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foreword

Swindon Borough Council continues to make every effort to deliver the best possible service to council housing tenants and 
we strive to improve them where we can, whilst being mindful of the challenges in reduced funding and rent income. I would 
like to thank tenants who give us feedback on our services, our priorities, what works and where we could try to make things 
better. 

We were all shocked at the Grenfell Tower fire and our hearts go out to those affected and their families and friends. We 
have worked with the Fire Service to visit and reassure our tenants and hope that you all feel safe in your homes. If you 
have any concerns or queries, please contact your Housing Officer on 01793 445503 or email: housing@swindon.gov.uk 

Thank you to our volunteer Street Reps who provide help and advice to local residents as well as working to make their 
communities safer places to live; and congratulations to the Penhill Street Reps who were given a prestigious Pride of 
Swindon Award. Safe and clean neighbourhoods are important to everyone. So in 2016-17 we completed the 
re-development of Sussex Square and fulfilled Pledge 8. We are continuing to build new homes, both council homes and 
affordable homes in accordance with Pledge 7. We use flexible tenancies in conjunction with other measures like 
injunctions, to help manage anti-social behaviour and other breaches of tenancy agreements – see more information on 
page 12.

Our Tenants Academy continues to be an important part of the service we provide to our tenants, to help support them back 
into employment and manage their tenancy. We are immensely proud of our Housing Apprentices who have again gained 
awards, take more advanced qualifications and continue on into employment with us.

Councillor Cathy Martin

This Annual Report is brought to you by the Tenant Scrutiny Panel and Swindon Borough Council Housing. It is 
a reflection over the Housing services during the financial year of 2016-17. It also highlights some follow on work 
from projects of that year or timely captures of topics that have impacted tenants this year.

One of those impacts was the fire at Grenfell Tower which shocked and saddened many of us, and alarmed some 
of our tenants who live in our high rise blocks too. This incident drew on all of the Housing service areas to 
support and reassure our tenants that the housing they have is safe; and it is safe. Housing teams were quick to 
respond to tenants’ queries and collaborate with Dorset & Wiltshire Fire and Rescue Service (DWFRS) to engage 
with tenants and carry out safety checks which is reassuring and comforting to know that our Landlord is there for 
us.

The front cover photo is fitting as it highlights Housing and DWFRS working together again, but this time in 
encouraging our next generation to be safe within their neighbourhoods as well as good neighbours. The Young 
Warden scheme is one of Housing’s successes as year on year it is over subscribed by children wanting to take 
part - future Street Reps in the making! Which brings me on to another success. Penhill Street Reps, volunteer 
tenants very much like myself and team of Scrutineers, has grown and supported their local community 
immensely, from saving local buildings from vandalism to encouraging drivers to THINK! and reduce their speeds 
around the neighbourhood, this team are regularly seen volunteering in their community. 

Which brings me on to budgets in a round about way. With budgets tightening as Swindon Borough Council 
undergoes a mass spend review, with an ambitious £30 million pounds to save, many services will look to         
becoming more local, run by volunteers such as ourselves with support from the Council and indeed Housing; 
which could be the saving of communities as we are also being driven to become more digital and embrace  
savings to be made by doing more online. So whilst it is good to be digital in some ways, if you can (and if you 
need help, the Tenant Academy can support you in this), I’d encourage you all to think if there is anything  you 
could or would like to volunteer in, to help support Housing and therefore ultimately, all of us.

Best regards, Kate Moore, Chair to the Tenant Scrutiny Panel.



Warm Homes Discount Events
353 Tenants 

turned up at 
our events

Potential 
WHD Rebates 

£51,420

In October, November and December 2016, Swindon Borough Council carried out 
seven events to promote the availability of the Warm Home Discount to Swindon Borough 
Council tenants in some of the borough’s most deprived areas. These events followed on 
from similar events carried out in 2014 and 2015.

The aim was to raise awareness of the Warm Home Discount, a £140 rebate from 
Electricity Suppliers. People were targeted who may qualify from the broader group of the 
Warm Home Discount as this was the group that needed to actively identify their eligibility 
and apply for the rebate.

Personally addressed letters were sent out to all residents in receipt of housing 
benefit and / or council tax reduction living in those areas advising them of their 
possible eligibility for the rebate and inviting them along to find out more and register an 
application if appropriate. Text messages were also sent to tenants in those 
areas where numbers were available.

Outcomes

Events in 2016 had varying turnout rates. While the Parks event had a similar turnout 
to 2015, other areas had reduced turnouts with the overall turnout reducing from 10% 
across all areas in 2015 to 7% in 2016. Tenants were encouraged to apply themselves if 
they wanted to, either online or by phone, so this may have reduced numbers attending 
on the day of the events.

Direct mailing and sending of text messages to tenants remains the main way of getting 
residents along to these events. If all tenants attending the events were successful in 
their applications for the Warm Home Discount, the money saved off their fuel bills would 
be £51,420. In reality not every tenant was eligible, but a reasonable estimate is that 4 
in 5 tenants had applications submitted, so this would be £41,136 worth of Warm Home 
Discount money for Swindon Borough Council tenants.
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Flexible Tenancies
In January 2015, the Council introduced Flexible Tenancies. In 2016/17, 
326 flexible tenancies (including a one year introductory tenancy) were 
granted. 

In contrast, 246 secure tenancies were granted during the same period. 

A reminder of the key facts

• Tenancies of a fixed term period, known as flexible tenancies, are offered 
to all new tenants of the Council (excluding those moving into sheltered 
accommodation).  

• Following a one year introductory tenancy, ten year tenancies are           
offered to families with children and five year tenancies are offered to      
people without children.

• Existing secure tenants are unaffected by these changes, and those     
looking to move homes will keep their secure tenancies if they remain     
tenants of Swindon Borough Council.

The aim of Flexible Tenancies remains that they will help tackle under      
occupation and make the best use of existing stock as well as being an 
additional tool to prevent anti-social behaviour and other breaches of the 
tenancy agreement.

The Government is seeking to extend the use of fixed term tenancies to 
new tenants nationally. Due to the work that we have already done on this, 
the Council will be well placed to incorporate any changes that are imposed.
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Progress continues to be made in tackling tenancy fraud 
and this year has seen Housing and the Council’s 
Corporate Fraud Team continue to work closely together 
to tackle this type of crime. 

Developments include:

Tenancy Fraud

7Right to Buy (RTB) applications 
stopped resulting in savings in 
discounts that would have been 
allowed on the sale of properties of 
£418,123

11Council houses recovered 
with an estimated saving of £198,000 
(using a nationally recognised figure 
of £18,000 per property).

12 referrals received in 
2016/17 which included Right To Buy 
fraud

47 RTB applications were 
withdrawn in 16/17 following letters 
being sent regarding checks (based on 
average discount saved of £60k, this 
would equate to £2.8m in savings)

128 referrals received in 
16/17 which included allegations of 
tenancy fraud – note that 
approximately 70% of referrals 
received are not investigated due to 
lack of information provided or that 
initial checks found that the allegations 
are false.

Council houses recovered with an estimated saving of £198,000

The Homeline mobile response service continues 
to grow with over 3570 customers. Increasingly the 
team are working with more complex referrals from 
adult social care and the Great Western Hospital by 
fitting devices such as smart fall detectors, bed exit 
sensors and wandering alerts. Over 250 Swindon 
residents now have this specialised service.

The teams 
emergency response 
continues to respond 
to emergencies within 

30 minutes, 
achieving this for 

99% of such 
situations.



It has been a busy and interesting year for us, with many 
changes taking place.  I will mention some of the highlights.

The Sheltered Housing Review continues, as Mike Ash 
previously agreed, we will be kept fully informed as it 
progresses.  

As part of this review George Gay Gardens closed down 
and is in the process of being demolished.  All of the 
residents have been successfully moved to other schemes.  
The residents were consulted and made aware of the 
compensation and offer of alternative accommodation.  
TASH had an important role to play in ensuring that this 
difficult process went ahead so smoothly.

After several debates and discussions we have a new 
TASH logo.  It is now being used on our documents. This 
was a really positive contribution from TASH.  We are now 
waiting for headers with the new logo to go on our notice 
boards along with photos of the warden, the TASH 
representative and up-to-date information on housing 
issues.

We were consulted on the major works programme for 
Sheltered Housing and pleased to learn that new mobility 
scooter storage will be provided this financial year, which I 
know will assist many residents.

We have renewed our Tpas (Tenant Participation Advisory 
Service) membership. This year saw Graham nominated for 
a Tpas Sheltered Housing award for his efforts to 
increaseTASH membership.  

We also attended an event at STEAM last summer where 
we found out about the many things going on in Housing.

We have had several presentations over the year. Some of 
the more interesting ones have come from the Tenant 
Academy where they spoke to us about cookery classes 
and IT skills, the Procurement process and how to budget 
effectively.  

Also from Homeline who demonstrated the new ‘Raizer’ 
chair which was very interesting.

Tenants Association for Sheltered Housing 
Dear friends,
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In the year ahead Maggie and I would like to arrange some of 
the TASH meetings in your schemes, we did this successfully 
last year at Middi Haines Court and George Hall Court, where 
members enjoyed the views from Maggie’s flat!  

We will draw up a list of these and discuss arranging them with 
Mark Barnett (Sheltered Housing Manager). I would also like to 
visit schemes hopefully to increase membership of TASH.  
Sadly some of the schemes are not represented and we are 
trying to address this with new ideas; perhaps one elected rep 
could cover two schemes or we could run training for those 
considering the role. If you have any good suggestions please 
let us know. Alex Chutter from Go Ahead, the new bus 
company, and Fraser Drummond from Dorset and Wiltshire Fire 
and Rescue Service also gave talks. Fraser talked to us about 
staying safe in our homes and how the local Fire service have 
been involved in checking George Hall Court following the 
terrible fire at Grenfell Tower. 

I would like to finish by thanking Paul Wilkins and Mark 
Barnett for their support this year.  Also huge thanks to 
Maggie Hathaway-Mills for her support and input as Vice-Chair 
and a special thanks to Graham Overbury for sharing his 
knowledge and experience and guiding me in my role. Graham 
has kindly agreed to continue with this for the next year. 

I would like to say how much I have enjoyed my first year and 
am looking forward to the second.Thank you

Bridget Root
Chair of TASH

Goodbye George Gay Gardens

2017 saw the culmination of the  difficult decision to close 
one of our sheltered Housing schemes to make way for a 
brand new development of social housing along Queens 
Drive.

George Gay Gardens was originally built as general 
purpose maisonettes and converted to sheltered housing 
in 1984.

The scheme comprised a high number of bedsits and 
flats  with internal stairs which was far from ideal for older 
persons accommodation.

Housing staff worked closely with residents and families 
to identify  alternative accommodation and support 
residents through this difficult process.

Our final resident left in June 2017.

Feedback from residents was extremely positive with 
97% of tenants advising us that they were pleased 
with their  new home and it met their needs better than 
George Gay Gardens. 7

If you would like to attend TASH meetings and need help with 
transport, please speak to Paul Wilikns on 01793 463677 or 
email: pwilkins@swindon.gov.uk



It has been a busy year for the Tenant Academy as we have stepped 
up to the challenge of supporting tenants who have been affected by 
changes to their benefits.

We have done this through providing them with access to training, support 
in looking for employment and budgeting advice. One key piece of work 
has been with tenants who were affected by the reduction in benefits due to 
the benefit cap.  We attempted to contact over 130 tenants who had been 
affected.  

We spoke to people and explained what we could do to help them and 
invited them to come into the office to meet with one of the Tenant 
Academy team.  At this meeting we discussed with people what work 
experience they had, what areas of work they were interested in and what 
was preventing them finding employment. We were then able to help each 
individual come up with their own plan.We had these conversations with 46 
tenants.  

Their needs were varied but courses they went on to do included: 
Confidence and Motivation, Maths and English courses and other 
courses preparing them for particular types of work e.g. Health and Social 
care courses.  

By the end of the year, at least 4 of the people working with us had found 
employment and several more were attending training which would help 
them in the future. 

I have been working for 
the past six weeks and I 
love my job. It’s a very 
rewarding career and 
without the help from 
the Tenant Academy I 
wouldn’t be able to 
financially support my 
children
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One key piece of work 
has been with tenants 

who were affected by the 
reduction in benefits due 

to the benefit cap.

Following on from this work we have started working with 
people on the Housing Register under the Greenlight to Housing 
programme to make sure everyone moving into a council home 
can afford and manage a tenancy before they move in.  

For more information on Greenlight to Housing go to: 
www.voiceyourviews.co.uk/green-light-housing

One of the people we worked with, 
Ms G tells us her story: “Due to 

circumstances I became a single mum 
of five young children. I found 

myself not knowing what the future 
held for me and my children. I left 

school with minimal qualifications and 
after coming in and speaking to the 

Tenant Academy about the Benefit Cap 
and how it would effect my family they 

offered me the opportunity to study 
with Learn Direct starting with an 

employability course. I then went on 
to study Health and Social care. They 

were also able to help with my chilcare 
to enable me to attend these 

courses. Because of that opportunity, I 
was able to go to my first job 

interview as a potential care officer 
and was then offered the job the same 
day.  I have been working for the past 

six weeks and I love my job. It’s a very 
rewarding career and without the help 

from the Tenant Academy I wouldn’t 
be able to financially support my 
children and I feel that I’m able to 

make a difference to my children’s 
lives. ”

”
” ”

”
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We have also run some courses for our involved tenants including 
“Let’s Get Digital”,“Engaging Your Community” and training on 
Procurement processes so tenants can be more involved in this 
area.  

And last but not least, congratulations to 4 members of our Tenant 
Scrutiny Panel who have recently achieved qualifications through the 
Tenant Acadamy. Kate Moore, Phil Matthews, Vivienne Paxton and 
Kenneth Stimpson all completed the Chartered Institute of Housing, 
Level 2 Award In Involvement In Housing and Communities and were 
presented with their certificates by Mike Ash.
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The other big challenge for the Tenant Academy Team is to run our very successful Housing Apprenticeship 
Programme.

Our intermediate apprentices completed their qualification and 3 of the 4 have gone on to sign up for an Advanced 
Apprenticeship. At the end of March we had 9 apprentices at various stages in their programmes.

Our apprentices once again scooped a number of awards this year: Kelly Wood from the Homebid Team won the      
Swindon College Housing Apprentice of the Year award. Maisie Burrows, who started her career in Supported Housing 
and is now a Trainee Housing Officer was a finalist at the PPMA (Public Sector People Management Awards) awards.  
Maisie had to attend a 2 day assessment centre at the end of which she was awarded “Spirit of the Apprentice” for the 
person most likely to make a difference.  We also did very well in the Chartered Institute of Housing South West Region 
awards where Maisie won the New Housing Professional award and Shakira West Moreland, Trainee Surveyor won the 
Apprentice of the Year award.  Maisie and Shakira were both presented with their awards on the main stage at the Annual 
Conference. This meant they reached the finals of the National Housing Heroes Awards and while they did not win, they 
both said it was an incredible experience.

Housing Apprentices work in a variety of areas within Housing and are given the opportunity of getting real work 
experience while gaining relevant qualifications. We usually recruit for apprentices around May or June each year and 
particularly welcome applications from our tenants and their families. If you would like to find out more, please contact: 
lynnjarvie@swindon.gov.uk
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Swindon Tenants Voice
Swindon Tenants Voice (STV) has had a busy year working in 
partnership with Swindon Borough Council on behalf of all 
Council tenants. 

At our meetings throughout the year, we received information 
on issues surrounding Universal Credit, the terrible fire at 
Grenfell Tower and the work of other Housing tenant groups.  

We have been in the community this year carrying out road-
shows and talking to residents about the issues that matter to 
them, not least of which is the upcoming third year of the 1% 
rent cut which will have an impact on the services that Swindon 
Borough Council Housing provide.  

We also promoted the aim of Swindon Tenants Voice; working 
to improve our communities and to encourage new members to 
join our group.

Pictured right: Housing Apprentices receive their awards; Maisie Burrows, Kelly Wood, Beth Wride 
who passed her HNC in Housing from Cardiff Metropolitan University with distinction, and Robert White 

who won the Housing Award for Personal Development of the person who has shown most 
improvement in their knowledge and skills over the past year. 



Anti-Social Behaviour
Our homes and estates should be places where people like living and feel safe. No one should feel intimated or 
harassed in the place where they live.

Whilst levels of ASB have reduced in recent years, we know that statistics offer little comfort to the victims who continue 
to suffer at the hands of the small minority. This behaviour can cause misery for entire communities – and we know that it 
remains one of our tenants’ biggest concerns.

The Council have been extremely active in taking action against perpetrators of ASB during 2016/17, utilising many of the 
tools provided to us as part of the ASB, Crime and Policing Act 2014. 
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January 2017 - an Eldene tenant was evicted from their 
property following persistent noise nuisance, and drug 
related activity.

February 2017 - a Park North tenant was evicted 
following anti-social behaviour, which included 
committing an act of burglary in a local sheltered 
housing flat.

March 2017 - a Penhill resident was evicted 
following severe anti-social behaviour. This included 
verbal abuse, threatening behaviour and general 
nuisance to neighbours.

March 2017 - a Walcot tenant was evicted after the 
tenant was convicted of possession of an offensive 
weapon in a public place and also public order offences 
in December 2016. A possession order was obtained in 
February 2017 and eviction appointment in March 2017. 
The tenant was in prison at the time of the eviction.

Examples include:

April 2016 - an injunction was obtained against two 
Supported Housing tenants excluding them from the 
property following criminal acts that took place at the 
supported housing scheme.

May 2016 - a West Swindon tenant was evicted for 
subjecting their neighbours to persistent nuisance and 
annoyance. This included excessive noise nuisance, threats 
of harm and verbal abuse.

June 2016 - an injunction was obtained against a 
Pinehurst tenant. The tenant was prohibited from, amongst 
other things, causing nuisance and annoyance in the area, 
making excessive noise and carrying a knife in any street or 
public place in Swindon. No further issues at this time.

July 2016 - a town centre tenant was given an injunction 
that forbids them from acting in a way which is capable of 
causing a nuisance, annoyance, alarm or distress. The 
injunction also included not to threaten residents or Council 
employees and not play loud music between 10pm and 7am.

August 2016 - an injunction was granted against a sheltered 
housing tenant in relation to nuisance and annoyance and 
nuisance caused by the tenant’s visitors.

October 2016 - a Park North tenant was given an injunction 
that prohibited them from causing nuisance and annoyance 
by whatever means and interfering with, threatening or 
assaulting a neighbour or other residents in the area.

December 2016 – a closure order was issued against a 
Walcot tenant due to severe anti-social behaviour. This 
meant the tenant was not permitted to be in their property for 
3 months. This led to the tenant terminating their tenancy.
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“...safer, cleaner, greener... 
RE:FRESH”

So far this year RE:FRESH has helped communities by 
providing support for community gardens, healthier lifestyles and 
safer neighbourhoods.  All applications that the tenant 
RE:FRESH panel receives must meet certain criteria before 
funding can be agreed.  RE:FRESH is available to enable 
tenants to improve their communities, support each other and 
learn new skills.

The panel heard presentations from tenants and voluntary 
organisations across the borough and agreed, amongst others, 
to support Incredible Edible in the Railway Village. This is the 
second year that the group have encouraged residents to grow 
their own vegetables, showing how much can be achieved in 
such a small space.  The number of residents participating has 
grown with more wanting to get involved.  The funding provided 
residents, who were taught basic gardening skills, with seeds 
and large compost bags.  

The experienced gardeners amongst those taking part were also 
able to help those less green-fingered. The community will also 
hold two ‘Cake Saturdays’ at the local community centre to 
enable them to get together.

Other applications have included requests for community 
gardens, both creating new gardens for tenants and reviving 
tired green spaces.  

Funding has provided planters, benches and gazebos to allow 
tenants to enjoy and make better use of their existing communal 
areas. 

RE:FRESH doesn’t have to be about gardening; a group in 
Penhill wanted to encourage drivers to slow down and keep to 
the 20 mph limit.  Residents, concerned for the safety of their 
children worked with a local school to run an art competition.   
The winning designs were made into road signs and have been 
displayed on lamp posts throughout the area.

This year has been challenging, because of organisational 
changes, with some agreed projects yet to start. We do 
apologise to those tenants kept waiting and are doing all that we 
can to move forward with these.  We are arranging visits to 
completed projects, the feedback from these will be reported on 
at year end along with a full report on all that has been achieved. 

If you have an idea that will make where you live nicer and allow 
local people to get involved in local projects that will teach new 
skills then RE:FRESH may be the answer.  

Please visit www.voiceyourviews.co.uk for more information 
about RE:FRESH and other opportunities for tenants to get 
involved with the Housing service.

9 bids approved and
4 declined by the 

Tenant RE:FRESH Panel
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Once again, the Tenant Scrutiny Panel (TSP) has had a 
very busy year!

We completed a Review on Repairs – Right First Time. 
We spent 9 months on this review, and to make sure it 
was done thoroughly, the team went out with operatives, 
so that jobs could be seen first-hand, met with managers 
and other staff to gain insight and get feedback on the 
problems encountered, and surveyed tenants to get their 
views.

Based on all this, the team were able to make several 
recommendations; many of which have been agreed, and 
are in the process of being implemented.

In March, we were invited to Bristol to attend a Networking 
event. This proved extremely useful, and the team were told 
of the challenges and successes of both Bristol and Bath’s 
Scrutiny teams. We came away, (after a very nice lunch!) with 
lots of innovative ideas and some useful information. 

Also at the end of March, the team were successful in 
completing their CIH qualification. This really pleasing result 
came at the end of 18 months challenging work and study. We 
were awarded our certificates by Mike Ash.

Recommendations include:

A locksmith course to be offered to operatives who work 
out - of - hours. This will reduce the cost of having to call 
out a locksmith for any tenant who needs locks changing 
out of normal working hours, for whatever reason.

Adapt the handheld tablets that operatives use, so that 
more than two jobs are visible on the screen at any one 
time. This will allow greater efficiency, and avoid 
unnecessary travelling. Thereby, giving tenants a more 
streamlined service.

Carbon Monoxide and smoke detectors to be highlighted, 
using different coloured stickers.

Tenants to be informed if delay or cancellation is 
unavoidable.

All information regarding boilers, heating systems etc., to 
be laminated and given to all new tenants at sign up. This 
may reduce the need to call out an engineer if the problem 
is very minor, and possibly can be rectified at the flick of a 
switch. This remedy for the tenant, would only be 
applied using both the information, and an engineer over 
the phone, and would only apply to very simple problems.

Stopcock and fuse box locations to be highlighted and 
pointed out to new tenant at sign up.

The current satisfaction surveys were found to be 
unreliable – with a return rate of approximately 3%. The printing 
and return costs of these surveys are very high, with a very poor 
return rate. TSP have suggested that they be scrapped, and a 
one-line question: “Were you satisfied with the repair?” displayed 
on the handheld tablet offered to the tenant. The option would 
then be a yes or no; with “no “responses then being followed up 
by officers in the repair team.

The Home Sweet Home service needs to be highlighted, and 
advertised to all new tenants.

TSP also asked if the KPI criteria for “Right First Time” could be 
changed, as currently, if a repair is more extensive than first 
realised, and the operative has to leave the tenants’ home to get 
more materials, the job is not considered to be completed Right 
First Time, even if it is completed the same day. TSP requested 
that even if the operative had to leave the property and TSP will 
continue to monitor the situation, and are meeting with senior 
officers in September, to ensure the agreed recommendations 
are being implemented.

TSP work very hard, all year round, and take 
only four weeks off – two of those over Christmas 
and New Year. We frequently have to have extra     
meetings to get everything done, and approximately 
12 hours a week are spent on doing paperwork at 
home. I am very proud of the team, and what they 
achieve. Here’s to another very successful year!

Following the Grenfell Towers tragedy, Kate Moore, along with senior Housing Officers, Cabinet Members, Dorset & Wiltshire Fire 
and Rescue service and MP’s, visited the high-rise blocks to assess if there was a risk in Swindon, of this tragedy being 
repeated. Happily, the insulation for Swindon’s blocks is not the same, and so we were all able to reassure tenants and allay any 
concerns they may have about the Stay Put policy.

In April, the team were tasked with rewriting the Compensation Policy; a tricky job, but one that got completed in the end.

Several training days later, and it was time for the Panel to decide which area of service was to be reviewed next. After 
attending an LPAR meeting, where we were shown benchmarking figures from Housemark; Tenant Participation was the obvious 
topic to choose. This was as a result of seeing where Swindon sat nationally, on its tenant activity. Swindon’s figures for tenant 
participation are only very average, and it is the Panel’s wish to try and help improve that.



Street Reps in Penhill

21

Highlights from the last year

This last year has seen more activity from the Penhill Street Reps with very positive work being done. Reps have proven to be 
an enthusiastic group of volunteers who clearly want to work for the good of their own communities whilst continuing to 
working in partnership with Housing at Swindon Borough Council. 

Housing

Reps have carried out surveys for the Housing Sounding Board and Tenant Scrutiny Panel around subjects such as repairs 
and rent consultations; they have encouraged friends and neighbours to provide feedback on Housing Services. They 
continue to signpost enquiries from their community to the appropriate advice points.

Playing out.

Reps organised another successful playing out scheme, this 
involves arranging to close the road so that the children, 
under the supervision of their parents, are able to play in the 
street. There are more of these planned in West Swindon as 
well as taking them out to all other areas.

Keeping Their Community Safe.

One of our Reps noticed that an empty building had been 
broken into and did some checking. She noticed that there 
had been a fire started inside and that the place had been 
trashed. Talking to neighbours she discovered that a group of 
youngsters had broken in the night before smashing windows 
and making noise. She then got hold of StreetSmart and the 
Police and began to organise to make the building safe. The 
Police attended and worked with the rep to try to identify the 
culprits and a team turned up to board the windows and doors.

Other reps have reported abandoned cars that have been 
damaged and had them removed as well as reporting used 
needles and fly tip to the correct organisations. 

Keeping their community clean.

Reps do regular litter picks on the street where they live 
as well as larger litter picks and have now linked up to 
StreetSmart who will supply black bags as well as pick up 
bags of litter 

Road Safety.

Because of traffic incidents on the estate where 
residents were hurt, Street Reps decided they 
wanted to work with other local groups and 
residents to try to encourage drivers to drive at 
a sensible safe speed. Initially planning the way 
forward with Housing, Reps decided to 
organise a meeting with all who could be of help 
and support. They included the Police, Housing, 
the Road Safety Team, and road traffic 
management, Neighbourhood Wardens, and 
Schools to develop a plan for road safety in their 
local community that everyone could agree on. 

The plan was tied into road traffic safety week 
and children were asked to design signs asking 
drivers to slow down. 

Street Reps applied for a RE:FRESH grant and 
secured £1,000 for some signs; which were 
made from Correx, a mix of waste plastic and 
paper and (with agreement from the road 
management team and Streetsmart) put on 
lampposts in areas where there was local 
concern for speeding and near local schools.

Also as part of the RE:FRESH bid 500 ‘20 is 
plenty’ bin stickers were bought and shared 
around the community of Penhill for residents to 
try to encourage safe and sensible driving.

There are also plans to clean highways Street 
signs. This is in conjunction with the road 
safety project as signs will need to be clear of dirt 
for road users to see clearly. ...continued... yes, there’s more from the Street Reps!

“20 is Plenty”
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Street Reps... Moving Forward
Street reps are establishing in West Swindon and a team of 5 
reps are working there. The focus is on building numbers and 
doing 4 high visibility litter picks in the area.

We may look to hold a fun day in the summer and have a 
playing out scheme. 

We are now looking to recruit Street Reps in the Pinehurst 
area and we are positive about getting a new group 
established there.

We are also looking to work with a group in the Railway 
Village who are interested in working with Housing.

We will look to establish a minimum of 4 Rep areas across 
Swindon.

Penhill will be more of the same.  Supporting local groups, 
coming up with new initiatives, litter picks signposting and 
looking to add new faces to the group.

For more information on the Street Reps scheme 
please contact: Nick Brock on 01793 463673 or 
email: nbrock@swindon.gov.uk

Supporting local groups

Reps also supported Uplands Educational Trust by 
building specially designed raised beds for the clients to be 
able to use. Reps linked up with 5 local teenagers and 
recycled planters that were no longer used at the old 
Surestart centre. These were taken apart and re-designed 
for the Uplands educational trust in Penhill

Some reps have been able to link up to other groups and 
get more involved. Friends of John Moulton Hall, Swindon’s 
Tenant’s Voice and the Housing Advisory Forum now all 
have Street Rep involvement.

Penhill Street Reps have also been shortlisted for the 
national Tpas awards for volunteers and have won the Pride 
of Swindon award.  These awards are held in high 
regard and there is a lot of satisfaction from Reps and 
council officers that these volunteers have been recognised 
for the work they do.

Reps have benefited from the role because of the link to the 
Tenant Academy and have opportunities to gain more 
training as well as getting others from where they live 
involved too. The Tenant Academy training delivered to 
Street Reps as well as the actual Street Rep role has helped 
guide some volunteers to gain work experience because of 
their role as a street Rep. One said that because of this role 
and the training and support provided she now has a 
permanent job.

Neighbourhood Wardens
It has been a busy year so far for the Neighbourhood Wardens, conducting 
monthly block inspections, garage area inspections, removing unwanted items 
for tenants, removing flytip and graffiti and attending community events and 
school assemblies and doing the Young Warden scheme.

A major aspect of the Neighbourhood Warden role is to conduct monthly 
inspections on 389 flats in our low and medium rise blocks. In the inspection, 
we look to make sure the communal areas are kept clean and clear. No items 
are to be kept in the communal areas, whether it’s a bin bag or an ornament. In 
fact, the only item allowed in a communal area is a doormat with the correct fire 
safety labels. We also check drying areas and electric cupboards for storage of 
items too. 

Tenants who constantly refuse to keep communal areas clear risk having their 
offending possessions removed. During a block inspection we look for wear 
and tear on stairs and flooring, reporting faulty lights and door entry systems, 
damage to doors and windows, and check bin sheds. We also do litter-picks as 
and when needed in the outside areas to ensure the exterior is clean and tidy.  
Monthly inspections are a good way to ‘touch base’ with our tenants too, 
particularly if they are vulnerable or older.

The warden team also provides a cleaning service in our 10 storey high rise 
blocks in Parks and Penhill. Residents of the blocks pay an additional charge 
for this service. We carry out safety inspections of the blocks every day, 
including weekends.

We still continue to remove bulky items such as beds, sofas and wardrobes 
etc. Up until August 2017, we have removed 374 tonnes of tenants’ unwanted 
items altogether.

We have removed 
374 tonnes of 
tenants’ unwanted 
items altogether.

Urgent Fire Safety Reminder
All orange boxes and recycling plastic 
should be kept inside your property, shed 
or outside in the bin area.

Internal communal areas must be kept 
completely clear at all times.

If you have any concerns please contact Stuart Bird, 
Lead Neighbourhood Warden on 07824 537 704

x



25

Young Wardens
The Young Wardens scheme took place again this year with Penhill, Pinehurst, Parks and Freshbrook as the designated 
areas.

As with previous years, the teams set up a ‘legacy’ project in their areas, as a lasting reminder to the children for all their hard 
work over the summer weeks. In Pinehurst the Young Wardens made flower and herb planters in the Community Centre garden; 
the Young Wardens in Parks also made a planter and a papier-mache parrot to go up in the Community Centre; in 
Freshbrook they made a mosaic to be placed in front of the Community Centre, and in Penhill the Young Wardens laid and 
repainted a Snakes ‘n’ Ladders and Hopscotch grid that had been donated courtesy of Uplands Education Trust. 

There were other activities too, all based on either keeping the environment safe and healthy, or keeping themselves safe and 
healthy. These were set ‘Core’ Activities which included a litterpick/ recycling session hosted by Cristian Starmer, 
Staying Safe Online by Huw Ford, personal safety/road safety and Stranger Danger by various local PCSOs, and a trip to 
the Fire Station. Here the children participated in helping a firefighter dress in his specialised clothes, with the chance to dress 
up themselves; they also looked around at the technical equipment on a fire engine, had a go on the hoses and had the 
opportunity to find their way out of a ‘smoke’ house. Some of the Young Wardens from Penhill were interviewed on local 
community radio 105.5 fm. 

We had very good numbers for this year. Whilst we endeavour to stick to a maximum of 20 children per area, sometimes we sign 
up more to allow for others ‘dropping out’ due to holidays etc. The Young Wardens t -shirts were generously donated by Michaels 
Workwear in Gorse Hill. Other organisations that supported the scheme were Aldi, Tesco, Uplands Educational Trust, and 
Wyevale Garden Centre, Thank you!

The Young Wardens finale was held at Lydiard Park with a barbecue 
and various games to say thank you to the children for taking part.

Overall, the number of children that took part 
in the scheme was over 80, and some 
teenage volunteers who had been Young 
Wardens in previous years also assisited the 
teams. 



Working to improve your home
What have we achieved?
We agreed an annual programme of work with tenants to maintain and improve your homes. It was developed within the 
available resources and aligned with the results from our Stock Condition Survey (SCS). The main focus was on replacing 
key components such as roof coverings, windows and doors, central heating, electrical rewiring and kitchens and bathrooms. 
A refurbishment  programme was also started to the non-traditional (not brick built) homes which included structural repairs 
and thermal improvements to bring them up to modern day standards. Just under £11.3m was spent on repairing and  
replacing key components. Significant programmes of work were delivered to properties during 2016/17 shown as follows: 

Project or Scheme Target number of 
properties to have work 

done

Actual number of homes 
benefiting from work

Benefits to Tenants

Installation of new central 
heating or replacement 

boiler
300 279 Warmer homes, 

cheaper to heat

Upgrading electrics 1,020 1,265 More socket outlets and 
safer homes

Replacement roof 
coverings 340 353 Wind and weatherproof homes

New kitchens 537 554 Kitchen to modern day standards

New bathrooms 187 226 Bathrooms to modern days standards 
with showers

New PVCu windows and 
doors* 650 159 Improved security and warmth 27

External Planned Maintenance
We completed minor repairs and painting to over 1,400 properties last year, as the start of a 5-year external planned 
maintenance programme, to ensure that homes are kept in a good state of repair. We also completed internal and external 
decorations to Lillian Lock Gardens, Markham Place and Mervyn Webb Place. 

Decent Homes Standard
A 10% sample Stock Condition Survey (SCS) was carried out by Pennington Choices Ltd, which reported in April 2016 that 
98.6% of homes complied with the Decent Homes Standard (DHS). Good progress has been made to eradicate non-decent 
homes with 99.7% of the stock meeting decency standards by 31st March 2017. 

Procurement
We are continuing to let long-term contracts which includes roof renewal work, major adaptations and Internal Wall 
Insulation (IWI) and secondary glazing to cottages in the Railway Village to improve the thermal comfort and reduction of 
road traffic noise for tenants living in this area.

We will also be reviewing what we can do to maximise the use of local labour and invite tenants, who are benefiting from 
improvement work, to help us monitor the performance of contractors. This will include post-inspections, developing clear 
major works standards, monitoring any defects and practical help for vulnerable tenants to make sure that it is not too 
disruptive.

*Note we are on target to catch-up on replacement windows and 
doors

Structural repairs and thermal improvement
A full refurbishment programme started on our steel framed (BISF) 
properties in Pinehurst and ‘Reema’ concrete framed properties in 
Meadowcroft. We have been working closely with tenants and know 
that this work has been disruptive, but we’ve also had some great 
feedback about the improvement work.

Before After
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Repairs

We completed nearly 30,700 repairs during 2016/17, which equates 
to an average of 3.6 repairs per property. Satisfaction with the Repairs 
Service remains high with over 94% of tenants that returned a survey 
form stating that they were satisfied with the repairs service. Just under 
87% of emergency repairs and 84% of urgent repairs were completed 
against a target of 85% and 80% respectively. We also met our service 
standard to complete just over 81% of repairs at our first visit. We 
acknowledge that we need to improve the planning of routine repairs 
and ensure that we have resources in pace for plumbing and 
carpentry repairs.  

We will be reviewing processes and procedures and increasing 
capacity to improve the re-scheduling of repairs that are not completed 
at the first visit. Furthermore, we are to increase the number of ways 
that tenants are able to advise us about the service and will be 
encouraging the use of direct feedback via the mobile hand-held 
devices. We will also start to plan the digitisation for services so that 
tenants who have internet access can report and book their own 
appointment for repairs.

Making sure that homes are safe to live in

We continue to carry out a 10 month gas service/safety check programme and have for the seventh year running made sure 
that every home with a gas appliance had an annual gas safety check carried out. Morgan Lambert continue to verify and 
give us quality assurance that our Gas Fitters are carrying out safety checks to the highest standard.  

Adaptations
We carried out 112 minor adaptations last 
year, which included items such as lever 
taps, grab rails and half-steps etc. to make 
every day living easier. 

We also installed 120 new level access 
showers, 19 over bath showers, 30 new 
stairlifts, 3 automatic wash/dry toilets, 4 
special height WC pans, door widening to 4 
properties, off-road car parking to 3  
properties and 21 external ramps to allow 
tenants to remain living independently.

It is important that we carry out an electrical safety check to all homes 
within a 10-year period. Just over 97.8% of homes have had an 
electrical safety check at 31st March 2017 and we continue to work 
towards 100% compliance during this financial year, 2017/18.

Asbestos

Our in-house asbestos removal 
team were awarded a 3-year 
licence for asbestos removal work. 
They were also awarded an ARCA 
(Asbestos Removal Contractors 
Association) quality assurance Gold 
Award in recognition of their high 
safety standards.

“It has been life changing and 
made my life much more bearable 
and gives me peace of mind that I 

am safe’, Mrs Hoy, Highworth



30

Empty Homes, Voids

We re-let 568 properties in an average of just under 25 days 
last year, where the focus was on re-letting them as quickly 
as possible. We also decorated communal areas to low and 
medium rise blocks of flats, when we had a vacant flat in the 
block, which helps to maintain them to a presentable  
standard and be more welcoming for tenants.

We have appointed a new contractor, Bell Group Ltd to 
deliver vacant property repairs and are working closely to 
support them to deliver repairs on time. We have extended 
the letting time for properties to allow affordability checks to 
be carried out, which will help with making tenancies more 
sustainable for the future.

Our Plans for 2018/19 
Investment Plan
We have developed an Asset Management Strategy (AMS) with 
tenants which sets out the investment requirement and general 
locality based approach for replacing components. Programmes 
of work are to be targeted to reduce the number of day to day 
repairs. The SCS has highlighted an extensive number of 
bathrooms need to be replaced and this programme is to be 
accelerated over the next few years. 

Decent Homes Standard
Surveys are programmed for replacement or renewal work 
to bring all homes back up to DHS during this financial year, 
2017/18.

Options Appraisal
An options appraisal of two of the six 10-storey block of flats 
identified that refurbishment is the most viable option for these 
blocks of flats, which will make these a priority to be included on 
future programmes of work. Consultation and design work is to 
commence with tenants and leaseholders during 2018/19.

External Planned Maintenance
We will be undertaking minor repairs and painting along with 
extensive grounds maintenance works to improve the 
environment to blocks of flats. Internal and external decorations 
are to be carried out at Dr Behr Court, Gardner House, 
Hastings Court and Alfred Bown Court to ensure that these 
sheltered schemes are kept in a good order. 

Fire Safety

The Grenfell Tower on 14th June 2017 raised national concern about 
renovation works to high-rise blocks of flats and general fire safety measures in 
place for all high-rise buildings. It is understood that the external cladding used 
on the Grenfell Tower created a risk to fire safety. None of the Council’s 
high-rise blocks have been refurbished with the same Aluminium Composite 
Material (ACM) panels or cladding that may have been a contributory factor for 
the rapid spread of fire at Grenfell Tower. 

Following the Grenfell Tower fire we’ve arranged for initial fire safety work to be 
carried out to blocks of flats at a costs of £1m which is to be funded from 
existing capital reserves. This work includes new front entrance fire doors, 
additional hard-wired smoke detectors and intumescent grills to the David 
Murray John Tower. New internal fire doors, passive protection to protected 
shafts (escape stairway) and intumescent grills to the six 10-storey general 
purpose blocks of flats and installation of fire suppressive system at George 
Hall Court. In addition, we are to install emergency escape lighting to approx. 
45 blocks of medium rise blocks of flats. The fire safety improvements are being 
carried out to comply with current benchmark standards and further enhance fire 
safety, which will also help to make sure that residents feel safe.

We will also be checking that any vulnerable residents understand risks and 
know what to do in the event of a fire and special measures are put in place to 
support them, as needed.

We are to start a programme of intrusive type 4 fire risk assessment surveys to 
provide comprehensive fire safety reports for our blocks of flats, which will help 
to prioritise fire safety work for future capital programmes of work.

Left: Before
Below: After property has 
been VOID and ready to 
re-let to new tenants. 

Upavon Court, Penhill Fire Training with 
Dorset & Wiltshire Fire and Rescue Service



Rent arrears and payments 2016 - 2017
The Council has had a challenging year collecting rent due principally to the impact of 
full service Universal Credit (UC) introduced at the end of November 2016. Swindon 
was one of the first areas across the country to begin full service. 

98.06% of rent was collected which was a reduction on the 98.78% collected during the 
previous year. The graph below compares Swindon with other Unitary Councils who 
use Rent Income Excellence Network (RIEN), however, these Councils have not been 
subject to full service UC. On average, Unitary Councils collected 97.69 % of their rent.

Total Rent Arrears 

In total, the amount of rent arrears increased from £748,823 in 2015/16 to 
£1,059,460 in 2016/17. The graph below showing the immediate impact of UC.

Court Cases / Evictions

Legal proceedings begin with serve of a Notice Seeking Possession (NSP). 
We can apply for a County Court possession hearing 4 weeks after a Notice 
has been served. 

86%
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The effect of 
Universal Credit

The difficulties as a result of the full 
implementation of Universal Credit 
have been well publicised. At the end 
of March 2017 the Council had 449 
tenants out of 555 (81%) in arrears.

Total value of UC 
tenants in arrears - 

£334,952

Number of Tenancies in Arrears

Total no. of tenancies: 10,251
No. of tenancies in arrears: 2,467 

Of our 10,251 tenancies, 2,467 (24%) are in 
arrears. In terms of the amount owed: 

67% (1,658) owe less than £400
16% (390) owe between £400 and £600
17% (419) owe more than £800

2015-2016 2016-2017
Notice Seeking 

Possessions
1,247 971

Court Referrals 122 118

Evictions 28 17

24% in 
arrears

Percentage in arrears:

2016/17 Rent Consultation 
for 2017/18 Housing 
Funding

Following a consultation held in 
December 2016, Cabinet, along with 
your views and feedback 
proposed to Full Council that we 
recover 2017/18’s rent shortfall by  
using the savings we have and still 
pay our annual debt payment to 
Central Government (£5 million).

Why is there a rent shortfall? In 
2015 Central Government introduced 
a four year rent reduction of 1%. In 
the 2017/18 financial year it will be 
our 2nd year of four to have a 
reduction in your rent.

Percentage of UC claimants in 
arrears:

81% in 
arrears

£1,100,000

£825,000

£550,000

£275,000

£0
2015/162013/14 2014/15 2016/17



Percentage of payment methods other than 
Housing Benefit/Universal Credit

Other than Housing Benefit, the most popular way to pay 
rent is through Direct Debit. There has been a steady 
increase in Direct Debit payers over the last few years. This 
is due to it being easy to set up and monitor, saving time, 
being more convenient, and offering a very secure method 
of payment. If you wish to switch your payment to Direct 
Debit, please contact your Neighbourhood Housing Officer 
on (01793) 445503.37+33+24+6 Direct Debit 37%

AllPay    33%

Cash   24% 

Standing Order    6%

Future Performance.  

The impact of the full roll-out of Universal Credit in 
Swindon has been substantial and is continuing to be 
felt in respect of rent arrears performance.

We have found that delays in the assessment process, 
processing problems with the Department for Work and 
Pensions (DWP), and the seven-day wait period 
continue to cause significant problems for us and our 
tenants.

We have put in place a number of measures to help our 
tenants in the hope that this will minimises the adverse 
effects of Universal Credit. These include:

• More intensive support, in particular to our more             
vulnerable tenants

• Staff training 
• Working on improving communication between the 

DWP and the Council
• Seeking best practice from other housing  providers 

who are full service UC
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Priority One: Improve infrastructure 
and housing to support a growing, low 
carbon economy.

Priority Two: Offer education 
opportunities that lead to the right skills 
and right jobs in the right places.

Priority Three: Ensure clean and safe 
streets and improve our public spaces 
and local culture.

Priority Four: Help people to help 
themselves while always protecting our 
most vulnerable children and adults.

These are our four priorities for 
Swindon which we hope to achieve 
by 2030.

These are the pledges we’re working towards 
to help meet Swindon’s priorities: 
Pledge 7: Build new affordable homes including 200 new Council 
homes and 66 units through the Affordable Housing Development 
programme.

Pledge 8: Complete the redevelopment of Sussex Square.

Pledge 18: Increase the number of businesses employing young 
people as an apprentice to 20% (an additional 280).

Pledge 19: Secure a range of options to access Higher Education 
in Swindon.

Pledge 20: Find new ways to engage communities and 
neighbourhoods to increase the cleanliness of their local areas

Pledge 24: Provide early support for people in debt so that we 
significantly reduce the need to use bailiffs to recover Council Tax 
and 
other debts.

Pledge 25: Deliver a borough-wide approach to increase the 
impact of volunteering, enabling more people to be active citizens in 
their communities

Pledge 27: Ensure that more people and their carers are 
supported to live as independently as possible and reduce the 
length of time people need to spend in residential care



Thank you, 
for paying 
your rent

How do we spend the money 
received from your rent?  
Expenditure (Million)

Estate Management and Overheads £7.832
Day to Day Repairs £11.107
Interest Costs £4.332
Loan Repayment £5.000
Capital Funding £17.555
Transfer to Service Charge Reserves £0.00
Transfer to HRA General Reserves £0.162

Total £45.663

Service Charge Costs £5.831
Grand Total Spend £51.494

Last year the 
income from 
Council rents and 
service charges was 
£51.2 million. 


