Appendix one: final wording of local offers

Allocations

Bromford Group & Homezone 

Every time we are in contact with you we will:

· treat you with courtesy and respect

· listen

· be helpful and polite

· try to deal with you at first point of contact

· make things as easy as possible

· deal with any complaint in line with our complaints procedure

When you make an application for housing we will:

· provide online help, guidance support in accessing the UChoose website

· acknowledge your application immediately if you apply online

· send you a letter within 10 working days (once we have all the necessary information from you). The letter will contain:-

· your registration number

· your login details/information about when you can start to express an interest

· an explanation of what priority band you are in 

· information on how to make an expression of interest

· an offer of more help if you need it

· reply to any enquiries within 10 working days

· make a computer available to enable you to access the UChoose website

· reply to any appeals about your application within 10 working days

· ensure that you have privacy to access the computer within our offices

When you express an interest in a home we will:

· provide you with the name of the person who will offer you support and advice and will advise you on where you can receive extra help from other agencies

· advertise homes weekly on the website, in reception and at other local places

· provide accurate and up-to-date information about every home advertised

· give you the choice to ask someone to make an expression of interest on your behalf, like your carer or support worker

When we offer you a home we will:

· contact you within three working days of the advertisement being closed if you are successful

· arrange a viewing for you to see the home before you sign the tenancy

· talk to you about any help or support that you might need at the time of your viewing

To keep you informed at all times we will:

· publish information about the homes that we let, including the band that the successful applicant was in and how long they had been waiting

· publish our appeals process

· ensure that all UChoose information is in plain language and easy to understand 

· make all of our information available in other formats and languages upon request

· contact you by your preferred method, such as text or telephone 

· hold regular events in the community and with other agencies

· carry out a review of your application every year to see if you still need housing

· produce an annual review of allocations with details of our activities like, expressions of interest made or homes allocated

· ask you what you think about our services and publish the results

· publish feedback on any service improvements made as a result of customer comments

Great Places

Accessibility

Easily reached, easily understood, easily available and approachable, and increase support for vulnerable individuals

Standard 1 - all housing providers will use the same application form.

Standard 2 - there will be ‘no wrong door’ – this means that you can take your housing application to any housing provider.

Standard 3 - new applicants will be offered an interview if they need extra help on how to use CBL.

Standard 4 - we will offer applicants a review if:

· Applicants in Urgent and High band have not been re-housed within 6 months or have had 3 failed bids

· Applicants in Medium band have not been re-housed within 12 months or have had 3 failed bids

· On request for applicants in Standard band

Standard 5 - housing providers will monitor profiling information of applicants (such as age, ethnicity disability etc.) and use this to identify vulnerable groups that may require additional support and target resources appropriately.

Information

Knowledge, gathering facts, multi point information service, making facts known and organised data.
Standard 1 - we will provide an information pack that is available in different formats for all new applicants that comprehensively explains the CBL process and review this pack annually.

Standard 2 - we will introduce and meet a ‘customer charter’ across all Housing Providers which clearly explains what your responsibilities are, and what you can expect from us in return.

Standard 3 - we will provide you with information about the areas our properties are in to help you decide whether you want to live there.

Standard 4 - we will provide you with an annual report on the lettings made by area, banding and other profiling information to help dispel myths about and demonstrate fairness.

Standard 5 - we will regularly report on progress against these standards.

Support

Technical assistance, give active help and encouragement and help in crisis.
Standard 1 - we will develop a simple calculator to help you understand what your prospects are of being re-housed in different areas.

Standard 2 - we will offer pre–tenancy training to applicants when they register.

Standard 3 - staff will complete equality and diversity training to ensure that they are able to respond to the needs of all customers.

Standard 4 - if you need extra help to apply for housing we will refer you to an agency that can give you support.

Standard 5 - if you need extra help we will offer outreach services in your local community.

In addition, Great Places developed a repairs and maintenance local offer for their supported housing:

· We will go the extra mile: providing a high quality service that is tailored to your requirements.

· Supported projects with high numbers of repairs jobs will have an arranged, regular visit from the same repairs person

· Repairs staff will be offered training on delivering services to people with support needs

· You will have extra jobs included in the repairs and maintenance service to meet your requirements, e.g. fitting shower curtains / rails etc

· All jobs in communal areas which impact health and safety, or prevents you from using a facility, will be responded to within three working days

· You will be signposted to access decoration services, where not provided by Great Places, to support you in maintaining your home
You will move into a home that looks well kept, providing you with a fresh start to progress through your support package.

· More empty properties will be decorated before a resident moves in, with priority going to properties in most need of decorating

· Where possible, new residents will be offered a choice of colour, if their property is being decorated

· Furniture provided to residents when they move in will be in good condition

· Properties will be cleaned thoroughly before a new resident moves in
You will be kept informed about the repairs service and any jobs you report from start to finish.

· You will be kept informed about when a contractor will turn up at your home

· If your repair cannot be completed in one visit, you will be provided with a reason be told what will happen next

· You will be given up to date guidance on the repairs service, and how to report a repair
Halton Housing trust

	What customers said...
	What customers want...our commitment to you

	Customer care and support

	Older, disabled and vulnerable customers may need support when applying for housing and when moving into accommodation.


	· Allocations staff will be trained to identify support needs. They will be able to either provide support required or sign post customers to agencies and advocates that can help.

· Customer information will be available about the full range of support available and how to access it.

	Customers should have a wide choice of ways they can contact partner housing associations about allocations. 


	· Customers can already contact housing association landlords by telephone, email and letter. Appointments are also available for home visits. Also, Halton Housing Trust, Riverside Housing, Liverpool Housing Trust, Plus Dane and Cosmopolitan Housing Association all local offices with customer service points. 

· When a Choice Based Lettings scheme is introduced in Halton, customers will be able to apply for housing, make enquiries about their re-housing position and ‘bid’ for properties on line.

	Staff do not always provide a customer focused response to enquiries; sometimes there is a lack of empathy.
	· Staff will be polite, helpful and provide a consistently high standard of service to all customers. 

	Different officers deal with customers’ enquiries each time they make contact. This can be frustrating and impersonal.


	· When Choice Based Lettings is in place, customers who register for housing in Halton will be given the name and contact details of an advisor(s) who will assist them. Customers will also be advised who they can contact in the absence of their assigned advisor.

	Applying for housing

	Each landlord has their own housing application form, allocations policy and waiting list. This is confusing and means customers have to apply to many different landlords to get a property in Halton.


	· When CBL is in place, there will be one waiting list and one allocations policy for Halton that all partner housing associations will adopt. 

· The new policy will be easier to understand and it will award highest priority to customers who have the greatest housing need. 

· You will be consulted on the proposed new policy and your views will be taken into account before it is introduced. 

· Customers who want to apply for social housing in Halton will only have to fill in one application form once CBL is in place. 

	Information about allocations is not always understandable and each landlord has different quality and quantity of information.


	· Customer information about the allocations service, your prospects for re-housing and different housing options available to you will be provided to anyone who applies for housing. 
· At the moment, Halton Housing Trust and Liverpool Housing Trust will offer an appointment to help customers to apply for housing. When CBL is introduced all customers applying for accommodation will be offered this service. Customers will be able to choose to receive a home visit or call into a local housing office.
· Clear, comprehensive and jargon free customer information will be available. Different formats to meet customers’ communication preferences will be available on request. A customer editorial panel will be involved in production of information to ensure it is clear, comprehensive and jargon free.

	There needs to be an ‘independent’ arbiter if housing and other professionals cannot agree on prioritisation of an application. Customers who are in this position want to be able to appeal to an ‘independent’ body or person, for review.


	· All housing association partners will provide information about their appeals process and customer complaints procedure, including information about the Housing Ombudsman Service, at the point of a housing application being made.

	Waiting for an offer of accommodation

	Once customers have applied for accommodation they are not kept informed about the progress of their application.
	· Halton Housing Trust will provide quarterly information about re-housing prospects. 
· Liverpool Housing Trust will send out review letters to their waiting list customers every six months. 

· All of the partner housing associations will display information about re-housing prospects on their websites and in their local offices.

· This information will be provided in a range of formats that meet the needs of individual customers e.g. on request information can be provided in different languages, Braille, large print.

	Choice

	Local people find it difficult to access social rented housing outside Halton. This limits their choice.


	· When CBL is introduced, customers registered on Halton’s waiting list who want to move to other parts of Merseyside (Liverpool, Knowsley and Wirral and Sefton) can be considered for accommodation in these other areas.
· Customers who want to move to areas outside Halton will be able to apply for and access housing through a mobility scheme for example, Homeswapper. (Except LHT customers)

	Quality of accommodation offered

	Accommodation offered to customers is not always in a good condition. Sometimes repairs have not been completed.


	· All partner housing associations have written standards, setting out the condition of propertied offered to customers. These standards have been determined in consultation with customers.

· Each housing association will publicise its ready to let property standards and every customer will be given a copy of the standard when they receive an offer of accommodation.
· In the future, information provided will include photographs illustrating what the standard ‘looks like’.

· All of the above information will be provided in a range of formats that meet the needs of individual customers e.g. on request, information can be provided in different languages, Braille, large print.

	Setting up home

	Some customers need a little extra help when moving into a new home. For example, young people who are setting up home for the first time and people who are ‘vulnerable’.

	· Housing providers will offer or arrange general tenancy support, where this is needed

· Staff will be trained to carry out support needs assessments (tenancy sustainability assessments) for all customers who are due to be re-housed. 

· General support that can be offered or arranged will include assistance with benefit entitlements and applications, signing up for gas and electricity supplies.

· Advice and information will be provided in the form of a ‘neighbourhood information pack’ and will include practical issues such as local facilities and services. 

· Additional support may be offered or arranged for vulnerable customers. This may include assistance in moving home and accessing furniture.

	Performance

	Information is not readily/not available to advise customers about effectiveness of local landlords’ allocations services or the outcomes for customers.


	· Performance targets will be set, in consultation with customers, and the housing providers will be required to meet, if not exceed, these.

· Customer inspectors and a customer scrutiny panel will monitor the performance of housing providers. 

· Their findings will be publicised on a quarterly basis in customer newsletters and in regular information given to waiting list customers. This information will also be displayed on the partners’ websites and in their local offices. 

· This information will be provided in a range of formats that meet the needs of individual customers e.g. information can be provided in different languages, Braille, large print, on request.


ASB and security

Bolton at Home

Registering your anti-social behaviour complaint 

We will ask all victims and witnesses for their preferred method of contact and send an acknowledgement within four working days. This will include the: 

· case reference number

· name of officer who will deal with the case

· date by which you can expect to receive further contact

· category given to the case 

Our response to your report 

Once you have told us about the problem we will offer you an interview as follows: 

· Within one working day if the incident is classed as very serious (example - threat of physical violence or actual violence, serious damage to property, hate crimes/ incidents and domestic abuse)

· Within two – five working days for all other incidents (example - persistent noise nuisance, youth nuisance, harassment/intimidation and verbal abuse) 

Out of hours

If the incident occurs over a weekend or a bank holiday, we will provide a dedicated phone line to give you access to practical advice and we will report the incident to a housing officer for action on the next working day.

Removing graffiti 

We will remove offensive graffiti within 24 hours of reporting this (example – racist or abusive graffiti).
Keeping you updated 

We will keep you up to date with progress in relation to your complaint and agree with you how we will do this and how often. 

Providing support 

We will offer a range of solutions to help resolve your complaint (example – advice and support, mediation or legal action).

Staff training 

We will ensure our staff have appropriate compulsory training relating to ASB and support including Annual ‘refresher training’.
Confidentiality

We will keep the identity of victims/witnesses confidential when requested.

Derwent & Solway

	Tackling Anti Social Behaviour & Nuisance Standards:
	Target

	ASB1 - We will provide clear information about Anti Social Behaviour and Nuisance on our website, customer information leaflets and train our staff to be able to give you clear advice, on the phone and in person.
	95%

	ASB2 - We will make it clear what service you can expect to receive when relating to ASB reports. 
	95%

	ASB3 - We will take and log reports of nuisance and anti-social behaviour in a range of ways (for example: phone, in person, email, online) 9am – 5pm Mon-Fri and provide an out of hours service.
	95%

	ASB4 - We will give appropriate advice and respond within 1 working day in cases of SERIOUS anti-social behaviour or hate crime.
	100%


East Midlands
Working with the local community

· We will agree with residents a local plan for working together to improve tenants' perception of safety and security on the estate, involving them in community activities that bring about environmental improvements.
· We will work with 13 – 25 year olds living on these estates to make the areas where they live better meet their needs and wishes. 

· We will publicise details of this local community engagement plan to all residents living in the area, including tenants and home owners.

· Our local engagement plan will focus on working together to prevent, report and remove litter and fly tipping; the identification of environmental improvements that enhance safety and security; the promotion of local youth activities; and community based activities to deter local crime, such as the development of neighbourhood watch schemes where these are not currently in place.

· We will work with other local landlords, the Police, Local Authority and other partner organisations to maximise the resources available to the estate and the positive impact of these local community engagement plans.

· We will encourage applications from residents on these estates for funding from the association's tenant led improvements budget and explore other funding streams available to constituted groups such as Grassroots Funding, and Joint Action Funding supported by the Leicestershire Constabulary.

· We will carry out estate walkabouts each quarter with a range of other partners, including evening walkabouts to capture issues at different times of the day. Results from these will be fed back with actions on what is going to be done and what will change.

· We will be actively involved in understanding wider crime and anti-social behaviour issues through involvement in strategic crime and disorder meetings, such as Joint Action Groups and working with the Leicester Anti Social Behaviour Unit. We will sign up to any Information Sharing Protocol to ensure we abide by a code of disclosure which is safe and enables us to access information which may help in managing anti-social behaviour.

· We shall work with partners locally to produce clear information to tenants about the role of the different agencies working in Leicester to tackle anti-social behaviour and how to access their services.

Preventing anti-social behaviour 

· All new lettings will be let on introductory tenancies for a 12 month period. Conditions of the probationary tenancy will be clearly explained to new tenants prior to them accepting the tenancy, with an emphasis placed on expectations in relation to acceptable behaviour.

· Good neighbour agreements will be developed on the estate and new tenants will be encouraged to sign up to the conditions of these agreements prior to accepting an offer of accommodation.

· Support assessments will be developed for all first time tenants in order to identify risks of early tenancy failure. Where considered appropriate, support offered might including additional benefit and home budgeting advice; advice on furnishing the property; affordable warmth advice; and an overview of the rights and responsibilities of being a tenant of a social landlord.

· We will measure the effectiveness of this preventative work by asking tenants how safe they feel on their estate and by publishing changes in this rating over time and compared with the tenants of other landlords.

· We will publish the type and location of ASB reported to us and compare reporting rates over time.
Responding to reports of anti-social behaviour 

· Victims of ASB will be given the names and of staff dealing with their case (primary staff member and individual to contact if primary staff member is not available) in order that they might maintain regular contact with the officer progressing their case.

· When receiving reports of ASB we will respond to the victim within one working day and where possible agree an appointment to meet with them within five working days. 
· Our aim will be wherever possible to resolve issues of anti-social behaviour through the early intervention of housing staff. We will publish the percentages of cases where we achieve this alongside comparisons with the performance of other housing associations.

· Where graffiti occurs on our property, we will aim to remove it within seven days of us becoming aware of it. Where graffiti is of an offensive nature (such as abusive or racist language) we will aim to remove it within one working day of us becoming aware of it. We will publicise this performance standard to tenants and encourage them to report graffiti to us.

· We will monitor and publish our costs in cleaning up ASB related estates costs such as the removal of fly tipping and graffiti over time, and compare these costs with those of other landlords.

· We will publish response times to reports of fly tipping locally twice a year.

Raising customer satisfaction with our service

· Our aim is to keep victims of anti-social behaviour well informed during our handling of the case. We will monitor customer satisfaction with this, and publish the percentages of tenants satisfied that we kept them informed alongside comparisons with the performance of other housing associations.
· We will monitor and publish satisfaction rates with the level of support provided to victims of ASB, alongside comparisons with other landlords.
· We will monitor overall satisfaction rates with our ASB service and publish this feedback in comparison with other landlords.

Monitoring and review of this local service offer

Performance in the delivery of this local service offer will be scrutinised in the following ways:

· Established customer groups – Progress in the delivery of the local offer will be regularly reported to EMHA and FHA’s Scrutiny Panel; EMH Group Customer Council; EMHA and FHA Customer Councils; and EMHA Local Area Panel (Leicester).  

· Tenant inspections – trained tenant inspectors will carry out checks locally to ensure that we are meeting local standards. We will report their findings to the EMH Group Council, Scrutiny Panel and to all tenants locally. 
·  “The Pilot” newsletter – we will publish the outcomes of the pilot to all tenants and partners in the Leicester area via our pilot newsletter.

· Annual report to tenants – setting out how EMH Group has complied with TSA national standards and EMH Group local standards in relation to ASB, and plans for future service improvements. This annual report will be developed in partnership with the EMH Group Customer Council.

· Failure to deliver - If this local offer is not met, the Board, Customer Council and Scrutiny Panel will require a full report setting out areas of service failure, and recommending action to be taken and timescales for putting these service failures right. Recipients of the local service offer will be involved in agreeing appropriate actions to remedy the service failure and the extent of their involvement will form part of this report. Where appropriate, the association’s complaints and compensation policy will be applied.
LB Hounslow

Lighting
1. We will carry out a baseline assessment of the quality of lighting (for which we are responsible as landlords) on the block/estate/neighbourhood at least once every five years.
2. We will consult residents annually on target response times for faults and repairs, (which may vary according to the extent of failure or sensitive locations such as entrance lobbies) and ensure clear information on the cost of services is widely available.
3. We will ensure that lights on/in the block/estate/neighbourhood are inspected at least every two months (or every month in winter, every two months in summer).
4. We will ensure that residents have the right information to enable them to report faults and repairs.
5. We will ensure performance against agreed response times is monitored, and that performance information is made available to residents through our website/newsletter/estate notice boards at least once a year.
Drug and alcohol use causing a nuisance in the neighbourhood
1. We will carry out a baseline assessment of the extent to which this is a problem in the block/on the estate/in the neighbourhood every five years.
2. If there is a known problem of drug abuse causing nuisance, we will ensure that multi-agency arrangements for dealing with drug and alcohol related ASB, and support for residents with alcohol/drug related issues are reviewed on an annual basis.
3. As part of the review process, we will consult with residents on any changes to our approach, and ensure clear information on the cost of providing these services is widely available.
4. We will ensure that residents have the right information to enable them to report incidents of ASB or seek support related to drug and alcohol abuse causing nuisance.
5. We will ensure that any information on performance in this area is made available to residents through our website/newsletter/estate notice boards at least once a year.

Engagement and communication
1. We will visit all new tenants within six weeks of moving in.
2. We will provide all new tenants with an estate/area specific welcome pack signposting key health, education, recreation etc services in the local area, and we will ensure this information is updated on an annual basis.
3. We will ensure our tenant profile information is updated on an annual basis, and that this information is used to encourage engagement and communication with diverse groups of residents

4. We will ensure residents are regularly updated on key information about their estate and wider neighbourhood, including how to get involved in community groups and activities.

5. In support of our objective to support sustainable, cohesive communities on the estate, we will provide a suite of activities/services to residents which we will review on an annual basis in consultation with residents, providing clear information on costs of services. 

Youth
1. We will carry out a baseline review of the extent to which children and young people create any perceived or actual intimidation of other residents in the block/estate/neighbourhood at least every five years.
2. If it is established that there is a problem, we will ensure that multi-agency services targeted at children and young people are reviewed on an annual basis and that we take an active part in that review.
3. Note: If it is established that youths hanging around in groups or potentially intimidating residents is not a problem, no further actions will be taken. 

4. As part of the review process, working with partner agencies we will consult with children, young people and residents on the estate/in the neighbourhood on any changes to these services, and ensure clear information on the cost of providing these services is widely available.
5. We will ensure that regularly updated information is available to all residents outlining the roles/responsibilities of landlords/RSLs/other agencies in providing services to children and young people. 

6. We will ensure that any information on performance in this area is made available to residents through our website/newsletter/estate notice boards at least once a year.
Security
1. We will work with residents and partner agencies to carry out a local crime audit and develop an action plan for the block/estate/neighbourhood at least once every five years.
2. We will make clear to existing and new residents what security arrangements are in place and how to report apparent breakdowns in security. This could include: Controlled entry systems, CCTV, patrols/inspections/walkabouts, boundary fences where security may become impaired.
3. Where the assessment suggests that this would be appropriate, we will work with the relevant agencies to promote resident involvement in crime prevention including local neighbourhood watch schemes, and provision of security devices.
4. We will ensure that any information on performance in this area is made available to residents through our website/newsletter/estate notice boards at least one a year.

Neighbourhood and Estate Management

Midland Heart

1. Keeping your neighbourhood clean

Midland Heart will work with the local council and other landlords to remove the following from our properties/estates:
· Rubbish caused through fly tipping, within three working days of being reported.

· Graffiti, within one working day for offensive graffiti or three working days for non offensive graffiti of being reported.

If for any reason it is not possible to remove the rubbish or graffiti in these timescales, Midland Heart will let you know why and when you can expect the rubbish or graffiti to be removed. When this is the case you will be notified within one working day of reporting the fly tipping or graffiti.
Midland Heart will work and share information with the Police, Council and other landlords to tackle people who cause graffiti, vandalism and leave rubbish. Midland Heart will publicise what action it has taken in Heartbeat magazine every three months and on the Midland Heart website every month. 

How we will make sure we are achieving the standards:

· Performance on meeting three working days for the removal of rubbish caused by fly tipping and between one and three working days for graffiti removal will be published on the Midland Heart website, updated once a month and in the Heartbeat magazine once every three months.
· Evidence of notification to residents when Rubbish or Graffiti can not be removed within the one to three working days target will be documented through our Reality Check process, which will be carried out twice a year.
· Evidence of Midland Heart publicising what action it has taken to tackle the perpetrators of graffiti, vandalism and fly tipping, will be published through Heartbeat magazine every three months and on the Midland Heart website once a month.
2. Feeling Safe in your Neighbourhood

Midland Heart will work and share information with the Police, Council and other landlords in your local neighbourhood to tackle crime and anti-social behaviour.

If you experience problems with crime and anti-social behaviour in your neighbourhood, Midland Heart will write to you at least twice a month to let you know what is happening to deal with the problem. This will include details of local community safety meetings, which you can attend to get information which lets you know if crime is getting better or worse in your neighbourhood. Please be aware that this standard is separate to our current service standard when dealing with individual or personal cases of anti-social behaviour. You can still expect to be given a designated officer who will contact you within 24 hours of receiving a query/complaint in relation to anti-social behaviour.

Midland Heart and other service providers, including representatives from the local police will undertake walkabouts in your neighbourhood to identify problem areas. So you can get involved you will be notified of the date(s) of the walkabouts by a leaflet through the post. Midland Heart will also publicise the information within our communal blocks and on our website (www.midlandheart.org.uk).
How we will make sure we are achieving the standards:

· Evidence of information sharing to tackle crime and anti-social behaviour. Attendance at Police and Communities Together meetings and other such meetings to be document and audited through the Reality Check process twice a year.
· Evidence of monthly update letters. Reality Check process to be carried out twice a year.
· Evidence of walkabouts attendance and that they were publicised. Each customer, living in Staffordshire will receive notification of a walkabout taking place within their scheme once every three months. Reality Check process to be carried out twice a year to demonstrate publicity and attendance of the walkabouts.

3. Maintaining the communal areas in your neighbourhood

You will be notified of the weeks during the year, which the contractors will visit your scheme. You will also be told about what work the contractors will do when they visit. We will tell you about this, by sending out a leaflet through the post twice a year. Midland Heart will also publicise the information within our communal blocks and on our website: www.midlandheart.org.uk. 

When our communal service contractors are unable to attend on the specified week, Midland Heart will write to you if this is not going to be corrected within three working days to explain the reason(s) why the service was not provided on this occasion and when you can expect the next visit from our communal contractors to put things right. Due to weather related issues we can not provide an exact day within the week in which the communal contractors can attend. 

Once a year Midland Heart will write to you to tell you how much you are paying for your communal services. Communal service charges will also be publicised on our website: www.midlandheart.org.uk.
Midland Heart will inspect the standard of communal services at least once a month. When the inspection takes place, the scheme will either be rated as a Gold for an excellent standard, Silver for a good standard and Bronze for a poor standard. If the services are rated as Bronze Midland Heart will write to you to tell you within five working days of obtaining the inspection results, to tell you how this is going to be put right. All inspection ratings will be publicised on the Midland Heart website and in communal areas.

How we will make sure we are achieving the standards: 

· Evidence of performance in communal service visits has been publicised. Reality Check process twice a year.
· Evidence of letters to customers when visits were missed. Reality Check process twice a year.
· Evidence that service charges have been notified to customers in writing, in communal blocks and on the website. Reality Check process twice a year.
· Evidence of monthly inspections. Customer representative contacted at each scheme once a month

· Evidence of ratings being publicised. Reality Check process twice a year.
· Evidence that customers have been notified of action to be taken where standards are not met. Reality Check process twice a year.
Norfolk RSLs Alliance

It is important that everyone does their bit to help look after their village. Residents must help by committing to the following: 

· Respect the local area and look after it.
· Use litter bins and recycling services provided and make sure your children know what to do with their litter.
· Clean up after your dog and make sure your pet does not cause any annoyance or danger to your neighbours.
· Make sure your dog does not roam freely and is on a lead at all times in communal areas.
· Put black or green wheelie bins out for collection each week at the right time and return them when emptied.
· Make sure your bin is not overflowing and does not have extra waste beside it.
· Keep your garden clear of any rubbish or items that makes the area look untidy.
· Keep communal passageways clean, tidy and free from obstruction.
· Make sure that boundary hedges and overhanging trees are maintained so they do not obstruct footpaths.
· Consider your neighbours when making noise e.g. music and DIY.
· Drive carefully around the village and park considerately.
· Report your concerns and any anti-social behaviour including fly tipping and graffiti

· Join in with community initiatives aimed at doing more to improve the area you live in.
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Thrive Homes
Neighbourhood Officer

· We will publish the name of your Neighbourhood Officer, with photo and contact details. This information will always be available on our website and on flat notice boards.

· We will write to you whenever there is a change to your Neighbourhood Officer.

· Your Neighbourhood Officer will be identifiable on the estate as they will wear landlord branded clothing.

Environmental Nuisance on our property

· We will remove offensive graffiti within 24 hours.

· We will remove all other graffiti within two working days.

· We will remove bulk fly tipping within seven days.

Estate Inspections

· We will publish details of when estate inspections will take place and write to inform residents as well as putting details on notice boards.

· Thrive Homes and WCHT will carry out joint estate inspections at least once a quarter.

· We will provide feedback on the findings of the estate inspections.

Cleaning in flat blocks

· Communal cleaning will take place:

· Fortnightly for Thrive Homes residents.
· Weekly for WCHT residents.
· We will publish the cleaning schedule on the notice board.
· You can expect your block to have this standard of cleanliness once it has been cleaned (photo displayed).


Gardening for flat blocks

· Communal gardening will be carried out 20 times a year. During the summer season this will take place once a fortnight.

· You can expect the communal gardens to be in the following condition:

· Litter removed from communal garden prior to cut.
· Grass cut and not longer than 5cm in height.
· Paths left clear of any grass.

Repairs

· We will confirm receipt of a communal repair by placing a label/sign on the repair or on the notice board. This will identify a “to be completed by” date.

· We will publicise our freephone repairs numbers on the notice board.

· We will carry out repairs in accordance with our published repairs priority times.

Town & Country 
Sherwood service standards for Cleaning and Caretaking, and Grounds Maintenance Service can be found at the following link: http://www.tchg.org.uk/documents/TSA%20Sherwood%20SS.pdf
Quality of accommodation

Bristol Housing Partnership

Home adaptations local offer - housing associations
	

 HOME ADAPTATIONS LOCAL STANDARD – 
HOUSING ASSOCIATIONS

	What tenants want
	Local standard
	Performance measure

	To know what help is available and who to ask

To know what will happen and when 


	Improving communication with tenants
· Single point of contact in HA for all adaptation enquiries – date of first point of contact recorded

· Know who your disabled tenants are – include disability and the need for adaptations in surveys
· All relevant staff to be trained to recognise need for adaptations and know where to refer people in the HA

· Better information – leaflet, website (adaptations signposted from home page), handbook

· HA to act as an advocate for residents needing adaptations and use housing officers to make sure that work takes place in a timely fashion and that the resident knows what is happening at all stages – especially when other agencies involved
	95% tenants satisfied with quality of information provided 

95% tenants satisfied with how they were kept informed

Use a ‘mystery shopper’ to ensure that staff really know how to handle adaptation issues



	
	Improving communication with partners
· HAs to have a named ‘adaptations officer’ for Bristol (who is a decision-maker) so BCC/PCT know who to contact – and keep BCC/PCT updated if staff change
· All HAs to put telephone number and email address of the key point of contact for their adaptations service on their website
	

	To get decisions quickly 

To get work done as quickly as possible after first request. 

To be able to keep clean 

To feel safe – no fear of falling

To have as few visits as possible
	Improving speed and quality of service 

Target standard for minor and less complex work - £2,500 

· HAs to fund and carry out all minor and less complex work themselves up to a value of £2,500 – it is far quicker and less confusing for tenants for HAs to do the work themselves without DFG (details attached)

· HAs to develop a fast track service for handrails and other small jobs – decisions to be made quickly and work ordered as per normal repair

· OT input needed for jobs that are more than just minor works. To minimise delays HAs to use an independent OT– HAs to share intelligence about independent OTs
	100% of small jobs not needing OT input completed within one month of first enquiry

100% of jobs needing OT input completed within 3 months of first enquiry (exceptions - tenants too ill for work to be carried out)

95% satisfied with speed of service

95% satisfied with what was done

95% satisfied with no. of visits


	What tenants want
	Local standard
	Performance measure

	(cont)
	Using disabled facilities grant for major works £2,500-10,000

· All HAs to share costs of major DFG work 50:50 with BCC - for work costing up to £10,000 (details attached)

· It is now possible for HAs to do work funded by DFG themselves – subject to agreement, and provided costs are not more expensive than BCC contractors. Schedules, grant paperwork, completed work to be checked by BCC (details attached)
	100% of DFG jobs where work carried out by HA completed within 6 months of first enquiry 

95% tenants satisfied with way organisations worked together 

95% satisfied with speed of service



	
	Use of OTs

· OT assessment not needed for work identified in ‘Minor Adaptations Without Delay’1
· Where HA staff lack skills or confidence ‘Trusted Assessor’ and ‘Adaptation Awareness’ training to be organised

· Where there is more than a three month wait for BCC OTs - HAs to fund an independent OT - HAs to share intelligence about independent OTs
	In 100% of cases HAs to fund the use of an independent OT if wait for BCC OT more than 3 months

(For DFG work – independent OT has to be approved by BCC OTs)

	
	Landlords consent for work 

· Make sure properties are registered with the land registry to avoid delays
	Return forms within 2 weeks

	To feel safe
	Maintenance of equipment/recyling
· HAs to take over all maintenance contracts once initial warranties expire – consider joint procurement

· HAs to use BCC’s recycling service for equipment wherever possible
	

	To avoid too much upheaval / noise / dust 
	Decent homes/major improvements
· Survey needs of disabled residents in advance and do adaptations at the same time as DH / Major improvements without unreasonable delay i.e. not at end of programme
	100% adaptation work done at same time as improvement work

	If possible use contractors we know
	Contractors 
· Compare prices to get VFM and develop intelligence on good performing contractors
	

	To stay put if possible
	Moving options
· Record all adaptation work on asset registers and advertise adaptations clearly on CBL for those who will consider moving
	10% increase in adapted homes advertised in first year

	To retain or regain independence
	Measuring results
· Do feedback surveys – throughout the process, not just at the end 

· Record the benefits brought by adaptations to help secure future funding

· Provide BCC with data on: budgets, work carried out , costs, end-to-end times, projections of demand - for annual report
· Report back to tenants 
	100% residents able to use the adaptation

95% residents have better quality of life

90% residents able to be more independent 


	To know what will happen and when 


	Improving communication with partners
· Single point of contact in BCC for all HA adaptation cases – ‘HA Liaison Officer’ - to co-ordinate information from the Home Improvement Service, the ILS OTs and PCT OTs

· Keep up-to-date register of contact details of all HA partners

· Set up a database to monitor the first point of contact and progress of HA cases through ILS and HAS systems

· Send monthly reports to each HA listing: date of any enquiries, the stage reached and any outstanding issues
	Monthly reports to HAs

	To get decisions quickly 

To get work done as quickly as possible after first request. 

To be able to keep clean and not be afraid of falling

To avoid too many visits


	Improving speed of service
· Ensure that enquiries received by ILS for minor and less complex works are passed on to HAs as soon as possible and that HAs know about all DFG cases

· Ensure the OT service is fully staffed

· Set up SLA and systems to administer the new 50:50 funding arrangements

· Shared funding from HAs to be used to speed up progress of DFG cases

· Where HAs are doing work using DFG - approve schedules, inspect completed work quickly and do joint visits wherever possible

· Joint inspection of completed work wherever possible


	95% OT assessments to be done within 3 months of first enquiry (unless tenant ill, in hospital etc)

90% straightforward work to be completed within 3 months of receiving the assessment from the OT (unless tenant ill, in hospital etc)

90% complex cases (mainly extensions) to be completed within 1 year of assessment

	To retain or regain independence
	Measuring results
· Carry out satisfaction surveys at key points in the DFG process, as well as after completion. Targeted survey for those with chronic conditions 6 months – 1 year after completion to ensure needs still being met.

· Collect data from HAs annually - budgets, work carried out , costs, end-to-end times, projections of demand

· Monitor adapted properties on CBL

· Monitor VFM

· Report back to partners annually on local standard
	Annual report to HAs


Northwards Housing
Tenants set the standard of the finished work on the first few properties of the contract. This varies by contract, so there is no one local offer as such. Working with tenants Northwards has produced a draft Tenant Voice leaflet to attract tenants, and on a property-by-property basis produce a leaflet in the form of a calendar explaining when key events will take place to a tenant’s property, explaining what will happen and when and the likely impact on the tenant.

Spire Homes
We are committed to providing quality homes to everyone, by asking for feedback, setting high targets, providing value for money and by going that extra mile to provide quality services. 

Our new local re-let standard will mean that all homes offered for re-let will meet the standard detailed below. This standard takes into account different needs and recognises that some people need extra help to use our services. 

Our new local re-let standard tells you the standard of accommodation you can expect from us as a new Spire Homes tenant. We have listened and set the new re-let standard to reflect your needs and expectations. We will also make sure you have the opportunity to help us monitor and review the re-let standard. This will help us to provide a standard that ensures your experiences meet your needs and expectations and improves over time. 

This local re-let standard needs to be read alongside our re-let standard leaflet (which can be found at the following link: http://www.spire-homes.org.uk/pdf/Our%20New%20Relet%20Standard%20Leaflet.pdf).

We have made 12 promises to you: 

We will:

· Offer a decorating scheme – this may include; a choice of decoration materials delivered to your home, assist you help with this, signposting to other agencies and/or additional level of decoration depending on your needs and condition of your new home. 

· Offer a gardening scheme for those tenants requiring support. This may be a choice of assisted support or signposting to other agencies.

· Offer an incentive for tenants leaving their home in a good clean condition for the next tenant.

· Monitor properties ready for re-let to make sure they meet the local re-let standard. We will monitor this in a variety of ways; including trained tenants carrying out random inspections, sending a satisfaction survey to you and arranging a personal visit at a convenient time within the first six weeks of moving in.

· Provide clear and accessible information about our services and our re-let standard, in a variety of formats. We will give this information to you at a number of stages along your housing journey and will provide further help to anyone who needs support in accessing this information.

· Get in touch with prospective tenants before viewing a property to explain our re-let standard. This will be in a way that you have told us you prefer; such as email, text, by phone or letter. 
· Ensure new tenants are involved in agreeing any timescales for minor repair works that need to be carried out. Information regarding future improvements will also be provided, including the choices available and expected start dates.

· Look to introduce a handyperson service to provide assistance to tenants who need extra help in setting themselves up in their new home. This may be at an extra cost.

· Explore partnership opportunities with local suppliers to give discounts to our tenants when they first move into their home.

· Give you useful information about local services and the local community when you first move in.

· Publish how well we are doing against our re-let standard as well as the feedback we receive from you. We will also tell you what actions have been taken to improve the service as a result of your feedback.

· Listen carefully to your concerns and discuss with you what we can do to put things right.

The full re-let standard can be found at the following link: http://www.spire-homes.org.uk/pdf/Relet%20Standard%20Leaflet.pdf
Sustainable Homes
The standard includes an assessment of the home and, where necessary, the provision of the following measures:

· Energy efficient shower heads

· Flush savers

· Tap aerators

· Energy efficient light bulbs

· Radiator reflectors 

· Water tank jackets

· Electricity monitors and stand by savers

· Advice and information on using the home

Repairs and maintenance

Bemerton Villages 

The TMO will:

· Maintain homes so that they are warm, weatherproof and safe, meeting all applicable statutory health and safety requirements. 

· Provide a prudent, efficient service that secures 95% resident satisfaction. 

· Work to a standard above those in relevant government guidance. 

· Involve residents in agreeing, monitoring and reviewing the repairs standard. 

· Work to raise aspirations and resident expectations in order to improve the service. 

· Compare its services with other organisations including the council’s and carry out reviews of how to improve services. 

· Publish clear information about each party’s responsibility, repairs that are not a TMO responsibility can be passed on to the relevant party by the TMO or the resident. 

· Carry out repairs as promised and with in one visit where possible, when that is the best way to deliver the service. 

· Provide out of hours service for emergencies. 

· Recharge the tenant if a repair is due to mistreatment or neglect by the tenant or their visitors or if the job is the tenant’s responsibility. 

· ‘Make good’ where relevant which means preparing the surface around the completed repair so that it is ready to be decorated (for example after a leak). In some circumstances, the TMO can offer a decoration allowance. 

· Exercise discretion and respond to individual needs in providing an enhanced service in the case of elderly or vulnerable residents. Frontline staff are trained to use their discretion and report discretionary work to the manager and/or relevant subcommittees. This can include additional work or waiving recharges (for example changing locks in the case of domestic violence or moving furniture after a repair).

Calico
1. Jobs Done as Promised is defined as:

Response repairs that are completed in the number of visits originally specified within agreed overall time limits.
2. Repairs Satisfaction is defined as:

The percentage of tenants who are satisfied that the response repair is completed within the specified number of visits and to the specified standard.

3. Tenant Statements

Provide tenants with regular “repair statements” to show how we have performed, to list repairs completed and also to identify repairs that are recharges.
4. Commitment to provide a repairs warranty

For the repairs operative to do the work to a standard which means that the repair will last a given time period without further breakdown (subject to activity other than normal wear and tear).
Derwent & Solway

	Repairs & Maintenance Standards:


	Target

	RM1 - We aim to complete all by appointable responsive repairs (i.e. urgent and routine repairs - not emergency calls) at the initial visit.
	90%

	RM2 - We aim to attend at the appointed time agreed with you, and carry out the agreed repair. If we cannot complete the repair in one visit for whatever reason will inform you of what will happen next. 
	100%

	RM3 - We will maintain a record of customer’s individual needs and use that information to tailor our repairs service accordingly.
	100%

	RM4 - Our contractors will comply with the Contractors Code of Conduct agreed between the landlord and contractor.
	100%


Hanover
Hanover developed local agreements on all of their estates. These are written agreements between Hanover and the residents of each particular estate which determine the services provided on that estate by Hanover. Residents are fully engaged in the process of drawing up the agreement to ensure they can influence the services that are provided, decide what the remits of those services are and also what their longer term aspirations for services might be. For more information, please go to: http://www.hanover.org.uk/supporting-services/customer-service/getting-involved/?searchterm=agreement
LB Croydon

Not applicable.
West Kent HA
See appendix two for the link to the full standard.
Tenant choice and customer service

Chapter 1 (t/a Christian Alliance HA)

Christopher House

Respect

All staff, residents and residents’ visitors are to be treated with friendliness and respect; the residents in particular need to be treated as young individuals who need to be listened to, understood and not judged. Those who are disrespectful will be challenged. This statement includes the ideas that:

· Honesty is the best policy

· Respect is a two way thing, you should treat people the way you want to be treated

· The respect should be consistent

Home for now

Christopher House should feel ‘normal’ meaning a place where people can be themselves and relax whilst not offending others. The project should have a social life with an opportunity for structured and unstructured social events for staff and residents and friends of residents. Finally, there should be house rules that are clear and well communicated, created in consultation with residents and applied consistently.

Communication

Communication is the key to a friendly atmosphere in Christopher House as it forms the basis of good relations between staff and residents. The residents need to feel able to approach staff and discuss their needs with them, staff also need to approach residents and find out the preferred way residents like to give and receive information.

The Grapevine Centre

We all love each other really!

It’s all about being nice to each other and including the children. This means being polite, friendly, remembering your name, respectful and willing to work together. It’s important to be like this because it makes you feel good, it’s contagious, it’s nice to be nice and it helps people be productive (more will get done).

House rules:

Grapevine House rules must have the following characteristics:

· They must be clear and easy to understand

· They must be reviewed regularly

· Everyone must have an equal opportunity to contribute to them

· They must stress mutual respect

· They must give guidance

· They must protect the vulnerable

The rules should be developed in house meetings, from suggestions in the suggestions box and from residents speaking with their link worker. They must then be communicated clearly.

Communication:

It is important that staff are clear, precise and open (where appropriate) to residents about the day-to-day issues of Exeter Grapevine. This involves things like when repairs will be done, what the warnings system is, how to move room, when post is available, when staff are off duty (including who is covering them) and when linkwork is happening.

Homerton Space

Mutual respect

It is important that there is mutual respect between staff and residents; mutual respect is about an understanding between staff and residents. This means:
· Listening to me

· Treating me as you wish to be treated

· Respecting my values as I respect yours

· Admitting and apologising when you are wrong

· Graciously accepting someone’s apology

Info

Staff and residents should be able to provide relevant and up-to-date information to each other within a decent time frame. Residents should be informing staff of when they are going to be away from the project and staff should be informing residents about repairs, house rules and general house information. Staff should provide information to residents via, texts, e-mails and letters.

Staff care and concern

We need to ensure there is a balance between staff care and concern and interference. Residents need to understand that staff are there to help them. Residents and staff need to communicate with one another and residents need to tell staff when they feel staff are being too interfering.

Kingsley House
It’s good to talk

· A little bit of niceness goes a long way

· Staff and residents to respect one another’s time

· People should always use manners

· Staff and residents less formal chats

· Communicate

· Staff and residents should always smile

· Don’t put people down

· Always try to understand

What d’you wanna do? I dunno what d’you wanna do?!

· There will always be a1 activity per week for residents

· Residents will always be involved in deciding what those activities will be 

· Residents must also take responsibility for entertaining themselves (like in real life)

· There will always be information on things to do like volunteering, jobs, outside activities etc.

Why should I?!

· House Rules will always be explained to residents in a way they understand

· Residents will have input into the content of house rules

· Rules will be written in plain English and alternative formats will be available

Turner House
Be cool, don’t break the rules

Rules are there for a reason; for a clean, safe and friendly environment. If residents break the rules you must ‘pay your dues’ and staff must make sure if people break the rules that it is followed up by action. The rules should be agreed between the staff and residents.

Good welcoming

Staff should always:
· Greet residents with a friendly welcome and smile

· Be available in an emergency

· Be approachable to residents

In addition staff and residents will not have aggressive body language between each other. Staff will always try and spend time with residents but sometimes it can’t be done, when this is the case staff will tell the resident(s) and get back to them as soon as possible.

R.E.S.P.E.C.T

A little thing but goes a long way. Respect means:

· Be polite

· Don’t be rude

· Don’t be two-faced

· Don’t gossip

· Don’t ruin other people’s property

· Don’t judge other people
Derwent & Solway

	Customer Service & Choice Standards
	Target

	CSC1 - We will answer all telephone calls (in person or voicemail) within 20 seconds 
	90%

	CSC2 - We will be courteous and polite, treating you with respect and providing our name
	100%

	CSC3 - We aim to deal with your enquiry at the initial point of contact or refer your enquiry to the correct person
	95%

	CSC4 - We will use information you provide about you and your circumstances/communication needs to tailor our services to meet these needs.
	100%

	CSC5 - We will advertise all translation and interpretation services available, and offer materials in a range of formats on request such as large print, Braille, audiotape/CD. We will offer home visits for customers with diverse needs.
	100%


Endeavour HA Supported Housing
Tenant Involvement & Empowerment

A. Involvement & Empowerment

Consultation

· We will consult with tenants on their views before implementing any new policies and procedures in supported housing.

· We will carry out regular (at least two times per year) one-to-one consultations to include people who do not wish to take part in group meetings.

· We will carry out regular postal surveys to establish our tenants’ views (at least twice per year).

· We will provide or arrange support to be provided to complete postal surveys where required.

Involvement

· We will hold a supported housing steering group meeting at least every two months and invite all supported housing tenants.

· We will arrange transport for tenants to attend involvement meetings if required.

· We will deliver team building/confidence building for supported housing tenants at least once per year.

· We will involve tenants in the recruitment of staff.

· We will involve service users/potential service users in the development of new supported housing services.

· We will provide a Supported Housing Newsletter and involve tenants in its production four times per year.

· We will attend at least one tenants meeting per year at each service.

Feedback

· We will provide feedback to tenants on all consultations and on our performance against these standards via our newsletter or through tenants’ meetings, etc.

B. Customer Service and Choice
Communication

We will:

· Provide you with easy to understand information in plain English. 

· Provide information in other formats where required i.e. translated, Braille, large print, etc.

· Arrange communication methods to meet the needs of the individual for example provide an interpreter/British Sign Language interpreter, etc. if required for meetings.

· Provide you with a wide range of opportunities to make complaints, compliments or suggestions about our service through formal consultation or through suggestion boxes, our website, etc.

· Respond to all communication from you and use your comments, complaints and suggestions to improve our services.

Service

· Tell you if your appointment is delayed and explain why and compensate you for any failures in our service.

· Ensure that staff are well trained to answer your questions, or otherwise will find out the answers and return your call.

Choice

· Arrange visits at a time that suits you.

· Treat you as an individual by noting your individual needs and liaising with support staff to ensure that our service meets your needs wherever possible.

· Provide you with a laminated list of all contact numbers and out of hour’s emergency numbers.

In our own support services we will:

· Provide you with an individual assessment of your needs within six weeks of joining the service.

· Take time to build up a rapport with you, with a support plan prepared within six weeks of joining the service.

· Ensure that you are advised within one month of planned staff absences and introduced to any cover staff.

· Agree your support plan with you and provide support in agreed areas of need.

· Always offer you a copy of your support plan.

· Review your support plan with you at your request or at least every six months.

· Agree with you the frequency of support contact required.

· Meet with you face-to-face at least every two weeks.

· Where required i.e. in minimal support services or where a tenant is ready for move on agree a reduced contact of at least every month.

· At least once a year we will distribute leaflets to local services so that people who may need our services are aware of what is available.

Home Standard

A. Quality of Accommodation

· We will involve service users/potential service users in the design of all new services.

· We will support the independence of vulnerable tenants with technological adaptations such as care call, electronic communal doors for wheelchair users, etc.

· We will supply TV aerials for all temporary and communal accommodation.

· Where adaptations/enhancements to existing services are required to support independence we will consider the feasibility of all requests and provide a response outlining our position within one month of the request being received.

· All supported accommodation will be provided decorated to a good standard with washable paint.

B. Repairs and Maintenance

· We will offer appointment times for all repairs reported at a time to suit you.

· We will get the repair right first time.

· We will keep to agreed appointments times and compensate you for any failures in our service.

· We will provide a clear statement which sets out when tenants are likely to be recharged for repairs.

· We will give all supported housing tenants the opportunity to be supported for contractor’s visits.

· We will treat all repairs relating to security or lack of heat as a priority and offer an appointment within 24 hours.

· We will check the quality of our repairs by regular surveys.

· Our contractors will always show ID.

· Our contractors will always clear up after themselves.

· Our contractors will always ask your permission to use electricity for power tools, etc.

· Offer a range of ways for you to report repairs – through your support worker, by telephone, by email, web-site, letter, in person at our offices.

· Our contractors will offer to wear shoe protectors to prevent marking carpets.

· We will work with our contractors to raise the awareness of the needs of vulnerable tenants.

Value for Money

Services

· Where we provide window cleaning services we will ensure that windows are cleaned once per month.

· Where gardening services are provided we will ensure that gardens are fully weeded at least once every two months.

· We will ask garden contractors to remove any rubbish that has collected in the gardens.

· We will regularly inspect contractors work to ensure that it is carried out to a good standard.

· We will provide every tenant with a list of service charges with an explanation of what this charge covers.

· We will thoroughly review our furniture suppliers at least once every three years to ensure that tenants are please with the quality and they continue to offer value for money. 

LB Lewisham

Lewisham’S Housing Safeguarding Agreement
1.
Purpose of the Agreement

1.1
All adults and children, regardless of age, disability, gender, sexuality, racial or ethnic or ethnic origin and religious belief have a right to protection from significant harm or abuse.

1.2
The protection and safety of children and vulnerable adults is everyone’s responsibility.

1.3
This Agreement is between Lewisham Council and the nine main Housing Providers and its purpose is:

· To ensure that all staff in contact with children, young people and their families, and with vulnerable adults take all reasonable measures to minimise the risks of harm to the welfare of children and young people and vulnerable adults;

· Where there are concerns about the welfare of children and young people, or of vulnerable adults, appropriate actions are taken to address these concerns including referrals to Adult Social Care and/or Children’s Social Care;

· To facilitate the secure exchange of information between agencies working with vulnerable adults and children.

1.4
All staff must recognise this and must report any concerns for the well-being of children or vulnerable adults as detailed in this Agreement.

2.
Partners to the Agreement

2.1
The Partners include the Council’s Strategic Housing team and Housing Needs Service, Adult Social Care and Children’s Social Care and the nine main Housing Providers working in the borough of Lewisham.

2.2
The nine main Housing Providers are Lewisham Homes, Regenter B3, Affinity Sutton, Amicus Horizons, Family Mosaic, Hyde Hexagon, L&Q and Phoenix Community Housing.

2.3
By signing up to the Agreement, the Council and each Housing Provider has agreed a designated ‘Safeguarding’ Lead Officer to ensure the Agreement is implemented.

2.4
Throughout the Agreement the term “staff” is used to refer to staff of Lewisham Council including Strategic Housing, Housing Needs, Adult Social Care (ASC) and Children’s Social Care (CSC) and the Housing Providers. It also covers contractors, subcontractors and volunteers who come into contact with children and adults in our accommodation or service.

2.5
For ease of reference, the terms “child” and “children” are used throughout to refer to all children and young people up to the age of 18.

2.6
“Adult” is used to refer to anyone ages 18 or over, and a “vulnerable adult” is one who is or may be in need of community care services because of frailty, learning or physical or sensory disability, or mental health issues, and who is or may be unable to take care of themselves.

The Agreement
3.
Housing Providers Responsibilities

3.1
Housing Providers agree to ensure that all those within their organisation and the contractors they employ who may directly or indirectly come into contact with tenants are aware of safeguarding issues. This means that such staff and contractors are fully briefed around child and adult neglect and abuse and are provided with examples of situations that may give cause for concern and contact numbers to report such concerns.

3.2
The Housing Provider will identify relevant training needs for their staff and associated contractors to make them safeguarding aware.

3.3
It is recognised that the training of staff and contractors will be ongoing and subject to availability and frequency of training/awareness sessions from the Council’s Adult/Children’s Social Care departments.

3.4
The Housing Provider will ensure that staff attend any provided training by CSC/ASC departments and ensure that all contractors who work on behalf of them are aware of and have had the appropriate level of training to meet their responsibilities.

3.5
Housing Providers should have a robust system in place to record any incidents and/or concerns that are raised, i.e., on the tenant’s file and/or relevant IT systems.

3.6
It is expected that all Housing Providers will have robust and up-to-date policies and procedures covering safeguarding and vulnerability issues. 
3.7
Protecting children
· The practicality of such awareness raising is geared to highlight child protection concerns such as children living in unhygienic or dangerous conditions or other indications of neglect such as being extremely unkempt or severely underweight/emaciated. Other circumstances could include a child and/or children inappropriately caring for a disabled parent(s) and/or siblings.

· Reports should also be made where young children are found alone at home or are left along to let contractors into a dwelling to carry out work (children home alone).

· Any concern about the home conditions or treatment of a child during a visit to the home must be immediately reported to higher management levels or to the nominated Safeguarding Lead Officer to take appropriate decisions on how the issues should be dealt with and whether the matter should be formally referred to the Council’s Children’s Social Care department.

3.8
Protecting adults:

· There may be similar concerns about vulnerable adults who may be living in unhygienic conditions or whose care needs may appear to be being neglected or who appear to be subject to deliberate mistreatment.

· Tenants may take the opportunity to disclose to their Housing Provider that they are being abused. Housing Providers should refer to guidance in the Lewisham Interagency Safeguarding Procedure for how to proceed in these circumstances.
· Any concerns must be reported to higher management levels or to the nominated Safeguarding Lead Officer to take appropriate decisions on how the issues should be dealt with and whether the matter should be formally referred to the Council’s Adult Social Care Department.

· There may also be issues of maintaining their tenancy. Failure to pay rent or complete a Housing Benefit form may be the result of the tenant failing to understand the implications of this or they are simply unable to complete their application as a result of learning difficulties, mental health or other issues.

· Adult Social care should be contacted at an early stage to see if the tenant requires social care support to maintain their tenancy.

· Where issues give potential for the tenancy to be terminated, the Housing Provider must ensure that safeguarding forms part of their procedures when terminating the tenancy and are taken fully into account and recorded on the tenant’s file.

· If repossession action is being considered the Housing Provider should involve Adult and/or Children’s Social care before any further action is taken.

3.9
Making referrals to Children’s Social Care (CSC) and/or Adult Social


Care (ASC) for further action.

· Each Housing Provider will have their own referral mechanism in place to notify CSC or ASC of any child or adult protection cases. The referral mechanism needs to meet the requirements of London Child Protection Procedures. For example, it could be the Safeguarding Lead Officer who will make the referral to CSC or ASC for further advice and/or action.

· The Housing Provider should be aware of the threshold for referral to CSC and ASC and use the required referral mechanism in place at all times.

· The Housing Provider will also seek advice from CSC or ASC at the earliest possible opportunity when uncertain whether the case should or should not be referred.

· For tenancy issues, it is expected that before a referral is made to social services that the Housing Provider has put in place reasonable levels of support to address the safeguarding issue.

4.
Housing Needs Service Responsibilities

4.1
Protecting children, families and adults in temporary accommodation:

4.2
The Temporary Accommodation teams within the Housing Needs service has responsibility for the management of units of general needs hostel accommodation, supported hostel accommodation at Rookery House and a range of private sector leased accommodation. In the management of this accommodation, the Housing Needs service makes the same commitment as housing providers as outlined in section 3 above.

4.3
The 2010 and Temporary Accommodation teams within the Housing Needs service conduct visits to temporary accommodation managed by Housing Needs and ALMO and RSL and private sector partners of the council; the Housing Options and SHIP teams visit households containing children and vulnerable adults across all tenures in housing need/threatened with homelessness; the Re-housing Development Unit also visit overcrowded households applying to join the housing register. Each of these services will also follow the principles as outlined at section 3 in the delivery of these services either directly or via the clienting relationship with other providers.

4.4
All homeless applicants will be asked about their support needs including if they are in receipt of any support and/or if they have a Social Worker. Housing Needs staff will ensure that contact is made with the support provider and/or the Social Worker to determine how best to meet their housing needs.

4.5
Providing emergency accommodation:

4.6
The Housing Needs service has a statutory duty to households who are homeless or threatened with homelessness. In some circumstances, where households need to move from accommodation as an emergency because of risk, the Housing Needs service may be able to provide emergency accommodation to alleviate the level of risk.

4.7
The Housing Needs service, generally through the Housing Options Centre (HOC), can also provide housing advice and information on housing options in the private rented sector, intermediate housing, homelessness and through the housing register to customers, advocates, colleagues and provider partners. Where re-housing services are considered to be the appropriate longer term response to a situation, the Housing Needs service will facilitate a move under either part VI (the housing register or VII (homelessness) of the Housing Act 1996, as amended or through rent deposit schemes provided within Housing Needs.

4.8
Services to single, vulnerable adults and teenage parents in housing need are provided primarily through the Single Homeless intervention and Prevention (SHIP) service. This will include where appropriate, access to supported housing and floating support services as well as the optioned outlined in 4.7 above.

4.9
Lewisham’s housing Allocations Policy provides that applicants will be given the highest priority for re-housing, i.e. Emergency Priority if the Housing Panel is satisfied the applicant has an urgent need for re-housing.

4.10
The Housing Panel do not award Emergency Priority because of needs which are not caused by their current hosing circumstances or which would not be improved by a move to a new property.

4.11
Applicants awarded Emergency Priority will be given a period of 12 weeks to bid. Where social care or a housing provider decides to use this route to deal with a safeguarding issue they should follow the agreed procedure for referral of cases to the Emergency Housing Panel.

5.
Children’s Social Care (CSC)


And Adult Social Care (ASC) Responsibilities

5.1
To provide Strategic Housing and the Housing Providers with information on their referral procedures and inform them via the Safeguarding Lead Officer of any changes to procedures and/or personnel.

5.2
To provide advice and information to the Housing Provider, Strategic Housing and Housing Needs on any cases referred.

5.3
When a referral meets the criteria for Children’s Social Care intervention or Adult Social Care, CSC or SCS will follow up the referral by making appropriate enquiries and undertaking an assessment of the concerns.

5.4
A written acknowledgement of the referral with an outcome decision will be provided by Children and Adults Social Care in all cases.

5.5
Subject to the service user giving permission, update both the Housing Provider and the Council (Strategic Housing team and Housing Needs) on the progress of the case on a regular basis.

5.6
To invite the Housing Provider/Strategic Housing/Housing Needs to any relevant case conference or meeting to discuss the concerns.

5.7
To provide appropriate representation to attend case conferences organised by Housing Providers, for example, Eviction Panels and Team Around the Child meetings.

5.8
To inform the Housing Providers/Strategic Housing/Housing Needs via their safeguarding lead officer of any training available.

5.9
To provide a response within one working day to any urgent referrals where the Housing Provider has immediate or urgent concerns about the health and safety of a child and/or adult.

6.
Operational Issues

6.1
During the lifetime of the Agreement, the Council will continue to work with its Housing Providers to resolve any operational issues and develop and agree any necessary procedural changes to ensure the Agreement can be delivered by every party.

7.
Signposting

7.1
Housing Providers, CSC and ASC will undertake to work together to signpost organisations that may be able to assist with issues such as learning difficulties, illiteracy and other issues of vulnerability; and Housing Providers inform tenants of the availability of such services via the most appropriate mechanisms.

8.
Performance Measures

8.1
Lewisham Council’s Strategic Housing team on a quarterly basis will ask the Housing Providers to produce the following information:

· No. of staff that have received appropriate safeguarding training

· No. of contractor staff that have received safeguarding awareness raising and/or training

· No. of referrals made to CSC

· No. of referrals made to ASC

9.
Monitoring and Review

9.1
This Agreement sets out the principles of safeguarding practice between Housing Providers (HPs) and the statutory agencies of Child Social Care (CSC) and Adult Social Care (ASC) in Lewisham. It is the responsibility of all to ensure that this agreement is successfully implemented and the procedures followed.

9.2
The parties commit to ensure that the Agreement remains active and the respective responsibilities of each party are fulfilled on an ongoing basis.

9.3
The Agreement will be reviewed on an annual basis by Lewisham’s Affordable Housing Group in conjunction with Adult and Children’s Social Care representatives.

Richmond Housing Partnership

Access to the organisation

· Publication of full team profiles with pictures of people so that customers have a clearer idea of who is responsible for what. This should be published on the web and in a leaflet.
· Offer instant messaging services so people can talk to a CLO or CSA instantly via email (this would also help with people who are hard of hearing).
· Provide more services via the internet. Many people don’t like calling into the office or speaking to someone. 

· Provide more access to IT training for residents so they can use all if RHP’s internet services.
Internal Decoration

· Annually review the general paint pallet colours with residents on a regular basis.
· Provide a show room environment where paint can be seen on bigger surface areas rather than just a small swatch.
· Provide residents with a list of trusted suppliers so they can source their own decorators/repairs team.
· Keep the colour of the paint on the residents file so they can try to match it, or give them a pot of the paint at the end of the job so they can do touching up as they need to.
Timing of Appointments

· Narrow the time slot down from 2-1 hours so people waste less time.
· Let the tenants book their own appointments on line, with notification system if earlier appointments become available.
· Text and email the time of the appointment as a reminder when the job is booked.
· Offer a password system for the operatives as standard to protect more vulnerable people.
Letable Standard

· Provide greater information about the local context of properties – a function on the internet that provides information similar to findaproperty.com that shows you how far to the bus stop, schools, shops etc. This is particularly important for disabled people.
· Provide the option to have carpet put down before residents move in.
· Provide a moving service, especially for disabled or older people.
· Provide options (particularly for disabled/older people) to have furniture and white goods installed in advance – residents would be willing to pay for this just to remove the hassle.
Home Repair Solutions

· Put basic DIY tutorials on the internet.
· Extend the role of caretakers so they are allowed to just pop in and fix basic things around the house – free to disabled and older people, other people to pay.
· Provide residents with trusted supplier lists so they can buy in some of their own home improvement services.
· Develop local agreements with shops for good deals on home wares, home improvement goods etc for RHP tenants.
Wolverhampton Homes

Wolverhampton Homes:

WH will offer more specific (2 hour) appointment slots for response repairs.*

WH will deal with enquiries efficiently and effectively aiming to resolve 80% of enquiries at the first point of contact. It will also improve the information about its services to reduce the need for customers to phone WH (by 5% in 2010/11).*

WH will provide comprehensive information for customers and a range of self-service options on its user-friendly and interactive web site which has been designed with tenant involvement.*

WH will give tenants with their own gardens the option to have an individual gardening service for £7 per week. Priority will be given to older, disabled and vulnerable tenants.*

WH will provide tenants and leaseholders with a value for money CCTV monitoring and concierge service to make sure that high-rise blocks are safe, clean and secure. Tenants and leaseholders of each estate will have choice about the level of service that they wish to buy into, over and above the basic service.*
WH will give tenants the opportunity to be involved in deciding which minor works should receive funding.*

WH will agree with tenants local parking schemes wherever practicable and affordable.*

WH will hold estate inspections during evenings in the summer months (June-August) so that more tenants can take part (from June 2010).
WH will provide an out-of-hours response service (provided by concierge staff) for tenants suffering anti-social behaviour – from July 2010.

Bushbury Hill EMB:

BH will invite tenants to choose which scheme(s) should receive funding (in addition to those already covered by existing programmes).*
BH will offer tenants evening appointments for repairs if there is significant customer demand and more specific (2 hour) appointment slots for the inspection of response repairs.*

BH will give tenants a choice of additional payable services that tenants:

· Gas cooker connection for new tenants 

· 2 hours handyman service for new tenants (in first month of tenancy) to fix curtain rails etc

· Gardening service for tenants unable to look after their own garden

Springfield Horseshoe TMC:

SH will provide tenants with a quarterly newsletter.*

SH will provide tenants with recycling facilities at its office and work with agencies to reduce litter and improve the local environment.*

SH will carry out all routine repairs within seven calendar days by using their own contractors and on a Wednesday each week New Park Village’s handyman service for all minor repairs.
SH will provide comprehensive information for customers on a user-friendly web site which will be designed with tenant involvement.

Dovecotes TMO:

Dovecotes will provide tenants with a convenient and accessible service at its office with opening hours that reflect customers’ needs.*

Dovecotes will invite tenants to choose which scheme(s) should receive funding (in addition to those already covered by existing programmes).*

New Park Village TMC:

NPV will invite tenants to choose which scheme(s) should receive funding (in addition to those already covered by existing programmes).*

Your Homes Newcastle
Applying to live in sheltered housing

We know that it can be difficult to apply for a new home. To make it easier for you to apply to live in sheltered housing, we offer the following help:

· We will offer help to all applicants interested in sheltered housing with filling in the Your Choice Homes application form which is long and complicated to complete.

· We can “bid” for advertised properties on your behalf if you would like us to. Or if you would prefer to “bid” for properties yourself, we will offer you help with how to do this. 
· We will subsidise transport costs or provide transport so you can get to and from a viewing of a property that you have successfully bid for.

· We will offer a free financial assessment to all prospective tenants to help you decide whether or not you can afford to live in sheltered housing before you move.

Moving into sheltered housing

We know that moving house can be really stressful. To make it easier for you to move into sheltered housing, we offer the following help:

· We offer an enhanced property standard for sheltered housing properties which includes stripping and painting all rooms if the property needs to be decorated. This means you don’t have to worry about decorating the property yourself.
· We offer a packing and unpacking service along with a removal service at a lower cost than other local firms.

· We will offer you the chance to have at least a week to move into your home before the tenancy will start.

· We can provide carpets, curtains and a specialist bed for new sheltered housing tenants if you need them.

· We will offer all new sheltered housing tenants help with transferring utility services. This will include a one hour personal visit to arrange transfer of utilities such as gas and telephone and to arrange mail redirection if you need it.

After moving into sheltered housing

We know that there is a lot to sort when you first move into your new home. To make this easier for you we offer the following help:

· We will carry out a Support Plan needs assessment and a financial assessment. 

· We will provide you with a New Tenant Information pack with useful information about your scheme, your tenancy and living in sheltered housing.

· We offer a guaranteed handyperson service for all new sheltered housing tenants within the first 48 hours of moving in (maximum appointment time is two hours).

· We will visit all new sheltered housing tenants within the first two weeks of moving in. 
Living in sheltered housing

It is important to us that all our tenants enjoy living in sheltered housing and that our services meet your needs. We will provide the following services to you:

Support needs

· We will review your support plan needs assessment every six months.

· We will carry out a financial assessment once a year.

Communal areas

We want you to influence any refurbishment or improvements to communal areas in your scheme. To make sure all residents have a say when we are refurbishing communal areas we will hold formal consultation events with residents before any refurbishment is considered. The consultation will include:

· Display boards showing you the choice of colour schemes and fixtures and fittings.

· A house meeting where you can come and ask questions about the proposed refurbishment.

· Home visits for residents who are unable to come to the house meeting.

· An anonymous ballot where every resident can vote for their preferred option.

The colour scheme and fixtures and fittings used will be based on the majority vote

Social activities

We want you to help us decide which activities to provide for residents. To do this we will:

· Hold regular meetings to ask you which activities you would like to participate in.

· Provide you with newsletters about activities that you can take part in across the city.

· Provide a dedicated budget for activities to make sure that every scheme has the chance to take part.

Environmental improvements

We know that it is important to you that the environment in and around your scheme is enjoyable and attractive for everyone. To help you improve the environment in your scheme, we will:

· Provide each scheme with a small fund of money.

· Provide guidance on what the money can be spent on.

· Invite every resident in the scheme to make suggestions.

· Hold an open meeting where residents can discuss suggestions for the scheme and vote for what they would like the money to be spent on.

The money will be spent on whatever the majority of tenants in the scheme vote for.

For more information, please go to: http://www.yhn.org.uk/getting_involved/you_said,_we_did/you_said,_we_did_-_tenant_serv.aspx
Tenant empowerment

Accord Group

Not applicable.

Adactus

A document which can be found at the following link outlines the Tenant Empowerment Local Offer agreed between Tenants of Adactus Housing Association in Manchester and Adactus Housing Association. The document is split into five sections, which indicate varying amounts of involvement, from receiving information right up to real decision-making powers. There are a number of specific standards in each section, each with their own targets. Each standard also has agreement on how it will be measured and monitored by residents. For more information, please go to:

http://aha.adactushousing.co.uk/Tenant-Empowerment-Local-Offer-in-Manchester
CCH

Produced final accreditation framework for housing co-ops and co-op service providers (which are now in operation) and can be found at the following link: http://www.cch.coop/cch/accreditation.html
Home Group Ltd

In Stonham and Home in West Yorkshire you can be involved in the following; in ways that you want and that suit your individual needs:

1. Taking control of your life:

· Deciding where you want to live

· Deciding what support you want

· Living independently

· Making decisions about your safety & security

· Managing your money

· Being a rep, mentor, buddy or volunteer

· Getting training and supported to find work

2. Promoting Equality and Diversity

· Become a customer or client diversity champion

· Be a customer or client diversity assessor

· Become a volunteer

· Make a difference beyond Stonham/Home

3. Managing your home

· Influence how your home or neighbourhood is run

· Set property standards and carry out inspections

· Influence policies about how staff work with you

· Make decisions about new housing and maintenance

· Meet with other clients, customers and agencies to put forward new ideas

4. Planning at all levels of Home now and in the future

· Help choose our contractors & services

· Have a say in how the money is spent

· Help recruit, train & develop staff

5. Checking that Home is doing what we say we will

· Customer and client Viewpoint Team

· Mystery shopping

· Customer and client board members

6. Communicating within and outside Home

· Access to the internet and other technology
· Join the reading panels for all communication to clients and customers
· Help the Communication Team make decisions
· Continue to be involved once you have left Stonham services
These standards
 are then rated as:

· Bronze (clients & customers influencing change)

· Silver (customers & clients making change) 

· or Gold (clients & customers leading change)

London Borough of Hillingdon
Mission statement: social landlords, tenants and leaseholders will work in partnership to provide good housing in the borough.
Standards: 

1. All tenants and leaseholders will be empowered with a collective voice. 

2. Tenants and leaseholders will have a say in the Local Housing Partnership and local housing plans. 

3. All communication between organisations, tenants and leaseholders in the partnership shall be conducted with respect and courtesy. 

4. The empowerment structure will give tenants and leaseholders adequate information to make informed decisions. 

5. Tenants and leaseholders will receive regular feedback on the outcome of their influence on local housing related strategic decisions and service delivery.
6. Complaints will be responded to within ten working days including confirmation of the action to be taken.
7. Neighbourhood issues involving more than one landlord will be responded to within 28 days including confirmation of the lead organisation and an action plan.
For more information, please go to: http://www.hillingdon.gov.uk/tenants
Moat
Not applicable.

Sahil
Not applicable.

Sentinel 
Text of agreed nine Tenant Empowerment Standards:

1. We will improve the effectiveness of training and capacity building of residents across Hampshire 

· We will develop more effective methods for involving residents in everything we do. 

· We will ensure that resident training represents the makeup of residents in local areas. 

· We will ensure that our resident training and development delivers good value for money.
2. We will improve feedback and communication about involvement through a county wide website and increased feedback 

· To improve how well we manage the feedback of residents, so that we improve our services based on feedback. 

· Residents will be satisfied with the quality of information from providers.
3. We will increase the numbers of involved residents particularly those from under-represented groups so that our services are better tailored 

· An increase in satisfaction and involvement of under- represented groups. 

· Having a greater understanding of the needs of all residents, based on the local demographic profile will help ensure services are.
4. We will improve our staff's commitment to resident involvement throughout all of the organisations across Hampshire 

· There will be a noticeable increase in resident involvement that leads to better services.
· Residents will be more satisfied with the outcomes of resident involvement.
5. We will use resident involvement to improve repairs and improvements, anti-social behaviour policies and community facilities 

· All landlords to develop local standards in Home, anti-social behaviour and community facilities.
6. We will increase opportunities for choice for residents (We will promote opportunities for tenants to have choice over the services they receive to support landlords to provide more tailored services and improve tenant satisfaction) 

· Tenants will know what choices their landlord provides in the services they receive and how this compares to other landlords 

· Tenants receive a more tailored service and this reflects in their overall satisfaction

7. We will make our resident involvement better value for money 

Each Landlord will be able to demonstrate that it has achieved improved value for money for services through potentially:
· Reduced costs of services.
· Additional services or standards for the same cost.
· Or additional services in one area but a reduction in another area as a                                                         result of resident involvement. 

· Produce a resident Annual report on VFM.
8. We will increase residents scrutiny at a county level 

· Improved transparency of services delivered/ planned by organisations within the HDR Forum. 

· Information available for benchmarking purposes, roll out of best practice.
9. We will ensure our corporate/business planning process reflects residents' views and aspirations by increasing resident involvement in the process 
· Improved business planning 
· Services that reflect tenant priorities and aspirations
For more information, please go to: http://www.hampshire-residents.org.uk/local-standards/
Stockport Homes
This is the third time Stockport Homes have reviewed the Partnership Agreement since it was first written in 2005. During this review they consulted widely with customers to agree local standards for involvement. For more information, please go to: http://www.stockporthomes.org//documents/Getting%20involved/Partnership%20Agreement%202010.pdf
Tristar
Empowerment standard: “To succeed together, supporting you to become confident, skilled and influential to shape services in your local area”.

Outcomes:

1) Customers are confident

2) Customers feel included

3) Meetings and events are well organised and facilitated

4) Improved partnership working (working well with others)

5) Customers can make a difference and influence decisions

6) Effective communication 

Our offices

Maple House

149 Tottenham Court Road

London W1T 7BN

Fourth Floor

One Piccadilly Gardens

Manchester M1 1RG

For Referrals & Regulatory Enquiries Team, contact us at:

Tel: 0845 230 7000

Fax: 0113 233 7101

Email: enquiries@tsa.gsx.gov.uk

Website: www.tenantservicesauthority.org

For further information about this publication please call 0845 230 7000 or 
e-mail enquiries@tsa.gsx.gov.uk

We can provide copies in large print, Braille, audio format and other languages, on request.
� Although TSA changed the wording of ‘local standards’ to ‘local offers’, Home Group’s steering group decided that they wanted to keep the wording as ‘standard’ for the following reasons:





Offer is like an opportunity, standard is clearer


Offers can be withdrawn


Standards have to be delivered and measured, offers can’t be measured


Originally, Home asked clients to come up with standards not offers
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