	Part 1
	ITEM NO.




REPORT OF THE LEAD MEMBER FOR 



ON 6 October 2005


TITLE :  Housing Advice and Support Service Performance Report 1st April 2005 – 30th June 2005


RECOMMENDATIONS : 

That the Lead Member is recommended to:

1. Note and endorse the Housing Advice and Support Service Performance.

2. Note the constraints to further service improvements in relation to the current housing market.

3. Notes the investment of resources allocated under Spend to Save, to work with private sector providers to offer long term accommodation to homeless households, thus removing some constraints in accessing permanent accommodation.

4. Continue to support the Service through a period of change with its drive to implement a preventative approach to homelessness.


EXECUTIVE SUMMARY :

Lead Member approval in April 2005, the report “The Importance of Homelessness Prevention IN Salford”.

This report set out the Service agenda for change taking on board the recommendations of the ODPM Homelessness Directorate to:-

· Reinvest monies previously spent on B & B accommodation in the prevention of homelessness on a “Spend to Save” basis.

· Refocus staff resources around front-line and advice, support and intervention to prevent/assist homelessness.

The current report seeks to inform Lead Member on the performance of the Housing Advice and Support Service in light of the changes made to improve performance recommended and approved in the “Importance of Homelessness Prevention IN Salford” report.

The performance of the Service is assessed against a range of measurements both external and internal.  These are:

· National  and Local Best Value Performance Indicators (BVPI)

· Statistical returns on homelessness activity to the ODPM (PIE).

· Internal monthly service monitoring.

The timing and frequency of the report is relevant due to BVPI 183(a) & (b) forming part of the current CPA and the prevention and the reduction in use of temporary accommodation for all homeless households governed by some 6 BVPI’s for reporting year 2005/2006.


BACKGROUND DOCUMENTS : The Importance of Homelessness Prevention IN Salford Lead Member report.  Homelessness Strategy  2003/2006 

(Available for public inspection)


ASSESSMENT OF RISK: Low

	


SOURCE OF FUNDING: No additional funding Service funded from Housing General fund and Homelessness Directorate Grant Funding

	


COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES (or his representative):

1. LEGAL IMPLICATIONS



None

2. FINANCIAL IMPLICATIONS


None – this report refers to a number of measures to improve performance on homelessness, and particularly to avoid the use of bed & breakfast accommodation.  Details on these measures and the financial arrangements to support them are reported separately in the report entitled ‘ Proposals for the Provisions of Short & long Term Accommodation for homeless households’

3. COMMUNICATION IMPLICATIONS

Publication of improved performance in House Plan Brief. 

Sharing of innovative best practice via the Greater Manchester Homelessness Group and Best Practice unit. 

PROPERTY (if applicable):

HUMAN RESOURCES (if applicable):

	


CONTACT OFFICER : Janice Samuels 922 8773


WARD(S) TO WHICH REPORT RELATE(S): All


KEY COUNCIL POLICIES: 

        Making the future happen In Salford –Strategy for Housing 2004-2006

        Homelessness Strategy 2003-2006

        Importance of Homelessness Prevention IN Salford April 2005 

        Adoption of ODPM “ Spend to Save” Policy. 

        Best Value Performance plan and CPA  


DETAILS (Continued Overleaf)

2.0
Background
The Housing Advice and Support Service is currently monitored on 6  National Best Value Performance Indicators and 1 Local Best Value Performance Indicator demonstrating the importance to Central Government of delivery on homeless prevention.

2.1 The National Indicators are:-

BVPI 183a – This indicator records and monitors the length of time families and expectant mothers spend in bed and breakfast.

BVPI 183b – This indicator records and monitors the length of time families and expectant mothers spend in hostel accommodation.

Both parts of this BVPI are included in the Corporate Performance Assessment and likely to be classed as a “killer” BVPI in future.

BVPI 202 – This records the number of rough sleepers in Local Authority areas on any one night and how we gather intelligence to decide whether to conduct a rough sleeper count.

BVPI 203 – This records and monitors the percentage increase/ decrease in numbers of households temporarily accommodated in comparison to the previous years’ corresponding quarter.

BVPI 213 – This monitors the effectiveness of advice casework compared to the number of homeless presentations received by an Authority.

BVPI 214 – This monitors the number of repeat acceptances Local Authorities take.


We also report on Local Performance on LP17.

This records percentage of homeless cases where a decision is made and the applicant informed within 33 working days.

2.2
The Housing Advice and Support Service also records and monitors on a monthly basis all activities relating to the Service including:

· Homelessness & Housing Advice casework

· Customer satisfaction

· Joint assessments

· Referral activity

· Home visits

· Performance at Belmont and Petrie Court

· Allocations to homeless households

2.3
The Housing Advice and Support Service is also required to submit to the Government quarterly returns on activity relating to Homelessness during the quarter.  This submission is the PIE return.  Detailed analysis of the PIE return will enable the Authority to identify areas for improvement on the number of homeless acceptances against the main causes.

The 3 reports on performance monitoring will form the basis of a quarterly report into the full range of services we offer and how those services are enabling us to reduce homelessness acceptances in the City.

3.0 Current Performance

Performance will be analysed against the three main reporting tools:

· BVPI’s and quarterly CAP’s reports

· PIE quarterly returns

· Monthly performance monitoring information

3.1
BVPI 183a

3.1.1
First quarter performance (April – June) shows 29 relevant households   spent time in Bed & Breakfast.

The average length of stay was 4 weeks.

Salford has not used Bed & Breakfast for any household since 30.05.05, however as reporting on this BVPI is cumulative, (even with continued nil use) performance will remain at 4 weeks average.

This falls below the stated target for the year of 3 weeks average length of stay.

Although nil use is to be welcomed there are several issues this raises:

· Inability to improve average length of stay this reporting year unless we place for short periods;

· Ability and capacity of the Service to work on preventative measures in the long term due to factors outside their control e.g. housing benefit administration policies of accommodation providers;

· Lack of capacity in other forms of temporary accommodation which, if unchanged, will mean return to bed & breakfast use is inevitable;

· Slow/no progress on the development of new schemes including Belmont, teenage pregnancy unit, assisted families project.

Recommended actions:

· Revisit contracts with private sector landlords to provide temporary to permanent accommodation (cascade models) – this will have significant cost implications, work needs to be done to spec up new temporary accommodation model revisiting the use of NPHL stock as dispersed housing units;

· Firm up proposals for a new assessment centre and assisted families project.

3.1.2
BVPI 183b

First quarter performance shows 19 relevant households spent time in hostels with an average stay of 8 weeks.

We are on target to achieve our performance target for the year of 8 weeks.

Whilst we may achieve our stated target for the year, there are significant barriers currently to improving performance against this BVPI, which is part of the CPA assessment.

The most pressing concern is the design of Salford’s current provision for homeless families Belmont HPU.  All rooms at Belmont are shared facilities and therefore are counted in the BVPI definition as a hostel.

To move to second quartile performance we would have to improve to an average stay of 5 weeks.

Given the current pressures on settled accommodation and the impact of a shorter period of intensive support for vulnerable families, this target would be unachievable. 

Recommended actions:

· Fast track alternative self-contained accommodation for use by relevant households, taking Salford out of the need to report on this indicator;

· By:

-
 developing a new self-contained assessment unit.

-
 offering a range of incentives to private landlords to provide a

    temporary to permanent accommodation.

3.1.3
BVPI 203

This BVPI relates to the % change in numbers of households in temporary accommodation of the previous relevant quarter.  It will measure how Local Authorities are achieving the Government’s stated objective of reducing the amount of temporary accommodation used by a half by 2010.  (NB – this includes all forms of temporary accommodation including self-contained).

Our performance in Q1 shows a 15.4% increase, although this is an improvement on Q4 2004/5 where Salford had an 86.2% increase, we are not on track to make reductions needed.

The biggest barriers to improvement in performance are:

· Rising numbers of relevant households presenting as homeless and requiring temporary accommodation;

· Lack of affordable and available permanent homes for homeless client groups;

· Lack of awareness for homeless client group;

· Lack of awareness amongst partners and stakeholders of homeless prevention.

Recommendations:

· Investing significant resources in working with private sector providers on a temporary to permanent model of accommodation;

· In tandem with the above, decommissioning NPHL dispersed properties back into permanent lets.

3.1.4 BVPI 202

As Salford currently has below 5 rough sleepers on any one night we are not required to report on this BVPI, which is good.

However, I say this with a note of caution.  There are significant risk factors, which may affect confirmed good performance.

Most urgently - closure under Supporting People review of hostels/supported accommodation (e.g. Positive Lifestyles, project SJR) which house clients who have or are likely to sleep rough in the city.

· Changes/reduction in voluntary sector services who provide support and care (Cathedral Day Centre);

· Changes in the economic/legislative climate, which may result in increased levels of destitution e.g. Section 9 of National Asylum and Immigration Act.

3.1.5 BVPI 213

This new indicator measures the effectiveness of advice casework in preventing / averting homelessness.

Closed advice cases, during the reporting quarter = 97 

Of those cases the number where homelessness was prevented  = 29

It is difficult to judge success at present due to little benchmarking information being available, however at a recent meeting of the GM benchmarking group in relation to this BVPI, Salford were ahead of the game in terms of recording and monitoring and in terms of our prevention work.

There are significant barriers to improving performance:

· Risks within the housing market/housing legislation in relation to private rented sector;

· Resources of 3rd parties e.g. Welfare Rights to deliver outcomes.

The refocusing of the service and resources around a prevention agenda will enable us to improve performance.

3.1.6 BVPI 214

This BVPI relates to the proportion of households accepted as statutorily homeless by the same authority within the last 2 years.

Salford’s repeat acceptance rate for this quarter is 3.8% of the total number of acceptances.

There is little benemark information available due to this being a new BVPI however anecdotal information is that this is a relatively low percentage.

To maintain a low repeat acceptance rate, Salford must progress a range of prevention and tenancy sustainment agendas.

Most importantly as most repeat homeless cases are, for domestic violence, the authority and it’s partners move to a sanctuary model for victims of domestic abuse.

3.2 
P.I.E Quarterly Returns

The service is required to provide on a quarterly basis, a report to the office of the Deputy Prime Minister on all homelessness activity taking part that quarter (PIE)

The main reporting categories are: -

· All applicant household s for which decisions are made (positive and negative);

· Break down of main priority categories;

· Main reason for loss of last settled address;

· Applicants placed in temporary accommodation.

In 2002 the ODPM issued a list of positive outcomes it would expect to see coming out of Authority’s Homelessness Strategies.

Those outcomes including.

· Reduction in the use of inappropriate temporary accommodation;

· Reduction in rough sleeper numbers;

· Reduction in the number of presentations for homelessness against the main cause.

For information Salford’s main reasons for homelessness traditionally are:

· Parents, friends, relatives no longer able to accommodate;

· Relationship breakdown - violent and non violent;

· Loss of assured short hold tenancy;

· Other main cause (Harassment/ex NASS).

The PIE along with the relevant BVPI’s is the Governments mechanism for measuring progress on these stated outcomes.

Individual L.A’s Homelessness Directorate Grant income is now aligned with the PIE with success against the stated outcomes being key to payment.

Over the last reporting quarter the service has made significant progress in reducing presentations against the no. 1 reason for homelessness compared to the same period last year.

Friends and family 

141 to 95 

Relationship break downs 
108 to 99

Other main causes 

  60 to 46

This represents significant progress against the stated outcomes and validates the change in service focus to prevention, as detailed in the Lead Member report “The Importance of Homelessness Prevention in Salford” (May 2005) and is endorsed in emails from the ODPM’s specialist adviser (Homeless Directorate.) Mark Meehan 12.08.05 and the ODPM’s Alistair McDonald in his email of the 25.07.05

Whilst we continue to make progress reducing the number of presentations against the main causes, domestic abuse presentations remain an area of concern.

Prevention on domestic abuse cases is the most difficult challenge we face and cannot be progressed by the service alone. Many Beacon LA’s for themselves have introduced sanctuary projects (led by the Police and Women’s Aid). Sanctuary allows the applicant the choice to remain in their current home assisted by a range of target hardening measures and alarms and by support from Women’s Aid. Progress on developing such a model in Salford remains slow.

On the PIE activity return in relation to households placed in temporary accommodation (snapshot as at 30.06.05), Salford had no families in B & B and 57 households in total in other forms of temporary accommodation including dispersed units. This represents a significant step forward in performance and allows us to concentrate on re-investing monies spent on inappropriate services in line with the ODPM’s recommended spend to save policy and Gresham. Improved performance also complies with the ODPM’s stated positive outcome of reducing use of inappropriate temporary accommodation.

3.3
Monthly Performance Monthly Information:

The Housing Advice and Support Service produces a regular monthly monitoring report which records and monitors all areas of activity in the service.

As well as focusing on BVPI performance the report records:

· Caseload activity both at housing advice and homeless stage;

· Referrals in and out of the service;

· Analysis of advice cases;

· Appeals against decisions;

· Home visits;

· Customer Satisfaction; 


As BVPI performance is covered earlier in the report, I will concentrate on other performance analysis in this section.

3.3.1 Caseload Activity

Offers have an average of 31 cases each at advice stage with some 8 cases each per month under homeless investigation.

The statistics confirm the success of refocusing our services around advice and prevention with proportionately fewer cases progressing to homeless assessment.

Future measure of effectiveness will be a proportionally higher number of cases closed at advice stage with lower numbers progressing to homeless assessment.

Progress can be measured on reduced presentations against the main causes of homelessness.

3.3.2 
Referrals in and out of the service

It is important in terms of early intervention and prevention work that we know who are the main referrers into our service.  This is so we can ensure that: -

· Clients will receive a benefit from the service;

· Landlord/management functions have been carried out before referral;

· We publicise the range of services we provide and any changes to service via our referrers.

The trend over the last 4 months has seen a gradual reduction in referrals from group offices and more referral from external agencies (see Referral Route to Homelessness Service Appendix 1).

May 2005 saw 20 referrals to service from group offices compared to 118 referrals from other agencies. This compares to May 2004, referrals of 77 referrals from group offices compared to 98 from other organisations.

Group offices are ensuring other resolutions are explored through effective estate management before referral is made.

3.3.3 Housing Advice Cases Analysis

Officers on average have some 35 cases under enquiry.  Currently 7 cases per officer are closed each month and are “signed off” by a team leader.  Approximately a third of cases are signposted to other agencies, such as Welfare Rights for more specialist financial advice.

Closed cases are categorised in the enquiry types so that we can analyse what drives people through our doors.

Trend for reasons people seek advice from the service are :-

	
	May 2005
	June 2005
	July 2005

	End of licence from licensor


	6
	5
	12

	Housing option


	20
	23
	19

	Harassment/relationship break down


	21
	11
	11


Such analysis allows us to develop prevention and mediation such as around the main casual factors which influence people accessing our service.

3.3.4 
Home Visits

For a number of months the service (on the recommendation of the ODPM) has employed a home visitor whose specific role has been to investigate/confirm information on end of licence cases.

The brief for the visitor is:

· Ensure that the circumstances at the property are correct;

· Investigate reason for notice and this is correct;

· Offer and refer to mediation those cases for whom it is appropriate.

Home visit analysis is broken down into findings and outcomes. In July, 24 applicants received a visit.

Of those:-

	Applicants found to be not homeless


	3

	Homeless with no priority


	1

	Intentionally Homeless


	2


The pilot introduction of home visits has proved effective in reducing the number of homeless acceptances due to loss of licence from family and friends as per PIE.

Home visits will therefore be carried out on all applicants who have insecurity of tenure (including notice from private rented sector cases) and will be mainstreamed as part of the Housing Adviser’s role in preventing homelessness.

3.3.5
Appeals Against Decisions


Under Homelessness legislation, applicants have a right of appeal against decisions made by the Local Authority in discharge of duty.


Appeals are broken down into reasons for review:

i) Appeal against decision made;

ii) Appeal against the suitability of discharge offer.

Performance information for the months April 05 – July 05 shows:

	
	April
	May
	June
	July

	Appeals against decision


	8
	3
	9
	11

	Appeal against offer


	5
	10
	7
	5


Internal reviews/appeals are subject to legal challenge and judicial review.  Whilst the issues in many reviews are similar, due process must be followed to avoid challenge.  Reviews must be conducted by a Senior Officer who has not been involved in the original decision, currently a significant proportion of a Principal Officer’s time is taken up, preventing their ability to concentrate on delivery the new service.

A separate briefing report will follow shortly with our proposals to resolve this.

The trend on reviews remains fairly constant however, we must be mindful that tightening up of criteria for acceptance will lead to increased reviews and legal challenge.

3.3.6 Customer Satisfaction Rating

Everyone seen by the Housing Advice and Support Service is asked to complete a questionnaire after interview to give feedback on the service they receive.

The questionnaire focuses on:

· Length of time to wait for interview

· Information given on the Service

· Location

· Explanation of the case and what will happen

· Helpfulness and professionalism of the adviser conducting interview

Since the inception of the customer satisfaction survey some 18 months ago, satisfaction ratings have remained consistently high particularly with regard to the helpfulness and professionalism of advisors with ratings over the last 3 months of 100%, 95%, 100%.

This represents exceptionally good performance given the context of change with in which the Service is delivered.

In particular:

· Tightening up of admissions criteria to temporary accommodation

· Return to nil use of B &  B

· Scrapping of appointment slots

· Working to strict legal definitions of homelessness as opposed to housing need

It is to the team’s credit that customer satisfaction has not dropped, whilst we have implemented the recommendations of the ODPM in reducing homelessness presentations.

4.0
Conclusion and Recommendations


The first reporting quarter for 2005/2006 has seen a significant improvement in performance across the Service.


Housing Advice and Support Service has lead responsibility for 1 of the 12 key priorities with the Housing Services Plan.

Our priority is to improve performance on Homelessness BVPI’s.

4.1 Significant Achievements so far

· No households in B & B except in emergency;

· The introduction of joint assessments on both housing and support needs;

· Developing a range of alternative temporary accommodation provision, in partnership with Supporting People and Development Teams, to minimize B & B use;

· Refocusing, renaming and re-launching the Service.

4.2 Significant Constraints to Further Improvement

· Improvements so far have been achieved in a high risk environment.  Although we are achieving our stated objectives, pressures remain to enable our continued performance with regard to use of B & B.

· There still remains very little capacity in the temporary accommodation system.

· Continued nervousness of private rented sector providers to offer accommodation to vulnerable clients even with incentives.  Dwindling supply of Public Sector stock through RTB means the Private Sector is key to achieving further improvements.

· Overall economic situation, housing market and affordability.

Recommendations that the report be noted and that support continues for the Service to continue with its drive to implement a preventative approach to Homelessness.
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