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We have been asked by the Government to develop 
‘local offers’ in relation to national standards for the 
management of council housing within Swindon. As part 
of this process we asked tenants what services they 
considered important.

A local offer is a level of service that can be expected within each of the 
five National Standards set up by the current regulator for Housing, the 
Tenant Services Authority. These standards are:

Tenant Involvement and Empowerment Standard (this includes •	
how we listen to you and how you think you are treated and 
respected as a customer) 

Home standard (this includes repairs and maintenance to your •	
home)

Tenancy Standard ( this is about how we let and manage council •	
properties) 

Neighbourhood and Community Standard ( how we look after •	
your neighbourhood and the communal areas around your home 
and how we deal with anti social behaviour)

Value for Money Standard (do we make best use of the money we •	
have to spend on services we provide to you?) 

Swindon Borough Council tenants have told us which services are 
important to them within the five standards and these have been used 
to create our Local Offers described in this booklet.

These Local Offers will be reviewed annually in partnership with tenants.



Tenancy Involvement and Empowerment
Customer Service

We will answer phone calls promptly within 20 seconds•	

We will respond to all correspondence within 10 working days•	

We will respond to all complaints within 10 working days•	

We welcome tenants and leaseholders involvement in the way •	
we make decisions and each year we will offer you a range of 
involvement opportunities and report back on these activities

We will provide you with information in each Housing Matters about •	
the difference your feedback has made – “you said, we did”

We will publish an annual report to inform you of how we are •	
providing services to you and develop a tenant watchdog to make 
sure we give value for money and a good service

We will seek to meet all tenants’ needs by using the personal •	
information that you have given to us about you and your household, 
such as age, gender, ethnicity, disability and your chosen method of 
communicating with us.

Home
Each year we will agree with our tenants an annual           •	
programme of work to maintain and improve homes

We will continue to measure the quality of our accommodation •	
against modern day standards

We will ensure all our properties are let at the standard agreed by •	
tenants



When requesting a repair we will give you a choice of appointments, •	
carry it out within agreed timescales and aim to complete the work 
within the initial visit

We will provide minor adaptations to make everyday living easier for •	
those who need it

We will either provide major adaptations, or more suitable •	
accommodation, for those people with special needs following a 
recommendation by the Occupational Therapist

We will carry out an annual gas service/safety check to all homes•	

We will continue our programme to replace old and inefficient •	
central heating and upgrade insulation.

Tenancy Standard
1. Allocations

You can expect from us the following standards in relation to how we 
deal with the letting of our properties.

We will advertise properties to let through our choice based lettings •	
scheme called “Swindon Home Bid”

We will offer our properties in a fair way to all households in •	
housing need. In particular adapted properties will be matched to 
those whose need will be met by these properties

We will provide housing options advice for all tenants•	

We will minimise the time each property is empty between •	
tenancies.



2. Tenancy management

You can expect from us the following standards in relation to how we 
deal with the tenancy management of our properties.

We will provide all new tenants with a Welcome Pack including the •	
Tenancy Agreement

We will have regular updates in Housing Matters to keep current •	
tenants up to date with their rights and responsibilities

Rent management – Tenants will have a choice of payment methods, •	
and tenants will be provided with statements at regular intervals.

Neighbourhood and Community
1. Anti-Social Behaviour (ASB)

You can expect from us the following standards in relation to how
we deal with anti-social behaviour.

We will investigate all reports of anti social behaviour as fully as •	
possible, for example this will include noise nuisance, disputes 
between neighbours, domestic violence, all forms of harassment

We will ensure that you can safely and in the strictest confidence, •	
report your concerns via a range of methods including in person, 
telephone, email and the council’s website

We will keep you informed of your complaint and provide you with •	
a clear outcome on conclusion of the investigation. We will measure 
our performance by asking you about the service provided to you



Where appropriate we will take legal action against the perpetrator •	
where evidence is available, in a timely manner. If the courts agree, 
they can make sanctions, such as putting conditions on a tenants 
future conduct, or in severe cases order eviction or imprisonment. 
We will publicise the outcome of all actions undertaken to address 
anti-social behaviour

We will work with all agencies, including the Police to resolve anti-•	
social behaviour and use the most appropriate solution to resolve 
the issue

We will follow the standards set out in the Swindon Community •	
Safety Partnerships Service charter for Anti-Social Behaviour.

2. Neighbourhood Management

You can expect from us the following standards in relation to how we 
deal with neighbourhood management.

We will undertake regular neighbourhood and communal area •	
inspections

We will carry out these inspections with tenants, leaseholders and •	
other stakeholders as requested

We will maintain communal areas to a good standard •	

We will maintain gardens in sheltered schemes to a good standard•	

We will assist disabled and infirm tenants to maintain their gardens •	
via a service charge and take action against tenants who do not keep 
their gardens tidy.



Value for Money
You can expect from us the following standards in relation to how we 
deal with value for money.

We will consult with tenants and leaseholders on rents and agree •	
service charges for existing and any future services that you request

We will work with tenant representatives and consult all tenants to •	
set the annual budget for repairs and major works

We will report on the performance and costs of our services and •	
how they compare with other services across other social landlords.

Monitoring and who to contact
Each year in partnership with tenants we will measure how well we are 
doing in each of the standards set out in this booklet and publish the 
information in our Annual Reports.

If you would like more information on the current Local offers or how to 
be involved in determining future ones, please contact:

Arlene Griffin on 01793 464387 or email: agriffin@Swindon.gov.uk.

  We look forward to hearing from you!



This information about (Residents Panel) is available on the internet at 
www.swindon.gov.uk/residentparticipation. It can be produced in a range 
of languages and formats (such as large print, Braille or other accessible 
formats) by contacting the Customer Services Department.
Tel: 01793 445503 E-mail: customerservices@swindon.gov.uk
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Please also see our Get Involved 

Image of all 3 like Dale has done with the 3 booklets themselves (obvi-
ously only 2 on them though)

Why Bother? Find out more about the benefits of getting involved and the 
difference this can make

What are my choices? Details of over 20 other ways that you can get 
involved and have your say, there’s something for everyone

What help will I get? See for yourself the range of help and support that 
we can offer. Includes a list of useful contacts where information and ad-
vice can be obtained.

If you’d like 1 or even all 3 of these booklets, please contact the Housing 
Involvement Team on 01793 463677 or email: getinvolved@swindon.gov.
uk 

        
    For all Swindon council tenants and leaseholders

This information is available on the internet at www.swindon.gov.uk
It can be produced in a range of languages and formats (such as large 
print,  Braille or other accessible formats) by contacting the Customer Services 
Department.
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Why Bother? 
Find out more about the benefits 
of getting involved and the difference 
this can make.

What are my choices? 
Details of over 20 other ways that you 
can get involved and have your say, 
there’s something for everyone

What help will I get? 
See for yourself the range of help and 
support that we can offer. Includes a list 
of useful contacts where information 
and advice can be obtained.

If you’d like any of these 
booklets, please visit our 
website www.swindon.gov.uk/
tenantparticipation or contact 
the Housing Involvement Team 
on 01793 463677 or email: 
getinvolved@swindon.gov.uk
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