
made by Maureen Ford Outgoing Chairperson of
TLIP and Floss Watson Chairperson of C+CCWG

In conclusion, we feel that this is a true and accurate account of the
service that has been provided to tenants over the past year. There have
been notable improvements across certain areas of the service however;
we would like to make the following recommendations:

� To implement the Tenancy Policy, a Flexible Tenancy 
Agreement and most importantly a revised Tenants Handbook 
as a matter of priority 

� Ensuring the review of the Housing Management Department is
concluded to a satisfactory conclusion for all 

� That staff acknowledges the importance of Tenant Involvement,
remembering at all times that they are unpaid volunteers and 
give of their time freely 

� That staff improve their understanding of the Communications 
Process, which will ensure an efficient and effective turn 
around time

� To implement an Induction Process and support for Involved 
Tenants

� A commitment from the Involved Tenants, ensuring they 
prepare appropriately and be able to contribute and input to 
their Working Group meetings

� To ensure rental income continues to improve
� To ensure completion of the Asset Management Strategy and 

its appendices are completed and implemented by April 2013
� To ensure that the Repairs Control System information is used 

efficiently and effectively to improve the service
� To ensure that the Tenant Audit information is used efficiently 

and effectively
� To publish planned, cyclical and refurbishment programmes in 

advance 
� Continue to improve communication across all areas of the 

service
� Walkabouts to be introduced in the larger areas not already 

covered
� Neighbourhood Inspections to be introduced in areas not 

covered by the walkabout  

Floss Watson and Maureen Ford
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ACCURACY OF THIS REPORT

The accounts are reviewed by Wokingham Borough Council’s Audit
Committee. Each month our budgets are monitored by Tenant Services
Budget Managers, Finance and the Council’s Executive. The Tenant and
Landlord Improvement Panel also monitors budgets twice a year and are
involved in budget setting. 

Internal audits for rents and budgets are carried out annually, which
ensures accurate figures for rental income, rent arrears and budgets are
achieved. On occasions a full audit will be conducted across the service, to
ensure procedures and practices are being adhered to. 

Gas servicing is independently checked at regular intervals. 

Water testing is carried out by Aquacare and Sheltered Schemes are
regularly checked for water quality. 

Performance information and satisfaction data are a highly important
agenda item at each month’s Tenant and Landlord Improvement Panel. 

As part of the ongoing service improvement work, service reviews will
continue to take place. 

The annual report will be published on the website and a summary will be
available in the winter Housing Matters. Hard copies are available on
request from:

c/o Tenant Involvement Team
Resident Resource Centre
10 Targett Court
Winnersh
Berkshire
RG41 5HP

Telephone: 0118 978 2494

Supporting documents are available on the website
www.wokingham.gov.uk/housing/council/

FEEDBACK

Tenant Services would like to hear what tenants think about this report
or any aspects of the service they receive. 

To feed your comments back please contact:

c/o Tenant Involvement Team
Resident Resource Centre
10 Targett Court
Winnersh
Berkshire
RG41 5HP

Telephone: 0118 974 3767 or 0118 978 2494

Email: housing@wokingham.gov.uk

Website: www.wokingham.gov.uk/housing/
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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.  

Chartered Institute of Housing – is a housing professional body. Their
aim is to promote housing, its standards and ideals and the training and
education of those working in housing.  

Decent Homes – a Government standard to ensure that all homes are
warm, weatherproof and have reasonably modern facilities.  

Homes and Communities Agency - the national housing and
regeneration agency for England.

HouseMark – a benchmarking and consultancy organisation for Local
Authorities and Housing Associations in England.  

Housing Quality Network  – a national housing consultancy company
which is working with the tenants and Tenant Services to set up Tenant
Scrutiny. 

Housing Revenue Account – the funding pot where rents and service
charges go in to. This funding pot is then divided up across the Tenant
Services service areas e.g. repairs and maintenance, housing
management, tenant involvement. 

Localism Act - this Act shifts power from central government back into
the hands of individuals, communities and councils.

Local Co-operation – how Tenant Services interacts with other
professional bodies who work within the borough e.g. other Council
services, Thames Valley Police. 

Local Standards – what standards tenants can expect from Tenant
Services. These were set by tenants.   

Annual Report to Tenants 2012
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Mutual Exchange – a system whereby a tenant swaps their house with
another tenant. 

Self Financing – a new system for how council housing is financed.
Councils now own and have paid for their housing stock, in return are
able to keep all revenue receive. (No longer give money back to central
Government). 

Service Level Agreement – an arrangement that Tenant Services has
with other services within the Council e.g. Legal Services, Finance. 

Tenant Audit – a process to obtain up to date information on all tenants,
understanding the different needs tenants have and any additional
requirements they may need.  

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

Tenant Scrutiny Panel  – a new involvement opportunity for tenants that
will conduct independent reviews of the service and report to the Tenant
and Landlord Improvement Panel and strengths and weaknesses that are
identified. 

Transactional Finance Unit – this Team deals with all money coming into
Wokingham Borough Council. The Rent Officers are now a part of this
unit. 

Value for Money – ensuring that our services are cost effective and
efficient.

Working Groups – these groups are chaired by tenants and enables
tenants to work in partnership with Tenant Services to shape and
contribute to the decision making process. 
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