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REPORT OF THE STRATEGIC DIRECTOR FOR SUSTAINABLE REGENERATION
TO THE LEAD MEMBER FOR HOUSING ON 20th JUNE 2011
TITLE:
THE BI-ANNUAL PERFORMANCE REPORTS OF THE HOME IMPROVEMENT AGENCY AND HOUSING CHOICE SERVICE
RECOMMENDATION:

That the Lead Member for Housing receives the Bi-Annual performance reports for the Home Improvement Agency and Housing Choice (Move on) Service and notes the satisfactory levels of performance.
EXECUTIVE SUMMARY:

The Supporting People Quality Assessment Framework requires that Salford Home Improvement Agency and the Housing Choice (Move-On) Service both produce bi-annual reports of performance.

As well as outlining the content of such a report, the Quality Assessment Framework stipulates that the “governing body or proprietors receive regular reports containing qualitative and/or quantitative information regarding service quality”. As both services are delivered by Sustainable Regeneration Directorate on behalf of the Council, reporting is made to Lead Member for Housing.

The reports describe areas of positive and negative performance, including how this was improved and new developments, plus SWOT analyses, risk analyses and future plans for the services.

These reports cover the period 2008 to 2010 and can be found at Annex 1 – Home Improvement Agency, Annex 2 – Housing Choice Service.

Since production of the reports it is now known that both services have successfully secured Supporting People Grant, confirmed to March 2013, and Community Health and Social Care funding to March 2012, for the continuance of the services.

BACKGROUND DOCUMENTS:

(Available for public inspection)
Private Sector Housing Strategy 2010-2015

KEY DECISION:
NO 
DETAILS:
1. Background

1.1. The Supporting People Quality Assessment Framework requires that Salford Home Improvement Agency and the Housing Choice (Move-On) Service both produce Bi-Annual Reports of performance.

1.2. These reports cover the period 2008 to 2010 and can be found at Annex 1 – Home Improvement Agency, Annex 2 – Housing Choice Service.

1.3. As well as outlining the content of such a report, the Quality Assessment Framework stipulates that the “governing body or proprietors receive regular reports containing qualitative and/or quantitative information regarding service quality”.

1.4. Both Housing Choice (Move-On) and Home Improvement Agency are provided by Salford City Council, from the Housing Futures Division of the Sustainable Regeneration Directorate. It is therefore expected that Lead Member for Housing receives and notes the report on the performance of the services.

1.5. The Home Improvement Agency and Housing Choice’s reports are also presented to their Advisory Group, a group of professional stakeholders and clients of the service and the reports have therefore been developed to be read by a wide audience with a diverse range of interest in the Agency’s progress and performance.

1.6. The reports describe areas of positive and negative performance, including how this was improved and new developments, plus SWOT analyses, risk analyses and future plans for the services.

1.7. Since production of the reports it is now known that Supporting People Grant has been confirmed to March 2013 and Community Health and Social Care funding is in place to March 2012 for the continuance of the services.

2. Home Improvement Agency

The Service

2.1. Salford Home Improvement Agency provides advice, support and assistance to help owner-occupiers and private sector tenants, who are older, disabled, or on low income to repair, improve, maintain, adapt their homes or provide one to one support with the intention of them remaining in their home.  

2.2. The service is revenue funded from the Supporting People budget at £154K per annum, which funds a manager, 2 Project Officers and an administration officer. Technical support is provided by service level agreement with Specialist Housing Services.

2.3. In 2008-9 and 2009-10 £500K per annum capital was provided from which to administer the financial assistance for the service. For 2010-11 £400K capital has been made provision for from the housing capital programme.

2.4. The strategic benefits of this service include;

· managing the housing market/Decent Homes -  older and vulnerable people often lack the capital required to maintain housing which can rapidly deteriorate, blighting streets and neighbourhoods

· addressing empty properties – older people are often unable to return to poorly maintained homes after periods of illness and are entitled to exemption from Council Tax for this purpose

· preventing deterioration of health and independence and linked reduction in use of acute health services and costly residential care.

Performance Summary
2.5. Between 2008 and 2010, 706 new enquiries were received for financial assistance, 300 general enquiries were received and referred on and 295 HIA repairs completed.

2.6. As a result of the significant policy change that came into effect in Salford in 2006 under Article 3 of the Regulatory Reform (Housing Assistance) (England and Wales) Order 2002, April 2008 saw the introduction of loan products through Salford’s Private Sector Housing Assistance Policy 2006 (amended 2007) which regulates the Agency locally. 

2.7. Performance of the Agency can now be shown to demonstrate consistent use of the products and between 2008 - 2010 the HIA has successfully eliminated the ‘grant-based’ waiting list on behalf of the Council.

2.8. In 2009 the Agency experienced difficulties with regard to technical officer capacity which did impact on performance for a period, but by the end of 2010 this was resolved with a new partnership with Specialist Housing Services. This partnership has not only created opportunities to improve the performance of the Agency, but has also allowed efficiency savings to be made to the Supporting People budget.

2.9. Client complaints are low in the period 2008-2010, but a full review of complaints has taken place and improvements have been made as a result. 

2.10. Customer satisfaction with the Agency is high and increased in 2009-10 to 88% which was unexpected, considering the change from ‘grants’ to loans and the impact this was anticipated to have on customer expectation.

2.11. The Agency launched the new ‘Navigator’ service in 2008, commissioned by Supporting People to provide lower level housing-related support to compliment the work of the Agency and 81 clients were supported 2008-2010
2.12. The Agency has therefore responded well to the changes brought about since the Regulatory Reform Order. Customers have responded well to the new loans products reflected in very positive customer satisfaction reports for the Agency. The Agency has managed the capital finance to assist a large number of older and vulnerable people, and added a range of additional services which customers are also finding useful, and therefore the overall report of 2008 to 2010 is a satisfactory one.

2.13. A review of capital finance will be undertaken 2010-2012 to ensure the most efficient and effective use of the funding in light of new financial restrictions and a review of the Private Sector Housing Assistance Policy is currently underway to achieve this.

3. Housing Choice (Move-On) Service

The Service
3.1. The Housing Choice service provides direct support to older and vulnerable customers to enable appropriate choices about where they choose to live. If they choose to move, Housing Choice service assists with every aspect, from buying ,selling and renting homes, to arranging utilities and new GPs at the new address, including practical and, where appropriate, financial assistance with house removals. Older and vulnerable people often lack personal capacity or other support and therefore find it exceptionally difficult to address all aspects of moving home – this is what the service seeks to redress.

3.2. The service is revenue funded from the Supporting People budget at £30K per annum, and Community Health and Social care by £73k per annum which funds a manager and 2 Project Officers.

3.3. The strategic benefits of the service include;

· addressing under-occupancy – older people are more likely to under-occupy a home which can cause financial distress 

· addressing empty properties – older and vulnerable people often make temporary  moves out of their home to deal with illness and are unable to move back home because the house is unsuitable

· managing the housing market/affordability -  the moves release much needed family sized accommodation back into the general housing stock.

Performance
3.4. In 2008-9 the service achieved 255 referrals, and in 2009-10 361 referrals. 

3.5. In total, including the pilot phase plus current activity the service has received 949 referrals and by March this year over 339 of these customers had been given assistance to move into a more sustainable housing choice. The remainder have been signposted on to other services or remain with the service awaiting suitable properties to become available.

3.6. Over the last two years the service has moved from working under the terms of the Link-Age (DWP) pilot
, and commenced on the next three year contract funded by the PCT’s Transforming Social Care Grant which ends in March 2011. 

3.7. During this time the service was also successful in securing funding from Supporting People for 3 years which has enabled the service to diversify to work with a wider range of vulnerable people including those under 50 years, this is by service level agreement and runs to March 2013.

3.8. During the 2-year DWP funded pilot phase the service consistently exceeded its targets, and as a contracted mainstreamed service Housing Choice has continued to surpass targets, proving demand from both customers and key organisations including Salix Homes who use the service to manage their ‘Downsizing’ service, Community Health and Social Care and the PCT. 

3.9. Staffing has been stable during this time, complaints are low in number and have been used to improve service delivery and customer satisfaction runs at 75%, lack of  higher figure is a result of the lack of suitable housing for some of the service’s client group in the city and not a factor of service. This is a further demonstration of the need for the service.

3.10. During 2008-2010 the service won extra funding from Supporting People to provide financial assistance where appropriate for house removals that has been a very positive step for customers struggling to fund their move.

3.11. The core contract with the PCT ran to March 2011 and due to its very positive performance, it has recently been announced that Community Health and Social Care have chosen to continue to support Housing Choice and to fund the continuation of the core service. 

4. Conclusion

4.1. The Home Improvement Agency and Housing Choice Annual Reports describe areas of positive and performance and areas for improvement, outline how performance has been improved and highlights new developments within the services relevant to performance. Both services demonstrate high levels of customer satisfaction and demand for the services remains high.
KEY COUNCIL POLICIES:

Private Sector Housing Assistance Policy 2006 (amended 2007)

EQUALITY IMPACT ASSESSMENT AND IMPLICATIONS:-  
Both schemes deliver services under the authority of the Private Sector Housing Assistance Policy which has undertaken an Equality Impact Assessment. Both schemes deliver support to older and vulnerable people, addressing in particular, issues of financial inclusion. The Housing Choice Service has completed a full Community Impact Assessment and the HIA has completed Service Equality Needs Assessment with plans to produce a full service Community Impact Assessment 2011-12.

ASSESSMENT OF RISK:

Low – report is for noting only
SOURCE OF FUNDING:  
No funding required as no proposal is submitted, however, funding for the services comes from Supporting People and Community Health and Social care and is confirmed for 2011-12. 
LEGAL IMPLICATIONS Supplied by Tony Hatton ext 2904

Approved for monitoring purposes. The Salford Home Improvement Agency and Housing Choice (Move-On) Service are required to produce bi-annual reports of performance (qualitative and / or quantitative) regarding service quality under the Supporting People Quality Assessment Framework to governing body or proprietors. The mechanism for this is for the reports to go through Lead Member for Housing.
FINANCIAL IMPLICATIONS Supplied by Alison Swinnerton X 2585.

There are no financial implications as a result of this report as it is for noting only.  The funding for the services has been confirmed for 2011/12 from Supporting People and Community Health and Social Care.

OTHER DIRECTORATES CONSULTED:
The services are fully supported and part-funded by Community Health and Social Care. The Primary Care Trust has been instrumental in securing this funding and support.

CONTACT OFFICER:
Clare Ibbeson
TEL. NO.
922 8710
WARD(S) TO WHICH REPORT RELATE(S): All
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� LinkAge Plus in Salford seeks to address some of the aspirations of both people growing older in Salford and service providers.  It involves services beyond health and social care, and is about how mainstream services contribute to the well-being of people growing older.  Many of these services are already available, but not necessarily organised or delivered in a way that is of maximum benefit to older people.
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“If you want to improve the health of the nation you need to start in the home not in the hospital, prevention instead of fixing” (Florence Nightingale)


“Invention of the bedstead, health of nation improved”  (Mayor of Birmingham)
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Executive Summary

Salford Home Improvement Agency produces a Bi-Annual Report of performance as a requirement of the Supporting People Quality Assessment Framework. As well as outlining the content of such a report, the Quality Assessment Framework stipulates that the “governing body or proprietors [Salford City Council Sustainable Regeneration Directorate] receive regular reports containing qualitative and/or quantitative information regarding service quality”.


The Home Improvement Agency’s report is also presented to the Advisory Group, a group of professional partners and clients of the service and has therefore been developed to be read by a wide audience with a diverse range of interest in the Agency’s progress and performance.

This report covers the period 2008 to 2010.


During this period a significant local policy change was implemented under Article 3 of the Regulatory Reform (Housing Assistance) (England and Wales) Order 2002. April 2008 therefore saw the introduction of loan products through Salford’s Private Sector Housing Assistance Policy which regulates the Agency locally. Performance of the Agency can now be seen to demonstrate consistent use of the products and the HIA has successfully eliminated the ‘grant-based’ waiting list on behalf of the Council.

Between 2008-2010 the Agency had difficulties maintaining appropriate technical support, but by the end of 2010 this was resolved with a new partnership with Specialist Housing Services, which has created opportunities to improve health and safety in the Agency and has allowed a post-related saving to be made to the Supporting People budget.

Client complaints are low in the period 2008-2010, but a full review of complaints has taken place and improvements have been made as a result. 

Customer satisfaction with the Agency is high and has increased in 2009-10 to 88% which was unexpected, considering the change from ‘grants’ to loans.


Full spend of the capital allocation was achieved in 2008-2009 but in 2009-2010 only 50% was achieved, which was due to the changes in financial packages.

The Agency launched   the new ‘Navigator’ service in 2008, commissioned by Supporting People to provide lower level housing-related support to compliment the work of the Agency.


The Agency has therefore responded well to the changes brought about since the Regulatory Reform Order. Customers have responded well to the new loans products reflected in very positive customer satisfaction reports for the Agency. The Agency has managed the capital finance to assist a large number of older and vulnerable people, and added a range of additional services which customers are also finding useful. 

A review of capital finance will be undertaken 2010-2012 to ensure the most efficient and effective use of the funding in light of new financial restrictions and a review of the Private Sector Housing Assistance Policy is underway to achieve this.


1. Introduction


Salford Home Improvement Agency is part of Salford City Council’s Sustainable Regeneration Directorate, based within the Housing Futures division.  

Salford Home Improvement Agency provides advice, support and assistance to help owner-occupiers and private sector tenants, who are older, disabled, or on low income to repair, improve, maintain, adapt their homes or provide one to one support with the intention of them remaining in their home.  The agency is one of a range of Council commissioned services that enable residents to maintain their independence by exercising choice and control over how and where they live and the agency works closely with Council and external partners to make this a reality.

The key aim of the service is to provide people-centred, cost effective assistance, provided by casework and technical support to help tackle poor or unsuitable housing, making homes safe, secure, warm and therefore improving quality of life of the residents.


The agency’s main funder is Supporting People, with a contribution from the Council’s Adult Social Care budget with occasional minimal funding provided by the Sustainable Regeneration Directorate.

The strategic benefits of this service include;


· managing the housing market/private sector Decent Homes -  older and vulnerable people often lack the capital required to maintain housing which can rapidly deteriorate, blighting streets and neighbourhoods;

· addressing empty properties – older people are often unable to return to poorly maintained homes after periods of illness and are entitled to exemption from Council Tax for this purpose.

The agency links and builds partnerships in order to provide an effective service to their clients, working with local authority Urban Renewal Officers, Occupational Therapists, health workers, Social Services and local voluntary services.  These partnerships contribute to the delivery of a broad range of strategic aims.  Many provide advice and assistance on home security, energy efficiency, home maintenance, fuel poverty, community safety, social exclusion as well as supporting the implementation of wider housing, regeneration, health & social care strategies.


In addition the Home Improvement Agency is driving achievements beyond the remit of the core agency service in respect of core service delivery, ensuring improvement of housing and quality of life for the residents of Salford. A new service development, the ‘Navigator Service’ commenced in 2008, providing housing-related support and signposting for older people who are at risk of losing their independence. 

The Agency has achieved several awards, commendations and recognition, including;

· Foundations Award for “Outstanding Contribution by an Individual” was awarded to Sandra Mardell, Agency Manager in 2009;

· Sandra also spoke at the 2009 Home Improvement Agency Annual Conference ‘Choice and Independence’ – Working with Warm Front;

· The Navigator service, in 2009, was selected for a Commendation under the category ‘Excellence in engaging with health and social care’ by Foundations, the national co-ordinating body for HIA.  The judges praised the Navigator Service’s good practice and mechanisms for engaging with hard to reach clients;

· In 2008/9 the SHIP was also recognised at a national level as a highly successful scheme and was nominated for the Municipal Journal Awards 2008 and received an Commendation in the ‘Reducing Health Inequalities’ category;

· And 2009-2010 saw more recognition for the Salford Heating Installers Partnership, which the Agency runs, with the partnership being shortlisted for the following awards:

· UK Housing Awards 2009


· Finalist in the Encouraging Innovation and Efficiency category.


· National Home Improvement Council Awards 2009 Certificate of Merit received in the Innovation in Insulation category.


2. Review of Staff and their Roles


The Home Improvement Agency employs 6 full time equivalent members of staff who help people identify and address problems by fulfilling one of a number of roles, Manager, Caseworker, Technical Officer, Navigator and Administrator. 

Manager


The manager is responsible for ensuring effective and efficient processes are in place, ensuring the financial probity of the systems, managing complaints, staff development and annual appraisals. 


Caseworkers


The caseworkers are important client liaison officers, as well as identifying client’s repair needs they will include a review of all housing options, advice on welfare benefits, financial matters and managing the need for other support services.


Technical Officers


The type of repairs can range from small repairs, such as minor plumbing works to major renovations, adaptations or extensions.  The schedule of repairs is specified by the agency’s qualified surveyor in consultation with the client.  Competitive estimates from good quality vetted contractors are obtained and the work is overseen by the technical support to ensure that the finished result meets the required specifications.  


Navigator Officers


An additional service that the Home Improvement Agency has provided since August 2008; this service aims to provide help and support over a 6 -8 week period, on a one to one basis to people who have difficulties that may affect their day to day living or have lost their confidence following a stay in hospital, or a bereavement for example


Administrators


The administrators are the first point of contact for clients and have an on-going role managing communications between clients, office staff, contractors and partner agencies. Administrators keep the office working smoothly and ensure all the data and information about a case are held securely.


Staff Resources and Turnover


In the period 2008 to 2010 additional funding was secured from Supporting People which led to the addition of two full-time posts, a case worker and a new ‘Navigator’.

One of the posts was seconded to the service as a caseworker for a temporary period to manage a backlog of cases transferred to the service from the old ‘grants’ service. When this task was completed, the secondment ended and the caseworker became the new permanent member of staff taking on the full-time caseworker role, funded by Supporting People.


A new permanent member of staff was recruited to the newly funded Navigator role.


During 2008-2010 the agency lost a Technical Officer and the role was filled from an internal pool of staff with the required technical skills. This was not a stable or consistent arrangement, and after a review of the HIA’s requirements agreement was reached with the Council’s Specialist Housing Services Major Adaptations team that they will provide technical support from their team of BSc. (Hons) ICIOB trained surveyors. This has led to an increased level of technical knowledge within the team, increased surveying capacity and improved standards of health and safety.


Two permanent Administration staff continue to successfully job-share the role of Administrator.


A Day in the life of an Administrator

Arrived in work at 8.25 am and started with database input and printing.  Dealt with telephone enquiries from the public of which one was from a charity wanting help with insulation to their property. Told them I would investigate further.  Took calls for the other teams in the office.


Sent email to government body regarding an old case with a possible anomaly regarding an invoice that had been received.  It’s now 11 am and I have resolved the above issue regarding the anomaly and returned file to the closed file drawer.  More printing to do before lunch!!!

Back from lunch and had to speak to a client who had left a message to ring them but their phone does not accept unidentified callers so I had to use a colleague’s works mobile phone.  Client’s phone engaged, and the phones are ringing again.  Previous client eventually rang in again soon after and I referred her to the caseworker for a more in-depth conversation.


Now its 3 pm and time to sort the post out so I wrote up the post book for outgoing post.  Phone rings, another call which was from an executor, for one of our clients who recently passed away. This required me to locate an archived document as copies of guarantees were required.


Typed and prepared final paperwork for a file and sent it to the client, then more printing and filing of documents for the case files.  Wrote up the case file notes, emailed a contractor, copied e-mail to file. Did some ‘E-learning’ and managed to finish that course and printed off the certificate!  Time to tidy up and file away all files and check cabinets are locked and the phone is put on voice mail. Finished work at 4.30pm after another very busy day!!

A Day in the life of a Caseworker


I arrive at work around 9.00 am turn on my computer and look in my diary to see the events of the day.  I ring various colleagues to discuss problems that arose the day before then deal with other queries before starting my visits of the day.


My first visit is to see an elderly lady who is having a problem with a “spongy” floor.  She is feeling rather apprehensive and I alleviate her fears by telling her that we will be able to help her to remedy the problem.  I discuss the way forward regarding the process and stages, explaining that I will arrange for a Technical Officer to visit to assess the possible repairs required.  I discuss with the lady the financial options that may be available to her and whilst speaking to her feel that she may be entitled to further benefits.  I will follow this up with a future visit to complete an Attendance Allowance application form on her behalf.  I will also refer the lady to the handypersons service for them to fit a smoke detector, with her permission.


After the visit I return to the office to more phone calls and queries from both clients and Technical Officer.  I deal with these and then it is on to the next visit.


My second visit of the day is a couple who has had a problem with their roof and also the property requires a rewire.  I discuss the options of financing the work and they are happy to look at the loan process to fund their repairs. I complete any necessary paperwork and explain the various stages.


After lunch I return to my desk, I have supervision with my line manager and continue with my paperwork to further progress my cases which can be data input onto the computer or catching up with various agencies to discuss how they may be able to help some of my clients.


3. Performance for 2008/2009 & 2009/2010

Private Sector Housing Assistance Policy


The impact of the changes from the old ‘grants’ system, provided for by Salford City Council Private Sector Housing Assistance Policy in 2006 (amended 2007) continued to have an effect on the agency throughout 2008 to 2010.

By 2008, the Home Improvement Agency had started to provide the new range of finance, which includes Repayment Loans, Property Appreciation Loans and Direct Financial Assistance.  


At the start of 2008 the agency still had concerns that this different type of finance would not be popular and that there would be some resistance from the clients. However, we now know that this type of financial assistance is proving popular with Salford residents and the agency continues to embrace this new way of financing major repairs.  


In 2008/2010  the value of work completed was £614k of which £355k financed Emergency Heating Grants and Warm Front Top Up Grants which means the value of this funding was maximised by external grants. The remainder funded various types of repairs, for example, new windows, doors, roofs, re-wire, damp and structural problems.  

Priority Points Policy


In 2008 the HIA introduced the new Priority Points Policy in order to manage fair and equal access to the service from among the backlog of clients transferred when the old ‘grants’ service and policy was removed by the Council.


Now, when clients apply for the service, they are assessed against a number of categories including age, health, dependents, and points attributed to one of three categories, red amber or green. 


· Green clients are low priority for the service and are signposted to a wide range of other services. 

· Amber clients are medium priority and are required to wait for up to 12 weeks while high priority cases are dealt with.


· Red cases are seen within 4 weeks of application and most go on to receive the full HIA service.


Core Service Performance


Enquiries received:

		

		2008/2009

		2009/2010



		Number of new enquiries for financial assistance received 

		415

		291





The significant drop in the number of enquiries received for financial assistance in 2008/2009 against 2009/2010 is due to the introduction of the Private Sector Housing Assistance Policy 2006 (Amended 2007) where the emphasis is on loans and not grants. 


General enquiries received and referred on:


		

		2008/2009

		2009/2010



		Number of general enquiries received and referred on (see Appendix for further breakdown)

		143

		157





Jobs completed:

		

		2008/2009

		2009/2010



		Total Number of HIA repairs completed

		187

		108



		

		

		



		Total Number of Navigator clients supported 2008/2010

		

		81





The drop in number of repairs completed in 2009-2010 is significant because this was during the period when Technical Support was inconsistent and demonstrates the importance of maintaining a consistent service in the future.  Also, the delayed effects of work completed as a result of reduced enquiries after implementation of the Private Sector Housing Assistance Policy 2006 (Amended 2007) was still a factor.

Core service delivery is equally accessible across areas of the city and across age ranges;

Breakdown of jobs completed by postcode (no data for 2008/2009)

		

		2008/2009 


(no data)

		2009/2010



		Total Number of HIA repairs completed

		187

		108



		

		

		



		M6

		

		18



		M7

		

		18



		M27

		

		16



		M28

		

		12



		M30

		

		23



		M38

		

		6



		M41

		

		1



		M44

		

		9



		Unknown

		

		5





Breakdown of jobs completed by client age (no data for 2008/2009)


		

		2008/2009


(no data)

		2009/2010



		Total Number of HIA repairs completed

		187

		108



		

		

		



		Up to 49 years of age

		

		20  (19%)



		50 – 60 years of age

		

		13  (12%)



		61 – 75 years of age

		

		41  (38%)



		76 +

		

		30  (27%)



		Unknown

		

		4  (4%)





4. Improvements to Service Delivery


Technical Service


During mid 2009 the HIA worked closely with the Council’s Specialist Housing Services team to improve the Technical Service for the agency.  By September 2009 the HIA reached an agreement that the Specialist Housing Services surveyors would provide theTtechnical Support from their team. This increased level of technical knowledge within the team has improved standards of health and safety as new policy and process has been adopted and has improved service delivery for the customers as a more consistent service is provided.

Navigator Service


The Navigator Service is the HIA’s major service innovation since August 2008. In the past year, the service has developed from initiation stage, through to full delivery of the service across the city.


The criterion for the service is in line with the wider Agency’s, which is specifically for Salford residents over the age of 60 years, who privately own or privately rent their homes.


The key aim of the service is to enable older and vulnerable individuals to maintain independent living. The service often follows on from discharge from hospital or a period of illness and relies on referrals from health professionals. The service helps with essential home repairs and any other form of assistance to enable an individual to return to and remain independent in their own home. The Navigator Service then provides low-level intervention which can vary from one on one support to enable baseline mobility and confidence or to provide them with a connection to engage in social activity. 


The key areas of work are:


· Help with difficulties that may affect someone’s day to day living


· Liaison with professional and other services


· Access to information and various types of services


· To provide support with essential repairs around the home


This is completed by:


· Providing support for a period of up to eight weeks


· Low level or intensive support


· One to one support, and home visits


The service has successfully secured referrals from all its new partners; although professionals working within the Community, Health and Social Care Directorate are the largest referrer.  

The target of 30 referrals for the first year of service has been exceeded.   See Appendix 1, Tables 1 & 2 for the number of referrals received and services signposted to.

In total, the Navigator Service has assisted 81 vulnerable individuals, Appendix 1, Table 3.  The most common referral source is the Integrated Social Work teams Appendix 1, Table 4 which demonstrates the broad use of the service by all Integrated Care locality teams.

Of the 81 vulnerable adults supported, various support has been provided, some clients receiving support in more than one area; this is detailed in Appendix 1, Table 5.

An additional 62 referrals detailed in Appendix 1, Table 6 did not meet the referral criteria, due to the tenure of the property, or the objective of the referral could not be achieved.  The majority of these referrals have still been signposted on by the Navigator to the most appropriate service to provide further assistance.

The Navigator service runs a client support group which started as an idea from service users.  The Navigator service identified several widowed females, who all lived in the same area and were, for one reason or another, socially isolated. The group have met on various occasions; they have met for lunch, a visit was arranged to the Gemini Group, a talk from the Crime & Disorder Partnership and all members enjoyed an early Christmas celebratory lunch at Monton House Hotel, at their own expense of course!. 


Case Study 1

Mrs B is 83 years old; she lives alone after loosing her partner 25 years ago. She manages to remain independent in her own home, with some assistance from the HIA and the Navigator Service.


Mrs B was introduced to the HIA following involvement from Environmental Services, as she had pigeons nesting in her loft space, which were causing a nuisance to her neighbours. She had refused support from neighbours and social services in the past.


In partnership working with the environmental services, the loft space was cleared of rodents and loft insulation, via a grant, was installed to both her and her neighbour.


Additional works carried out at this property involved re-piping of the gas mains, due to a leak, which allowed her to use her fires and cooker again safely,


Involvement with Mrs B has been over a period of 18 months, during which further repair works were required to the property. These include replacement backdoor, due to safety reasons, replacing waste pipe, which was causing dampness inside the property, Plastering of this affected area, and replacement gas fires, as she refused to have central heating installed.


Through the support provided by the Navigator service, Mrs B has been supported to purchase essential items such as an iron, and an electric blanket. Support was also provided to seek medical attention for the stray cats that had taken residence in her back garden. Both cat and kitten had to be removed from the property to receive medical treatment, which was coordinated by the Navigator Service.


Mrs B has also had the digital switch over coordinate by the Navigator Service, to access a free freeview box and installation. Her income was increased as the Navigator Service accessed W4B TV and radio charity, which provided Mrs B with a free TV set, due to her income and health status. Now she does not have to finance a monthly rental for her TV set.


Mrs B also received support with her paperwork, as she was allowing it to mount up, incurring charges for bills that she was not paying. The Navigator service supported her to organise her paperwork so that it was more manageable.


Case Study 2


Mrs Y, 81 years old and recently lost her husband, who was her main carer. Her close family do not live in the immediate area and recently she was admitted to hospital. Following her discharge, she spent some time within Intermediate care services in respite.


The Navigator service first visited her whilst she was in respite, to introduce the service, and explain that they would be working in partnership with Mrs Y’s social worker to support her to return home.


Several services provided intervention to enable Mrs Y to return home safely, and the Navigator service continued to provide weekly intervention.  This supported Mrs Y to attend important medical appointments; assist with matters around the home, which her late husband previously addressed.  This support enabled Mrs Y to walk to her local shop, improving her mobility and confidence which ultimately allowed Mrs Y to remain living independently in the home of her choice.

Salford Heating Installer Partnership

Actually launched in 2007, this initiative is part of a holistic,’ one stop’ approach to help the city’s fuel poor access affordable warmth, as inadequate heating is a key cause of excess winter deaths in the elderly and vulnerable. 


The SHIP utilises an agreement between Salford City Council and fourteen Warm Front heating installers, four manufacturers and one supplier to meet the needs of the most vulnerable Salford residents through a range of schemes designed to ensure adequate heating measures are installed in those households most at risk of suffering from the effects of a cold home.


These schemes consist of:


Emergency Heating Grant Scheme – to install or repair heating for vulnerable households whose health may suffer if they are left living in cold conditions for a prolonged period of time.


Warm Front Top Up Grant Scheme – to fund client contributions for the government’s Warm Front scheme to ensure vulnerable households don’t miss out.


Warm Front Referrals – The SHIP has been utilised by the Energy Savings Trust Greater Manchester AWARM scheme.  All Warm Front referrals from Salford residents being dealt with by AWARM have been passed directly to those SHIP installers who are Warm Front registered installers. 


In 2008/9 SHIP assisted 142 vulnerable Salford residents to keep warm and well in their own home.


· SHIP installers carried out 47 jobs through the Emergency Heating Grant funding to the value of £129,076.18.

· 95 Top Up Grants were awarded to the value £78,209.93 in 2008/9.


In 2009/10 the total number of households assisted through the SHIP was 90.


· SHIP installers carried out 48 jobs through the Emergency Heating Grant funding to the value of £122,771.48. 


· 42 Top Up Grants were awarded to the value £26,963.22 in 2009/10. 


This decline in numbers in Top Up Grants reflects the positive changes to the Warm Front Grant allowance, whereby the maximum allowance increased from £2,700 to £3,500.


The SHIP model was acknowledged as best practice with five other local authorities’ Home Improvement Agencies piloting the SHIP model for Warm Front referrals and it was promoted by Foundations, the government appointed national body responsible for HIA and Handypersons services.

In 2009 the HIA worked in partnership with Salix Homes to address urgent heating repairs to residents in the Housing Market Renewal area through the SHIP.


Case Study 


Mr and Mrs H contacted the Home Improvement Agency in May 2009. They reported that they had no heating or hot water for ten days. During this time they had called a plumber out who had stated there was a fault with a part but they were unable to afford the cost of replacing the part.


Mr and Mrs H were aged 75 and 74 respectively and they both suffered from a number of health problems including arthritis, tinnitus and hearing problems. Mr H also suffered from an industrial injury to his shoulder and hands.


When the caseworker visited it became apparent that Mr and Mrs H had a low income made up only of their State Retirement Pension, Industrial Injuries Benefit and a small Occupational Pension. While their income was relatively low they did not qualify for any of the benefits which would allow them to qualify for Warm Front. 


By utilising the Salford Heating Installer Partnership the Home Improvement Agency enabled Mr and Mrs H to fix their heating system with an Emergency Heating Grant ensuring that this vulnerable couple remained safe, warm and well in their own home.


In addition the caseworker also identified the need for referrals to the Falls Service, Sensory Services and to Helping Hands (handypersons service) for a Home Fire Safety Check and Property Maintenance Check.


This resulted in Mr and Mrs H receiving smoke alarms to their property through Helping Hands and an assessment for equipment and adaptations to assist Mr and Mrs H to remain living independently in their own home.


5. Partnerships


Advisory Group


Since 2008 the Advisory Group has been refreshed and now meets regularly with representation from commissioners, professionals and service users.


The Advisory Group’s role is to advise and support the HIA & Navigator Service in meeting their aims and objectives to enable delivery of an efficient and effective comprehensive service that meets the client’s needs.


The Advisory Group has a new Terms of Reference and membership is drawn from organisations who are involved in provision of services to the local community with appropriate/relevant skills or interests.  This membership offers a broad range of expertise in order to provide the best direction and support for the HIA on performance, processes, new initiatives and continued development of the service.

SML Homes Ltd

With the introduction of the Private Sector Housing Assistance Policy 2006 (Amended 2007), which came into effect in the Home Improvement Agency in 2008, SML Homes Ltd became the preferred partner to deliver the financial aspects of the new range of products that were available by Service Level Agreement.

Since the inception of this type of financial assistance the Home Improvement Agency in partnership with SML Homes Ltd has secured loans to a value of £400K. The following graph shows the proportion of the different types of loan granted for 2008 - 2010.


[image: image2]

Case Study 1

Mr W contacted the Home Improvement Agency in 2003 when grants were available.  Unfortunately funds were not available to progress his application and he was placed on the ‘grants’ waiting list. By 2008 his property had deteriorated and was affecting his health and wellbeing.

The Home Improvement Agency Project Officer visited Mr W in 2008 and ascertained that the required work to his property included a new roof, new windows and new bathing facilities. The new financial assistance - Repayment Loans, Property Appreciation or Direct Financial Assistance – were discussed with Mr W and he decided that this was the best option for him. 


A Property Appreciation Loan was arranged in partnership with SML Homes Ltd.   The repair works were completed and Mr W is now able to continue living in the home and community of his choice in greater comfort and security.

Case Study 2

Mrs H was introduced to the Home Improvement Agency via a relative who had recently got back in touch with her after many years.  The relative was deeply concerned that she did not have any heating to her property and that the property had gone into serious state of disrepair.  A visit was arranged to the property to look at the heating required and a number of other repair issues came to light.  Mrs H owned her property but had not carried out any maintenance or repairs to it for a number of years due to her ill health.  

A Property Appreciation Loan was arranged and approved and Mrs H’s property had central heating installed, a full re-roof and an upgraded kitchen.   Once this work had been completed Mrs H was able to purchase new soft furnishings for the property and she became the proud owner of a property that she looked forward to living in.   


Salford Handypersons Service – Helping Hands


Salford’s Handypersons Service, managed by Helping Hands, has been running in partnership with the HIA since 2005. The Handypersons service is commissioned by the Urban Renewal department, the same department which manages the HIA. this enables the two services to integrate their objectives, and their day-to-day practical working relationship is strengthened by a common Private Sector Housing Strategy.

The HIA and Handypersons services are not co-located so have developed a co-referral system by which minor and major adaptations are clearly defined and can be referred between the two agencies.

The Handypersons contract is up for re-tender in 2010-2011 and the HIA has again been stipulated as the key partner agency with which any new organisation would need to align.


Housing Choice Service

The Housing Choice (Move-On) Service is an important partner of the Home Improvement Agency. Clients requiring large scale works are referred to Housing Choice to help clients assess whether ‘staying put’ is the right choice for them which rests largely on their ability to cope both financially and practically.

The HIA and Housing Choice work very closely to ensure the best possible advice is given to the clients enabling them to make the right choice about where they choose to live. If they choose to move, Housing Choice assists with every aspect, from buying and selling homes, to arranging utilities and new GPs at the new address. This includes practical and, where appropriate, financial assistance with house removals.

In 2009 the HIA referred 15 clients to the Housing Choice service and received 2 referrals from Housing Choice.

The HIA and Housing Choice service will be building on this work for the future and it is anticipated that a Housing Choice assessment will be made in all cases regarding major repairs to ensure that the clients ability to maintain the home longer-term is assessed before resources are expended determining repairs or improvements. This review may lead to a much closer working relationship and possible merger of the two services to ensure a fully streamlined process.

Case Study


In December 2008 the Navigator Service received a referral from a Social Worker at Salford Royal Hospital for Mr A who had suffered a stroke the previous year and had recently been admitted to hospital for the second time.  The Social Worker felt that his living conditions were contributing to his continuing poor health.


Mr A was 86 years of age and due to the strokes had poor mobility, difficulty speaking and was partially sighted.    He lived alone in a 1919-1945 semi detached property that required all the windows and doors replacing due to the state of disrepair, there was no heating which meant the gentleman was very vulnerable and at risk.

In January 2009 Mr A was discharged from hospital to respite care, however, he did not want to stay and insisted on going back home.  At this time the Social Worker had discussed moving to sheltered accommodation but Mr A had declined, also declining assistance from the HIA.


In July 2009 the Social Worker got in touch with the HIA again and the case file was re opened.   A meeting was arranged for SML Homes Ltd to visit to assess Mr A’s income and expenditure to advise on the most appropriate type of financial assistance.  In the meantime various help was arranged by the Navigator for a “liquid level indicator”, “bills to be sent in large print” and information on cleaning services.  

However, during the process it became more evident that Mr A was finding it extremely hard to maintain his independent living and in July 2010 at Mr A’s request a referral was made to Housing Choice.  

A joint visit was arranged between the Navigator and Housing Choice to visit Mr A to discuss options, resulting in a visit to view a Sheltered Housing Scheme.  The outcome is that Mr A is now living comfortably in a Sheltered Scheme which has improved his quality of life.

Affordable Warmth Team 

The Agency works with the Council’s Affordable Warmth Team and is a key delivery agent and partner in the team’s aim to eradicate fuel poverty. 

In the period 2008-2010 the Agency and the team have commissioned the Greater Manchester-wide AWARM scheme to manage referrals from the wider Affordable Warmth Referral Network of partners who are trained to identify cold and damp homes (nurses, GPs, Environmental Health Officers, neighbourhood workers etc). The Agency refers to AWARM for cases requiring heating and insulation and AWARM liaises with the client to ensure all the HIA basic requirements, e.g. benefits maximisation and referral to Warm Front, are met. AWARM also refers requests for major adaptations to the HIA.

Another successful product of the partnership between the HIA and the Council’s Affordable Warmth Team, the Salford Heating Installer Partnership (SHIP) has gone from strength to strength since its official launch in November 2007.


6. Quality


Customer Service Standards for 2009/2010 

In 2008-09 the HIA developed Customer Service Standards to monitor service delivery around response times from initial contact through to completion of any work to the customer’s property.  

A full monitoring report has been produced for 2009-10 which is another tool with which to improve service delivery and quality of the service.


Examples of some of the standards for 2009/2010 are highlighted below:-


		Service Standard & Target

		Outcome

		Comments



		From initial enquiry we will aim to visit you within 12 weeks

		95% achieved

		Targets improved with Priority Points Policy



		Provide written confirmation of outcome of initial visit with 7 working days

		Yes 94%

No 2%


No response 4%

		



		For works over £1k will aim for completion within 48 weeks

		46% achieved

		Introduction of loan products affected this target on larger scale jobs





Customer Complaints

Salford City Council has a Corporate Complaints, Compliments and Comments policy which all customers of the HIA service are advised of on the initial visit. 

In 2008-9 the Agency received 2 complaints

In 2009-10 the Agency received 3 complaints

The main service improvement as a result of the complaints was that complaints were received at this time regarding the withdrawal of grants and waiting times which led the Agency to secure the funding for the Caseworker to address the ‘grants’ waiting list, which has now been reduced completely.

Customer Satisfaction

The service provides a customer satisfaction form to all clients. Of 100% forms sent out we received;

In 2008-09 39% back from customers


In 2009-10 31% back from customers


Returns are low, so 2011-12 will see the introduction of a new process to work more closely with clients to complete the forms as customer feedback is a very important element of the service.


Of the forms received;

In 2008-09 78% were happy with the service they received

In 2009-10 88% were happy with the service they received

Comments from Customers and Stakeholders


Customers comments have been very positive during the last two years, a sample is provided here;

“No improvements required, everything was spot on” – Customer

“I don’t know what I would have done without your help and support” - Customer

“Why didn’t I know of this service sooner, you have been a great help” - Customer

“I wish I could show my gratification more, than just providing such comments” - Customer

“You helped me through a really difficult part of my life, thank you” - Customer

Thank you for all your support” – Customer

“You have been very helpful, Thank you” – Customer


“A lot of people maybe unaware of the Agency and what it does.  Better information wider publicity” – Customer


“I very much appreciate the help, advice, assistance, time and support you and the team have provided to help my aunty have effective heating this winter.  Being able to actually use the downstairs shower room will help to keep her safe, independent and comfortable, which I know is your key aim for older people” – Customer


“Thank you to you all for all the help when I had no hot water.  My home is nice and warm and cannot get over having all the hot water” - Customer

Stakeholders’ comments have overall been very positive, as follows;

“Many thanks for this information and your help. It is really good to know that you are there to help with locating suitable services. No doubt I will be in touch in the future” – Speech and Language Therapist


“I just completed a couple of reviews and they have both given a very positive feedback about your involvement with them. They have gained a lot of confidence as a result of your work with them. I just wanted to say thank you for helping to maintain these service users independence in the community” – Hospital Social Worker

“I have been advised that the Navigator Service will need to stick to its original criteria as the service has become very popular – this does not surprise me - your service has been invaluable in supporting our clients. I know from referrals we have made to you have freed up valuable day care places by finding community alternatives to prevent social isolation” – Senior Practitioner, Integrated Team manager, Social Services.

“I wanted to thank you for spending time with me earlier this week and helping me understand the history to HIA, what the team does and the importance of each role.


The visits were great and I was really impressed with how the Navigator dealt with customers, professional and caring but firm. I felt we left both customers with hope and knowing that they weren’t on their own which is very important” – Senior Manager, Independent Living Services, Salford City Council, following a ‘shadowing day’ with the Navigator Service 


“Brilliant. What a service” – Community Occupational Therapist


“Thank you very much, your involvement and support in this case was a great help” – Senior Practitioner Social Worker

Safeguarding

The service has raised two safeguarding issues which have been discussed or investigated by the Sustainable Regeneration Safeguarding Officer. In both cases these matters were transferred to Community Health and Social Care for full investigation.


Health and Safety

The service has reviewed lone working procedure in 2009/10 and as a result all staff have received refresher training on the Corporate Lone Working Policy and procedures. 


Equality and Diversity

The Council has recently introduced a new Community Impact Assessment process which has not yet been completed by the Agency, however an annual Service Equality Needs Assessment is completed to ensure the Agency is offering a fair service to all its customers. The Agency will carry out consultation sessions and collect evidence of equality, diversity and cohesion work which has been carried out that demonstrates good practice.


Client Outcomes

In 2008-2009 ;

87% service users remained living independently in their own home


1% died

12% outcome not known


In 2009-2010;

90% service users remained living independently in their own home


3% moved to alternative independent housing with or without long term support


7% outcome not known


7. Strengths, Weaknesses, Opportunities and Threats

The following is an analysis of the strengths, weaknesses, opportunities and threats facing the Home Improvement Agency currently and over the next two years, which will be addressed by a two year business plan for the service. 

Strengths


Skilled and committed staff with recognised experience working in this sector 


As a Council team, the HIA is able to draw upon support and experience from the Council, with robust links to the Head of Urban Renewal, with responsibility for overseeing the capital budget and the resources of the Sustainable Regeneration Directorate.

The Private Sector Housing Strategy 2010-2015 clearly confirms Home Improvement Agency and its services as a priority for the Council.

Weaknesses


Pilot of the Technical Officer support from the Major Adaptations Team was successful, but remains a weakness that the service does not have full access or management responsibility for the surveyor.

Only one agency is commissioned in the authority and re-tendering for the single service is therefore critical


Opportunities


Initial contacts made with the PCT and Community Health and Social Care – opportunity to promote and market the service to the new contacts and leaders of those organisations

The Private Sector Housing Strategy 2010-2015 clearly states there will be a review of the Private Sector Housing Assistance Policy scheduled for 2011 which will “build on the work of our in-house Home Improvement Agency by continued funding to help the most vulnerable residents” 


Navigator service is still developing and the chance to review how the service is established in the priorities of other agencies is important


Threats


The Supporting People contract possibly terminates in September 2011. The Comprehensive Spending Review 2010 reduced the SP budget by 10%, plus, at time of writing it is now known that overall Council expenditure will be reduced by 7.1% for four years, which may impact on both the HIA revenue and capital budget

Any strategic change of direction or restructuring at Senior Management level influencing support for the agency


Recession, reduced pensions etc will all contribute to an increased need for capital support for major projects, which will impact on the capital budget of the agency.


The potential exists for the Council to lose the HIA contract to a different organisation 


8.
Business Plan

It is essential to identify resources, address known weaknesses and gaps and protect against the threats identified in the SWOT analysis for the agency. The following risk analysis addresses these and sets the targets for the agency for the next two years.

A five-year Business Plan is set out in the Private Sector Housing Strategy 2010-2015.

In addition the Navigator service offers specific opportunities for development which are outlined below.


Resources


The following business plan and risk mitigation will be delivered from the existing resources of the HIA and will continue to include the reduced staff resource of an on-site Technical Officer, substituted by resource from the Council’s Major Adaptations Team, in order to make most efficient use of partners and resources. This will allow an efficiency saving to be offered to the Supporting People contract if required.

Capital resources are highlighted as a particular issue. It is important that commissioners of the service are made aware of the increasing demand for the capital resource and continue to fund the capital needs of very vulnerable home-owners to the same level as at present.

Risk Log


This Risk Analysis addresses the weaknesses and threats identified from the SWOT analysis. Risks are given a score of 1-4 for impact on the service and likelihood of the risk happening, when multiplied, scores between 1 and 4 are considered low risk, scores between 5 and 9 are considered medium risk and must put the actions in place to reduce the risk, scores between 10 and 16 are considered high risk and must be addressed immediately.


		Category of Risk

		Description of Risk
(There is a risk that…)

		Impact
 

		Likeli-
hood

		Risk rating

		Action to address (mitigation)



		People

		The pilot of the Technical Officer support from the Major Adaptations Team was successful, but it remains a weakness that the service does not have full access or management responsibility for the surveyor.

		4

		2

		8

		Manager of the agency to continue to build relationships with surveyor manager and to build knowledge of surveyor re HIA practice.



		Financial

		The agency will lose capital or revenue funding for its services. The Supporting People contract terminates in September 2011. The Comprehensive Spending Review 2010 reduced the SP budget by 10%, plus overall Council expenditure will be reduced by 7.1% for four years, which may impact on the HIA budget

		4

		3

		12

		Commissioners to be  made aware of significance of the HIA to underpinning the ‘maintaining independence’ agenda – strategic managers to approach leaders of key partners immediately, Adult Social Care, PCT etc to raise awareness of the pivotal role of the service.



		Political

		Any strategic change of direction or restructuring at Senior Management level will influence support for the agency

		3

		1

		3

		Manager to maintain and build on current contacts within Sustainable Regeneration



		Financial

		Recession, reduced pensions etc will all contribute to an increased need for capital support for major projects, which will impact on the capital budget of the agency.

		3

		2

		6

		Manager to ensure review of the Private Sector Housing Assistance Policy and Priority Points Policy considers increased need and ensures the fairest and widest access to the limited resources.



		Contractual

		The potential exists for the Council to lose the HIA contract to a different organisation.

Only one agency is commissioned in the authority and re-tendering for the single service is therefore critical

		4

		3

		12

		All managers to address quality improvements immediately, to make resources available for Quality Mark Assessment and to re-tender.
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Appendices 1:

Navigator Service


Table 1:   Breakdown of general enquiries received – manual

		Enquiry received from

		2008/9

		2009/10



		Self Referral - Telephone

		102

		143



		Self Referral – Email

		9

		2



		Self Referral – Event

		1

		-



		Self Referral – Drop in at civic centre

		2

		4



		Self Referral - Letter

		

		1



		Contact via website

		7

		-



		Salford Direct Call Centre

		2

		-



		Affordable Warmth Team

		13

		1



		SHIP Installer

		1

		1



		Age Concern

		1

		1



		Helping Hands

		1

		-



		Seedley and Langworthy Trust

		1

		-



		Other Salford City Council Team

		1

		2



		Contractor

		1

		1



		Citizens Advice Bureau

		

		1



		Energy Saving Trust Advice Centre

		

		1



		Total

		143

		157





Appendices 1:


Table 2:   Breakdown of general enquiries signposted/referred on - manual


		Enquiry signposted/referred on

		2008/09

		2009/10



		Affordable Warmth Team

		25

		6



		Warm Front

		16

		12



		SHIP Installer

		8

		7



		Energy Saving Trust Advice Centre

		1

		1



		AWARM

		-

		22



		General HIA info given/directed to HIA website/Passed to HIA caseworker for more info

		37

		30



		Housing Choice

		3

		2



		Helping Hands

		20

		14



		Occupational Therapy

		7

		9



		Salix/New Prospect/Housing Association

		5

		13



		Environmental Services

		2

		1



		Gave out contractor details

		5

		13



		Housing Market Support

		4

		1



		Council Tax

		1

		-



		Info regarding previous grant

		1

		-



		DWP/Social Fund

		1

		2



		Highways

		1

		1



		Community, Health and Social Care

		1

		1



		Other Salford City Council Team

		4

		18



		Signposted to other Local Authority

		1

		



		Age Concern 

		-

		1



		Housing Crime Reduction

		-

		2



		Utility Company

		-

		1



		Total

		143

		157





Appendices 1:


Table 3:   Referrals received from professionals for clients who have received extensive support in the community to remain independent at home:

		Referral Source

		Number of Referrals received from  August   2008/2010






		Psychologists PCT

		1



		Environmental Services

		2



		Community Social Work Team – Integrated Care Teams  (see table below) **

		35



		Welfare Rights

		1



		Hospital Social Work Teams

		13



		Community Occupational Therapist

		1



		Hospital Occupational Therapist

		2



		Rapid Response

		4



		Councillor

		1



		Physical Disability Team

		1



		CHAPs – Community Health Trainers

		1



		Active Case Manager PCT

		1



		Hospital discharge Team

		3



		Community Physiotherapist

		1



		AWARM

		1



		Helping Hands

		2



		Family

		2



		Self

		7



		HIA

		1



		Physiotherapist Hope           

		1



		TOTAL

		81





Appendices 1:


Table 4:
     Breakdown of the referrals received from individual Integrated Care Teams **

		Team




		Referrals received  2008/2010



		Broughton ICT

		2



		Claremont ICT

		5



		Eccles ICT

		22



		Little Hulton ICT

		0



		Irlam & Cadishead ICT

		0



		Ordsall & Langworthy ICT

		3



		Swinton ICT

		1



		Walkden ICT

		2



		TOTAL

		35





Table 5:
Of the 81 clients worked with, an example of areas of work, where the Navigator Service has provided support:


(please note a customer may receive more than one type of support)


		Areas of work

		Number of customers who have received this support   2008/2010



		Home Repair

		16



		Emergency Heating Assistance/installation

		16



		Engagement with Navigator Social group

		7



		Community Engagement with various groups

		15



		Help with digital switchover

		2



		Provided TV from Charity

		1



		Support with outdoor mobility, regain confidence-support with rehab programme

		13



		Support to medical appointments

		5



		Access to aids and adaptations

		8



		Increased income

		5



		Made home safe 

		12



		Helped to purchase essential products

		7



		TOTAL

		107
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Table 6:

Referrals received which did not meet the criteria of the Navigator Service; this could be due to tenure of property  
 or the objective of the service -  


		Referral Source

		Number of Referrals received    2008/2010



		Integrated Social Work Teams

		20



		Intermediate Care Social Worker

		1



		Physical Disability

		3



		Hospital Social Work Team

		11



		Child Protection Unit

		1



		Sensory Disability Team

		1



		Speech and Language Therapist

		1



		Health & Social Care Review Team 

		1



		Community Occupational therapist

		3



		Intermediate Care Rehab Social Worker

		3



		Environmental Service

		1



		Falls Health Support Worker

		1



		Rapid Response

		4



		Dietician

		1



		Hospital Occupational Therapist

		2



		Supported Discharge

		2



		Self

		4



		Community Mental Health Team

		1



		Prestwich Hospital

		1



		TOTAL

		62





Of the 62 referrals received which did not meet the Navigator Service, but information was provided or the referral was signposted to another service:

		Referrals to other services




		Number of referrals made  2008/2010



		Helping Hands

		10



		HIA

		4



		Affordable Warmth

		1



		WFG

		3



		Social Services

		7



		Age Concern

		2



		Welfare Rights

		1



		GP

		1



		Housing Choice

		7



		TOTAL

		35





Spend Breakdown 2008-2010







35%







15%







21%







29%







equity







appreciation loan







repayment loan







Direct Financial







Assistance with a







Charge







Direct Financial







Assistance







without a Charge











� The criterion for the service is in line with the HIA, which is specific for Salford residents over the age of 60 years, who privately own or privately rent their homes for a time limited period
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Executive Summary



Salford’s Housing Choice Service produces a Bi-Annual Report of performance as a requirement of the Supporting People Quality Assessment Framework. As well as outlining the content of such a report, the Quality Assessment Framework stipulates that the “governing body or proprietors [Salford City Council Sustainable Regeneration Directorate] receive regular reports containing qualitative and/or quantitative information regarding service quality”.



The Housing Choice report is also presented to the Advisory Group, a group of professional partners and clients of the service and has therefore been developed to be read by a wide audience with a diverse range of interest in the service’s progress and performance.



This is the bi-annual report of the Housing Choice service 2008-2010. 



Over the last two years the service has moved from working under the terms of the Link-Age (DWP) pilot[footnoteRef:1], and commenced on the next three year contract to support people over age 50, funded by the PCT’s Transforming Social Care Grant which ends in March 2011.  [1:  LinkAge Plus in Salford seeks to address some of the aspirations of both people growing older in Salford and service providers.  It involves services beyond health and social care, and is about how mainstream services contribute to the well-being of people growing older.  Many of these services are already available, but not necessarily organised or delivered in a way that is of maximum benefit to older people.
] 




During this time the service was also successful in securing funding from Supporting People for 3 years which has enabled the service to diversify to work with a wider range of vulnerable people including those under 50 years, this is by service level agreement and runs to March 2013.



During the 2-year DWP funded pilot phase the service consistently beat its targets, and as a contracted mainstreamed service Housing Choice has continued to surpass targets, proving demand from both customers and key organisations including Salix Homes who use the Housing Choice to manage their ‘Downsizing’ service, Community Health and Social Care and the PCT. 



In 2008-9 the service achieved 255 referrals, and in 2009-10 361 referrals. 



In total, including the pilot phase plus current activity the service has received 949 referrals and by March this year over 339 of these customers had been given assistance to move into more sustainable housing of their choice. The remainder have been signposted on to other services or remain with the service awaiting suitable properties to become available.



Staffing has been stable during this time, complaints are low in number and have been used to improve service delivery; customer satisfaction runs at 75%, lack of  higher figure is a result of the lack of suitable housing for some of the service’s client group in the city and not a factor of service. This is a further demonstration of the need for the service.



During 2008-2010 the service won extra funding from Supporting People to provide financial assistance where appropriate for house removals this has been a very positive step for customers struggling to fund their move.



The core contract with the PCT only runs to March 2011 and further funding has been sought from Community Health and Social Care to fund the continuation of the core service. This will be a concerning time for the service, and important that it can demonstrate its worth to current and possible future funders.



1. Introduction



The right type of housing can dramatically improve the quality of life of older and vulnerable people.



The aim of the Housing Choice service is to furnish its customers with independent information and advice on what housing options may be available to them. 



The Housing Choice team provide an advocacy and support service to their customers providing support and guidance when required and also liaising with other partners on their behalf such as;



· Registering with Salford Home Search and on the ‘Saffron’ system;

· Bidding on customers behalf under Choice Based Lettings;

· Assisting with completion of Housing Association application forms;

· Escorting to viewings;

· Organising practical assistance around moves;

· Applying for benefits e.g. housing benefit, benefit payable on two homes, council tax rebates etc;

· Advocating on customers behalf during disputes with housing providers, utility companies and benefits agencies.



The benefits of the service to the customer include;

· Increasing independence – suitable accommodation close to suitable amenities is important for very vulnerable people

· Reducing the likelihood of trips and falls and hospital admissions.

· Maximising incomes – homes that are more suited to the number of occupants living in the property are financially more viable and reduce the risk of fuel poverty. 

· Removing worry – of carrying out or financing essential repairs, and any general housekeeping, decorating and gardening concerns. 

· Providing support – many older and vulnerable people do not move because they are unable to cope with the practicalities involved in organising and coordinating a move. 



The strategic benefits of the service include;



· Addressing under-occupancy – older people are more likely to under-occupy a home which causes financial distress

· Addressing empty properties – older and vulnerable people often make temporary  moves out of their home to deal with illness and are unable to move back home because the house is unsuitable

· Managing the housing market/affordability - The moves release much needed family sized accommodation back into the general housing stock.





2. Review of staff and their roles



The team consists of three full time members of staff, two under contract to PCT via the Transforming Social Care Grant which ceases in March 2011 and one through Supporting People contract which ceases March 2013. 



Manager



The manager of the service is Principal Officer Kim Pierce who has over 20 years experience working with older and vulnerable people in a wide range of housing settings including residential, day care and for the Home Improvement Agency.



Project Officers



The 2 project officers Abby McEwan and Rhys Wynne both have backgrounds in welfare rights and have been working with older and vulnerable clients for many years. Abby has a customer service background and Rhys worked as an advisor for Age Concern for a number of years.



The team itself sits within the Commissioning and Projects Team of the Housing Futures Division of the Sustainable Regeneration Directorate of Salford City Council. 



Staffing during the period 2008-2010 has been stable.



Awards



June 2009 the manager Kim was shortlisted for one of the first Salford City Council Sparkle awards in the category ‘Embodying the Values, People at its Heart’.



August 2009 The Housing Choice service was also a finalist in the UKHA Awards category ‘Meeting Housing Needs and Aspirations in a Changing Market’.





3. Performance



Referrals into the service



Referrals to the service are accepted from both professionals and members of the public and at the present time the service is aiming to visit clients within 4/6 weeks of receiving the referral; however this timescale could change if demand for the service continues to rise. Housing Choice will however visit clients who have an urgent housing need without them having to wait. 



In 2008-9 the service received 255 referrals

In 2009-10 the service received 361 referrals



A table showing breakdown of referrals received can be seen at Table 1 in Appendix 1.



Referral statistics (see graphs Appendix 1) highlight a consistency in the number of referrals received into the service and they also show that there has been a steady increase in the number of referrals from members of the public and professionals who value the service. 



Marketing and Promotion



The service publishes a customer-friendly leaflet with 4 accompanying fact sheets, which continue to be widely distributed across the city in most venues that are accessed by the general public. 



During 2008-10 advertising space was purchased from Hope Hospital to display an advert for the service on 13 display boards throughout the hospital. 



The service also advertised on several occasions in the Salford Advertiser and in Salford Carers, Age Concern and Broughton Newsletters. There is also a website on Salford intranet accessible by Council professionals and another on the internet for external agencies and residents.

	

The service has been advertised by Salford Home Search as a tool for older and vulnerable people who need support to use the Choice Based Lettings system.



Specialist Housing Services also include a Housing Choice leaflet in all correspondence with their clients at the point at which the need for an adaptation has been identified, inviting them to seek advice and guidance from the service. This is because moving home could be the better outcome for them and a more speedy solution.



The service also ensures a presence at all the events held by Salford City Council throughout the year to give advice and guidance to the public on all the individual housing options they may have available to them.



The service also carried out presentations to many of the other professionals who may be involved with older and vulnerable people across the city to highlight to them how the Housing Choice service can assist their clients and to inform them of the way referrals into the service are processed.



Referrals to the service are stable and a consistently high proportion are self-referrals from the correct demographic for the service which confirms that the marketing and promotion plan has been successful.





4. Improvements to Service Delivery



Supporting People ‘Move-On’ Funding



Following a successful bid to Supporting People from their innovation fund a small amount of money has been made available to the service for ‘move-on financial assistance. This funding is made available to clients, under strict criteria, who are unable to finance their move. 



The service then coordinates the move providing a packing/unpacking service when required and assistance with all the practicalities involved with a move. 



This service utilises a partnership with Helping Hands, the handypersons service, that has been set up to facilitate these moves and Helping Hands also provide a free property safety check and will carry out any additional extra work at the new property.



Registered Social Landlords



A pilot has commenced with Salix Homes to assist them to move older and vulnerable people identified as under-occupying a property. This has been successful so far and is generating income for the service, as a cost-per-move rate has been agreed with Salix Homes. Housing Choice also works closely with Salix to support the move of older and vulnerable people affected by regeneration activity.





5. Partnerships and Stakeholders



The Housing Choice service has built up some very strong relationships over the past 2 years with many other internal and external agencies which share strategic aims including:



· All Salix and City West Housing Offices

· RSL’s  who are partners of Salford City Council

· Salford City Council Social Work and District Nursing Teams 

· Home Improvement Agency /Affordable Warmth / Handypersons service

· Occupational Therapists

· The Choice Based Lettings team at Salford Home Search

· Care on Call and sheltered accommodation services

·  Housing Market Renewal and Enforcement teams, including Burglary and Crime Reduction Teams



Over the last two years, on behalf of the Sustainable Regeneration Directorate the service has strengthened links with the main stakeholders of the service, who are the Primary Care Trust and Community Health & Social Care Directorate, in particular the service has achieved the support of the Older People’s Development Board and Age Concern. 



Approaches to these partners have been very successful and a wide range of partners use the service. 



Choice Based Lettings.



The Housing Choice team are able to register people on Saffron when they are looking to move into Salix or City West properties. This permission also allows Housing Choice to bid on properties on behalf of their clients on the new Choice Based Lettings system Salford Home Search.



The permissions given for the search and bid service are proving to be an invaluable tool for the older and vulnerable clients many of whom would find this new searching and bidding system very confusing and almost impossible to access independently due to frailty, disability and lack of familiarity with the technology.



Adaptations and Disabled Facility Grants.



After assessing their individual circumstances it is sometimes identified that a client who believes that moving home would be best for them would actually benefit from remaining in their own home, but with the addition of aids and adaptations or some other intervention installed to enhance their independence.



It is standard practice for the Housing Choice service to refer clients to the community Occupational Therapist and Salford Specialist Housing service or the City Wide Handyperson service when a need for aids and adaptation or a disabled adaptations grant has been identified.



Energy Efficiency / Affordable Warmth



Certain households are more likely to be at risk of fuel poverty due to their income and health; they are also likely to be living in inappropriate housing and fuel poverty often interacts with the issue of under-occupancy.



The service works closely with the Affordable Warmth team and have received training which has enabled them to identify where there is a need and make direct electronic referrals to the Greater Manchester ‘AWARM’ scheme.  





6. Quality



Customer Satisfaction 



The service consistently receives over 75% positive responses from customers with 56% describing themselves as very satisfied. 



Customer comments for the period include;

· Arrived on time and a very pleasant lady to meet went through all the options with me

· Everything was spot on

· Kim & Abby helped me in every way during my move and I was grateful for assistance they gave, and still help me when I have a problem. Nothing too much trouble for them 10/10

· An extremely valuable and much needed service, cannot fault it

· Very satisfied nothing was too much trouble to explain Thanks

· Very good. Thank you for helping me

· I would have had to wait for council accommodation

· Housing Choice is the best service for people who are on their own and are turned 60



Customer satisfaction feedback highlights some dissatisfaction with the service, but this is due to lack of appropriate housing within the allocations system and not due to poor performance by the Housing Choice Service. A breakdown of customer satisfaction can be seen in Appendix 2



Customer Complaints



The service received no customer complaints during this reporting period.





Equality and Diversity - Community Impact assessment



The service will undertake a full community impact assessment during 2010-11 to ensure it is offering a fair service to all its customers. It will carry out consultation sessions and collect evidence of equality, diversity and cohesion work which has been carried out that demonstrates good practice.



Customer service standards



In 2008-09 the Housing Choice Service developed Customer Service Standards to monitor service delivery around response times from initial contact through to completion of support.  



Key Customer Service Standard for Housing Choice for 2009/2010 is provided below:-



		Service Standard & Target

		Outcome



		From initial enquiry we will aim to visit you within 6 weeks 

		

100% achieved







Safeguarding



The service has neither identified nor received any safeguarding issues; however they have assisted partner agencies in responding to partner’s safeguarding concerns.



Health and safety



The service has reviewed lone working procedure in 2009/10 and as a result all staff have received refresher training on the Corporate Lone Working Policy and procedures. 



Client Outcomes



One of the main aims of the service is to give assistance to households who need to move into more sustainable housing better suited to their needs. Moving home is therefore a key outcome of the service.



In 2008-9 the service assisted 87 household to move.

In 2009-10 the service assisted 121 households to move.



The total number of assisted moves provided to end of 2010 since inception of the service is 339. Most of these households have downsized into smaller properties.





Case Study 1



Mr & Mrs G a couple in their 50s living in a one bedroom first floor NPHL flat in Salford. Mr G has mental health problems and poor mobility resulting in several falls.



They were sharing all the living space available - lounge, kitchen, bathroom and one bedroom, this was becoming unbearable for Mrs. G who is her husband’s main carer and felt she was getting no respite from her husband at all. A request was made to the Housing Choice service to help in finding a slightly larger property that would offer them an individual sleeping area. The couple had been on Salix Homes transfer list for some time but were not getting any offers. The Housing Choice service intervened on their behalf and also assisted them with application forms for local Housing Associations. 



The couple were offered a suitable 2 bed ground floor accommodation from Salix but this offer was withdrawn due to the arrears on their account. The Housing Choice service held consultations with the clients and Salix and a plan was worked out to enable the arrears to be paid and the couple to move into the suitable property.



This move indirectly enabled Mrs G to carry on caring for her husband as she would be getting the break she so desperately needs at night by sleeping in a separate bedroom allowing her to be more tolerant of her husbands condition during the daytime and also her husband is at risk of fewer falls with the property being situated on the ground floor.



Case Study 2



A referral was made to the Housing Choice service from the enforcement team of Salford City Council who had made their first ever prohibition order to an RSL in a regeneration area.



The Housing Choice service assisted the tenant of this property to find suitable alternative housing, gave assistance with his move, also to apply for unclaimed benefits, and to access the disturbance payment and relocation grant he was entitled to.





Case Study 3



A referral came into the Housing Choice service from a Social Worker working with a woman who had moved temporarily into a sheltered scheme following an acute episode of mental illness. This temporary move has lasted 2 years. The lady has now recovered enough to move back to her home, as was always her wish.



The property needed some essential repairs which the Home Improvement Agency is assisting her with and the Housing Choice Service assisted with all the practicalities involved in moving home. This intervention brings an empty property back into use, and also frees up a unit of sheltered accommodation.



Case Study 4



A referral was received from one of Salford’s RSL’s who were having to close a sheltered housing scheme in Salford. The Housing Choice service assisted 20 of these residents to seek and secure alternative housing of their choice and gave various levels of assistance to these residents with their moves and relocation packages.





7. SWOT Analysis



Strengths

· Skilled and committed staff with years of experience working in this sector 

· Service sits within Housing Futures division of the Sustainable Regeneration Directorate of salford City Council and is able to draw upon support and experience within the wider team and directorate.

· Commissioning and Projects Team also encompasses the Salford Home Improvement Agency, Affordable Warmth Team and manages the Citywide Handyperson contract providing excellent links between these services. 

· Strategic support of Senior Management of the Local Authority and the Primary Care Trust.

· Have been able to overcome any obstacle or barrier in the Pilot Period to meet Link Age requirements four times over 

· Only agency providing this service in the City – possibly in Greater Manchester



Weaknesses

· Reliance upon time limited funding

· Limited resources

· High demand amongst clients for 2 bed properties, particularly bungalows, that service unable to meet due to limited supply and the Social Housing lettings criteria that would perceive a couple as under occupying unless there was medical need.

· High demand amongst clients for/ but low availability of property that allows pets.



Opportunities

· Explore working with Community, Health and Social Care 

· Working closely with Salix, City West and other RSL’s to assist any tenants who are under occupying to move into more sustainable accommodation better suited to their needs. This would make available to the general housing stock more much needed and high demand larger family sized accommodation.

· To diversify into supporting other vulnerable groups such as younger homeless people with mental health problems, people with a physical disability or people with a learning difficulty.

· The service could also be beneficial to young adults leaving care to live independently.

· Funding for a part time administrator would further enhance the service by freeing up project officers from providing administration tasks and allowing for more client time.



Threats

· Failure to secure Community Health and Social care funding will mean the service will not have the capacity to continue and may have to be reduced or discontinued depending on other funding sources.

· This funding will need to be sourced externally due to the current financial climate as there will be no provision available through the Sustainable Regeneration Directorate budget.

· Any strategic change of direction or restructuring at Senior Management level may impact negatively on support for the agency









8. 

9. Business plan



A five-year business plan is outlined within the Private Sector Housing Strategy 2010-2015.



The Future



At the end of March 2011 Transforming Social Care Grant funding, administered by Salford PCT will come to an end.



Further funding has been supported by the Older People’s Development Board and requested from Community Health and Social Care but is not confirmed. This is a concern because DWP requested that Council’s embed the Link Age plus approach into their systems and cultures over the next spending period in order to deliver personalisation of services. 



As part of the service modernisation that would be needed to achieve this, councils were particularly asked to look at joining up services to provide easy to recognise access points, which would coordinate or facilitate partner organisations to meet the needs of individuals. Housing Choice service has effectively demonstrated this principle.



Research carried out by Housing Choice demonstrates that the service is almost unique in the country, yet contributes to priorities and savings to the authority and the PCT across the sector set out in;



· Growing Older In Salford – A Strategy for Well Being 

· The Salford City Council Housing Strategy 2008-11 

· The Private Sector Housing Strategy 201-15

· Supporting People 5 year Strategy 2005 -2010 



How the recent recession is affecting Salford residents 



A greater strain has been placed on the provision of properties available to rent in Salford due to the recession. This has had an effect on accessibility of Disabled Facility Grants (DFG) and one reason for this could be due to an inability to pay the client contribution necessary when a DFG is needed.



Many people therefore choose to move into a property that is already adapted or will be better suited their individual needs. This then has a knock on effect on housing waiting list times and DFG budgets.



Many more Salford home owners are choosing to sell their homes and rent instead. One reason for this could be because of rising house prises and limited equity in the property that would  not allow them to purchase another property outright  without also contributing further to cover its cost.



· The recession could have an adverse effect on empty properties in Salford due to properties being repossessed. 

· It could also contribute to the amount of properties in disrepair in Salford as house repairs do not come high on the list when people are suffering financial hardship.

· People are choosing to move into smaller properties to reduce their outgoings this can save them money and prevent fuel poverty. It can also improve health problems and mental health problems when people are living in more sustainable properties that better meet their needs.

· When households are given assistance to enable them to move into a more sustainable property this often includes downsizing 



Without the assistance of the Housing Choice service many older and vulnerable people would not be able to move into a more sustainable property.



Resources



The service received £176,417 of funding from the PCT via its Transforming Social Care Grant to enable it to operate for a further three years following its Link age pilot success which comes to  an end in March 2011.



There was also a successful bid made to Supporting people for funding to enable the service to expand its customer criteria to also include vulnerable people. This funding of £30,000 a year has been extended to March 2013.



TSC = Year 1 - £30,417 + SP £30,000 

TSC = Year 2 - £73,000 + SP £30,000

TSC = Year 3 - £73,000 + SP £30,000



Unit cost

An evaluation of the service was carried out by Manchester business school at the completion of the Link age pilot period and one of their findings was that the unit cost per referral for the Housing Choice service was £298. 



This unit cost has since reduced and currently stands at £265 however it has been forecast that the unit cost will reduce further to approximately £250 per measure by the end of the year.  



Financial Projection



The funding that would be required for the continuation of the service in its current format (that would fund a full time Manager and two Project officers) over a further three year period would be in total



Year 1 £115,000 Year 2 £122,000 Year 3 £128,000 



To enable the service to continue beyond the current funding period we have approached several of our stakeholders including Community Health and Social Care Directorate. We aim to approach the Sustainable Regeneration Directorate the Department of Health, Salix Homes, Registered Social Landlords and Supporting People and we are alert to funding opportunities arising from the governments changing priority for addressing empty properties and under-occupancy.



In its current format it is anticipated that if the service were to receive a further three years funding it would have the potential to give assistance to a further 850 households who are living in properties that are no longer meeting their changing needs and can address under-occupancy, empty properties and introduce more family properties into the housing market.



Appendix 1

Table 1 Breakdown of Referrals by Referral Agency





		Self

		348



		Age concern/CAB

		56



		Helping hands

		1



		HIA/AW

		38



		Linkage Plus

		8



		PCT

		14



		Salvation Army

		3



		Publication

		3



		HMR east

		27



		HMR west

		2



		Friend/relative

		125



		Crime prevention

		1



		GP

		5



		CHSC

		247



		Welfare rights

		15



		OT

		8



		Care on call

		3



		Hospital

		2



		RSL

		40



		Other housing dept

		52



		SHS

		33



		Community group

		36



		Care agency

		40



		Councillor

		1



		Call centre

		11



		n/k

		132



		

		



		

		1251

































































Table 2

Breakdown of referrals by tenure

		Abbeyfield

		6



		Anchor

		10



		Booth

		17



		City west

		219



		Contour

		23



		Great places

		38



		Hanover

		1



		Insecure tenure

		115



		Housing 21

		2



		IVHA

		11



		M&D

		1



		NCHA

		5



		NPHL

		126



		Owner

		261



		Places for people

		1



		Private

		112



		Retail trust

		4



		Salix

		140



		St Vincent

		5



		Residential

		3



		Other

		35



		n/k

		116



		

		



		

		1251





























Table 3

Breakdown of moves by tenure 



		Abbeyfield

		2

		0.5%



		Anchor

		10

		2.5%



		Booth

		6

		1.5%



		City west

		88

		24%



		Contour

		18

		5%



		ECHG

		3

		1%



		Great places

		23

		6%



		Hanover

		1

		0.5%



		Housing 21

		3

		1%



		IVHA

		7

		2%



		M&D

		7

		2%



		NCHA

		1

		0.5%



		NPHL

		66

		18%



		Owner

		6

		1.5%



		Private

		32

		8.5%



		Residential

		8

		2%



		Retail trust

		6

		1.5%



		Salix

		33

		9%



		St Vincent

		8

		2%



		N/K

		23

		6%



		other

		20

		5.5%



		

		

		



		

		371

		100%































Graph 1

Breakdown of Referrals by month - 2008





Graph 2

Breakdown of Referrals by month - 2009





 



Graph 3

Breakdown of Referrals by month - 2010









Appendix 2 – Customer Satisfaction



 (
Amount of satisfaction with the support received throughout the 
Process
Very Satisfied
Satisfied
Neither
Not satisfied
Very Dissatisfied
)
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