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REPORT OF THE STRATEGIC DIRECTOR FOR SUSTAINABLE REGENERATION
TO THE LEAD MEMBER FOR HOUSING ON 6th December 2010
TITLE:
SALFORD OFFER – COMMON SERVICE STANDARDS
RECOMMENDATION:
That the Lead Member for Housing approves the adoption of the ‘Salford Offer’ - Common Service Standards, developed by the Housing Association partners, Salix Homes and tenant representatives of Salford Strategic Housing Partnership.
EXECUTIVE SUMMARY:

The Tenant Services Authority (TSA) regulatory framework set out national standards that describe the service offer that all social housing providers should meet. This included the requirement that providers should engage in local area co-operation by working with partners in the best interest of the neighbourhood. The TSA standards were discussed with partners and tenant representatives at last years ‘Salford Conversation’ event.  It was during this event that a number of ‘common themes’ emerged as a priority for tenants from across  providers, and that agreement that a Salford offer of common service standards should be developed. 
In August 2010 the Salford Offer event was held with partners and tenant representatives to establish and agree on a set of common standards that would form the Salford Offer.
BACKGROUND DOCUMENTS:

Annex 1 Salford Conversation – Recap event notes
Annex 2 Common Standards – Scoping Document
Annex 3 Manchester Strategic Housing Partnership Common Standards 
Annex 4 Community Impact Assessment

(Available for public inspection)
KEY DECISION:
Yes
DETAILS:

1.0
Purpose
1.1
The purpose of this report is to inform the Lead Member for Housing of the process by which the Salford Offer of common service standards have been developed between Salford City Council, Salix Homes, partner Housing Association landlords from the Salford Strategic Housing Partnership and tenant representatives.
2.0
Background
2.1
The Housing and Regeneration Act 2008 established the Tenant Services Authority (TSA) as the new regulator for social housing in England. From April 2010, all local authority providers became subject to regulation by the TSA.  Within the regulation, much emphasis is placed on providers contributing to the areas where they have homes and working strategically with the relevant Local Authorities. Although it has been announced that the TSA is to be abolished, this does not have any impact on the Salford Offer which very much fits in with the Government’ s emerging ‘Localism’ agenda. 
2.2
During the Salford Conversation event held in August 2009 a number of common service themes emerged as priorities for tenants within their neighbourhoods.  It was agreed that establishing a set of common standards to form a ‘Salford Offer’ would be of benefit to communities by offering the ‘same minimum service levels’ to tenants (of those landlords who sign up to the standards) regardless of who their landlord in Salford is and would assist our partners in demonstrating local involvement. Partners and their tenant representatives involved in establishing the ‘Salford Offer’ include; Great Places Housing, City West Housing Trust, Contour Homes, Irwell Valley and Salix Homes.  This represents over 30,000 tenancies in Salford.
2.3
The common service standards have been derived from priorities identified at the ‘Salford Offer’ event held in August 2010.  Workshop exercises and group debate took place at the event to identify the key priorities that tenant representatives believe have the greatest impact on their neighbourhoods & communities.  These priorities have formed the first ‘Salford Offer’ of common service standards.  The standards were distributed in draft format to all who attended the event and following a period to feed-back any issues have now been agreed by all involved.
2.4
To monitor compliance with the common standards it was agreed that a scrutiny panel made up of tenant representatives and member landlords  would be established. Where compliance against a standard is deemed to be in doubt this would be accelerated to the Salford Strategic Housing Partnership.

3.0
Salford Offer – Common Service Standards
3.1
Customer Services  
	Common standard

	· Partners will aim to complete repairs on the first visit, where this is not possible the customer will be advised how many additional visits are required.  

	· Partners will fully respond to complaints within 10 working days.  Where this is not possible due to further investigation, the customer will be advised of this and they will be kept informed of the progress of their complaint on a weekly basis.

	· Partners will ensure that staff are trained to deal with complaints, taking ownership of the issue and responding in a fair and prompt manner.

	· Partners will provide opportunities for customers to be involved in shaping service standards and scrutinising performance on complaints.

	Measuring Compliance

	· % applicable jobs completed 1st time

· Customer satisfaction rates with repairs service

· Mystery shopping

· Stats from organisation on training

· Customer representative on complaints panel

· Amount/No. of customers involved in reviewing service standards on complaints

· Customer represented on scrutiny panels


3.2
Neighbourhood Pride
	Common standard

	· Partners will work together operationally to resolve neighbourhood issues.

	· Partners will support & develop initiatives to in-still “neighbourhood pride”.  Wherever possible delivering joint community events with shared objectives.

	· Partners will re-invest in the neighbourhood by supporting local labour & suppliers

	· Joint estate inspections with tenant representatives will take place on a regular basis as agreed with customers.  Landlords across the housing organisations who have properties on the estate should be represented. The dates of estate inspections will be published in advance and the results of any actions required will be fed back to customers.

	Measuring Compliance

	· Resident satisfaction levels with neighbourhood

· Decrease in complaints about neighbourhood
· No. local residents involved in neighbourhood activities
· No. joint events – tenure blind
· No. local contractors employed

· No. local people employed

· Website, news letters etc published inspection schedule

· Feedback from inspections reported with follow up actions – “You said, we did”


3.3
Anti Social Behaviour

	Common standard

	· All partners will publish their agreed ASB service standards including timescales for initial response and full investigation.  All serious reports of ASB will be responded to within 24 working hours.

	· Witnesses and victims of ASB will be supported throughout the process and an agreed action plan will be in place for all cases.

	· Partners will provide a ‘named’ responsible contact who will keep witnesses & victims informed of progress on a frequency agreed with the customer at the beginning of the case.

	· Partners will ask complainants how they felt the process was managed at the end of the case and use this information to improve and develop services.

	· Partners will share relevant ASB data and use this intelligence effectively to identify patterns and tackle repeat perpetrators

	· Partners will publish high level data about the types of ASB reported and performance data (in publications to tenants i.e. newsletters, website, annual report).

	Measuring Compliance

	· Performance reports

· % Satisfaction on how case was handled

· End case questionnaire

· Joint partner ASB liaison meetings

· No. completed against No. of cases

· Mystery shopping


KEY COUNCIL POLICIES: Housing Strategy 2008-11
EQUALITY IMPACT ASSESSMENT AND IMPLICATIONS: A full community impact assessment has been completed to establish that the landlords responsible for delivering the standards have equality schemes and equality assessments in place for each of the service areas included in the Salford Offer of common service standards.  The common standards already form part of the day to day working within each organisation, and will be delivered in a way that maximises equality of access and caters for diverse needs within each organisation.
ASSESSMENT OF RISK:
Low. Agreeing common service standards that have been developed by customers demonstrates that Salford is working with landlords to create a minimum service level that all customers can expect from landlords in Salford who are in the scheme.
SOURCE OF FUNDING:
Within current budgets – no additional costs.
LEGAL IMPLICATIONS: Supplied by David Egerton.  The proposals are not in breach of the statutory requirements within housing and landlord and tenant legislation. It all seems to accord with good practice. Any exchange of information between the partners will need to observe data protection legislation.
FINANCIAL IMPLICATIONS: No additional financial implications beyond meeting room fee’s and staff resource.
OTHER DIRECTORATES CONSULTED:
Not applicable.
CONTACT OFFICER: Alyson Robinson
TEL. NO.
 922 8720
                                    (Salford City Council)

Paul Walker

Strategic Director for Sustainable Regeneration
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Annex 2


Salford Strategic Housing Partnership


Common Service Standards


Scoping Document

1.0
Business Case

The TSA framework places much emphasis on local area co-operation 

by working with partners in the best interest of the neighbourhood.


During a joint resident liaison meeting (Salford Conversation) held last


year with housing providers and tenants representatives, some 


‘common themes’ emerged.  Utilising this information and that which 


has been gathered by providers during there local offer consultation,


it is now timely to develop a ‘common set’ of service standards for


Salford landlords.


Improved Neighbourhood management service


Efficient delivery of shared services

Benchmarked service standards


2.0
Service areas to be considered

           Dependant on content of agreed ‘Salford Offer’ will potentially  


           need to involve services that manage Crime and Disorder (CDRP)


           and environmental services.


3.0
Area

· Salford wide – more detailed geographical proposals to be developed separately by providers.

4.0
Partner & Tenant Event

31st of August 2010, Salford Suite 1, 9:00am – 12:00pm

4.1
Partners and tenant representatives to be invited


List of named contacts to be produced and invited via email.


Salford City Council


· Representatives of Neighbourhood Management


· Representatives of Strategy and Partnerships 




Lead and Support RSL representatives


· Chief Executives


· Service Managers


· Tenant Engagement Officers


Salix Homes and City West

· Chief Executive Officer


· Service Managers


· Tenant Engagement Officers


· Tenant representative from all organisations


4.2
Documents to reference


· Manchester Strategic Housing Partnership Common Standards (May 2010)

· Salix Homes Local Offer

· RSL Local Offers

4.3
Event objectives

1. To develop a ‘Salford Offer’ through agreeing common areas of   


           services than can be developed to reflect local circumstances.

· RSL service delivery – Local delivery must fit practically within regional/national delivery for larger organisations


· The practicalities of joint service provision (i.e. joint procurement; joint service investment; joint delivery)


2.
To identify service commonalities and potential to develop enhanced collaboration.

· The practicalities of joint service provision (i.e. joint procurement; joint service investment; joint delivery)

.

3.
To note housing partner approval processes in view of sign-off

· What sign-off would be required in order to allow partner to commit to shared service standards


· What are the implications for a finished document in terms of completion date


4. To understand how shared standards could be monitored and reported


· Tenant involvement


· Frequency


· Review and expansion


5.0
Lead Member sign-off


5.1
Lead Member for Housing; Director of Sustainable Regeneration; and Chair of Salford Strategic Housing Partnership to sign-off complete document.

6.0
Monitoring and Review

6.1
Agreed monitoring to be taken forward through the Salford Strategic Housing Partnership. 


6.2
Service standards to be reviewed bi-annually


· Who; When; What; How
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Community impact assessment form
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		Community impact assessment screening process



		Person(s) responsible for the assessment


(Please note that it is advisable that you undertake your community impact assessment in a group)

Alyson Robinson



		Directorate

		Sustainable Regeneration 



		Name of function to be assessed (this can be a policy, procedure, strategy or service)

Salford Offer – Common Service Standards 



		Date of assessment   

October 2010

		Is this a function that is 

New



		1. Please provide a brief description of the function or the proposed change to the function 

Salford City Council held a joint landlord tenant event last year called the Salford Conversation.  During this event a number of common service themes emerged as priorities for tenants from across all the landlords represented.  It was agreed that this should be taken forward into the development of a set of ‘common service standards’ by which all participating landlords in Salford could be measured.

An event was held in August 2010 with representatives from a number of Housing Association’s, Salix Homes, Salford City Council and tenant representatives.  Three common standards were agreed as priorities at this event by tenants.  These priorities have formed the first ‘Salford Offer’ of common service standards.





		2. What are the aims of the service, strategy, policy or procedure?

It is important to get this right as they will be the focus of the impact assessment

The overall aim of having ‘Common Standards’ is to ensure that regardless of who a tenants landlord is (within the scheme) the same minimum service levels can be expected.  Delivery of the standards are measurable and non compliance will be accelerated to the Salford Strategic Housing Partnership.

We have engaged with partners and tenants in establishing the first set of standards for Salford that tackle priority issues, the main headings are;

· Neighbourhood Pride


· Customer Services


· Anti Social Behaviour


It will be the responsibility of the ‘provider’ organisations to deliver the standards agreed by the partnership, to their own tenants. These include, City West Housing Trust, Salix Homes, Great Places Housing Group, Contour Housing and Irwell Valley.  Compliance will be monitored by a joint tenant and landlord panel to be established.

Working collaboratively in this way with partners and tenants is very much in line with the Governments emerging ‘Localism’ agenda.





		3. If you are considering a strategy or service, please list any related policies 

The Tenant Services Authority Regulatory framework set out the standards that  describe the service offer that all social housing providers should meet, this included the requirement that providers should engage in local area co-operation by working with partners in the best interest of the neighbourhood. 



		4. Please list any group who has an interest in or who will benefit from the function (this can include service users, stakeholders, beneficiaries).  

Tenants of participating landlords; Great Places Housing, Contour Homes, City West Housing Trust, Salix Homes and Irwell Valley.  Salford Strategic Housing Partnership. Potentially 30,000 tenancies. 



		5. Please list any aspects of your service or policy which are delivered externally or with external partners.

It has been agreed that a scrutiny panel made up of tenant representatives and participating landlords (Housing Associations & Salix Homes) will measure compliance against the standards to be reported via the Salford Strategic Housing Partnership. 



		6. Is there any evidence of higher or lower participation or uptake by different groups?


Socio-economic          no            Race                                     no

Age                               no            Religion and/ or belief        no

Disability                      no            Sexual identity                    no                      


Gender                          no



		7. Is there any evidence that different groups have different needs, experiences, issues and priorities in relation to this function?


Socio-economic          no              Race                                     Yes

Age                               Yes            Religion and/ or belief        Yes

Disability                      Yes            Sexual identity                    Yes                      


Gender                          Yes



		8. Is there an opportunity to better promote equality and diversity or better community relations for the following groups, by working with others? e.g. partners, community and voluntary groups – in relation to this policy. 

Socio-economic          no            Race                                     Yes

Age                               Yes            Religion and/ or belief      Yes

Disability                      Yes            Sexual identity                   Yes                      


Gender                          Yes





		9. Have consultations with relevant groups, organisations or individuals indicated that this policy creates problems that are specific to them?


Socio-economic          no            Race                                     no


Age                               no            Religion and/ or belief        no


Disability                      no            Sexual identity                    no                      


Gender                          no



		If your have answered ‘yes’ to the last four sections you will need to complete the rest of the form, If you have answered ‘no’ to them please complete the next box and return to your directorate equality lead officer.



		Comments 


It is anticipated that Local Authorities will, in the absence of traditional benchmarking clubs and the inspection regime establish local panels to scrutinise services & performance.  This is how the ‘Salford Offer’ will be measured.

Date sent to directorate equality lead officer 18th October 2010



		Screening received and reviewed by directorate equality lead officer


Name                    Date                                  Signed





		Full community impact assessment



		Narrowing the gap – socio-economic inequality



		Please consider the following areas…  FORMDROPDOWN 




		1. How does the service ‘narrow the gap’ and reduce the extent to which outcomes are dependent on income? 


There is no evidence that this agreement would address socio-economic inequality.



		2. Please list any barriers which may prevent people from low income backgrounds from achieving positive outcomes from the function

NA



		3. Please detail how these barriers may be overcome.


NA



		4. Please list any baseline income data and analysis which indicate that deprivation issues are relevant to your function


NA



		5. Please provide evidence of how services are targeted or designed based on our knowledge of need and deprivation


NA



		If your policy is relevant to narrowing the gap, please continue to complete this section.



		6. Please list any data or evidence you have which demonstrates access of service and benefits





		7. Does this data show that any groups access the service more/less?






		8. Does this data show any better or worse outcomes are achieved from the service for different income groups?






		9. Can any unfavourable impacts be justified? 





		 Age



		Please consider the following areas…  FORMDROPDOWN 




		1. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their age


Service users of all ages may not be able to access due to physical barriers such as steps, lifts, poor signage, lack of IT access & knowledge etc.  There is some evidence which suggests that there are challenges in getting effective engagement with younger residents and that this group may not have the confidence or experience to make a complaint or ask for services.



		2. Please detail how these barriers may be overcome.


Ensuring that the provider landlords can demonstrate that they have relevant processes to address inequalities of accessing their services.

Extract of Equality Impact Assessment from provider - Salix Homes;


Customer Services – Younger residents

Young People (16 – 24 years old) - 5.7% of Salix customers fall into this category

2009 Status Survey indicates;


The % of households across our seven neighbourhoods with young people between the age of 16 and 24 is;


Claremont & Swinton = 0.9%


Higher Broughton = 0.4%


Islington, Blackfriars & Lower Broughton = 1.7%


Kersal & Charlestown = 1.1%


Ordsall = 1.5%


Pendleton = 2.7%


Seedley & Weaste  = 0.7%

A variety of methods for access to services are available including interactive website, Home Visits, Local Free-phone facilities, mobile working from Salix Homes to You trailer, dedicated mobile phone line at a reduced rate.  


Phones have been identified as a preferred method of contact for over 80% of our customers.


There is the facility to SMS text customers, this is currently done with repairs advising when appointments are and as a reminder when operatives are due resulting in fewer missed appointments.


Events held at various times of the day, including evenings and weekend working to allow access to all customers. 


Continued work with targeted groups to encourage involvement for improving customer services for young people, current programme working with Salford Foyer.





		3. Please list any baseline data or evidence you have e.g. census data

According to the Office of National Statistics population (estimate June 2009), 20.1% of Salford’s population is over 60 years of age, and over 16% are between 15 & 24 years of age.





		4. Please list any data or evidence you have which demonstrates service users accessing the service 


There is published evidence that provider landlords use a variety of methods to communicate and meet the needs of their residents which reflect differing needs.  Customer profiling is routinely gathered to inform and target services appropriately, which feeds into their own community impact assessments.  Further data available;

http://www.greatplaces.org.uk/mygreatplace/do-it-online/equalityanddiversity/pages/equalityanddiversity.aspx

http://www.contourhousing.co.uk/default.aspx?appid=2965

http://www.irwellvalleyha.co.uk/content/759/equality-and-diversity.aspx

http://www.citywesthousingtrust.org.uk/service-excellence

http://intranet.salixhomes.org/equality___diversity.htm

Citywide: The purpose build Gateway centres are accessible and have IT facilities which older people can access.  Staff are also on hand to assist customers.



		5. Does this data show that any groups access the service more/less?


Not known – This will be gathered from providers when monitoring commences April 2011



		6. Does this data show any better or worse outcomes are achieved from the service for this group?


Not known - This will be gathered from providers when monitoring commences April 2011



		7. Can any unfavourable impact be justified? 

NA



		Disability



		Please consider the following areas…  FORMDROPDOWN 




		1. Please list any barriers that service users may encounter when accessing services 


People with disability and mobility issues may encounter a barrier to access services for a number of reasons including; Sight impairment or hearing loss which may create a barrier to effective communication, also users who have a Mental health issue could form a barrier to access to services as typically these users can experience problems with literacy and understanding.



		2. Please list any barriers which may prevent people with disabilities from achieving positive outcomes from the service. 


As above.






		3. Please detail how these barriers may be overcome.


Ensuring that the provider landlords can demonstrate that they have relevant processes to address inequalities of accessing their services

Extract of Disability Equality Scheme (2008) from provider – Irwell Valley


Our Disability Equality Scheme outlines how we will promote equality for disabled people who work for Irwell Valley or live in one of our homes.  It also shows how we will measure the results and effects of our action plan.  The Scheme will;


· Find out what barriers are faced by disabled people and take steps to remove them


· Explain how we make things fairer for disabled people when planning our homes & services


· Ensure we work in partnership with disability organisations to prevent ignorance and prejudice in the wider community


· Show what has changed as a result of equality and greater involvement


http://www.irwellvalleyha.co.uk/content/759/equality-and-diversity.aspx

Ensure information is easy to understand using a variety of diagrams, colours and easy read words.  The documents would also need to be able to be published in Braille if required.

Citywide: The purpose build Gateway centres are accessible and have IT facilities which older people can access.  Staff are also on hand to assist customers.





		4. Please list any baseline data or evidence you have e.g. census data

There are an estimated 10 million disabled people in Britain – The Office for National Statistics, Department for Health, registered Blind and partially sighted people year ending March 2008.  1 in 4 British adults experience at least one diagnosable mental health problem in any one year, and one in six experiences this at any given time.- The Office for National Statistics Psychiatric Morbidity report (2001)






		5. Please list any data or evidence you have which demonstrates service users accessing the service 


There is published evidence that provider landlords use a variety of methods to communicate and meet the needs of their residents which reflect differing needs.  Customer profiling is routinely gathered to inform and target services appropriately, which feeds into their own community impact assessments.  Further data available; 

http://www.greatplaces.org.uk/mygreatplace/do-it-online/equalityanddiversity/pages/equalityanddiversity.aspx

http://www.contourhousing.co.uk/default.aspx?appid=2965

http://www.irwellvalleyha.co.uk/content/759/equality-and-diversity.aspx

http://www.citywesthousingtrust.org.uk/service-excellence

http://intranet.salixhomes.org/equality___diversity.htm





		6. Does this data show that any groups access the service more/less?


Not yet known - This will be gathered from providers when monitoring commences April 2011



		7. Does this data show any better or worse outcomes are achieved from the service for this group?


Not yet known - This will be gathered from providers when monitoring commences April 2011



		8. Can any unfavourable impact be justified? 

NA



		Gender



		Please consider the following areas…   FORMDROPDOWN 




		1. Please list any barriers that service users may encounter when accessing services 


Men and women can experience the same and different barriers to accessing services.  For example childcare responsibilities can present issues in attendance at meetings & events that do not take this into account, or in respect of the availability to be at home for repairs appointments.  Full-time workers experience problems in accessing services during standard opening hours.



		2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their gender 


As above



		3. Please detail how these barriers may be overcome.


Ensuring that the provider landlords can demonstrate that they have relevant processes to address inequalities of accessing their services.

Extract of Gender Equality Scheme (2008-10) from provider – Great Places Housing Group


Gender equality requirements;


· To eliminate unlawful discrimination & harassment


· To promote equality of opportunity between men & women


· Gather and use information on how our policies & practices affect gender equality in the delivery of services.

· Report annually on the progress of the scheme & review the scheme at least every 3 years.

http://www.greatplaces.org.uk/MyGreatPlace/do-it-online/EqualityAndDiversity/Documents/Gender%20Equality%20Scheme.pdf





		4. Please list any baseline data or evidence you have e.g. census data

According to the Office of National Statistics population (estimate June 2009), 50.5% of Salford’s population are male and 49.5% are female. 



		5. Please list any data or evidence you have which demonstrates service users accessing the service 


There is published evidence that provider landlords use a variety of methods to communicate and meet the needs of their residents which reflect differing needs.  Customer profiling is routinely gathered to inform and target services appropriately, which feeds into their own community impact assessments.  Further data available; 

http://www.greatplaces.org.uk/mygreatplace/do-it-online/equalityanddiversity/pages/equalityanddiversity.aspx

http://www.contourhousing.co.uk/default.aspx?appid=2965

http://www.irwellvalleyha.co.uk/content/759/equality-and-diversity.aspx

http://www.citywesthousingtrust.org.uk/service-excellence

http://intranet.salixhomes.org/equality___diversity.htm





		6. Does this data show that any groups access the service more/less?


Not yet known - This will be gathered from providers when monitoring commences April 2011



		7. Does this data show any better or worse outcomes are achieved from the service for this group?


Not known - This will be gathered from providers when monitoring commences April 2011



		8. Can any unfavourable impact be justified? 

NA



		Race



		Please consider the following areas…  FORMDROPDOWN 




		1. Please list any barriers that service users may encounter when accessing services 


Some residents may not speak English as a first language creating barriers in accessing services. 



		2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their race


Inaccessible information may result in people not being able to understand the services or to access the information they need.



		3. Please detail how these barriers may be overcome.


Ensuring that the provider landlords can demonstrate that they have relevant processes to address inequalities of accessing their services.

Extract of  Equality Scheme (2009) from provider – Contour Housing Group

Contour Housing Group believes everyone has the right to fair and equal treatment and recognises that people who use our services come from diverse backgrounds.


· Access to services


· We will consider how the community assesses our service through equality impact assessments put in place arrangements that offer full accessibility to our services.

· We will ensure that our access to translations and alternative formats is published as widely as possible and we will offer translation and transcription services where appropriate.


· We will use customer profiling information to tailor our services to meet the needs of the communities we serve.

· We will monitor satisfaction levels of our services and complaints against the six strands of diversity.

http://www.contourhousing.co.uk/?appid=2965





		4. Please list any baseline data or evidence you have e.g. census data

According to the Office of National Statistics  - Population by ethnic group (June 2009) – 13.1% of Salford’s population is not considered to be white British.



		5. Please list any data or evidence you have which demonstrates service users accessing the service 


There is published evidence that provider landlords use a variety of methods to communicate and meet the needs of their residents which reflect differing needs.  Customer profiling is routinely gathered to inform and target services appropriately, which feeds into their own community impact assessments.  Further data available; 

http://www.greatplaces.org.uk/mygreatplace/do-it-online/equalityanddiversity/pages/equalityanddiversity.aspx

http://www.contourhousing.co.uk/default.aspx?appid=2965

http://www.irwellvalleyha.co.uk/content/759/equality-and-diversity.aspx

http://www.citywesthousingtrust.org.uk/service-excellence

http://intranet.salixhomes.org/equality___diversity.htm





		6. Does this data show that any groups access the service more/less?


Not yet known - This will be gathered from providers when monitoring commences April 2011



		7. Does this data show any better or worse outcomes are achieved from the service for this group?


Not known - This will be gathered from providers when monitoring commences April 2011



		8. Can any unfavourable impact be justified? 

NA



		Religion and/or belief



		Please consider the following areas…   FORMDROPDOWN 




		1. Please list any barriers that service users may encounter when accessing services 


Religious days/cultures could coincide with organised events/meetings etc.  In some cultures there are potential barriers if being interviewed or visited by a person of the opposite sex. 



		2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their religion and or belief


As above



		3. Please detail how these barriers may be overcome.


Ensuring that the provider landlords can demonstrate that they have relevant processes to address inequalities of accessing their services;

Extract of Equality Impact Assessment, Customer Services, from provider - Salix Homes;


Staff have access to diversity information on all strands of Equality & Diversity through our internal web pages. http://intranet.salixhomes.org/index/diversity_tool_kit

Cultures and requirements for all customers should be made aware of as part of event planning through the Salix Homes Intranet Diversity pages to ensure maximum inclusion and access.  The religious make up of our neighbourhoods are;

                                         %


Buddhist                         0.3

Christian                       68.1

Muslim                           1.7

Hindu                             0.1


Jewish                           0.3

Sikhs                             1.9

Other faith                     1.2

No faith or belief          26.4





		4. Please list any baseline data or evidence you have e.g. census data

No census data available.  Evidence from all landlords that they are collecting this to inform service delivery as in example above.



		5. Please list any data or evidence you have which demonstrates service users accessing the service 


There is published evidence that provider landlords use a variety of methods to communicate and meet the needs of their residents which reflect differing needs.  Customer profiling is routinely gathered to inform and target services appropriately, which feeds into their own community impact assessments.  Further data available; 

http://www.greatplaces.org.uk/mygreatplace/do-it-online/equalityanddiversity/pages/equalityanddiversity.aspx

http://www.contourhousing.co.uk/default.aspx?appid=2965

http://www.irwellvalleyha.co.uk/content/759/equality-and-diversity.aspx

http://www.citywesthousingtrust.org.uk/service-excellence

http://intranet.salixhomes.org/equality___diversity.htm





		6. Does this data show that any groups access the service more/less?


Not yet known - This will be gathered from providers when monitoring commences April 2011



		7. Does this data show any better or worse outcomes are achieved from the service for this group?


Not yet known - This will be gathered from providers when monitoring commences April 2011



		8. Can any unfavourable impact be justified? 

N/A



		Sexual identity



		Please consider the following areas…   FORMDROPDOWN 




		1. Please list any barriers that service users may encounter when accessing services 


 This is a relatively new category in the Equality Act (2010) and as such data has only just begun to be collected routinely by providers.  Evidence of particular barriers for this group is not currently available.  



		2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their sexual identity

As above



		3. Please detail how these barriers may be overcome.


Ensuring that the provider landlords can demonstrate that they have relevant processes to address inequalities of accessing their services for this group and that they are capturing this category on all data collection.



		4. Please list any baseline data or evidence you have e.g. census data

No census data.  There is evidence that the provider landlords have now included this category in their equalities data collation, however there are some inconsistencies..



		5. Please list any data or evidence you have which demonstrates service users accessing the service 


There is published evidence that provider landlords use a variety of methods to communicate and meet the needs of their residents which reflect differing needs.  Customer profiling is routinely gathered to inform and target services appropriately, which feeds into their own community impact assessments.  Further data available; 

http://www.greatplaces.org.uk/mygreatplace/do-it-online/equalityanddiversity/pages/equalityanddiversity.aspx

http://www.contourhousing.co.uk/default.aspx?appid=2965

http://www.irwellvalleyha.co.uk/content/759/equality-and-diversity.aspx

http://www.citywesthousingtrust.org.uk/service-excellence

http://intranet.salixhomes.org/equality___diversity.htm





		6. Does this data show that any groups access the service more/less?


Not known - This will be gathered from providers when monitoring commences April 2011



		7. Does this data show any better or worse outcomes are achieved from the service for this group?


Not known - This will be gathered from providers when monitoring commences April 2011



		8. Can any unfavourable impact be justified? 

NA



		Community cohesion



		Please consider the following areas…  FORMDROPDOWN 




		1. Does the function promote/support community cohesion? 


This supports community cohesion as the common standards bring partnering organisations together who represent 30,000 tenancies.  The standards have been agreed based on the priorities identified by their tenants.  It is inclusive and will be monitored and reported on.  All customers will be given the opportunity to be involved as the process develops.



		2. If community cohesion is relevant to your function what steps will you take to promote it?

Ensure landlords publish the common service standards in a publication that all tenants receive such as the annual report.





		Consultation – planning



		Who are the groups, organisations and individual most likely to be affected by the proposed policy, directly and indirectly?

Landlords in the Salford Strategic Housing Partnership as listed above and their tenants.



		What methods of consultation are most likely to succeed in attracting the organisations and people you want to reach?


Consultation will be undertaken by the provider landlords using their established methods.



		Has there been any recent research or consultation with the group/individuals you plan to consult? (please give details)






		Consultation- results






		When did you undertake the consultation? 

· First consultation event August 2009 – Salford Conversation.  The purpose of this event was to discuss the TSA National Standards and how this would or could impact on service delivery.  The main RSL providers and their tenants were represented along with Salford’s ALMO organisations Salix Homes and their tenant representatives.  It was during this joint resident liaison meeting that some common ‘themes’ emerged as priorities for all tenants and a desire to take this further into the development of a set of common standards for Salford.

· Second event, August 2010 – Salford Common Service Standards Day.  Again the main RSL partners, Salix homes and tenant representatives attended this event.  A series of workshop discussions/debate took place to identify and agree on the first set of common standards.  The decision was very much guided by the priorities that tenants at the event felt mattered most to them and the community.



		Did you reach all the groups/individuals you wanted to reach?


Yes in terms of professionals but not in terms of mix of residents



		What did you find?


Not a lot of younger people attended and we do not fully know the makeup of the event attendees



		What will you change as a result of the consultation? Please ensure this is captured in the action plan


Ensure landlords actively engage with younger groups and ensure all event participants fill in an equal opportunities form.





		Action plan (following consultation)

Please list issues identified from targeted consultation and actions required



		Issue identified

		Action required

		Person responsible

		Date required by

		Outcome



		Not all landlords have impact assessments for every service area and those that do have not published them in full.

		Promote CIA’s and encourage landlords to do and publish them.

		Alyson Robinson

		Ongoing

		     



		High number of older people at the event.

		Ensure landlords actively engage with younger groups

		Alyson Robinson

		January 2011

		     



		Makeup of consultation event attendees not known.

		Ensure all event participants fill in an equal opportunities form

		Alyson Robinson

		January 2011

		     



		All members of the community have access to the information and the opportunity to influence future standard development

		Ensure landlords publish the common service standards in a publication that all tenants receive such as the annual report.

		Alyson Robinson

		Oct 2011

		     



		     

		     

		     

		     

		     



		Please ensure you have provided as much evidence as possible to support the responses you have given



		Additional comments






		Monitoring



		How and when will the action plan be monitored?


Progress against actions required will be monitored during one to one sessions with line Manager (Sarah Clayton)



		How and when will outcomes be recorded?


The CIA document will be manually updated from January 2011 and there after quarterly, following monitoring of outcomes.



		Who will the results of the impact assessment be shared with?

Landlords and published on the web.





		Have the actions been mainstreamed into the service plan?

No.



		Quality assurance



		When you have completed your impact assessment, it must be submitted to your directorate quality assurance panel for approval.

     



		

		

		

		

		



		Signed

		Alyson Robinson

		Dated

		Nov 2010

		(Completing officers)



		

		

		

		

		



		

		     

		Dated

		     

		



		

		

		

		

		



		Signed

		

		Dated

		

		(Lead officer)



		

		

		

		

		



		Signed

		     

		Dated

		     

		(Quality assurance panel)



		

		

		

		

		



		

		     

		Dated

		     

		



		

		

		

		

		



		

		     

		Dated

		     

		



		

		

		

		

		



		

		     

		Dated

		




		



		

		

		

		

		



		This impact assessment must be reviewed every three years. 


Review date:      

Please send your approved impact assessment and narrative to elaine.barber@salford.gov.uk, for publishing on the council’s website.
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_1352802092.doc
Draft Press Release: 


Salford working with partner landlords and tenants to deliver agreed set of service standards.


‘ Salford Offer – Common Service Standards’

Salford City Council has worked with partner landlords in the Salford Strategic Housing Partnership and their tenant representatives to agree a set of common service standards.

The ‘Salford Offer’ which covers service standards around neighbourhood pride, customer care and anti social behaviour will be monitored by a scrutiny panel made up of tenant representatives and landlords who have signed the agreement.  

Possible quote from Cllr Connor:


“We have worked with our partner landlords who have homes in the City and with their tenants to establish a set common standards that address key priorities within their communities”


_1352802068.pdf





















_1352801974.doc
Annex 1


The Salford Conversation August 2009 – A Recap

Key Themes which emerged during this event were:

· Complaints 


“Need to be able to monitor landlords’ performance, have clear processes, empower tenants to make complaints, analyse complaints and use the information to learn & improve”

· Customer Services


“Main focus on REPAIRS service, call backs are unpopular with tenants, we would like to see more direct contact and concentrate on right first time – this is more important than the length of time to answer the phone.


· Anti Social Behaviour

“Reports of ASB should be responded to promptly and witnesses should be fully supported throughout the process”

· Lettings/Allocations

“Tenants would like the opportunity to influence policies and these should be made clearer and more transparent for customers”


“Other Comments”

Everyone should get the same minimum standard in Salford.







Standards should be monitored by tenants involved in the Salford Strategic Housing Partnership.







Tenants from all providers should work in partnership, meeting twice a year and be influential in driving services & improvement.












