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Welcome to the winter edition of

Housing Highlights
As we toasted in the New Year no
one could have dreamt how 2020
would turn out. Without doubt, it
has been unprecedented in the
country’s history and will have a
lasting impact on us all.
First and foremost our thoughts are
with the families and friends of
those who died as a result of Covid19. Whilst significant focus has been
on the number of people who lost
their lives during the pandemic, we
know every one of those numbers
represents a loved one and their loss
will be mourned by their family and
friends.
We would like to thank residents for
their patience and for sticking to the
self-isolating rules during the
lockdown. The reduced number of
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calls and service requests made to
housing services allowed staff to
focus on calling older and vulnerable
residents to check they had food and
any medication they need. We would
also like to thank Slough Council for
Voluntary Service, SCVS, along with
many other community and
voluntary sector groups, for their
collaboration with the council to
create #One Slough, which delivered
much needed supplies to residents
who needed it.
This edition of Housing Highlights
looks back at the last few months
and what the future might look like
for Slough. We are also keen to hear
from you on what you think worked
well and, if things didn’t go so well,
how we can learn from your
experience moving forward.

Cllr Mohammed Nazir

Speaking up for residents
The Resident Board is made up of
a group of tenants and
leaseholders and was created to
act as a ‘critical friend’ of the
council. It provides feedback to
drive improvements for existing
services and gives the council
ideas about what else it could be
doing to support residents.
An independent chair can bring
useful skills and experience from an
external perspective which can be
valuable in helping residents and
staff, and can understand multiple
viewpoints as someone who is not
as involved in day to day issues.
My credentials include working in
social housing for 20 years and
being a director in Housing
Associations for 14 of those years.
During that time I designed and ran
several effective resident
involvement operations.
My role as chair is about making
sure members are able to take an
active part in the work of the board,
helping to represent views to the
council and holding it, and its staff,
accountable.
I am really pleased to have been the
board’s interim independent chair
since it launched in 2019 and as it
developed and grew into its role. It
has come a long way in a short time!

from their professional and
voluntary roles, as well as their time
as council residents. Most
importantly, they all bring a strong
desire to make a real difference for
all residents in the borough and a
willingness to work with council staff
to make it happen.
This does not mean members are ‘in
the pocket’ of the council, however,
and the board has been highly
critical on numerous issues.
Criticism from the board about the
quality of the repairs service has
been increasing and directed at the
council as much as the contractor,
arguing that it is the council’s job to
ensure its contractor delivers a good
service. The message has certainly
got through and residents were
invited to provide reports to the
council’s Neighbourhoods and
Community Services Scrutiny Panel
in September.
Now the board has found its feet
and its voice, it is ready to provide
more effective scrutiny and will now
focus on having real influence over
how the council works and what it
focuses time and money on.
Another challenge is to engage more
residents as board members and in
other scrutiny activity so there is an
even wider range of people involved.

The new group of board members
first met in July 2019 before deciding
how it was to manage itself,
complete training around key areas
and deciding how it can engage with
even more residents.

My experience of people working in
what were the Neighbourhood and
Resident Participation Teams is they
are good people who really want to
do a good job and are frustrated
when they are not able to.

The setting up of any new system
always takes time. A balance had to
be struck between getting the less
interesting aspects done while
developing a new team, before
getting involved in areas where a
difference can actually be made.

Housing teams across the country
have a lot to do and sometimes it is
difficult to make changes to achieve
improvements. Housing is a stressful
occupation and can feel like being
bombarded with issues and work to
do from all sides. I really feel for
people who are still going through it.

The board is fortunate as members
bring a wide range of experience

Nigel Pacey, Independent Chair of the
Resident Board

However, there are clearly some key
things which in my opinion need
attention.
From what the board and I have
heard and seen the repairs service is
a long way from delivering good
customer service and managing
complaints well.
Also in my opinion there isn’t a
culture of resident involvement and
empowerment embedded in the
housing service at any level - the
board aims to change this.
The board is telling the council:
“Listen to us, we have valuable
insight into the services we get and
we can help you to improve them.”
The council is starting to listen with
support from some key managers
and councillors. If we can keep
making progress, the board can
make a real difference.
We are keen to get more residents
involved as board members,
mystery shoppers, and scrutineers.
If you are interested in being
involved, please get in touch with
Karen Lewis
karen.lewis@slough.gov.uk
01753 875437 or Anita Jan
anita.jan@slough.gov.uk
01753 477220.
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The View from the Resident Board
How can Slough Borough Council
possibly understand what it is like
to be a tenant or property
leaseholder? Tenants and
leaseholders are on the receiving
end of services from the council
and people will have their views
on how well those services are
delivered and whether the council
is doing the right things.
Every year the council does a survey
of all tenants and leaseholders, this
year’s survey has just been
completed, which gives the council
some idea of what residents and
leaseholders think - but it is only
once a year. What really needs to
happen is for a group of people who
know what it is like to be a tenant or
leaseholder to take a good look at
how housing services are delivered
every day. The group could then
regularly tell the council what it is
getting right and what it is getting
wrong.
That group does exist - it is called
the Resident Board. It is made up of
eight tenants, three leaseholders
and one independent member and it
meets six times a year. The chair is
independent and has a wealth of
experience in the housing sector. The
chair makes sure the board is wellmanaged and discusses the issues
important to members. Meetings are
attended by council officers who
explain what is happening and
discuss how areas can be improved.
The board is responsible for looking
in detail at the services the council
provide and a Resident Scrutiny
Group has also been set up to
examine services and report back to
the board. The scrutiny group is
currently looking at two priority
areas the board identified: estate
inspections and complaints about
repairs. The results of both will be
reported to the council with
recommendations for action. These
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recommendations will be followed
up to ensure agreed actions are
implemented.
The scrutiny group will compile
surveys to find out what other
tenants and leaseholders think,
examine council policies and
procedures, and interview staff. The
board was very involved in
designing the questions in the
annual survey recently sent out and
will look at the results and make
recommendations for what actions
are needed.
The biggest issue the board has
been involved in this year was the
performance of the repairs service
including the telephone contact
service. Board members ‘mystery
shopped’ to test the quality of the
repairs telephone contact centre and
recently reported findings to the
relevant council committee.
If you would like to get involved with
the Resident Board or Resident
Scrutiny Group, please contact with
Karen Lewis
karen.lewis@slough.gov.uk
01753 875437 or Anita Jan
anita.jan@slough.gov.uk
01753 477220.

Thoughts from
Board members
My name is Christine, I sit on both
the Resident Board and Scrutiny
group, and am passionate about
improving the services delivered to
tenants and leaseholders by Slough
Borough Council and Osborne
Property Services Limited, as I feel a
lot of people’s issues and feedback
are not being heard, and dismissed,
leaving many tenants and
leaseholders unhappy and
dissatisfied. The board is here to
improve and rectify this.
Board member Trevor said:

“Becoming a board member has
reinforced my view tenants must
have a voice in housing matters and
be heard. In this way the board can
challenge the council and hold it to
account.”
Dinah, a new board member, said:
“The board is definitely a great
bunch of people and I do like how
they challenge which is work very
well done! And it needs to be done I
might add. People need to be
accountable for the things they do
which affects everyone else.”

A different
kind of survey
In July residents and lease
holders were sent the annual
satisfaction survey. The survey is
carried out each year to give you
an opportunity to tell us what
you think. We then use the
information to focus our efforts
on improving the things that
matter most to you, our residents
and leaseholders.
Last year the Resident Board
raised concerns about the
analysis and results of the survey.
The board was not convinced the
feedback was a true picture of
what people think and it did not
reflect what they had been
hearing from the Neighbourhood
Forums and complaints that they
had reviewed.
Two board members led on the
procurement process and, whilst
discussions were ongoing, the
final decision was made by the
board. This led to the selection of
M.E.L Research as the market
research company who worked
with the board to design and
carry out the survey.
We will report the survey
responses to you in the next
edition of Housing Highlights, so
watch this space.

Housing Services in lockdown
By Karen Lewis
When it became clear the world
was facing a pandemic back in
March this year, the decision was
quickly made that, unless there
was an absolute need for officers
to be in the office, everyone
should go home and continue
working from there.
For officers who had never expected
to work from home, it came as quite
a shock as it happened overnight.
Some were quickly able to set
themselves up to work from home,
but for others it was a real struggle.
Some were left trying to juggle work
with home schooling and sharing
the family laptop with their partner
and children, not to mention having
to deal with all of the emotions we
were experiencing as we adapted to
(yes, I’m going to say it)
unprecedented times.
I am immensely proud of my
colleagues and, with a few bumps

along the way, Housing Services
continued to operate, albeit in a very
different way. The main priority was
to get back up and running to help
residents.
In the early days efforts focussed on
calling all our elderly and vulnerable
tenants to check they were alright
and had everything they needed.
Where people were struggling, our
partners at #OneSlough came to the
rescue, delivering food parcels and
picking up medication. We quickly
assessed what could be done, what
had to be done and how we could
do it. Thousands of calls were made.
We would all like to thank you, our
residents, for your patience and
understanding as we all adapted
together.
At the time of writing this the
lockdown arrangements are
continuously changing and we all
hope the winter is kind. It is a time

for reflection and to remember those
who lost their lives to this horrific
virus. Our thoughts are with their
loved ones.
As we begin to return to (and, yes,
I’m going to say this too) the new
normal, things will inevitably
change. The service has learned by
doing things differently. Some things
have worked better, so we will
continue to take those forward,
leaving us with more time to focus
on other things. For example, it is
unlikely that we will all return to 9-5
office working but will work more
flexibly, always making sure we
meet the needs of our residents.
One thing is for sure, our
communities came together to
support one another and we hope
that continues as life returns to
normal.

Claire Giacobbe, Community Investment
Manager, Osborne Property Services Ltd
My role is to work alongside the
council’s five year plan to support
some of the challenges Slough
faces, such as employability, skills
and bringing communities
together. I am passionate about the
community I grew up in and love
the fact I get paid for doing that.
Throughout the coronavirus
lockdown I volunteered for the
#OneSlough project coordinated
with Slough CVS. I have worked
closely with them over the past five
years, including being a board
member for two years, so I didn’t
think twice about supporting them
during the pandemic. I had the
opportunity to be a full-time
volunteer as my normal role was
furloughed for two months. My

Claire collecting a donation from Windsor
and Eton Brewery of hand santiser which
replaced beer flowing through their pipes

volunteer role supported the
logistics of donations, deliveries and
arranging the transport of PPE to
Slough carers. This was very
rewarding, especially looking at
photos of people receiving
donations and hearing the stories of
the joy from receiving a food parcel.

This biggest success story was the
creation of a new partnership with
the Heathrow JSA Community
Rangers and how they make
collections and deliveries so easily,
just getting on with the task in hand,
having some fun and doing so safely
and professionally. I loved seeing the
delivery of 500 Easter Eggs to
Wexham Park Hospital and the
smiles it brought to key workers’
faces during such a tough time.
My lockdown experience could have
been very different if I didn’t have
volunteering to keep me focussed
and occupied; I am so grateful I had
the opportunity. It has also taught
me new skills and has developed
new working relationships.
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Annual report 2019-20
This year’s annual report may
seem a little odd as it does
not take account of the
extraordinary way lives
changed from mid-March.
The report covers the period
from 1 April 2019 to 31 March
2020, the previous financial
year finishing just as the
lockdown began.

100% gas service

No properties bought back
by the council

42 right to buys sold

83% of customer complaints
responded to on time

131 fire risk assessments

450 block/estate inspections

8 food bank vouchers issued

14 fixed penalty notices (FPNs)
issued for fly-tipping

Next year’s report will look
vastly different and will be
more reflective of most recent
experiences.
It is important this information
is shared so residents and
leaseholders can see how the
housing service is performing.
The information is used,
together with feedback from
the satisfaction survey, to
decide what must be focused
on to improve the services
provided.
A resident once got very angry
with an officer because they
felt everything had to boil
down to a number. However,
we use a range of information
to fully understand
performance, including the
satisfaction survey, complaints
and other resident feedback. It
is important residents and
leaseholders tell housing
services how it is doing, where
improvement is needed and
what works well so the service
can do more of those things.

Slough Borough Council is above average
compared with other councils on rent collection
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Safety information

Rents

Fraud investigations

2,893 electrical installation
condition tests
71 fixed wire installation tests for
communal areas of blocks
3,479 emergency lighting tests
204 lift safety inspections
252 water safety tests
491 asbestos surveys
794 boiler replacements

17.6 % of income paid on website
34.3% income paid through
direct debit
8.8% of income was paid through
automated telephone payment
25% of tenants pay rent on time
(end of February 2020)
13 tenants evicted for rent arrears
242 have a valid court order

Housing referrals - not all were
prosecuted but all were investigated
7 properties back into SBC stock
6 RTB withdrawals
20 removals from housing register

Neighbourhood teams
1,423 tenancy verification audits
62% of block/estate inspections
judged to be of a “good” standard

ASB Enforcement
99 Community Protection Notice
(CPN) warning letters served
17 CPN full letters served
11 closure orders
0 public space protection orders

TSO
175 referrals made to tenancy
sustainment team
1,184 tenant households on
Universal Credit at end April 2020

Homeswapper
608 tenants wanting to swap
15 swaps in the past 12 months
6 tenants without email
291 properties without photos
96 under-occupied homes listed
206 over-crowded homes listed

Allocations/lettings

Housing needs
(info from Capita)

383 new SBC tenancies in 2019/20
(excluding transfers and succession)
2,005 applicants on housing register
as at 31 March 2020

571 homeless applications
265 (44%) applications accepted
329 homelessness preventions
achieved

Resilience team
8 FPNs for littering
1 FPN for breach of full CPN
8 FPNs for exposing vehicle on the
highways for sale.
1 FPN for duty of care
Prosecution bundle is with HB law
regarding two offences for exposing
vehicles for sale, which has been
adjourned due to Covid 19
8 offences of fly-tipping on one
offender - prosecution bundle with
HB law and is currently being heard
at Reading Crown Court

Housing Regulation

Income
1% 3%

1%
5%

22%

30%

16%

32%

90%

Dwelling Rents
Garage Rents

Complaints to HR: 422
Inspections: 174
Cat 1 Hazards identified: 93
Cat 1 Hazards removed: 82
Notices: 271

Expenditure

Other Rents
Service Charges
Shop Rents

Debt Charges
Major Repairs - investment
Management
Repairs
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Fire safety in homes
A major priority for Housing Services is working together with tenants
and leaseholders to prevent fires starting and to reduce the likelihood of
serious harm being caused if a fire did start.
Fire Risk Assessments
The council has been working with
Savills UK to ensure thorough Fire
Risk Assessments are carried out in
every property with access to a
communal area. This includes all the
high, medium and low rise blocks in
the borough.
Priority 1 blocks are assessed every
12 months. Tower blocks and exwarden blocks are priority 1 blocks.
Priority 2 blocks are medium rise
blocks and these are assessed every
24 months.
Priority 3 blocks are low rise blocks
and these are assessed every 36
months.
The assessments were carried out by
independent, certified inspectors,
who judged any additional work
which needed to be carried out to
increase the building’s fire safety. In
order to make sure the work was
carried out the council increased the
budget for it.

Every single action the assessors
identified has been logged onto a
tracking system. Each action is only
closed when photographic evidence
is uploaded. Without this clear audit
trail the tasks cannot be closed.
The work to the buildings has so far
included installing new fire doors in
communal areas and carrying out
“fire stopping” to make sure fire
cannot spread between properties.
The assessments also highlighted
some of the bin stores are either no
longer fit for purpose, or
nonexistent. If flammable items
build up in bin stores, or if bins are
stored directly under windows, this
poses a further fire risk. Funds have
been made available to improve the
bin stores to comply with the fire risk
assessments. This will also go some
way to improve the general
environment around our flats.
Osborne Property Services Ltd is
working with the council at Broom
and Poplar Houses to implement as
many lessons learnt as possible from
the first stage of the Grenfell Tower
Inquiry.

New sprinkler system

This has included installing sprinkler
systems in both individual flats and
the communal areas. There are also
low level luminous floor numbers in
the communal areas as the inquiry
found thick smoke made it difficult to
see floor numbers at head-height
and residents could not tell London
Fire Brigade exactly which floor
firefighters needed to get to.

Communal areas
The fire risk assessments highlighted
some residents stored personal
items in corridors, electrical
cupboards, boiler rooms and on
landings. In some cases it was only a
single item like a bike while in others
electrical cupboards were full of
bikes, buggies and furniture.
The council has always had a policy
to keep communal areas clear of any
personal items. Over the years we
started to allow some residents to
store things in the communal areas.
This was a mistake and should not
have happened - we are now being
very strict and not allowing anything
to be left in communal areas.
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Housing Officers have been visiting
all blocks which have been assessed
and serving legal notices under
Section 41 of the Local Government
(Miscellaneous Provisions) Act 1982
regarding these items. These notices
give the council the power to remove
items found in the communal area
and store them for a period of time.
If the owner wants to reclaim it proof
of ownership is required and a
payment for storage costs. If no-one
comes forward the property will be
disposed of.
Please work with the housing
officers to keep all communal areas
clear.
Here are some frequently asked
questions:
Q. What counts as a communal
area?
A. In general a communal area is
any area in a block of flats which is
outside a resident’s front door. A very
small number of flats have allocated
storage cupboards in communal
areas - a Housing Officer will be able
to let you know if this applies to
where you live. All landings,
corridors, stairwells, drying rooms,
staircases, caretaking cupboards and
electrical cupboards are counted as
communal areas.
Q. Why do communal areas need
to be kept clear? It is still easy to
get in and out of my block even if
there are some things in the
corridor or cupboard.
A. Under normal circumstances
residents can move around in the
communal areas quite easily and
physically avoid anything left there.
However, think about what would
happen in the noise, heat, smoky
darkness and confusion of a fire.
Imagine how difficult it would be for
a resident, their family, neighbours
young and old, to escape along a
corridor in the dark, struggling to
breathe with eyes stinging due to

Kitchen fire saftey
Some residents are fortunate to find
cooking and baking a real source of
joy, and are very accomplished.
Others sometimes struggle to be
enthusiastic about cooking and have
far less successful meals!
Whatever a resident’s standard of
cooking skills it is vital fire safety is
kept in mind when in the kitchen.
Remember these tips:
smoke, shouting and crying and
tripping over something as simple as
a doormat. The consequences could
be terrible for residents as well as fire
fighters trying to save them. Items
which are stored in cupboards can
also cause faults in electrical or gas
intake equipment or can catch fire
themselves and give off toxic fumes.
Q. I have a mobility scooter and I
can’t easily fit it in my flat so
where should I store it?
A. Housing Services know this causes
problems to residents and we
appreciate large mobility scooters
are more comfortable and better to
use than electric wheelchairs.
Unfortunately, it is the resident’s
responsibility to make sure there is
somewhere inside the home to store
and charge any mobility scooter.
Large pieces of equipment cannot be
stored in communal areas.
Q. I have a bike. It’s often muddy
so I can’t store it in my flat. I
thought you had to provide bike
storage for residents?
A. Housing Services understand
storing dirty bikes inside a home can
be very inconvenient but if there is no
dedicated cycle storage available
inside a resident’s front door is the
only place. Bikes cannot be stored in
communal areas. All new build
properties have to include bike store
facilities, but this doesn’t apply to
older homes.

• Never cover or disable any heat or
smoke alarms in the property.
They are there for your safety and
the safety of neighbours.
• Make sure tea towels are not left
close to heat sources like a hob
ring, even if turned off.
• Try not to burn anything being
cooked, including toast. If the
alarm sounds for a false alarm this
is very annoying and sometimes
frightening for neighbours as they
may fear there is a real fire.
• Don’t leave the kitchen while
cooking and then forget about it.
Burning food will set off your
smoke alarm and could start a
fire.

Where to get
more advice
The best place to go for more
advice about what to do if you
see a fire or what you can do to
prevent fires is Royal Berkshire
Fire and Rescue Service. You can
access their website here:
https://www.rbfrs.co.uk/
The Fire and Rescue Service offer
free “Safe and Well” assessments
if you are a qualifying resident.
Search for “Safe and Well” on
their website for more
information and how to book.
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Do it online, on the phone,
or now in your local area

SLOUGH
FOODBANK
OPENS IN BRITWELL

Residents first port of call for
information, services and bill
paying should be the council’s
website and phone contact centre.

This comes after the decision was
make to close My Council in the High
Street and replace it with more local
access points.

Slough Foodbank has included
a distribution session in the
borough after an increase in
demand due to Covid-19.

Local Access Points situated in the
heart of local communities will also
be available for some services and to
meet staff after making an
appointment.

During the coronavirus pandemic
more residents found it easier, faster
and safer to contact us by phone or
by using our website.

Residents who have an ereferral from one of 170
agencies can go to Britwell
Parish Community Hall, Long
Furlong Drive on Saturdays
between 10am to 12pm.

Cash to pay bills or for licenses will
not be accepted at any of the Local
Access Points currently open at
Britwell Library, Langley Library and
Cippenham Library. More Local
Access Points are planned for the
future in other community focused
areas.
Residents who wish to speak to a
council representatives will have to
make an appointment by calling the
contact centre on 01753 475111.
By using the online services,
residents will free up face to face
time with our advisors for those who
need extra support or are unable to
access our services digitally.
Rent can be paid online, enquiries
can be made and key fobs can be
requested online.

Online there is a portal to pay
council tax, rent or business rates,
licenses and for benefits, and more
than 70 ways to report issues.
A new-look website will be launched
this winter making it even easier for
residents to self serve.
If you want to pay council tax or rent
in cash, you can do so at post offices
or any PayZone outlet.
These are just some of the services
available online
• Request an entry replacement
key fob
• Request alterations and
adaptations
• Pay rent or have a rent query
• Apply for a garage
• Apply for a disabled parking
bay
• Information and fact sheets on
condensation, damp, gas
safety

In the first 6 months of 2020
there has been a 42 per cent
increase in the number of
vouchers being issued
compared to the same period in
2019. Vouchers where children
required help increased by 72
per cent.
Slough Foodbank Manager, Sue
Sibany-King, said: “At Slough
Foodbank, every day we see the
real effect coronavirus is having
on the people of Slough. It is not
just a health issue but a financial
issue which has exacerbated the
dire situation many clients were
already in. We do not celebrate
the opening of a new
distribution centre, it is not
something we want to be doing.
We wish we lived in a society
where there was no need for
foodbanks. However, we are
thankful to our volunteers and
supporters who enable Slough
Foodbank to provide emergency
food to people who are going
hungry.”
Britwell joins distribution
centres in Slough, Langley and
Cippenham.
The foodbank provides three
days worth of nutritious food.
To donate funds, food, or
volunteer take a look here
https://slough.foodbank.org.u
k/give-help-2/
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Volunteer with the
Co-production Network
The Co-production Network brings
together Slough residents with
experience of health and social services,
with professionals from Slough Borough
Council’s Adult Social Care team, East
Berkshire CCG and Healthwatch Slough.
We work together
in partnership to:
Shape local health
and social care
services.
Really listen and
engage with local
people.
Make decisions
about services
together.
Work with and
engage the wider
community.

I feel as if I am
listened to and can
make a difference

Since launching in March 2019,
the Co-production Network has
become a strong and vibrant
group, working on a variety of
projects and learning more about
the value of co-production.
We are now very busy with a
number of projects and need
more local people with lived
experiences of health and social
care services, either directly or as
an unpaid carer, to join us!
To ﬁnd out more or to apply,
visit: www.slough.gov.uk/
health-and-social-care/coproduction.aspx

oice as a
I feel my v
nd
tened to a
carer is lis
ce
a differen
can make
like me
for carer’s

I know we
can make
a difference

TENANTS
INCENTIVE
(MONEY TO MOVE)

SCHEME

Did you know the council
would pay £2,000 per
bedroom released if residents
are living in a home which is
now too big?
If a resident is under-occupying
a council property and would
like to downsize to a property
which is more manageable and
affordable, Housing Services
may be able to help under the
Tenants Incentive (Money to
Move) Scheme.
Currently there are 608
residents wanting to swap and
there have been 15 swaps in the
past year. There are 96 underoccupied homes in the borough
and 206 overcrowded homes.
For further information on the
Scheme rules and how it works,
please contact us on
01753 475111
or visit the website at:
www.slough.gov.uk/housing/
money-to-move.aspx

Frimley Collaborative
Partnership of Clinical Commissioning Groups
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At Scottish and
a Southern Electricity Networks
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• Saving enerrg
• Swittching enerrgy suppliers
• Grra
an
nts and loans available ffo
or insulation and
heating
t
systems
• Mon
ney you could be claiming
g such as the Warm
Hom
me Discount and Winter Fuel Payment
• Heatting hot water and therm
mostat advice
• Sma
artt meters
• Income
o
maximisation

Fin
nd out morre
e: ssen.co.u
uk/energyadvice

If you wou
uld like to help promo
o ote this work within your community
please
l
con
ntact
t t your locall SSEN
N Custtomer & Comm
munity
it Ad
Advisor:
i
Moham
mmed Kamraiz

Moh
hammed.kamraiz@sse.com

077 783 812 68
8

Scottish and So
outhern Electricity Networks is a trading name of: Scottish and Southern Energyy Power Distribution Limited Registered
d in Scotland No. SC213459;
Scottish Hyd
ydro Ele
ectric Transmission plc Registered in Sco
otland No. SC213461; Scottish Hyd
ydro Ele
ectric Power Distribution plc Registered in Scotland No. SC213460; (all
having their Registtered Offices at Inveralmond House 200
0 Dunkeld Road Perth PH1 3AQ); and Southern
S
Electric Power Distribution plc Registered in England & Wales
No. 04094290
0 having their Registered Office at No. 1 Forbury Place 43 Forbury Road Reading
g RG1 3JH which are members of the SSE
S Group www.ssen.co.uk

Noisy Neighbours
There has been a three-fold
increase in noise complaints to the
council in comparison to the same
period last year. The summer is
usually the busiest period for
receiving complaints about
neighbours’ behaviour, but this
year the complaints during the
late spring and summer increased
dramatically.

• Residents trying to recover from
illness finding it hard to rest

The problem

• Dog barking - where dogs have
got used to owners being at home
during lockdown suddenly being
on their own whilst owners return
to work/school

Lockdown and the period
immediately after saw many people
at home far more than before and at
different times of the day. The
reasons why there was an increase
in noise complaints were as follows:
• People who had been furloughed
or made redundant exposed to
noise during the day
• Residents with more time on their
hands were carrying out DIY or
other noisy projects
• Children at home

• Those working from home found
it difficult to work
• Increase in stress levels from
situations like redundancy, illness
and children at home meant
noises were perceived to be
greater than usual

How the council
dealt with it
The council has a duty to investigate
any noise which is being described
as a nuisance. Officers will always
make contact with residents to find
out a bit more about the request.
Many reported cases could not be
taken further as the noise could be
attributed to everyday daily noise. In
some of the cases, we spoke to those
being complained about, informally
offering advice about how to alter
their behaviour. However, it was

important to make both parties
aware of the difference between
excessive, deliberate noise
compared to everyday living noises.
This was particularly the case for
complaints about children playing both indoors and outside.
It has been a strange and difficult
time for all and trying to investigate
noise complaints remotely has
brought about challenges for
officers too. Where there were
genuine noise cases which needed
to be witnessed, officers were
unable to visit residents’ homes. The
message to residents is to be
considerate but also to be tolerant
where daily living noise is
concerned. We will always try to
assist or provide advice for people
being disturbed by noise.

If you are suffering from a
statutory noise nuisance the
council can take formal action
to stop the noise.
You can report the following
noise problems to the council:
• noisy neighbours (music,
shouting, alarms, DIY at
unreasonable hours, dog
barking)
• noise from commercial
premises (entertainment,
ventilation systems, alarms)
• noise from industrial
premises (factories,
construction sites,
demolition, alarms)
• car alarms or loud stereos
(only if vehicle is parked).
More information and how to
report noise at
www.slough.gov.uk/ pestspollution-and-foodhygiene/noise-complaints.aspx
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Lock ‘em up
With most people spending the
majority of their time at home
over the past six months, whether
working or on furlough, people
have not had to think much about
property security.
As we venture out and about again,
whether it be back to work or
heading to the shops, residents
should remember their homes could
be vulnerable when away.
In police figures dating to April 2020
there had been a decrease in the
number of burglaries in the borough
by 12 per cent on the previous year.
And there are easy steps which can
be taken to prevent homes
becoming a target for criminals.
One of the simplest things a
homeowner can do, which is also
completely free, is to remember to
close and lock windows each time
the property is empty and at night.
This reduces the risk from
opportunistic thieves who are on the
lookout for windows left ajar and

unlocked doors as a quick in-andout to take purses, wallets and car
keys.
Where items are kept in a house,
residents can also thwart thieves
and make homes less desirable as a
place to target. House and vehicle
keys should be kept away from
windows and doors to prevent
hands squeezing through and then
being able to get away with high
value items.
Another easy, low-cost way of
protecting property is to security
mark it with a special pen which
costs just a few pounds and take
pictures of any valuable property.
Security alarms can alert people
something is amiss as well as acting
as a deterrent to prospective
intruders.
Gardens can also be the first barrier
of security by making it hard to get
to a home or shed especially if it
backs onto a lane or has rear

entrance. Thorny bushes and
movement-activated security lights
are good examples of security
measures in the garden.
For more information
www.thamesvalley.police.uk/cp/cri
me-prevention/residentialburglary/

Bike theft
Bikes are an easy target for thieves
and can be high value to sell on. It is
recommended cyclists spend
between 10 and 15 per cent of the
value of the bike on a lock system.
Bicycles are notoriously hard to
reunite with owners but one way of
correcting this is by marking and
registering the bike with a national
database. This not only means the
owner can prove a recovered bike
belongs to them but can deter
thieves from taking it in the first
place. When locking up a bike leave
it in a visible place.

SSE Priority Service in Action at Armstrong House
The residents of Armstrong House
put SSE’s Priority Service to the test in
September after experiencing a loss
of electricity which meant lighting,
laundry services and lifts failed.
Earlier in the month residents had
experienced problems with the
communal aerial which meant
television services had intermittently
failed.
Late in the afternoon of Thursday 17
September officers put a call
through to SSE’s out of hours line.
Within an hour SSE arrived on-site,
diagnosed the problem and installed
a temporary fix pending major work
to install a new cable to the
electricity supply to the scheme.
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Work began on Monday 20
September and on Wednesday
morning, 22 September, everything
was set to cut the electricity supply
and reconnect the new cabling.
SSE contacted all residents to tell
them what was happening and, on
the morning, their Welfare Van was
on site with Kam to offer residents
hot drinks and support for almost
any scenario, while the electricity
was off. Council officers were also on
site to support residents and were
able to take details of any concerns
that they had.
Karen Lewis, Information and
Participation Manager said:

“SSE has been amazing and I would
encourage all vulnerable residents to
sign up to this free service. Nothing
seems to be too much for them and
they are even looking to partner with
Just Eat to offer anyone affected by a
power cut the option of ordering hot
meals that suit them. I can only
thank the SSE Team for their prompt
response and the quiet, efficient and
unobtrusive way that they dealt with
the situation.”

CENSUS 2021
The 2021 Census will be the first to
be mostly completed online.
The 220-year-old survey of all
households information will be
completed in March 2021, providing
a detailed snapshot of society on a
single day.
With its roots dating back to the
Doomsday Book in 1084 and The
Hundred Rolls instigated by King
Edward I in 1279, the modern census
was first completed in 1801.
It is estimated that 75 per cent of all
households in England and Wales
will submit information online
through an electronic questionnaire,
a first for this once-a-decade
compulsory survey.
The questions and how the form has
been filled in have evolved every 10
years as priorities change and
information was sought to help
people in their lives.
The data collected helps central and
local government, health authorities,
and many other organisations to
target their resources more
effectively and to plan services such
as housing, education, health and
transport. Businesses use the
information to evaluate whether a
new store would be used in a local
community and voluntary
organisations can rely on census
information to assist communities
and apply for funding. Academics
use the information in research and
it has proved invaluable for those
researching family history.
The census asks questions about
individuals, their household, homes,
employment, and religious beliefs.
This year how homes are heated and
sexuality will be new questions
asked.
All information is anonymised and
the actual census records are kept
secure for 100 years. The information
will be statistically analysed and the
results published two years later.

The census is overseen by the Office
for National Statistics (ONS) which is
an independent, non-ministerial
agency that reports directly to
Parliament. It has a strict security
regime following government
standards. This includes physical and
IT security measures to protect your
information, covering people,
processes and technology. The
statistics will not show who revealed
the information.

History of The Census
There is evidence of population
counting in Egyptian times and is
rooted in Britain with the
Doomesday Book.
There was widespread opposition to
an official census until the end of the
18th century. This finally withered
away after an academic suggested
population growth would soon
outstrip supplies of food and other
resources. The first official census
followed shortly in March 1801.
Information was collected from
every household by the Overseers of
the Poor, aided by constables,
tithingmen, headboroughs and
other officers of the peace.
The first official headcount revealed
that Great Britain’s population at the
time was 9 million. Previous
estimates had varied between 8 and
11 million; today it is almost 67
milllion. Information about every
person in the land was processed by
an army of clerks using nothing
more than pens and paper.

Timeline of Census
1801: A total of 8.87 million
population recorded and an
estimated unrecorded half million of
military personnel, seaman and
convicts adding up to 9.2 million
people.

1831: First time classification of
employment was asked.
1841: Considered the first modern
census of 16 million and most of the
workforce was in domestic service.
1891: Question was introduced
about the number of rooms in each
household in response to concerns
about overcrowding. First time
women census takers were
employed.
1901: 8 out of ten men were
employed compared to a third of
women.
1911: Technology used for the first
time with punch cards rather than
pencil and paper.
1921: Only time census has been
postponed for two months due to
strikes of coalminers, railwaymen
and transport workers.
1931: Questions on education,
dependencies, orphans and number
of houses were introduced.
Broadcasts on BBC radio for the first
time educating people in how to fill
out the forms.
1941: Cancelled due to WWII.
1951: Significant due to lack of 1941
census. Population 50 million and
questions about outside toilets were
included and women were asked to
be honest about their age.
1961: Computers used for the first
time to evaluate answers and first
time publicised on television.
1991: 90 percent of population lived
in urban areas compared to 16
percent in 1831.
2001: Religious questions asked for
the first time.
2011: Questions included second
address, national identity and 16 per
cent of questionnaires completed
online.

1821: Half the population was under
20.
Housing Highlights Winter 2020
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Cut out and keep
This page won’t be included every edition so keep it somewhere safe.

How to contact us
Email
Website

tenants@slough.gov.uk
www.slough.gov.uk

Post

Slough Borough Council
Housing Services (Landmark Place)
Observatory House
25 Windsor Road, Slough SL1 2EL

Telephone 01753 475111 choose option 3
Monday to Friday
9.00am-5.30pm
Fax
01753 875499
Minicom 01753 474100
In person In person is by appointment

How to contact us
Neighbourhood Housing
Customer Service Team:
01753 475111, choose option 3

Reporting Fraud
Fraud Hotline: 01753 787876

Make a complaint or suggestion
Email: housingservicecomplaints@slough.gov.uk
01753 475111
By post to Housing Services

Right to Buy and Leasehold Services
Email: rtb@slough.gov.uk
Email: leaseholdservices@slough.gov.uk
01753 475111 choose option 3

Friends and family can be
a lifeline for those living
with domestic abuse

Housing benefits and council tax
01753 875348 or 875349

Missed bin collection
You can report this on 01753 475111 choose option 4

Rent arrears
Worried a family member or friend is being abused?
Let them know you’ve noticed something is wrong.
Listen and reassure them that the abuse is not their fault
Help them report the abuse to the police
Provide information on organisations that offer help
For information and help contact:
 Slough based Hestia Domestic Abuse Service call
01753 477352 Mon-Fri 9am-5pm or email
contactslough@hestia.org
 National Domestic Abuse Helpline for free and
conﬁdential advice, 24 hours a day on 0808 2000 247.
 Karma Nirvana helpline for honour-based abuse and
forced marriage on 0800 5999 247 or email
support@karmanirvana.org.uk
For an immediate risk of harm, or an emergency, always call 999.
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01753 475111 or email rentrecovery@slough.gov.uk

Ways to get involved
Email: getinvolved@slough.gov.uk
Contact the information and participation team:
Karen Lewis: Telephone: 01753 875437
Karen Wilkinson: Telephone: 01753 875685
Anita Jan: Telephone: 01753 477220

Request repairs
Osborne help desk/emergency out-of-hours
repairs:
Email: slough@osborne.co.uk
Free phone: 0800 915 1215
Monday to Friday: 8am to 8pm
*Wednesday: 9 to 11am closed for training
- emergency calls only*
Saturday: 8.30am to 12noon

