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Annual Report for Tenants 

and Leaseholders 2021/2022 

 

 

  

 
Welcome to this year’s Annual Report for Tenants and Leaseholders 

 

Thank you to everyone for helping us get back to normal as quickly as we 

possibly could.  I know this has been a difficult time for everyone and I 

hope now we are all looking forward to a brighter future.  Talking of 

which, we have seen some fantastic performance outcomes that benefit 

residents and their families, so I will start by just giving a quick overview. 

Satisfaction overall amongst our tenants finished the year above 92%, so 

we are stretching this target even further, challenging the service to 

achieve 95% in the current year.  Rental income throughout the year has 

held up well and an area that we all care passionately about is repairs.  

For the percentage of all repairs completed on time, this closed the year 

above target; for those completed right for time, this was just a tiny bit 

under target.  We have also listened to concerns that residents and their 

families have expressed about planned maintenance.  I am pleased to tell 

you that we are moving toward having a number of smaller contracts, 

rather than a large contract covering everything.  This means we will be 

able to monitor it more closely and drive-up service standards even 

higher.  Particularly as we have built customer satisfaction measures into 

the contracts. 

As I mentioned last year, since I was appointed as a Cabinet Member, the 

issues that are central to residents and their families are my main focus.  I 

want everything dealt with in a fair and balanced way, but I do not want 

this to slow down delivering improvements for you. That is why the 

contracts as mentioned above are moving forward.  And we are 

continuing with our Housing Energy Efficiency Programme (HEEP).  Of 

course, given the price rises I cannot say you will have lower bills.  But I 
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can say that we are doing everything we can to make it easier for you to 

choose to use less energy and hopefully you will feel the benefit of this 

over the life of the programme. 

Residents and their families have played a fantastic role over the past 

couple of years, and I look forward to being able to work with you in the 

future too.  Whether this is around repairs or mental health, general 

engagement or helping vulnerable members of our community; we can all 

achieve really great things when we work together.   

Thank you to all residents and their families, council officers, contractors, 

Board colleagues and my Portfolio Holder for Housing, for working 

together to deliver great outcomes.  And I look forward to our delivering 

even better outcomes in the future.  Please remember that as well as 

digital engagement you can take part in scrutiny, estate inspections and a 

whole load of other types of engagement.  If you want to be involved in 

decision making, then you will be.  Your voice is important to me, and I 

want to make sure it is heard.  If you want to let me know what is 

important to you, please feel free to contact me or even come over for a 

chat if you see me out and about. You can contact the Resident 

Engagement Team to find out more. 

I will finish by repeating what I closed last years’ introduction with.  One 

thing that will always remain the same is this: council officers, your 

Housing Board and your scrutiny group the Challenge and Change Group, 

are all involved in partnership working to make things even better than 

they already are for residents and their families.  There may be some 

tough decisions to be made as the money coming into the Housing 

Revenue Account (this is the part of the council which covers council 

tenants and leaseholders) may be affected and economic challenges 

could continue.  We will get to these decisions as they arise and only 

make decisions that are fair and balanced and are in the best interests of 

residents and their families.  

I would like to thank all of you again for everything that you have done, as 

well as the officers that have also risen to the challenges we have faced.  I 

know that we will all continue to work together as it is that spirit which 

created a terrific housing department in the first place.  If you would like 

to come along (virtually using Microsoft Teams) to a future Housing Board 

meeting, you would be very welcome.  Your Resident Engagement Team 

can let you know about future dates for the Housing Board, and they are 

also on our webpage (wiltshire.gov.uk/housing-resident-involvement).  

Please get in touch with the Resident Engagement Team, you can 

telephone them on 0300 456 0117 (option 5) or by emailing 

tenantparticipation@wiltshire.gov.uk, for more details. 

 

 

 

 

Phil Alford 

Chairman, Wiltshire Council’s Housing Board 

Cabinet Member for Housing, Strategic Assets and Asset Transfer 
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What have we achieved this year? 
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Housing in Wiltshire 

We currently manage 5,304 dwellings and 1,000 lettable garages in 

Wiltshire with the main concentration being in the south of the county.  

These dwellings are made up of various property types, flats, 

maisonettes, houses and bungalows.  

44 properties were sold as part of the government’s ‘Right to Buy’ 

scheme and 37 new properties were added to our stock. 

 

How we look after your property 

Our housing stock is looked after in patches. We provided services to 

these patches including planned and cyclical maintenance, responsive 

repairs, void management, rent collection, rent arrears recovery, tenancy 

enforcement, anti-social behaviour investigation and resident 

engagement. 

How much we charge 

The rent we receive is very important to us, as it pays for all the services 

we provide and for the upkeep, repair and maintenance of all our 

properties, including your home.  

We charge rent weekly and our average social weekly rent in 2021/2022 

was £90.40. 

 

 

 

How we spend your rent  

What we spent your rent on 

Property repairs and 
maintenance 
Responsive repairs, refurbishment 
of properties before re-letting and 
cyclical maintenance. 

£5.6 Million 

Housing management and 
related costs 
Includes officer and 
administration costs, resident 
involvement activities, utility bills, 
legal fees and IT costs. 

£3 Million 
 

 

Capital contribution 
Payments made towards the cost 
of major works and 
improvements. 

£3.1 Million 
ESTIMATE (budget figures used) 

 

Capital depreciation 
An adjustment to account for the 
annual change in the useful 
economic life of the housing stock 
due to factors such as wear and 
tear. 

£10.2 Million 
ESTIMATE (budget figures used) 

 

Interest charged on loans 
The council took a loan to buy 
itself out of the previous subsidy 
system. 

£3.3 Million 

Provision for bad debts 
The amount put aside to cover 
bad debts owed to the council and 
unlikely to be repaid. 

£0.4 Million 

Total Expenditure £25.6 Million 
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Income Recovery  

We take money owed to us very seriously, as this money is 

needed to invest in our properties, your homes. Our income 

recovery team have exceeded the target set again this year, 

despite the increasing challenges as a result of the 

continuing effects of COVID-19 on our tenants and the increasing 

numbers of Universal Credit claims. An amazing 2.94% of bad debt 

recovery was achieved against a very challenging target for arrears 

recovery set at 3.00 %. This figure is the amount of arrears against the 

maximum rent we could collect from properties that are occupied. 

Despite the continuing challenges posed by COVID-19 our income team 

worked closely with our tenancy sustainment team to ensure our tenants 

who were adversely affected by COVID-19 were signposted to the correct 

benefits and sources of advice and support available. 

Universal Credit remains a challenge and accounts for a high proportion of 

our arrears whereas our non-Universal Credit arrears have been well 

managed and remain low. 

The back log in the court system, at times taking 3-4 months from 

submission of a claim to hearing, has affected our ability to deal efficiently 

with serious non-payers and subsequently impacted on our year-end 

figures.  

We anticipate the increase in cost of living and energy prices will have an 

impact on arrears in the coming year, we are therefore working to 

implement strategies to deal with this and will continue to support the 

most vulnerable through our support teams.  

 

Key Performance Indicators  Achieved Target  
How did 
we do? 

Rent arrears as percentage of rent due 
(Dwellings) 2.94%27 3.00% 

 

Former tenant arrears as percentage 
of rent due (Dwellings) 0.80% 1.00% 

 

Rent arrears as percentage of rent due 
(Dwellings) - NON UNIVERSAL CREDIT 
ONLY 1.33% 2.00% 

 

Rent arrears as percentage of rent due 
(dwellings) – UNIVERSAL CREDIT 6.29% 10.00% 

 

 

Performance across all indicators is below target - considering the effects 

of the pandemic over the last twelve months this is a tremendous 

achievement and testament to the dedication and hard work of the 

income team officers. 

Tenancy Sustainment and Mental Health Support 

Our tenancy sustainment service has continued to be a 

huge success, by providing ongoing support to our tenants 

experiencing financial difficulties. Engaging with us and 

using this service has helped tenants increase their income, 

reduce rent arrears and overall sustain their tenancies and facilitate their 

independence. We also offer a mental health support service; we are 

happy to tailor support to meet the needs of our tenants who do not 

need a formal diagnosis – we just ask that they are willing to engage and 

work with us.  

We anticipated an increased demand for our services this year to help we 

managed to secure additional resources within the support team, we now 

have 5 Tenancy Sustainment Officers and 2 Mental Health Support 

Officers. This increase has allowed us to support more tenants more 
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quickly and ensure financial and physical wellbeing which has ultimately 

improved tenants ability to pay rent and remain in their homes. 

Due to the cost-of-living crisis we are seeing even more demand for our 

services, to try and help as many tenants as possible we are setting up 

drop-in sessions these will help to make our services as accessible to our 

tenants, as possible. We will be holding drop-in sessions in Bemerton 

Heath, The Friary, Evergreen Court and Needham House. We are also 

working in partnership with the local food banks and other local charities 

to provide as much additional support to our tenants as we can.  

 

£796,000 annual 
increase in income 
secured for tenants  

171 tenancy 
sustainment and 
mental health 
support cases were 
completed  

On average arrears 
were decreased by 
56% per case    

 

Repairs and Improvements  

This year has again been very challanging for our 

Direct Labour Organisation - DLO team, with COVID-

19 restrictions continuing and  limiting the work that 

could be completed. A lack of resource due to Covid 

self isolation and issues with recruitment and 

retention of both our DLO and external contractors has impacted on the 

percentage of repairs completed on time, the team have worked 

incrediably hard and still managed to complete  92.2% of repairs on time. 

The DLO team completing 96.1% on time. We are working with our Human 

Resource business partners to try and ensure we continue to make the role 

and salary attractive and competitive with local employers.    

Our ‘Right First Time’ percentage has improved from last year and we 

were only 0.04% from achieving the target set, which is impressive given 

the challenges that we have continued to face. We have recently put new 

measures in place to ensure we gather as much information from the 

tenants as possible when we initially record the issue, it is hoped that this 

will help to continue to improve the ‘Right First Time’ figures.  

14,312 new repairs were raised during the year of which 692 were ‘out 

of hours’ repairs. The average cost per repair was £158.76. These 

repairs were completed by both our own DLO and partnering contractors. 

 

Our DLO performance: 

7,451 repairs were carried out  

The average cost per repair was £94.40 

96.1% of repairs were carried out on time by our DLO 

94.9% of Tenants satisfied with the repair service provided by our DLO 

 

We have a team of 20 DLO.  

Our operatives cover a wide range of 

trades, which includes plumbing, 

carpentry, glazing and general 

maintenance. Specialist trades, 

including gas and electrical works 

continue to be completed by our 

partnering contractors. 
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 Repairs Key Performance Indicators  

Key Performance Indicators  Achieved Target  
How did we 
do? 

Percentage of ALL routine repairs 
completed on time 92.2% 90.0% 

 

Percentage of DLO routine repairs 
completed on time 96.1% 90.0%  

Percentage of ALL repairs 
completed right first time 

                        
94.9% 95.0%  

 

Planned and Cyclical Maintenance 

As your landlord, we have a duty to keep your home in 

good order. This includes carrying out annual gas safety 

inspections, electrical inspections and outside decoration.  

The Home Energy Efficiency Programme (HEEP) continues 
to roll out across our housing stock. By the end of 2021, around 300 HEEP 
retrofit assessments had been carried out. Following these, 123 Measures 

have been installed and so far, 42 properties have been completed.   

The measures installed include LED light bulbs, upgraded heating and hot 
water systems with controls and solar panels.  
The grant is to support the Local Authority Delivery Scheme for energy 
efficiency improvements to low Energy Performance Certificate 
(EPC) homes, which will help to reduce carbon emissions and create 
energy savings supporting the Councils commitment to be carbon neutral 
by 2030. The HEEP’s objective is to get all existing council housing 

properties up to EPC level B within ten years. We currently have 253 

properties at level B or above and a further 1465 at level C. 

 
We also carry out improvements such as new kitchens, bathrooms and 

windows to make sure that our properties and your homes are of a good 

standard.  

Here is some of what we have done this year: 

159 
Kitchens 
replaced  
 

85 
Bathrooms 
replaced  

1,257 
Electrical 
tests 
completed  

928 
Smoke 
detector  
tests  

4,347 
Boiler 
safety 
checks 
completed  

 

 

Planned and Cyclical Maintenance Key Performance Indicators  

Key Performance Indicator  Achieved Target  

How 
did we 
do? 

Percentage of tenants satisfied with 
planned maintenance 90.1% 95.00%  

Percentage of tenants satisfied with 
cyclical maintenance 92.1% 95.00%  

 

Our overall satisfaction is based on our tenant experience with us and our 

Partnership Contractors, we are continuing to work together to review 

and improve the ‘Customer Experience’.  We are also encouraging  

tenants to complete the satisfaction survey as currently the number of 

survey’s being returned is low.  
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Neighbourhood and Tenancy Management 

Our tenancy service team manages estates, sustaining 

tenancies, organising environmental improvements, 

signing up new tenancies and tackling anti-social 

behaviour (ASB). We aim to ensure that where you live 

is safe, clean and tidy and that issues affecting you and your 

neighbourhoods are quickly identified and tackled.  

 

198 new tenant settling visits within the first 6 weeks of their tenancy 

were carried out 

145 reports of ASB were investigated  

 

Vacant properties are an important issue to us, as empty properties result 

in a loss of rental income and mean that families are not being housed. 

We work hard to ensure properties are refurbished and ready for the next 

tenant as quickly as possible. Most of our accommodation was relet well 

within the target unfortunately there were a few properties which when 

returned to us needed extensive works in order to make them fit for re-

let and these have impacted on the overall figures. We are continuing to 

emphasise the importance of returning properties in a satisfactory 

condition at the end of a tenancy. During the year we carried out 944 

tenancy checks across our housing stock.  

The policy we introduced last year, to highlight the benefits of a location 

and local amenities close to our Sheltered Housing properties has 

continued to achieve results with our Sheltered Housing average re-let 

time reducing from 27.7 days last year to 21.5 days this year.  

As the need for accessible/adapted properties continues to grow, we 

have identified a delay in the allocation process for assessing the needs of 

our disabled tenants, we intend to review this and streamline the process 

as much as possible and we expect this to result an improved re-let time 

and customer experience.  

Tenancy Key Performance Indicators  

Key Performance Indicators     Achieved Target  

How 
did we 
do? 

General Housing: Average re-let time 
in days (standard re-lets)  21 20 

 

Sheltered Housing: average re-let 
time in days (standard re-lets)  21.5 23 

 

Percentage satisfaction of new 
tenants following 6 months in a 
property 92.9% 90% 

 

 

We are constantly seeking feedback from our customers to improve our 

service. Performance this year has been encouraging and we have seen a 

marked improvement on last year. The number of survey’s returned 

remains low and we are taking every opportunity to encourage tenants to 

complete and return the survey, we hope this will help to further improve 

the percentage of satisfied tenants.  
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Resident Engagement  

We are here to listen to and support our residents 

enabling them to make the most of their local 

communities and help with continual improvements 

to their neighbourhoods. Improvements not only in 

the services they receive, but in creating new      

opportunities to benefit all.  

We said a fond farewell to our colleague Eamon and a warm welcome to 

Caz, this year. Caz is our Resident Engagement Officer for the Sheltered 

Housing Schemes. Caz is currently 

running the quarterly round of 

community club meetings across the 

schemes and has scheduled in guest 

speakers including the Silver 

Salisbury Group, the Bobby Van and 

the Food Bank. She has also supported the setup of several new social 

groups which already have great attendance.  

Ways for customers to engage digitally 

The team have several groups that run on a regular basis. We introduced 

and online weekly quiz during the height of the pandemic that is still 

going strong and has many 

opportunities for our 

customers to get involved 

including our, ‘Comms and 

Tech Group’ which gives us 

important feedback and 

ideas on how we 

communicate with our 

households.                                                Our regular quizzers 

Community Events 

The team have been supporting free summer events and working jointly 

with working partners such as Wiltshire Creative, Salisbury City Council 

and many more. We funded the climbing wall and axe throwing for 

Bremerton Heaths summer Beach Party in May and are continuing to 

support events in Bishopdown, Harnham and the Friary. 

 

Climbing wall at the Beach Party on Bemerton Heath 

Other joint working sees the start of the teams new monthly Better 

Homes, Better Neighbourhoods, Better Lives drop in at St Michaels 

Community Centre on Bemerton Heath. We realised that there is a need 

to provide support during these challenging financial times affecting us all 

especially those in working poverty or living off benefits. This gives the 

community the opportunity to obtain free advice from Housing and other 

organisations that can help alleviate financial strains and improve 

lifestyles. If you would like to find out more and share the promotion, 

then let us know. 

Surveys 

The Resident Engagement Team continue to compile surveys to obtain 

important data about the services we provide in Housing. We have 

completed many surveys including the more recent Housing Matters 
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magazine readership survey and HEEP surveys around types heating 

measures that we are installing. The data is used for us to continue to 

improve the services we provide in Housing Services. 

Estate Inspections 

Monthly estate inspections are a commitment that we have undertaken 

for many years. These inspections led by our officer Rob are crucial in 

identifying issues that arise across our housing estates and assets. Visits 

are advertised in advance with the opportunity for residents to attend the 

2 hour long inspections. If you have an area you feel needs to be looked 

at then get in touch as we are happy to schedule in interim estate surveys 

where necessary. 

Small Improvement Bids 

Our Small Improvement Bid programme continues. If you are out and 

about on our estates keep a look out for recent works. The Brambles in 

Salisbury now have a super play/picnic area featuring a Wendy House for 

the children. Our sheltered scheme residents at Crane Lodge saw the 

installation of new parking bays as part of their 2021 approved SIB earlier 

this year too. 

 

A new play/picnic area for The Brambles and new parking bays at Crane 

Lodge 

 

If you would like to become involved or find out more about future 

events please contact our Resident Engagement Team. 

The team contact details are:  

Phone: 0300 456 0117 – option 5 

Email: Tenantparticipation@wiltshire.gov.uk 

 

Challenge and Change Group 

Your Challenge and Change Group are volunteer tenants and leaseholders 

who review what Housing Services do and how we do it.  This is how the 

group scrutinises our work, as the Regulatory Standards empower them 

to, and they report to a sub-committee of the Housing Board or directly 

to the main Housing Board, whichever is best given the topic they have 

looked at.  This gives us an external perspective on our services, so we 

can make them even better for our residents and their families. 

Throughout 2021/22, the completed a project about Decant.  This is 

where a resident might be asked to leave their home for a short period.  

Sometimes this can be necessary because of work that needs to be done.  

For example, a large regeneration project which some of you might have 

heard about in the news – but this is about other landlords.  We knew 

that type of work was not relevant for ourselves but because of energy 

efficiency measures (congratulations to residents who now have even 

better insulation and solar panels) and refurbishing some sheltered 

housing schemes, we thought it would be good to look at this area.  We 

knew it would be challenging and hard work, and it was.  But we all 

enjoyed it and are looking to forward to seeing the direction that the 

housing service and the Board go in. 

mailto:Tenantparticipation@wiltshire.gov.uk
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We are also excited about the changes that the Regulator of Social 

Housing is introducing.  This is to support implementing the social housing 

white paper.  We know officers have done some work around this and the 

Housing Board will be keeping an eye on this.  This will include better 

handing of complaints, which was a topic that we looked at last year.  So, 

we hope our hard work is used to make things even better for residents 

and their families (this means tenants and leaseholders).  

By the time you read this we should be well into our project about Anti-

Social Behaviour.  This include looking back at our project report from 

some years ago to see what has changed.  We always encourage 

residents to get in touch if they want to get involved with a project.  We 

are using a ‘task and finish’ approach – this means if you only want to be 

involved with one topic because it is interesting to you, then you can do 

so.  You do not have to be involved with all topics, please feel free to get 

in touch if you are interested in future topics.  Or you can suggest some 

topics to us. 

We are looking forward to continuing to challenge the service in a 

positive way.  It can really make a difference to residents and their 

families.  We are taking a fair and balanced look at different areas’, and it 

is very interesting.  If you think that you might enjoy doing the same, then 

please contact the Resident Engagement Team.  

Thank you to a great group of people for volunteering to be part of the 

group and all residents who help us out by speaking to us, filling out 

surveys and helping us understand more about how services can be 

improved.  

We would like to thank Housing Services for taking on board so many of 

our recommendations and implementing them.  And thank you to the 

Housing Board for their compliments after we gave them our latest 

report.  This is really satisfying to see.  

If you’d like to join in as a ‘critical friend’ of the service by taking an in-

depth look at certain parts of the service and then make 

recommendations about how they could be even better than they 

already are, please get in touch with the Resident Engagement Team, you 

can telephone them on 0300 456 0117 (option 5) or by emailing 

tenantparticipation@wiltshire.gov.uk – you can get more information by 

visiting www.wiltshire.gov.uk/housing-hap and find out how the spirit of 

partnership working benefits us all. 

 

  Moving to Digital 

In line with Wiltshire Council’s drive towards a more Digital 

environment we are continuing to look for ways to move our 

interactions with our tenants to a digital platform. This not 

only saves time and improves the speed at which we can 

communicate it also saves money, which can be reinvested in your 

homes. 

Again, this year we have continued to promote and encourage the usage 

of our digital services whether that be the use of our online portal 

‘iHousing’, emailed rent statements or Resident Engagement updates, 

such as Housing Matters, wherever possible we have ‘gone digital!’ 

We now hold valid email addresses of over 73% of our properties and 

will continue to work hard to improve this figure over the coming months 

and years. We also fully appreciate that not everyone will be able to or 

want to communicate with us digitally and we are continuing to support 

those tenants in the ways we always have, ensuring continuity for all our 

tenants. 
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iHousing facts and figures  

Over 40% of our properties have registered   

1775 average logins per month  

1937 repairs reported online 

945 rent enquiries made 

432 client changes made 

   

Our digitisation programme is ongoing and we are continually working 

with colleagues to identify, improve and automate as many processes as 

we possibly can. Using email and SMS text messaging is continuing to 

reduce our paper usage and postage costs.  

Complaints  

We take all complaints raised with us very seriously and our aim is to deal 

with complaints and respond to the complainant with the outcome of our 

investigations within 20 working days from the date of the complaint.  

93.3% of complaints completed on time 

(Figures are based on our council complaints policy of responding within 20 working days) 

33.3% of complaints dealt with upheld  

 

25 new complaints received  

 

15 complaints dealt with  

 

5 of the complaints dealt with were upheld   

 

 

 

 


