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During the year 2010 to 2011, Wellingborough Homes has worked closely with tenants
in various monitoring groups and formed a scrutiny team called the Tenant Advisory
Panel (TAP). By attending village fetes, fun days, walkabouts and using feedback forms
we have tried to glean what we can do to improve quality of life for our tenants.

This report shows that Wellingborough Homes has listened to tenants and tried to make
improvements wherever possible. There are lots of plans to improve services even more
in future. There is redevelopment planned for example at Knights Court and Queensway.
There is set to be a new one-stop shop for help and advice on benefits and welfare
rights where tenants can go for help. Work is also taking place to build up a youth panel
to help us meet the needs of future tenants.

We hope you enjoy reading the report. 

Members of TAP

Welcome to Wellingborough Homes’ report for the year April 2010
to March 2011. The association’s aim since transfer was to enable
better living for tenants. With the help of tenant involvement and
feedback we are well on our way to achieving this.

Welcome from your Tenant Advisory Panel
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“Our aim is to improve the living standard of
all our tenants and to ensure that
Wellingborough Homes listens and takes on
board things that tenants are asking for.
With your help we can achieve this.”



We have made much progress over the past three years and our focus remains on
delivering the promises made to tenants, while expanding services that support people
and communities. We have included some examples of our achievements in this report.

Times are changing. As providers of affordable housing and community support we are
once again being asked to provide services in the toughest economic conditions for 
a generation. 

This means that, more than ever, providing value for money to our tenants is essential 
to our business. Involving tenants to help shape the services we provide is a 
fundamental part of how we do this and we thank those tenants who have helped 
us to shape this report.

Tim Davy, Chair of the Board
Dave Willis, Chief Executive 

We hope that you feel our report
gives a helpful account of how well
we are performing. 

From the Chair and Chief Executive

the journey continues
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Last year, we reported back on our achievements across six 
key areas. We have used these areas once again, to show you
how we are performing and our plans for the future. We have
also included performance figures for the best performing
housing associations in the Eastern region, to give you an idea 
of how we compare.

About this report

Tenants have been closely involved in the
production of this year’s report. 

We have been meeting with a group of
tenants since the spring to plan the design
and content, and members of TAP have
reviewed each section and given their
comments on our performance.
Other tenant comments received 
during the year - both good and bad -
have also been included.

Thank you to all those who responded
through the feedback form in the last
annual report. We had 22 replies, all of
which were positive about the style, 
layout and the information included.
Residents said that it provided a useful
look at our work, and was clear and 
easy to understand.

We have been in touch with some of 
those who responded to help prepare 
for this annual report.

Tenants suggested that we should follow a
similar format for this year, but that it
would also be nice to include some facts
about the history of Wellingborough and
photos of the area. You will see these on
page 12. Fill in the feedback form sent
with this report to help shape next year’s
annual report.
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This standard looks at how we involve residents in our work, customer
services, and complaints and how we understand and respond to diverse needs.

Customer services

During 2010/11, we received 51,237 telephone calls, an average of over 
4,200 per month.

It took on average 10 seconds for your call to be answered, placing us in the top
performing 25% of all housing associations in the Eastern Region. 

Tenant involvement and empowerment

Complaints

We use complaints and feedback to make improvements to our services and received
195 complaints during the year. Of these 98% were dealt with in their target response
time, above the target of 90%. 

We have been working hard to improve satisfaction with the way we deal with
complaints and have seen satisfaction rise during 2010/11 from 61% to 78%. This has
resulted in us moving into the top 50% of housing associations of a similar type and size,
so we still have some way to go to match the best.

Wellingborough Homes 71%

90%

Target

91.38%

2009/10

93.54%

20010/11

Phone calls answered within 3 rings

less than 5%1.37%1.85%% of calls abandoned by callers

Best in Eastern Region 78%

Satisfaction
with

complaints
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The performance by our customer services team has continued to improve.



There has been an increase in the number of complaints about our improvement
programme, but the number of homes improved during the year has also doubled. We
have listened too, and learned from what tenants have told us. A new grass cutting
service has been introduced and we have worked closely with our improvement
programme contractors to improve the communication and time keeping of their
workmen. During 2010/11 we made 56 changes to our service delivery as a result of
feedback from residents.

2009/102010/11

The top three complaints by service area over the past two years are shown below:

38%42%Repairs

18%37%Improvement programme

18%11%Estate services

Annual Report for Tenants 2010/11

Literacy 
courses

Internet 
training

Family support
link drop in

Numeracy 
courses

Back to work 
CV writing and

interview
techniques

IT for the
terrified

Photography
course

Collection Point
for 5 Wells 
Credit Union

Half term
activities

Bridge
accommodation

project

Community involvement

2010/11 was a busy year for community involvement. Working with tenants we
developed a new customer involvement strategy and set up a new scrutiny group called
TAP. They will play an important role in challenging our services and making sure we
respond to tenants’ needs.

We closed our offices on a sunny September day and our staff visited one in four of our
tenants (1,100 in total) to ask their views about Wellingborough Homes. We also
attended Party in the Park and various village fetes including those at Irchester and Earls
Barton. Tenants were consulted on our compensation policy and customer involvement
strategy. We also held a series of telephone conferences to gain further views from our
tenants on ‘local offers’. Find out more about these on page 18.

Our Tenant Resource Centre has continued to be a great success and in 2010 we won
the National Housing Federation’s ‘What we are proud of’ award for the East Midlands.
During the year 1,013 people attended the centre for sessions including:
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“I found IT for the terrified so enjoyable and
very enlightening. Everything has become
clear and I have lost my fear of the PC and
now want to learn much more.” 
Roland Bernard

“IT for the terrified
was a good course to
get up to date with
computer programs.” 
Rosemary Churchett
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“We would like the telephone line options that you receive when you
call customer services to be reviewed.

“Tenants are preparing to get more involved in the handling and
resolution of complaints, which is a good step.” 

Our future plans

f Our Tenant Resource Centre will be advertising more training opportunities and
bite-sized courses for tenants and their families throughout the year. 

f We are developing apprenticeships to increase job opportunities for those 
who are unemployed. Look out for advertised posts within our offices and 
on our website.

TAP says...
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“Job was done after repeated
phone calls and only after
original completion date had
come and gone.” 
Mr Dixon Ashfield Road

Repairs completed on time

Emergency repairs 

Urgent repairs

Routine repairs

Gas service carried out

95%

Target

97%

96%

100%

92.49%

89.78%

88.76%

100%

98.48%

Actual
2009/10

Actual
2010/11

94.55%

96.21%

99.7%

99.5%

98%

98%

100%

We completed the £1.8m refurbishment of Barringers Court sheltered housing scheme,
to turn bedsits into self contained flats. Residents returned to the new-look scheme in
December 2010. We also spent £500,000 redeveloping flats in Jackson’s Lane,
Wellingborough, turning nine bedsits into one-bedroom flats, the first of a four-year
refurbishment programme for some of our blocks of flats.
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This standard looks at the repairs and maintenance of your home 
and whether our homes meet the decent homes standard.

We carried out 14,709 responsive repairs during the year and of the 2,300 tenants who
returned satisfaction surveys, just over 9 out of 10 (92%) were satisfied with the work
carried out. This is above our target of 90%.

In November 2010 our responsive repairs contractor, Rok, went into administration. This
resulted in the improvements contractor, Lovell, taking over at short notice. Unfortunately
this disruption meant we didn’t meet some of our repairs completion targets. We also had
to withdraw appointment services, which we are working hard to reinstate.

Your home

“Everyone was very
kind and helpful.”
Mrs Bennett, Charles Robinson Court

Best in 
Eastern Region
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82% of our homes now meet the decent homes standard and we are on track to reach
our target of 100% by December 2012. 

Tenants’ satisfaction with the improvement work overall was 93%, but lower at 79% for
the experience of having the work carried out. We have listened to our tenants and our
contractors have put new management and tenant liaison staff in place.  

We spent over £420,000 during the year on fitting 89 aids and adaptations to improve
homes for older and disabled people. This included fitting 68 level access showers and
adapting two bungalows. 

95% of tenants were satisfied with the aids and adaptations service, above our target of
90%. Those who were dissatisfied highlighted the length of time taken for works to be
done, which we are now looking into.

1,165
kitchens

1,049
bathrooms

622
heating
systems

178
boilers

421
rewires

Our future plans

f We will be tendering for a new repairs contractor in 2011/12 and tenants will be
helping to agree standards for the service and interviewing potential new partners

f We will employ an occupational therapist to help reduce the time taken to carry
out aids and adaptations

“When the contractor Rok went
into administration
Wellingborough Homes
maintained an excellent standard
of repairs within days.
Communication is key to the
repairs service going forward and
it would be good to have a phone
line or text messaging service
informing tenants of the date 
and time of repairs.”

TAP says...

We completed the second year of our home improvement programme and spent more
than £20.33m on repairs and improving our housing stock. Most of this money was
used to provide:
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This standard looks at how we work in the local community, 
maintain the areas around your homes and deal with anti-social behaviour.

Community groups

During the year we gave over £142,000 to local community groups that work with and
provide support services to our tenants. Organisations that benefited include Home Start,
Sofa Wise, Community Law Service and Women’s Aid. The money we gave to Sofa Wise
helped local people furnish their homes for less:

“The funding and relationship support received from Wellingborough Homes
helps us enormously with regard to promoting our products and services.
We are also able to support our growing number of volunteers with uniform,
training and refreshments.”
Gina Marks, Sofa Wise

Estate appearance

Over the past year we have joined tenants, local councillors and the police for 24 walkabouts
in the areas where you live. Feedback from the walkabouts has helped us to identify projects
for our environmental improvement programme and understand more about local issues.
Some of the key issues have been abandoned cars and problems with roads.

We learnt last year that tenants were unhappy with the landscaping service provided (see
comment below). We listened and removed the landscaping contractor and appointed
Land Structure, a new landscaping contractor to cut our grass.

Neighbourhood and communities
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Environmental improvements

In 2010 we worked with residents in Minerva Way, Teal Lane and Finedon High Street and
spent just over £350,000 on improving landscaping, remodelling garages and providing
new car parking bays. We are now in the third year of our environmental improvement
programme and are in the process of getting planning permission for this year’s works.

“I am very happy with my 
home but the area outside has
overgrown grass and my garden
is not secure because of the
fencing being too low”. 
Mr Mendez, Fulmar Lane 
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Acceptable behaviour

In addition to working on 325 anti-social behaviour (ASB) cases during the year, our ASB
team worked with 400 young people in local schools; educating them about anti-social
behaviour and the impact it has on their communities. 

Satisfaction with the ASB service was high at 93%, above our target of 85%. We also
performed well in resolving a high percentage of cases.  

Wellingborough Homes 89.75%

Best in Eastern Region 88.75%

Satisfaction
with ASB 
cases

“The appearance of the estates is a lot better and the grass cutting
service is improving. The estate caretakers also do some litter
picking which makes the environment a lot cleaner. The works to
garages on the Hemmingwell were brilliant for tenants in the area.
Estate walkabouts are key to finding opinions of where we live.” 

TAP says...
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Our future plans

f We will open a new money and community advice hub in Wellingborough town
centre. Known as the FISH Shop, this is an exciting new partnership offering a
range of free advice services under one roof.

f We will be expanding the new landscaping service provided by our own in-house
team of caretakers.

f We will be introducing new standards for estates so we can monitor more closely
the appearance of local areas. 

f We will look at introducing touch-screen information kiosks in rural areas to
improves access to our services.
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Around the borough

Wellingborough is surrounded by 5 wells;
the well water contains iron salts and was
renowned for its health giving properties.
The wells were visited regularly by King
Charles I who drank water from them.

Wellingborough was founded in the
six century by a Saxon leader called
Waendel. The town is mentioned in
the Doomsday book (1086) as
Wendelburie.

All Hallow’s Church is the oldest existing
building in Wellingborough and dates 
from c1160.

The part of the town called
Croylands is named after the
Jacobean Croyland Abbey.

The Lord of the manor, Sir Christopher
Hatton, was a sponsor of Sir Francis
Drake’s expeditions. Drake renamed one
of his ships, the Golden Hind after the
symbol of the Hatton Family.

The Wellingborough Zoo Park was
open from 1943 to 1970 and
contained penguins, polar bears & a
lion called Simba which used to be
taken for walks around the town!

Earls Barton was originally a Saxon
settlement called Bere, meaning a place
for growing Barley.

Earls Barton was a leather tanning
centre and had its own tan yard from
the early 13th century until 1984.

Finedon was originally known as
Tingdene, and then Thingdon until 
it became known as Fiendon. The current
spelling came into being in the 1900’s. 

Finedon is one of only four towns in
Northamptonshire mentioned in the
1086 Doomsday book for having a
population of over 50 people.



the journey continues

13

This standard looks at how we allocate homes, 
the rents we charge and the tenancies we offer you.

Lettings

In 2010/11 we let 351 homes, of these 57 were sheltered housing for older people.
Since November 2010 all lettings have been carried out through a choice based lettings
scheme, called Keyways. Under the scheme people registered for affordable housing in
the borough can bid for homes over the internet, by telephone or in person. We want to
understand who we house and we work with the Borough Council of Wellingborough to
allocate homes fairly.

The following table show the percentage of new and existing tenants living in our homes
from minority ethnic groups. The figures are very similar when compared to the
population in Wellingborough and England. This is what you would expect from an
allocations policy which does not discriminate on the grounds of ethnicity.

Your tenancy

*Average number of days
to let a property

DAYS
27

7

Percentage of properties
let on first offer

79%
Wellingborough Homes

Average number of days
to let a property

DAYS
22 Percentage of properties

let on first offer
72.75%

Best in Eastern Region

*This is higher than we would like and is because of the difficulty in re-letting some
of our sheltered bed-sits. By way of comparison, it took an average of 19.6 days to let
our general needs homes. 

Empty homes

This table shows the percentage of households with one or more people with a long-term
illness. This is defined in the charts as disabled.

New tenants 2010/11

All tenants

Population of Borough of Wellingborough

Population of England

n White: 88.45%    n Minority Ethnic Groups: 11.55%

n White: 91.35%    n Minority Ethnic Groups: 9.94%

n White: 88.25%    n Minority Ethnic Groups: 11.75%

n White: 86.99%    n Minority Ethnic Groups: 13.01%

New tenants 2010/11

Population of Borough of 
Wellingborough

Population of England

n Non disabled: 72.78%    n Disabled: 27.22%

n Non disabled: 68.17%    n Disabled: 31.83%

n Non disabled: 66.45%    n Disabled: 33.55%

Source: 2001 Census

We aim to let homes quickly to help people waiting for a home and to save money.
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2 bed 3 bed1 bed

£72.59 £78.20£62.82Wellingborough Homes

£84.44 £94.66£72.63Other housing associations

Note: Weekly rents shown allow for a
48 week rent year, are for general
needs housing only and excude any
service charges. Source: RSR guide to
local rents 2011.
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Rent services

We have a wide range of ways to pay rent including through Chip and Pin at our
Thompson Court office, via our website, at pay points, by direct debit and standing order.
During the year we carried out a survey to find out your views on direct debit dates.
Tenant’s feedback has resulted in us now offering two collection dates to those who pay
by direct debit. 

During the year we collected 99.84% of all rent due, the best in the Eastern region is
99.65%. Rent arrears were 2.49% against a target of less than 3.5%

During the year we evicted 21 households for rent arrears. We work with tenants in
financial difficulty but are sometimes forced to take enforcement action if rent arrears
keep increasing.

In order to help tenants who may be struggling with their rent we fund the Community
Law Service to provide a free, confidential debt advice service. Over the year the service
saw 794 people and helped them to claim £1.3million in benefits.

How our rents compare 

The figures below show how our
rents compare with averages of other
housing associations in the borough:

Tenant incentive scheme

In December 2010 we introduced a new incentive 
scheme to recognise tenants who manage their homes and tenancies well.

Any tenant who has kept their first appointment for gas servicing, is not subject to a
complaint of anti-social behaviour, has a clear rent account or is keeping to an
agreement to pay their arrears is entered into a quarterly draw. The first prize winner
wins £200 in vouchers of their choice and five runners up win £100. 
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Moving home grant

We know it can be expensive moving home and during 2010 we introduced a moving
home grant of £250. This is given to tenants who give us four weeks notice, leave their
home and garden clean and tidy, allow us to inspect their home before they leave and
keep their rent up to date. This is helping us to rent our homes more quickly and cuts
down on the cost of removing rubbish and making repairs.

Our future plans:

f We will start to measure and record the reasons why tenants leave our homes and
their satisfaction with our services

f We will aim to build at least 35 homes for rent and shared ownership in 2011/12

“One of our members was
delighted to win one of the
tenant incentive scheme
vouchers and chose a £100
store card. It has come in really
handy and is a great idea.”

TAP says...
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This standard covers how we make sure
we are well run and financially sound.

Governance & financial viability

Our future plans

f We will appoint an independent tenant advocate to work with 
TAP to continue to develop their scrutiny skills 

“It has never been a ‘them and us’ situation at Wellingborough Homes.
Tenants are part of the family. Wellingborough Homes is approachable,
there is no tier, and the doors are always open.”TAP says...

Governance

We are governed by a board which directs the organisation and ensures we are financially
sound and well run. The board is made up of 12 people, who have a wide range of
experience, skills and knowledge. A third of our board members are tenants. Two tenants
joined the board as new members this year. Mary Reeves and Daphne Simmons 
(pictured above) joined after developing their skills while scrutinising our services 
through TAP.

We have adopted the National Housing Federation’s Excellence in Governance Code of
Conduct. We complete an annual self-assessment of our board members’ performance 
and skills and provide regular training and development.

We believe it’s important that decision makers at Wellingborough Homes are both fairly
selected and representative of you, our tenants.  

Diversity amongst those making our business decisions is key to good decision making. 
To give you an idea of how we are doing here are a couple of examples:

f Just under 12% of our new tenants are from ethnic minority groups and just over 10.5%
of our decision makers are from ethnic minority groups.

f More than 27% of our tenants, compared with more than 20% of our decisions makers,
are disabled. 

Financial viability

Our income last year was just over £19m and £16m of this came from rents. 

We spent £3.4m on repairs, £17.2m on home
improvements and £3.9m on management. We have
borrowed money to pay for the cost of the improvements
works and have met the conditions of the loan.



This standard looks at how we make use of the money we have available.

For every £1 of your rent, we spend:

n Employees 11p

n Office and operating costs 14p

n Repairs 12p

n Interest 2p

n House purchase 1p

n Major improvements 60p

Value for money

During 2010 we set up a new value for money group to encourage staff to come up with
money and time saving ideas. We have achieved value for money by putting in place a new
e-learning suite for staff to use to save money and time travelling to training courses.

Every year we compare our performance and costs against other housing associations in
the Eastern region. We do this to assess how effective we are in our work and also check
if we are providing value for money to you. Here are some results of a cost comparison for
some of our operational services during 2009/10. 

“We could save money by not sending repairs cards for each repair
ordered, and just send one for the property instead. Including staff in
the value for money saving is a good idea as they have hands-on
experience of our homes.”

Our future plans:

f We will use the benchmarking results to inform what services we will review
during the year

f We will be rolling out the value for money suggestion scheme to tenants with the
opportunity to win prizes for the best idea

TAP says...

the journey continues
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Direct cost 
per property 

Eastern Region
median* cost  

£35.55 £41.05Resident Involvement

£608.96 £587.31

£207.96 £184.53

£56 £80.43

Repairs service

Housing Management

Repairs service
*Median = in the middle
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In our last annual report we told you about
Opportunities, our consultation to find out
what services you’d like us to provide.

These new services have been made
into what we call ‘local offers’ - a range 
of flexible services that respond to 
your feedback.

We are continuing to update you on the
offers through Well Informed, but also
wanted to summarise their progress here.

Gardening services

You told us that you would like some help
with gardening.

We have brought our estate caretaking
service in-house and recruited more people
to the team.

The team’s focus is improving the general
grounds maintenance service - maintaining
shared and communal areas that belong 
to us.

However, we are exploring how we can 
also provide a gardening service and are
working with tenants to develop the
concept.

It is likely that it will be offered first to older
and disabled tenants, in need of extra help
to keep hedges trimmed and the grass cut.
We would need to charge for the service,
but would make sure that it is affordable.

Appointment times for repairs

You told us that you would like repairs
appointments in the early evening and 
on Saturdays. This would make it easier 
for people who work full time to get
repairs done.

When we advertise for the new repairs
contractor later this year, we will make 
sure the company can offer the flexible
appointment times you have asked for.

We are working with tenants on the 
Repairs Monitoring Group to develop 
the standards for the service to go into 
the contract.

Setting new standards for empty homes

You wanted us to improve the standard of
empty homes, so that they are in better
condition when they are let.

We are working with tenants on the Repairs
Monitoring Group to develop this standard,
and this will also form part of the new
contract for repairs and maintenance.

Property standards

By December 2012, we will have delivered
on our original promise, made at transfer, to
bring all our homes up to the ‘Silver’
Standard. Those of you who were with us
at the time will remember we asked you
what standard you wanted us to achieve. 

Over the coming year we will talk to you
about agreeing a new standard for homes 
and landscaping where you live.

Developing services for you
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Access to services

One of the things you told us is that we
should make it easier for people to use our
services - regardless of who they are or
where they live in the borough.

This is a big project for the coming year.
Our teams are looking at how we can take
services out to local villages. 

We are making more use of email, text
messaging and our website to improve the
ways in which people can get in touch, and
find out about services. We have also set
up a Facebook page.

Activities for young people

Improving our work with
young people was another
priority.

We have now launched a
new youth group to get
teenagers’ views on our work
and involved in their communities.

So far the group has told us they’re
interested in gardening and growing fruit
and vegetables, which could be a good way
of supporting the local community.

Some members who want to be teachers
volunteered with us over the summer
holidays, helping with our children’s craft
activities.

Other plans include a photography project,
where members will take pictures of the
good and bad in their local area, and
present their findings to staff together with
ideas on how to solve any issues.  

Training

Tenants we spoke to during last summer’s
door knocking said that we should look at
setting up more training courses, to help
people develop their skills.

We have since set up and run the
successful Your Home course, to help first-
time tenants get the skills they need to run
a home. 

We have also launched a range of new
training courses from our Tenant Resource
Centre at Thompson Court. 

Courses include sessions on writing
CVs, making job applications

and developing interview
skills as well as IT and
photography.

Estate Standard

A lot of the issues that came
through from the consultation

weren’t about homes, but the
areas around them.

You were concerned about landscaping, 
car parking and litter.

We are making improvements to the local
environment through a dedicated pot of
money. This has already helped to
landscape areas in Finedon and
Hemmingwell, to improve security and
create better parking areas. 

We will continue to work with you to
develop projects to improve the
environment and neighbourhoods 
where you live.
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Wellingborough Homes
Thompson Court, 9F Silver Street,
Wellingborough, Northants, NN8 1BQ

T: 01933 234450

www.wellingboroughhomes.org

Wellingborough Homes is the trading name of Wellingborough Homes Limited.
Registered office: 12 Sheep Street, Wellingborough, Northamptonshire NN8 1BL.

Wellingborough Homes is a charitable and industrial and provident society,
registration no. 30097R; Tenant Services Authority registration no. L4509.

If you would like the annual report translated, please contact the
Customer Services Centre on 01933 234450 or call into our offices.


