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Shared Homelessness Strategy 2026-2031

Relevant Portfolio Holder Councillor Ashley Monk

Portfolio Holder Consulted Yes

Relevant Head of Service Judith  Willis Assistant Director of
Community and Housing Services

Report Author Job Title: Amanda Delahunty  Housing

Development and Enabling Manager
Contact emaiil:
a.delahunty@bromsgroveandredditch.gov.uk

Contact Tel: 01527 881269

Wards Affected No specific ward relevance
Ward Councillor(s) consulted Not Applicable
Relevant Strategic Priority Housing

Non-Key Decision

If you have any questions about this report, please contact the report author in
advance of the meeting.

1. RECOMMENDATIONS

Executive is requested to RECOMMEND that: -

1) The Shared Homelessness and Rough Sleeping Strategy
2026-2031 (Appendix 1) be approved.

2. BACKGROUND

2.1 On the 17 March 2026 members resolved that :

“the draft Shared Homelessness and Rough Sleeping Strategy
2026-2031 and action plan be approved for public consultation for
six weeks starting 13" April 2026”

2.2 As previously reported the Homelessness Act 2002 requires all
housing authorities to have a homelessness & rough sleeper strategy
in place which is based on a review of all forms of homelessness in
their local authority area.

2.3 ltisintended that this Strategy will sit under the existing Worcestershire
Strategic Housing Board Plan. Worcestershire Strategic Housing Board
will receive monitoring and updates will be provided regularly to the
Portfolio Holder for Housing.
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2.4  The consultation responses have been considered and included where
appropriate. MHCLG have reviewed the strategy and provided
separate feedback. They are satisfied that the action plan covers all the
main areas and sets out clear and consistent actions and measures.

2.5 MHCLG has also provided the metrics required for the Local Outcomes
Framework. These are now included, with the exception of the metric
on successful prevention and relief outcomes for individuals with three
or more support needs, which is the only metric not currently published.
The Strategy will be updated to reflect this once it is published and the
metrics below reported under the heading of Shared Homelessness
Strategy 2026-2031 via the Corporate Performance monitoring
process:

2.6 Core outcome measures (metrics)

The framework uses a small set of national outcome indicators
(largely from MHCLG statutory data) to assess performance:

« Rate of households with children in temporary accommodation (per
1,000 households)

« Number of families in Bed & Breakfast accommodation for over 6
weeks

e Percentage of duties owed where homelessness was prevented or
relieved

e Number of people sleeping rough on a single night (snapshot count)

e Number of people sleeping rough over the month who are long-term
rough sleepers

These will be the primary performance indicators used nationally to
judge whether local areas are reducing homelessness and rough
sleeping.

2.7 We have ensured that our action plan includes targets against each
of the metrics in the Outcomes Framework, and a description of how,
working with partners, those targets will be achieved. The key
numerical targets are achieving less than 6 week hotel placements for
families and halving monthly long term rough sleeping numbers by
50% by the end of this parliament. The other targets relate to
successful prevention and relief outcomes increasing while rough
sleeping and families in temporary accommodation reduce.
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2.8  Above universal prevention, we have included reference to the supply
of affordable housing and the effective use and allocation of social
housing stock.

2.9  We have reviewed our approach to rough sleeping and single
homelessness. This is to ensure that services move away from
verification as a way to access services and ensure a robust approach
to assessment, identifying people at risk of, or experiencing,
homelessness or rough sleeping quickly and assessing risk and need
in order to direct services.

2.10 Inrespect of children and young people we have strengthened our
approach to partnership working with Children’s Services and the Care
Leavers Team. This is to prevent homelessness legislation from being
used as a pathway to house care leavers following the end of a Looked
After Child Placement and ensuring more support is provided to care
leavers in their transition to adulthood and independent living.

2.11 We have strengthened our approach to the Domestic Abuse Safe
Accommodation Duty where B&B is not considered suitable or safe
accommodation so that we strive to end the use of B&B in these cases.

2.12 Inregard to temporary accommodation we have included a
requirement to develop a policy to ensure temporary accommodation is
suitable to safeguard and promote the welfare of children.

2.13 We have placed greater emphasis on tenancy sustainment and
budgeting support as part of efforts to prevent repeat homelessness.

3. OPERATIONAL ISSUES

3.1  The delivery of the Shared Homelessness and Rough Sleeper Strategy
actions will be overseen by the Housing Strategy Team and will sit
under the existing Worcestershire Housing Board Plan.

4. FINANCIAL IMPLICATIONS

4.1  The new Homelessness, Rough Sleeping and Domestic Abuse Grant
will provide funding to develop services to support the strategy, and a
report has already been taken to members to provide the detail on
spending priorities for the next three years.

5. LEGAL IMPLICATIONS

5.1  The Council has a duty under the Homelessness Act 2002 to conduct
a review of the nature and extent of homelessness in its District every
5 years and to develop a strategy setting out how services will be
delivered in the future to tackle homelessness and rough sleeping.
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5.2  The Homelessness Reduction Act came into force in April 2018, and
places new legal duties on local housing authorities so that everyone
who is homelessness or at risk of homelessness will have access to
early meaningful help, irrespective of their priority need status, so long
as they are eligible for assistance.

5.3 The Domestic Abuse Act 2021 requires local authorities to collaborate
with Tier One authorities to provide safe and supported accommodation
for victims/survivors of domestic abuse.

5.4. The Renters Rights Act 2025 shifts the local authority role from
discretionary enforcement to a mandatory duty to enforce landlord
legislation. The abolition of Section 21 no fault evictions is likely to
result in more tenancies being ending by Section 8 Notices for rent
arrears and provides an opportunity for local authorities to work with
landlords to, wherever possible, sustain tenancies. The Council has
utilised Homelessness, Rough Sleeping and Domestic Abuse grant to
provide a new service with Citizens Advice to support this work.

6. OTHER IMPLICATIONS

Local Government Re-organisation

6.1 LGR does not alter the statutory homelessness duties set out under the
Homelessness Reduction Act 2017 and Housing Act 1996, including
prevention (s.195), relief (s.189B), interim accommodation (s.188) and
the duty to provide free advice and information (s.179).

6.2 The Government’s National Plan to End Homelessness sets out a
cross-government expectation that homelessness cannot be reduced
without multi-agency integration

6.3 Both the National Plan to End Homelessness and the Homelessness
Code of Guidance stress the need for coordinated arrangements
across the below areas,

health

social care

children’s services

criminal justice

and domestic abuse services

and it is considered that the most appropriate method is to have a
shared strategy approach across as much of Worcestershire to ensure
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there is a coherent approach to our homelessness duties until the
results of LGR are provided.

6.4 A single Homelessness & Rough Sleeping Strategy must be produced
for any new authority, and this strategy and action plan has been
produced so that it is able to be incorporated into either one or two
unitary authorities until a new single strategy for the new area, based
on a fresh homelessness review is completed as required by the
Homelessness Code of Guidance

Relevant Council Priority

6.2 Housing — The strategy provides a framework for a range of services
which support this Council priority.

Climate Change Implications

6.3  There are no direct climate change implications from the strategy itself
but individual actions/services may have an impact.

Equalities and Diversity Implications

6.4  An Equalities Impact Assessment has been undertaken as the strategy
seeks to deliver a range of services for homeless households and
draws on ways to improve the work of the Council in developing
services and preparing links, pathways and referrals between services
to prevent homelessness in the first place or minimise its impact when
it happens.

6.5 The design of services which tackle the root causes of homelessness
such as poverty, health inequalities and adversity in childhood will
include ensuring that providers have appropriate policies and training in
place to make sure that there is no adverse impact on equalities
groups with protected characteristics under the Equalities Act 2010.

7. RISK MANAGEMENT

7.1 If the strategy is not approved the Council will not be legally compliant.
Furthermore, it is likely that more households who are threatened with
homelessness, or who are in housing need, will have limited options for
support to sustain their accommodation or find alternative suitable
accommodation that meets their needs. If they have to make a homeless
approach this could lead to the following negative outcomes:
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e Increased B&B costs

e Increased rough sleeping in the District

e Impacts on physical and mental health, educational achievement,
ability to work and similar through increased homelessness

8. APPENDICES and BACKGROUND PAPERS

Appendices

Appendix 1 — To Follow: Shared Homelessness Strategy and Action

Plan

Background Papers

Report to Executive Committee March 2026—REPORT TITLE

9. REPORT SIGN OFF

Department

Name and Job Title

Date

Portfolio Holder

Councillor Ashley Monk
Portfolio Holder for Housing

12t May 2026

Lead Director / Head of
Service

Judith Willis
Assistant Director Community
and Housing Services

13 May 2026

Financial Services

James Walton, Director of
Finance

13" May 2026

Legal and Democratic
Services

Nicola Cummings — Principal
Solicitor — Governance and
Jess Bayley-Hill, Principal
Democratic Services Officer

13" May 2026

Policy Team (if equalities
implications apply)

Hannah Corredor - Assistant
Director - Corporate Services
and Transformation

13t May 2026
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Climate Change (if Matthew Bough
climate change Strategic Housing & Business | N/A

implications apply) Support Manager
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Foreword
Chair of Worcestershire Housing Board

| am proud to introduce this shared Homelessness and Rough Sleeping
Strategy 2026-31 for Bromsgrove District Council, Malvern Hills
District Council, Redditch Borough Council, Wychavon District Council
and Wyre Forest District Council.

Homelessness and rough sleeping remain among the most visible and
urgent challenges facing our communities today. They are stark
reminders of inequality, vulnerability, and the need for collective
action. It is not simply the absence of a home, but the absence of
security, dignity, and opportunity. Every child should grow up with
the security of a home, and every adult deserves a safe place to live
that provides stability and where they have a chance to thrive.

Tackling homelessness and rough sleeping continues to be of utmost
importance for each of the councils involved in developing and
delivering on this strategy.

Our vision, aligned with the Government’s national strategy, will
focus on 5 pillars to end homelessness:

Universal prevention: tackling the root causes of homelessness
across the whole population.

Targeted prevention: providing tailored support to people who are
more likely to face homelessness.

Preventing crisis: early identification of people who need help and
putting in place personalised interventions that meet their needs.
Improving emergency responses: to ensure that if people do become
homeless, they receive high quality support and that homelessness is
brief.

Recovery and preventing repeat homelessness: helping people
rebuild their lives with the right support.

This strategy will also take a renewed approach to the support and
intervention for families with children in temporary accommodation to
minimise the associated risk and long-term impact this has on them.

We recognise that homelessness is not simply a housing issue, but a
complex social challenge shaped by health, employment, family
breakdown, and wider economic pressures. Tackling homelessness
requires collaboration across government, local authorities, health and
social care, the voluntary sector, and communities themselves. That is
why we have developed this strategy in collaboration with a range of
stakeholders, which is essential to the successful implementation of our
vision, as well as with the voice of those with lived experience of
homelessness.

| would like to take this opportunity to thank all the organisations and
individuals who have contributed towards the development of this
strategy.

o
Governance will sit with the Worcestershire Housing Board- recogm'si&
that tackling homelessness not only benefits the individual but also @
benefits the economy, the health of our population, reduces crime artgfl
disorder and reduces costs for the taxpayer.

This strategy will govern our approach for five years and will see us
beyond Local Government Reorganisation (LGR). However, given our
experiences over recent years in tackling homelessness and the evers
changing landscape, it is vital that it remains responsive and will be £€pt
under constant review.

Vic Allison, Chief Executive of Malvern Hills and Wychavon Distri
Councils and Chair of the Worcestershire Housing Board

) &3}] epua



1. Infroduction

Our vision is to end homelessness and rough sleeping and where it isn’t
possible to prevent it from occurring, ensure it is rare, brief and non-
recurring.

We will tackle homelessness and rough sleeping through our work on the 5
pillars to end homelessness in line with the Government’s National Plan to

End Homelessness: universal prevention, targeted prevention, preventing
crisis, improving emergency responses and recovery.

The district councils collaborating on the development and
implementation of this strategy have a proven track record of working
closely together to prevent and tackle homelessness across our districts.
This is the third shared homelessness strategy to be developed, and the
achievements of our last strategy are highlighted below.

1.1 Achievements of the last strategy

The previous Homelessness and Rough Sleeping Strategy 2022 - 2025
was developed by all six Local Housing Authorities (LHAs) in
Worcestershire and focused on the then three main tenets of the
national strategy: prevention, intervention and recovery as well as
increasing the supply of temporary and permanent accommodation.

» Established a countywide Homelessness and Rough Sleeping
Strategy Group.

* Developed a Prison Leavers Protocol and the pre-release
homeless panel.

» Developed stakeholder involvement and People With Lived
Experience (PWLE) in reviewing services through regular
countywide meetings, bespoke focus groups, and questionnaires.

» Quarterly reviews of data collection and deep dives into client
groups to inform decision making and share learning.

Joint training in homelessness, Mental Capacity Act, psychologically
informed environments, Care Act 2014, Complex Adults Risk
Management framework, self-neglect etc.
Support for those with mental health illnesses through development
of Mental Health Link Worker posts and non-medical interventions
Delivery of the Rough Sleeper initiative (target 563 p.a):

« 2024/25 - 637 people supported

« 2023/24 - 837 people supported

e 2022/23 - 713 people supported
Housing and support plans developed for the Target Priority
Group (TPG) (the most complex rough sleepers)
Cost of living plans, welfare assistance and bespoke support to
reduce homelessness developed across the county
Safe accommodation units set up for survivors of domestic abuse
Supported provision of domestic abuse support services including
through the Domestic Abuse Support Service (West Mercia Women’s
Aid), Sanctuary Scheme and Domestic Abuse Coordinator and

specialist Housing Officers (all councils) g'?
Q

There are also some actions from the previous strategy that are SRill

underway at the time of writing this strategy including: Ic;

Undertaking a review of peer support models in place in some
areas of the county to share learning and best practice and explore
whether the models could be expanded.

Explore opportunities for a greater range of supported and st@p-
down accommodation available following the supported housi
needs assessment and strategy. The Supported Housing (Regulg&ry
Oversight) Act 2023 has yet to be implemented so this action was
deferred.

| ep

1.2 The current situation: homelessness review

Toinform and provide the evidence base for the strategic objectives-ad

actions within this strategy, a homelessness review was undertaken.

SES)

L


https://www.gov.uk/government/publications/a-national-plan-to-end-homelessness/a-national-plan-to-end-homelessness
https://www.gov.uk/government/publications/a-national-plan-to-end-homelessness/a-national-plan-to-end-homelessness

The review includes a compilation of homelessness data and trends,
mapping of services and analysis of gaps in provision, service provider
feedback and the feedback of People With Lived Experience (PWLE). We
also held a stakeholder engagement event in September 2025 to gather
the views of statutory and voluntary sector organisations and co design
the strategy.

1.3 The plan to prevent and tackle homelessness in our districts:
long-term vision and short-term priorities

In line with the Government’s national strategy, our long-term vision is
to end homelessness and rough sleeping and where it isn’t possible to
prevent it from occurring, that it is rare, brief and non-recurring.

Our strategy and action plan are centred around the 5 pillars to end
homelessness as set out in the national strategy:

1. Universal prevention: tackling the root causes of homelessness
across the whole population.

2. Targeted prevention: providing tailored support to people who
are more likely to face homelessness.

3. Preventing crisis: early identification of people who need help
and putting in place personalised interventions that meet their
needs.

. Improving emergency responses: to ensure that if people do become
homeless, they receive high quality support and that homelessness is
brief.

5. Recovery and preventing repeat homelessness: helping people

rebuild their lives with the right support.

The action plan defines our priorities over the next 5 years to achieve
our vision, and contains short-, medium- and long-term priorities.

1.4 Strategy structure

The strategy firstly explores the local issues that need to be
addressed against each of the five pillars in the national strategy,
based on the Homelessness Review undertaken in 2025.

Secondly it defines how we will take action to address local issues
through the Strategy Action Plan, the Homelessness and Rough
Sleeping Strategy Group and local homelessness partnerships, and Y
comprehensive governance arrangements under the Worcestershirg

Housing Board.
H
~

Finally, it outlines the funding and resource available to implement
the strategy and deliver services.

1.5 Partnership working to codesign the strategy

The LHAs recognise the role our statutory and voluntary sector partne

play in supporting the work we do, and how they go beyond the delivem of
our statutory services through providing complimentary statutory ands
non-statutory services. However, this strategy is focused primarily on ghe
role of LHAs and in meeting their legal responsibilities. Itisa legal Q)
obligation of the LHAs to have a strategy in place and for it to be compliant
with the Homelessness Act 2002. In developing the strategy, we have
followed the legislative and good practice guidance and reviewed 3
homelessness strategies from across the country.

\l



2. Pillar 1: Universal prevention - tacking the
root causes of homelessness

2.1 Increasing the supply of social and affordable housing

The Worcestershire Housing Strategy 2023-40, developed by the six
Worcestershire LHAs and partners provides a long-term housing
strategy for Worcestershire centred around four priority areas:

e Economic growth and jobs

e Quality and standards

e Health and wellbeing

e Net zero carbon and climate change

Specifically in relation to housing growth, the focus is on developing a
5+ year public sector pipeline of development sites, and the
development of housing delivery capacity e.g. the exploration of
direct delivery housing models for those LHAs who do not currently
have this capacity.

There are two established delivery groups working to implement
Housing Strategy actions and these are overseen by the
Worcestershire Housing Board, which also oversees the
implementation of this Homelessness and Rough Sleeping Strategy.
This arrangement will ensure synergy between the two strategies.

In terms of permanent housing all the councils collaborate with developers
and registered providers to deliver market and affordable housing across
the county. This work is underpinned by the councils Local Plans which
identify a wide range of tenures and types of housing including low-cost
home ownership and social/ affordable rent properties.

There is a shortage in the supply of housing, particularly in the provision of
affordable housing with an annual requirement of all housing tenures of
approximately 1,911 per annum across the districts that share this
strategy.

Local Plan numbers are informed by a combination of the standard
methodology requirement, Housing Market Assessments and Housing
Needs Surveys to determine the required mix of housing.

2.2 Making the best use of existing housing and that it is allocated to
those who need it most

All LHAs sharing this strategy have their own allocations policies to
ensure that much needed affordable housing is allocated to those
who need it most. In each LHA area, the demand for affordable
housing far outstrips supply. At the time of writing, Local
Government Reorganisation could see the abolition of all six distre'Jct
councils in Worcestershire and the introduction of one or two g
unitary authorities and with it the requirement to develop new %
allocations policies for the new organisation(s). -
o
Feedback from the Homelessness and Rough Sleeping Strategy
Stakeholder Event indicated that partners felt that the “managed
move” process whereby Registered Providers (RPs) move households
within their own stock and therefore negating the need for a
homelessness approach could be an area to try to seek consiste
on. This would mean less upheaval for households and reduced®
service demand on local authority housing teams. D
>

The councils also collaborate with registered providers to ensur&x
best use is made of existing stock including tackling under occupat®h
and low demand schemes.

/L W3l



Whilst evictions from social housing are relatively low locally as they
are nationally, there are more opportunities to prevent homelessness
from social housing tenancies at an earlier stage through the
establishment of pre-eviction panels and improved collaborative
working. The government references a new toolkit in the National
Plan to End Homelessness to provide advice for providers and councils
on strengthening tenant engagement to reduce homelessness risks.

2.3 Supported housing

As with general needs affordable housing, the demand for supported
housing is far higher than the supply locally and nationally. People
need supported accommodation for a range of reasons e.g. young
people needing support with life skills, people with mental health
needs, people with substance misuse needs, survivors of domestic
abuse. Some cohorts of homeless households will need more than just
a housing solution to lift them out of homelessness and will require a
sustainable, supported, and appropriate environment.

The Government’s new Social and Affordable Homes Programme
includes new flexibility for accommodation where the level of design
and adaptation results in higher costs and calls on providers to produce
ambitious bids for new supported housing.

The Worcestershire Housing Strategy delivery groups are exploring
opportunities with RPs to deliver supported housing.

To improve standards across existing supported accommodation and
tackle rogue landlords the government is introducing a new licensing
regime following the consultation on the Supported Housing
(Regulatory Oversight) Act 2023. As part of the implementation of this
Act, the councils will be required to develop a Supported Housing
Strategy by 31t March 2027.

2.4 Private rented sector accommodation

The Renters Rights Act seeks to give more security to tenants by
abolishing section 21 ‘no fault’ evictions which has been a
significant cause of homelessness across the districts. The Act also
brings with it a range of other measures to strengthen tenants’
rights e.g. empowering tenants to challenge unreasonable rent
increases, bringing an end to rental bidding and reducing barriers to
accessing private rented accommodation such as outlawing
discrimination against prospective tenants with children or who
receive benefits, and preventing landlords from charging high rent in
advance payments.

Making sure both tenants and landlords understand their rights
under the Act will play an important part in reducing the risk of
homelessness.

For the first time, the Act also includes the provision for councilslo
issue civil penalties against landlords who evict their tenants &
illegally. @
H
Whilst the local authorities sharing this strategy welcome the
intention of this legislation, there remains concern that the Act will
lead to private landlords exiting the market prior the major
implementation milestones e.g.no-fault evictions being removed in
May 2026, which may lead to a spike in homelessness. Measures.to
mitigate this situation are considered within the strategy actiog
plan.

uo

As there is not enough social housing to meet demand, helping
people to access private rented accommodation remains a priox

across the districts - through rent deposits, bonds and private sector
leasing schemes.

/ W9



The councils will also be considering as part of this strategy how they  through ensuring they are receiving correct benefit entitlements,

can build relationships with private landlords to both improve access assistance to apply for benefit back payments and working with local
to private rented accommodation and prevent homelessness from services to increase their income through quality employment. Help is
private rented accommodation e.g. by encouraging landlords to work  also provided by tenancy sustainment or support workers on issues like
with the councils if they have a tenant who is at risk of homelessness.  budgeting and maximising benefit entitlement,

Work with private sector landlords and letting agents also enables councils Continuing to provide discretionary welfare support to ensure low-

to meet some housing needs in parts of the county, although local housing income households do not become homelessness is a key priority for this
allowance rates do make this challenging. The councils have been strategy and action plan.

innovative in attracting landlords to provide accommodation through

landlord forums, the use of rent bonds and deposits, social letting agencies

and private sector leasing schemes, and this will continue during the

lifetime of the strategy.

It should be noted that in some areas of the county, there are
particular pressures on private sector accommodation with both Home
Office and criminal justice providers looking to purchase/lease private
rented sector accommodation for asylum seekers and prison leavers.
In some cases, this has led to homelessness situations as existing
tenants are served with notice and has led to reducing private sector
accommodation available to homeless households.

0z abed

2.5 Maximising income, financial inclusion and welfare assistance

Supporting low-income households to be able to pay their rent and
other essential living costs to sustain their accommodation is critical
to preventing homelessness. Recent years funding from the
Household Support Fund, and Discretionary Housing Payments have
led to some positive outcomes locally in the face of the cost-of-
living crisis. It is expected that the new Crisis Resilience Fund will
build on this bespoke approach.

Some councils involved in this strategy also have specialist Financial
Inclusion Officers who work directly with people making homeless
approaches due to rent arrears who are struggling with the cost of
living. Their role is to ensure that their income is maximised

/. Wa}| epuaby



3. Pillar 2: Targeted prevention - targeted
support for people at risk of homelessness

3.1 Collaboration to prevent homelessness

The LHAs and partner agencies have a proven record of working
collaboratively to prevent homelessness. The Worcestershire Housing
Board comprises of senior officers from across sectors who oversee the
implementation of housing and homelessness strategies. A countywide
Homelessness and Rough Sleeper Strategy Group has been in existence
for many years comprising of LHAs, MHCLG, statutory and voluntary
sector parters.

Feeding into the countywide group, each LHA has a local homelessness
partnership. This arrangement will continue to provide assurance that
the strategy action plan is implemented, outcomes are achieved
against the strategy targets - and that people that are at risk of
homelessness are identified early and linked into the right housing and
support services.

The government intends to introduce a new ‘duty to collaborate’
requiring public services to work together to prevent homelessness and
support those at crisis point. Locally we developed a ‘commitment to
refer’ which goes beyond the existing ‘duty to refer’ which requires
certain public bodies to notify the LHA should they identify a
household who may become homeless within 56 days. This is in
recognition that there are many partners who will identify a potential
homelessness situation and not just those included in the legislation.

It is the intention of this strategy to scrutinise adherence to the duty
to refer locally and prepare for the new ‘duty to collaborate’.

3.2 Addressing barriers to accessing services

Some groups of people face barriers to accessing services because
they may not be delivered in a way that meets their needs. For
example, an action in the previous homelessness strategy was to
understand the barriers for women rough sleepers in accessing
services that are often communal provisions for both male and
female rough sleepers. This work is ongoing at the time of writing
this strategy. We also know that young people, care leavers, people
from ethnic minority backgrounds, disabled people and LGBT+
people also face barriers.

For young people and care leavers the LHAs and Children’s Services
work closely together and have developed a longstanding Care
Leavers Protocol and a 16/17-year-old Protocol to clarify joint
working arrangements. Each district has supported accommodation
for young people, which in recent years has been at risk due to Y
change in funding structures and has meant LHAs have needed t&
meet the shortfall in County Council funding. It is a priority for ®
supported accommodation to be in place for homeless young peq'ﬁle
in order for them to have a safe and supported environment for
them to develop the necessary life skills needed to live a successful
future life. In 2021 Wychavon District Council bought and
refurbished a 10-room property to provide supported
accommodation for young people and have also committed to >
purchasing a further property in its latest council plan. o

Locally we also know that people with a physical disability can %d
it hard to access adapted temporary accommodation due to theCck
of availability. This can then lead to extended stays in hospital@nd
a delay in discharge. Wyre Forest District Council opened a neWe
temporary accommodation facility in 2025 which includes a sm
number of fully adapted rooms. Our intention is to explore
opportunities to work with colleagues across the health system 3
increase the availability of adapted temporary accommodation~]



We also know locally that people with multiple and complex needs
face barriers to accessing accommodation, for example those that are
using drugs and alcohol and with mental health support needs.
Worcestershire Public Health have developed a Memorandum of
Understanding between services to address this issue.

Working with People With Lived Experience (PWLE) of homelessness
and accessing services is also a priority for this strategy as it is critical
that we design accessible, inclusive and culturally sensitive, trauma
informed services.

We already regularly undertake lived experience engagement with
certain groups, for example survivors of domestic abuse and rough
sleepers. However, we are seeking to go further with this strategy
and ensure PWLE are contributing to, and overseeing, the strategy
actions and performance via the Countywide Homelessness and Rough
Sleeping Group.

3.3 Interventions to prevent homelessness for higher risk groups

There are many challenges that affect the higher risk groups and these
include a severe housing shortage, silting up or undersupply of
supported accommodation especially for those with complex needs
and some poor-quality supported accommodation.

3.3.1 Single people

Single homeless households make up 57% of all housing register
applicants across the districts, with the largest group being single
adults aged 35-65 (26%).

Between 2022-2025, 54% of applicants owed a homeless duty were
single adults:
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65% were already homeless (relief duty)
37% were threatened with homelessness (prevention duty)

Single homeless people often face multiple needs: mental ill health,
substance misuse, social isolation, and barriers to employment. Many do
not qualify as having a priority need under legislation, limiting access to
settled housing and statutory support. They are overrepresented among
rough sleepers and those in insecure arrangements (e.g.sofa surfing),
leading to poor health, social exclusion, and instability. Even those
without vulnerabilities struggle due to unaffordable rents and precarious
finances.

This homelessness strategy aims for early intervention, clear routes to
housing, and multi-agency collaboration (local authorities, housing
providers, health, probation, voluntary sector).

The LHAs use national homelessness funding to provide both
accommodation-based and floating support, rent deposits and rent in U
advance to help access accommodation and No First Night Out/No Secand

Night Out provision and access to furniture. g
N

3.3.2 Prison leavers

A small but significant number of homeless applications are from those
leaving prison. We hold fortnightly prison meetings to ensure that where a
Duty to Refer has been made, individuals are provided with a homelesjgess
assessment prior to release wherever possible. @

However, housing options are often limited due to the individual not g
meeting the priority need threshold under homelessness legislation. Widh
limited supported accommodation available, Community Accommodat@in
Service (CAS3) accommodation has provided a much-needed lifeline fos=
those who otherwise might be released without an accommodation of gy
which may result in rough sleeping. 3

Recalls from this accommodation remain a concern (circa 50%) and a ~



positive housing pathway from CAS 3 accommodation needs to be
explored.

3.3.3 Rough sleepers/those at risk of rough sleeping

Rough sleeping can be a dangerous and isolating experience. People who
sleep rough are more likely to be victims of crime and violence. The

longer a person remains on the streets, or actively engages in street life

culture, the more likely it will have significant implications on their
physical and mental health. Female rough sleepers are particularly at

risk and may require specialist or women only services to address their
needs. Safeguarding is therefore particularly relevant to these groups.

The Worcestershire official street count held each year shows

fluctuating levels of rough sleeping across the county, with numbers in

recent years remaining fairly static.

Worcestershire Annual Rough Sleeper Count

—0-

‘@

2022 2023 2024 2025

Rough sleeper data is collated each week improving our local
intelligence of the flow, return, and stock of individuals and the
reason behind their homelessness. Regular rough sleeper/prevention
meetings and multi-agency meetings are held at a local level enables
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the co-ordination of services and information sharing to develop
partnerships with all organisations and individuals committed to ending
rough sleeping and homelessness. This includes a consideration of any
safeguarding issues that need to be flagged with partners or referred to the
Adult Safeguarding Team. All five councils have rough sleeper outreach teams
providing intensive support and routes into accommodation such as No First /
No Second Night Out, Housing First/Led and other services.

Progress has been made in tackling health inequalities with increased
access to health services and countywide drug and alcohol support,
including harm reduction teams. Outreach teams have strengthened their
practice by signing up to Homeless Link’s outreach principles and
undertaking learning and development.

Although Supported Housing providers in Worcestershire work within a
trauma informed, person centred approach, those clients with substance
misuse, serious mental health conditions and/or a history of arson may
find themselves waiting for a suitable placement due to stringent ")
accessibility criteria. There is also limited availability of rapid access 8
supported accommodation resulting in an individual’s only accommodaf®on
option being outside of the county. %
We will also expand the multi-agency work on Target Priority Group rough
sleepers and expand the Mental health and Homelessness Group so that multi-
agency working is consistent across all districts and there is effective cross
boundary working.

Therefore, the strategy will continue to promote collaborative worki
with health partners, housing providers and other organisations to im
access to services for rough sleepers including early intervention for t
at risk and accommodation for those with complex needs.

ve
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3.3.4 Young people and care leavers

Homelessness for young people remains significant issue. This includes
from people aged 16-17, Care Leavers and young parents. Many young
people will have support as well as accommodation needs as they leave
home for the first time.

Changes to the benefits system together with the impact of the cost-of-living
crisis, and the number of young people in low paid work, has seen a rise in
the number of those at risk of homelessness.

For young people the data indicates that the most common causes of
homelessness in Worcestershire are family or friends being no longer
willing to accommodate, the loss of private rented accommodation and
relationship breakdown with partner (non- violent breakdown).

Whilst services do work closely together, there is still more to be done
to prevent young people from becoming homeless. It is a focus of this
strategy to enable more upstream homelessness prevention through
family mediation and identifying potential homelessness situations at
the earliest stage e.g. via schools and other relevant
sectors/organisations.

3.3.5 Families with children

Worcestershire continues to be an attractive place to live and work,
inevitably leading to high rents and house prices. This means some
families are unable to afford to own or privately rent a home. Changes
to the benefits system together with the impact of the cost-of-living
crisis and the number of people in low paid work has seen a rise in the
number of families at risk of homelessness.

We want to prevent homelessness by identifying the key risk

factors/triggers in families lives that can lead to a family being at risk
of homelessness at the earliest possible stage.
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Families in Worcestershire access social housing registers for a
variety of reasons, often reflecting both long-term housing
challenges and immediate triggers that place them at risk of
homelessness. The key reasons include:

Relationship Breakdown

Non-violent relationship breakdowns, particularly involving partners,
remain a significant factor. Families in this situation often require
alternative accommodation to prevent homelessness or unsafe living
conditions.

Domestic Abuse

Domestic abuse is a major reason families seek housing support.
Increased awareness of available services and support pathways has
led to earlier reporting and engagement with housing services.

Loss of Private Rented Accommodation

The end of an assured shorthold tenancy in the private rented
sector, whether due to eviction, rent increases, or landlord
decisions, continues to trigger housing register applications.

Financial Hardship and Housing Affordability

Rising rents, high house prices, low wages, and changes to the
benefits system contribute to families’ inability to secure or sustgain
accommodation.

Other Factors

Other, less frequent reasons include overcrowding, unsuitability of
current accommodation (e.g., health/accessibility needs), and the
need to move closer to education, employment or support netvmaks.

o
Q
Q
@D

As of June 2025, there were 4,955 families on the housing regi%s
across the councils’ areas which equates to 43% of all applicatigry.
(@R
Analysis of trends shows that relationship breakdown, domesticQ)
abuse and the loss of private rented tenancies remain the leadi
immediate triggers for applications, emphasising the importancgppf
early intervention and targeted prevention support. 3

\l



3.3.6 Survivors of domestic abuse

Domestic Abuse continues to be one of the primary drivers of
homelessness across Worcestershire, with a profound and lasting
impact on victim/survivors, families, and communities. Since the
introduction of the Domestic Abuse Act 2021, LHAs and Worcestershire
County Council have worked collaboratively to strengthen housing
pathways, deliver on new statutory duties, and create a coordinated,
trauma-informed response using a whole family approach for those

fleeing abuse.

The establishment of the Worcestershire Domestic Abuse Partnership

In 2024/25 over 10,000 domestic abuse-related incidents and crimes were
recorded by police in Worcestershire. This total includes both crimes and
non-crime incidents. According to Worcestershire County Council’s
Operation Encompass page, which summarises West Mercia Police’s Q4
2024/25 Performance Monitoring Report, around 25% of all recorded
crimes in the county were classified as domestic abuse related.

While West Mercia Police data for the same period indicates a statistical
decrease in domestic abuse incidents across the force area, the figures for
Worcestershire demonstrate that domestic abuse remains a significant
issue locally.

Board, a domestic abuse and housing coordinator, specialised domestic Despite improved reporting, local insight suggests that many survivors still

abuse housing officers and the provision of safe accommodation has

do not disclose abuse, indicating ongoing unmet need. Across the county,

led to more consistent standards of support across the county. Housing domestic abuse-related approaches accounted for a significant proportion
teams, alongside commissioned domestic abuse providers, now play a of homelessness applications. The majority were women with dependent

critical role in early identification, prevention, and sustaining safe

accommodation for survivors.

Data and Trends

Data highlights that domestic abuse remains a significant cause of
homelessness presentations across Worcestershire over the last three
years. Of those owed a homelessness duty in 2024/25, 30.8% of
households presented due to domestic abuse.

2022/23 8.3% 18.4% 26.7%
2023/24 9.7% 18.8% 28.5%
2024/25 7.1% 23.7% 30.8%
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children, though a growing number of single survivors, male victims, and
individuals with complex needs have been identified.

Sanctuary Schemes and Safe Accommodation

Z obed

LHAs across Worcestershire, work in partnership to deliver safe
accommodation, including, refuge spaces, dispersed units, and sanctuaﬂ}
schemes to enable survivors to remain safely in their homes where
appropriate.

Sanctuary Scheme Referrals (September 2024 - August 2025):

District 2024/25 >
Bromsgrove 3 ((%
Malvern Hills 15 D
Redditch 8 Q.
Wychavon 32 Q_J
Wyre Forest 47 (FBD"

Between 2024-2025 a total of 105 referrals were made to sanctuary
schemes across all 5 local authorities. Overall referrals have decreasea\l



across most districts, with some localised increases, highlighting Policy (ARAP), as well as a small number of arrivals through the
variation in demand and referral pathways. Community Sponsorship Scheme. Accommodation has been provided by a
combination of private hosts, the private rented sector and, where

There has been much progress across the LHAs since the appropriate, social housing.

implementation of the Domestic Abuse Act 2021 statutory duty across
LHAs including the expansion of the Domestic Abuse Community
Champions network through Worcester Community Trust and West
Mercia Women’s Aid, delivery of trauma-informed housing training to
frontline staff, specialist Domestic Abuse Housing in each council (who
have received positive feedback from service users) and strengthened
partnership working between housing, police, and support providers
through regular MARAC coordination and attendance at DRIVE
meetings.

The Home Office is responsible for providing accommodation for asylum
seekers, whilst their asylum claims are being processed. Home Office
accommodation is provided in Worcestershire in both contingency hotels
and dispersal accommodation (usually self-contained family
accommodation or houses of multiple occupation). However, asylum
seeker numbers in Worcestershire are currently relatively low in
comparison to other areas of the UK.

All the housing teams work in partnership with Sanctuary Schemes to  Once asylum has been granted, a refugee is required to leave their Home
help victim-survivors of domestic abuse stay safely in their homes by  Office accommodation, with notice to quit currently at 42 days from the

providing tailored security measures, reducing the need to move. date of decision. A process is in place for information to be shared with
the local housing authority of notice to quit local Home Office

The introduction of the Domestic Abuse Housing Coordinator role to ~ accommodation, to ensure housing advice can be provided. ;?

work closely with Domestic Abuse Housing Officers has ensured Q

training and knowledge remain up to date. Homelessness amongst this cohort is relatively low locally due to fewer®
asylum seeker numbers than other areas of the country and the fact th@@

3.3.7 Veterans those placed in Worcestershire often look to relocate to areas where

Instances of homelessness amongst veterans are low locally, however cultural or religious needs are better met or nearer to family members
there is action to be taken to further tackle this. LHAs are currently —once asylum has been granted. However, it still remains a challenge to be
working with the Worcestershire Armed Forces Covenant team to able to respond to the needs of refugees and migrants. In particular, we
ensure that there is a good understanding of the Armed Forces are seeing an increase in approaches for those with No Recourse To Puhlic
Covenant in housing services and ensure that organisational policies ~ Funds, where options for support are extremely limited, and LHAs negdto
reflect the needs of the Covenant e.g. that local connection rights (for work closely with our partner VCSE organisations to respond to this. "y

the purposes of social housing allocation) are embedded in policy. =S
3.3.8 Refugees and migrant homelessness 3.3.9 Hospital discharge, substance use and Adult Social Care suppQy}
Worcestershire has provided a sanctuary to refugees from Ukraine, “Discharge from hospital into poor quality, insecure housing or, f”?B?
Syria and Afghanistan through the government’s resettlement worst cases, onto the streets is a deeply harmful outcome. When
schemes, including Homes for Ukraine, the Afghan Citizens combined with unmet mental health needs and substance use need<)it
Resettlement Scheme (ACRS) and Afghan Relocations and Assistance can severely undermine people’s recovery and increase the risk thafj
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https://www.google.com/search?q=Afghan+Citizens+Resettlement+Scheme&ved=2ahUKEwiutaqEx8-SAxVrRKQEHQaVKB0QgK4QegQIARAC
https://www.google.com/search?q=Afghan+Citizens+Resettlement+Scheme&ved=2ahUKEwiutaqEx8-SAxVrRKQEHQaVKB0QgK4QegQIARAC
https://www.google.com/search?q=Afghan+Relocations+and+Assistance+Policy&ved=2ahUKEwiutaqEx8-SAxVrRKQEHQaVKB0QgK4QegQIARAD
https://www.google.com/search?q=Afghan+Relocations+and+Assistance+Policy&ved=2ahUKEwiutaqEx8-SAxVrRKQEHQaVKB0QgK4QegQIARAD
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their health deteriorates further and makes them even more
vulnerable.” A National Plan to End Homelessness, MHCLG, 2025.

The government is committed to a target that no one eligible for
assistance is discharged to the street after a hospital stay and will
be working with the NHS and councils to implement the Discharging
people at risk of or experiencing homelessness guidance published
in 2024.

In preparation for this, our strategy will commit to exploring local
opportunities with colleagues across the health system to promote
early identification of housing issues and planning from admission
both for accommodation needs but also any ongoing health and care
needs.

The LHAs do not provide any supported temporary accommodation
and therefore it is essential that if people do need to access
temporary accommodation that the necessary support and care
package is provided to reduce the risk of a harmful outcome.

Sadly, district councils have seen a rise in the number of homeless
people harming themselves, and others, in temporary
accommodation and an increase in the number of deaths in
temporary accommodation through people dying by suicide or
overdose. Although the numbers are small, they are increasing and
this desperately needs to be addressed to safeguard people and
prevent this from happening.

At the time of writing this strategy a roundtable event was being
organised to bring together senior officers from housing, health,
social care, registered housing providers, and safeguarding to focus
on the issue of supporting people with complex needs in
unsupported accommodation. It is expected that the
recommendations from that event will feed into this strategy and
the action plan.

3.3.10 Neurodivergence and homelessness

People with a range of neurodivergent needs, including autism, ADHD,
dyslexia, dyspraxia, learning disabilities and other cognitive differences,
may face additional barriers and challenges when navigating housing
services or experiencing homelessness. These barriers often relate to
communication differences, difficulties with unfamiliar and changing
environments, sensory needs, and the cumulative impact of unmet support
needs.

To better support local residents with neurodiverse needs, Local Housing
Authorities have introduced training for housing officers to improve
understanding of neurodivergence and to help staff recognise when
individuals may require tailored approaches, including those who do not
have a formal diagnosis. This training aims to ensure that interactions are
accessible, supportive, and responsive to individual needs rather than
relying on assumptions or labels.

-
LHAs are also reporting increasing numbers of households requesting 8
additional bedrooms where, for example, children with neurodivergent®
needs are unable to share bedrooms with siblings. This often reflects m’
genuine challenges relating to sleep, safety, behaviour regulation, or
sensory differences. These pressures contribute to growing demand for
larger family homes within an already limited social housing stock.
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https://www.gov.uk/government/publications/a-national-plan-to-end-homelessness/a-national-plan-to-end-homelessness
https://www.gov.uk/government/publications/discharging-people-at-risk-of-or-experiencing-homelessness
https://www.gov.uk/government/publications/discharging-people-at-risk-of-or-experiencing-homelessness
https://www.gov.uk/government/publications/discharging-people-at-risk-of-or-experiencing-homelessness

4 Pillar 3: Preventing crisis — helping people

stay in their homes

Identifying and preventing homelessness at the earliest possible
stage is the best outcome for households, LHAs and the public
purse. However, where it has not been possible to prevent
homelessness, services need to work together quickly and
effectively to ensure that it is a brief as possible.

4.1 Preventing homelessness at the earliest stage

‘Too often, households are known to one service, such as a
voluntary or community organisation, without that
information being shared with the council or other relevant
partners. To deliver truly coordinated and preventative
support, everyone must work together, with clear referral
pathways and shared responsibility for identifying and
responding to risk early.’

A National Plan to End Homelessness, MHCLG, 2025

Locally as well as nationally, we want to increase the proportion
of households who are supported to stay in their own homes or
helped to find alternative accommodation - to prevent
homelessness and the need for temporary accommodation.

Details of the Government’s new Homelessness, Rough Sleeping
and Domestic Abuse Grant were announced in December 2025 as
part of a provisional multi-year settlement. The intent of this
grant is to simplify homelessness funding and allow for greater
flexibility in spend according to local need.

The provisional 3-year allocations will allow for longer term

strategic planning to commission or directly provide homelessness

services/initiatives on a longer-term basis, rather than annual
allocations in recent years.
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To inform this strategy, a mapping exercise was carried out as part of the
homelessness review which identified what services are available across
Worcestershire and what gaps in provision there might be. A summary of this
is contained within the homelessness review and an action within the plan is
to explore what services are required to be commissioned or directly
provided by LHAs based on the findings of the review.

The LHAs already provide a number of services to help prevent homelessness
or to ensure suitable alternative accommodation is available at the
prevention stage. This includes access to funding for rent deposits/bonds and
rent in advance, welfare assistance, working with landlords and families to
resolve issues and mediation for young people and their families.

4.2 Accessing the right support at the right time

It is vital that people get the support that they need, when they need it, to
prevent homelessness. Housing and homelessness systems can be complex by
the very nature of legislation, geographical location, differences in fundi

and associated criteria, whether they are provided by statutory of voluntary
services and as such it can be challenging for people to navigate them or P
understand what support is available. %

The need to raise awareness of what services are already available was a key
theme arising from partners who attended the strategy stakeholder event
held in September 2025. The mapping exercise outlined in the previous
section will be useful in raising awareness but the LHAs are keen to wor

with partners to build further on this through improved communication

joint training across organisations and sectors. Joint work with the Adul
Front Door and the Community Directory are actions within the strategy=
action plan. o

To proactively identify and predict where households may be at risk of __
homelessness, we want to improve our use of data to enable us to targe
high-risk households 3-6 months before they potentially reach crisis poirg
To address this, we want to explore using a predictive analytics model
utilising a range of different data to target our homelessness prevention—J
work.


https://www.gov.uk/government/publications/a-national-plan-to-end-homelessness/a-national-plan-to-end-homelessness

4.3 Person-centred support to prevent rough sleeping

The councils have worked closely together for many years to
tackle rough sleeping and have developed a range of initiatives
such as No First Night Out (emergency bed spaces for those that
are new to the street), Housing First/Led models (intensive
support linked to accommodation), outreach support, bespoke
funding and person-centred packages of support. A Rough Sleeper
Coordinator has also been in post for several years to oversee the
councils’ strategic approach to tackling rough sleeping and
unblock barriers to accommodation for those with a poor tenancy
or offending history.

We will aim continue providing bespoke funding for outreach

teams and the Rough Sleeper Coordinator to find a housing
solution for those at risk of rough sleeping and rough sleepers.

17
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5. Pillar 4: Improving emergency
responses — improving temporary
accommodation and making people’s
experiences better if they do become
homeless

Whilst the aim is to prevent homelessness at the earliest possible
stage and negate the need for temporary accommodation, it will
always be needed as a safety net for households at crisis point.

LHAs have a duty to provide temporary accommodation in certain
circumstances to homeless households. They can also utilise a
discretionary duty to accommodate others, where no duty is owed but
they are accommodated under wider policy initiatives such as No First
Night Out/No Second Night Out to prevent rough sleeping or to
support rough sleepers coming off the streets.

If temporary accommodation is required then it must be safe,
affordable, of a decent standard and stable. B&B accommodation
is not suitable for families with children, but we recognise that it
may be the only option at crisis point.

Over the previous three years the number of placements ending has
steadily declined from 1121 to 734 and the same for placements with
children 339 to 235. Which means that households are spending longer
in temporary accommodation. This is due to increasing pressure on
housing availability impacting on the ability to house people into
permanent accommodation. Correspondingly in the five districts the
length of stay in temporary accommodation over 12 weeks has risen
from 18% in 2022/23 to 26% in 2024/25 and a corresponding increase
of length of placements for the longer timescales (or static numbers
over the last three years).

For all the councils the most used type of temporary accommodation
is Bed and Breakfast but the amount this is used varies from 46% of all

18

placements in Redditch to 59% in Wyre Forest in 2024/25.There has been a
decrease in use of Bed and Breakfast between 2023/24 and 2024/25 in all of the
councils except Bromsgrove where the percentage of placements in B&B have
increased from 42% to 48%.

This shows positive work undertaken by many councils to bring other forms of
temporary accommodation into use including from Registered Providers and
councils’ own stock. When considering the use of temporary accommodation for
households with dependent children, WFDC and MHDC still mainly use Bed and
Breakfast (53% and 72% respectively). However, both WDC and BDC use more
temporary accommodation provided by Registered Providers than B&B (39% and
56% respectively) and RBC mainly use their own housing stock (61%).

The availability of different types and numbers of temporary accommodation
differs across the county and can range from ad hoc used of emergency
accommodation such as Bed and Breakfast to accommodation owned and
managed by the Councils directly. See the table below for more information on

temporary accommodation across the districts. ;?
Q

Placements into: 22/23 [23/24 [24/25 ®
TA within RP Stock 89 89 72 &
TA within your own stock 113 115 98
Any other type of TA 27 28 76
Made own arrangements for TA 36 13 3
Other nightly paid, privately managed | 165 92 69
accommodation >
Private sector TA leased council / 29 43 12
Registered Provider ((%
Bed & Breakfast 633 578 395 =
Temporarily remains in property 5 3 3 o
Other: e.g refuge 24 13 6 Q)

accommodation and particularly those with dependent children. There

a body of research around the health impacts of temporary accommoda

on people’s health including infant mortality and councils are expected tQ
reduce the use of Bed and Breakfast style accommodation for families over
the lifetime of this parliament.

The new government strategy has a strong focus on households in tempgy
is=-Qow



All the LHAs have support workers who can provide additional
support to households in need, but the resource is limited and it is
critical that the councils utilise other support and care providers
where relevant.

LHAs want to increase the amount of good quality self-contained
accommodation, which will provide a better experience for
homeless households but is also better value for money and less
expensive than nightly paid accommodation.

We will work with education providers and GPs to ensure they are

aware and can support those households in Temporary
Accommodation where appropriate.
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6. Pillar 5: Recovery and preventing
repeat homelessness — ensuring
people don't experience
homelessness more than once and
halving long term rough sleeping

With the right support people can rebuild their lives after
experiencing the trauma of homelessness and break the cycle of
repeat homelessness.

6.1 Ensuring people don’t experience homelessness more than
once

Preventing repeat homelessness is achieved through a variety of
ways depending in part on the client group. Ensuring households
are supported through the transition from temporary into
permanent accommodation and working with households to make
them tenancy ready whilst in temporary and supported
accommodation has proved beneficial.

Some repeat homeless can arise through households not being
able to access health interventions when needed. Locally some
LHAs have funded Mental Health Link workers to work with
housing teams and households approaching for homelessness
assistance. This has proved a valuable resource to enable
homeless households to access mental health support and
assisting them to access existing mental health services at the
right time.

Through regular meetings, agencies collaborate on policy
development, share data and good practice, and coordinate
funding opportunities. This joined-up approach strengthens the
county’s ability to deliver sustainable solutions and improve
outcomes for those at risk of, or experiencing, homelessness.
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Further work needs to be done to better understand why repeat
homelessness for survivors of domestic abuse and larger families with
complex needs is high and we will work with those with lived experience to
see if we can develop workstreams to tackle this.

6.2 Tackling long term rough sleeping

The Government’s funding programmes have enabled LHAs to implement a
number of service offers for rough sleepers including Housing First/Led, No
First/Second Night Out, outreach workers and access to personalised
budgets. This approach has supported the most entrenched rough sleepers,
some of whom had previously been on the streets for many years, to
maintain social housing/private rented tenancies. Through the use of
personalised budgets for meaningful activities and engagement opportunities
councils have been able to help rough sleepers and former rough sleepers to
sustain their accommodation, make their property a home, build positive
routines and strengthen community connections.

T
By offering bespoke interventions, the personalisation budget helps to br&k
the cycle of homelessness and reduce the likelihood of individuals returnif
to the streets. It empowers frontline staff to respond quickly and creativé:é
to barriers faced by rough sleepers, ensuring that support is not only
practical but also person-centred.

This strategy is committed to maintaining this robust approach to tackling
and reducing rough sleeping. >

6.3 Access to specialist health services: mental health, physical heal%&
substance use S

“What needs to be considered is the traumatic experience of being Q
homeless. And that doesn’t stop the moment you come out of —_
homelessness... Even if you didn’t have mental health issues going into ('_D"
homelessness, you are guaranteed 100 million percent [to have mental
health issues after experiencing homelessness]. | have no doubt in my d
at all that everybody goes through a homelessness journey will experier<g
trauma if being homeless and that needs to be considered because even if
you’ve got no recovery to deal with, no official mental health diagnosis or



any compound need, you are going to have an adjustment and,

you know, adjustment from that trauma”
MHCLG (2025) Lived Experience Forum Report, recommendations
from people with lived experience for the cross-Government
homelessness strategy, Revolving Doors, Groundswell, Justlife
Foundation

Project Bright Path supports people who are rough sleeping or at
risk of rough sleeping and experiencing mental health challenges,
both diagnosed and undiagnosed. The programme provides rapid,
relational and trauma-informed support through short-term,
focused interventions and better connection into mainstream
services. Its purpose is to help people stabilise at times of crisis
and access the right mental health and housing support at the
right time. A key development during the year was the
appointment of two Band 7 mental health practitioners, one based
in Herefordshire and one in Worcestershire. Their specialist
clinical input has already made a difference, supporting people
with complex needs, helping unlock access to formal mental
health assessments and diagnosis, and strengthening the ability of
frontline workers to navigate mental health systems.

The project also delivers a training programme which is delivered
in partnership with a wide range of organisations, including LHAs,
housing providers, rehabilitation centres and voluntary sector
partners. Content has continued to evolve, with additions
including trauma-informed approaches, neurodiversity awareness
and clearer pathways for mental health and homelessness support.

In developing this strategy, housing and health colleagues have
been engaging in more detailed discussions around the links
between mental health, physical health and homelessness and
what could be done locally to address poor health and inequalities
via the countywide Homelessness and Rough Sleeping Strategy
group, the Worcestershire Housing Board, the Housing and Health
Group, the district health collaboratives, and the Health
Inequalities Prevention Personalisation Care Board. This strategy
is committed to ensuring access to specialist services for homeless
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households and specific actions will be defined in conjunction with housing
and health.

6.4 Community support and services

The LHAs recognise that peer support can be invaluable in tackling and
preventing homelessness. Those that have lived experience will often be
able to engage complex homeless households more effectively as they know
first hand what it is like to experience homelessness and disadvantage.

Homelessness peer support models are in place in some areas of the county
and there remains a commitment from the previous strategy to review peer
support models and identify good practice with a view to potentially
increasing or upscaling peer support.

The Homelessness and Rough Sleeper Strategy Group continues to learn from
those with lived experience of homelessness through ongoing feedback, —g
workshops and questionnaires. Q

Q
@D

The service mapping exercise carried out as part of the Homelessness Reiew
and the Community Services Directory are also useful to highlight the
community support services available. Ongoing discussions on how to
harness community support continue to take place at local homelessness
forums.

We will continue to engage with other services that can support househ&@%
into education, employment and training and those that assist people
managing finances such as the Citizens Advice Bureau.
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https://www.worcestershire.gov.uk/council-services/communities/community-services-directory

7. Governance arrangements

7.1 Oversight, delivery and monitoring

Worcestershire Housing Board is responsible for ensuring that the
commitments within the Homelessness and Rough Sleeping
Strategy are realised. The partnership is a multi-agency and cross-
sector partnership, ensuring delivery of the strategy is supported
across relevant organisations. The Housing Board reports to the
Housing Strategy Board comprised of Chief Executive or senior
officers from LHAs, Registered Providers, NHS and Public Health.

The Strategy will be overseen by the Countywide Homelessness and
Rough Sleeping Group, a public and voluntary sector partnership
that brings together statutory agencies, housing teams, health
services, and community partners to ensure a coordinated
response to homelessness across the county. The chair of that
group will attend the Housing Board regularly to report on
outcomes achieved and progress against actions.

Each LHA has its own local homelessness partnership, consisting
of local statutory and voluntary partners which will oversee and
deliver on homelessness services and the strategy at a local
level and feed into the Countywide Homelessness and Rough
Sleeping Group.

The LHAs are responsible for meeting their own statutory
duties in relation to preventing homelessness. The
Worcestershire Strategic Housing Officers Group (WSHOG)
will be responsible for the operational delivery of the LHA
elements of the strategy. Each LHA will have their own
separate mechanism for reporting back to elected members on
outcomes and progress including committees and member
briefings to ensure there is political oversight on the delivery
of the strategy and services.
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Worcestershire Housing Strategy Board

Worcestershire Housing Board

Countywide

Worcestershire
Strategic Housing
Officers Group

Homelessness and
Rough Sleeping
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Local
Homelessness Elected Members
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8. Parinerships

Partnerships are essential to the delivery of the strategy as many organisations have a role to play in tackling homelessness and rough
sleeping in the wider context.

‘Worcestershire Strategic Housing Officers
Group (WSHOG)

~— Housing Strategy Board —— Housing Board Housing Strategy Group: Housing Growth

Housing Strategy Group: Health and Housing

Homeless Strategy Group —— Homelessness Partnerships
Housing Enabling Group (Housing Development)
Meighborhood health model: GP Local Health
MOTs Forums NHS Hospital Discharge Meetings
\__ Prison Leaver Protocol Review Group and Panel
Meetings
Adult Safeguarding Board —,
Rough Sleeper Assurance Panel —, /
Voluntary Community Sector VCS Alliance
Children's Safeguarding Board —| / -U
Adult Exploitation Operational Group _‘-__“‘“x / @
District Collaboratives CD
Multi Agency Risk Assessment Conference | -
(MARAC) Key countyw‘de Mental Health Collaboratives w
- -
Complex Adults Risk Management (CARM) — partnerships with a Integrated Care Board Health Inequallties, Prevention and o1

= = Personalisation Care Board
housing link
Corporate Parenting Board Uizl EAmE e
Children Social Care
Children and Young Peoples Protocol Meetings
Domestic Abuse Partnership Board

Combating D Partnershi
Health and Wellbeing Board mbating Urugs Fartnership

. Community Safety Partnership North
Health Protection Board

Community Safety/Offender
Co ity Safety Partnership South
Drug and Alcohol Related Drug Death Group Management mAny Sately Farhershi sa0
. . Public Health Safer Communities Board
Suicide Prevention Group
. . Reducing Reoffending Board Prison Leavers Protocol
Sensory impairment Group
MAPPA

Substance Use Group

This is not a definitive or exhaustive list of all partnerships but highlights some key groups and inter-relationships. There are also localised
partnership and strategic groups within each LHA that are not included in this section.

) Wal| epuaby
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ICB and health partnerships

The advent of the Integrated Care Boards and review of the role of the Health and Wellbeing Board has led to a new way of working within the
health, social care and wider partnerships including greater district level working with Primary Care Networks.

Integrated Care System - Taking collective action to tackle health inequalities.

n
Local Authorities $
Integrated Care Board
- Day-to-day responsibility for running NHS /m
elements of the ICS

- Develop plan to meet health needs, allocate /

resource, commission services, shape joint working
Integrated Care Partnership

« Equal partnership
between health and
local authorities

« Responsible for

Worcestershire Health & Wellbeing Board
- Encourages integrated working

« Oversees and approves the Joint Strategic Needs
Assessment, Better Care Fund and produces
Health and Wellbeing Strategy

Integrated Care Strategy

Voluntary and
Community Sector

District
Collaboratives
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Reducing Re-offending Group & MAPPA Strategic Management children and young people. It also provides challenge and scrutiny to ensure

Board the best outcomes are achieved for children in care and care leavers. LHAs
are represented at CPB by officers from WSHOG.

The Reducing Re-offending Board oversees the development and delivery

of the criminal justice pathway and protocol across the county, following Domestic Abuse Partnership Board (DAPB)

on from work commissioned by Public Health and the LHAs. Multi-Agency

Public Protection Arrangements (MAPPA) were introduced in 2001 under ~ The DAPB consists of key partners with an interest in tackling domestic

the Criminal Justice and Court Services Act 2000 and subsequently abuse and supporting victims, including their children. The DAPB has been
strengthened by the Criminal Justice Act 2003 as the statutory created to support Worcestershire County Council in meeting its duty under
arrangement for managing sexual and violent offenders. It provides a Part IV of the Domestic Abuse Act 2021 and to expand upon the wider
mechanism whereby the agencies involved can better discharge their community-focused work of the Worcestershire Forum against Domestic
responsibilities and protect the public in a coordinated way. The Abuse.

responsible authority for MAPPA in each criminal justice area consists of
the police, probation, and prisons. LHAs have a duty to cooperate with
MAPPA arrangements in assessing and managing the risks posed by
MAPPA-eligible offenders and the Board oversees the process.

Adult Safeguarding Board and the Assurance Panel g-?
Q

The main purpose of Worcestershire Safeguarding Adults Board (WSAB) is to @

promote wellbeing and reduce the risk of harm for people with care and (L]o

support needs. Rough sleepers specifically are overseen by an Assurance

Panel. The LHAs are represented on the Board and Panel at Senior Officer

level.

Corporate Parenting Board (CPB) >

The CPB provides leadership and a governance structure for corporate (%

parenting to drive forward the outcomes for looked after children and =

care leavers. It oversees the Board’s strategy and promotes the voice of (@}
Q
—
3
\l
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Appendix 1 - Action Plan

Pillar 1: Universal Prevention - tackling the root causes of homelessness

Action Measure Lead Timescale
1.1 Prevent homelessness from private rented sector tenancies by building relations - Countywide landlord forum established. Housing Advice March
with landlords to identify those at risk of homelessness at an earlier stage, utilising - “Help to Stay” scheme established. Team 2027
funding where appropriate and available and take action to sustain tenancies. - Tenancy Sustainment Officers in place Leaders/Housing
(funding dependent). Strategy
- Decrease in households becoming Officers/Private
homeless due to end of a private sector Sector Housing
tenancy for a negative reason. Teams
- Prevention panel established with
landlords
- Utilise funding such as the Crisis
Resilience Fund and homeless funding to
sustain tenancies
1.2 Ensure more legal support is available for tenants facing eviction by expanding - Training on Renters’ Rights Act Housing Advice December
partnerships with organisations who already undertake this work so that services have undertaken for LHA staff. Team 2026
sufficient resource, knowledge, expertise and capacity to robustly defend evictions based | - Established referral mechanisms are in Leaders/Housing U
on grounds under Renters Rights Act. place with the Housing Loss Prevention Strategy )
Advice Service Officers/Private Q
- Decrease in households becoming Sector Housing @
homeless due to end of a private sector Teams g
tenancy for a negative reason.
- Increase in tenancies sustained in the Registered
private rented sector following Housing
intervention. Providers
1.3 Develop an integrated tenancy sustainment approach, bringing together housing, - “Tenancy at Risk” protocol with Housing Advice | March
community organisations/hubs, employment and financial inclusion partners and develop Registered Providers is explored. Team 2028 >
stronger links to online support, to identify tenancies at risk and deliver coordinated - Coordinated support packages in place Leaders/Housing
support. including income maximisation, debt Strategy Q
advice, financial literacy training, and Officers and D
flexible crisis prevention/ discretionary Community -
welfare funding. Services o
- Decrease in households becoming Q
homeless due to end of a tenancy for a —
negative reason. —
1.4 Review the Duty to Refer data and prepare for the new Duty to Collaborate to - Duty to refer data is reviewed. Housing Strategy | March (D
ensure that any potential homeless cases are referred to the local housing teams by - Increase in the number of Duty to Refer Officers/All 2027 3
partner agencies at the earliest opportunity. referrals statutory
agencies ~l

26




- Increase in the proportion of cases
approaching for homelessness assistance
at prevention stage, or earlier.

required to refer

1.5 Use data and lived experience to track and evaluate progress against the strategy - Data dashboard and baseline statistics Research and September
(and inform service delivery) using key performance indicators and regular developed and monitored at countywide Intelligence 2028
reviews. Consider how we can implement “big picture” reporting to demonstrate and homelessness strategy meetings. Officer/Housing
understand homelessness prevention activity across all sectors/organisations. - Summary reporting mechanism developed | Strategy Officers
to show homelessness prevention work
across all sectors/organisations.
- PWLE attending/providing feedback to the
Homelessness Strategy Group.
1.6 Improve shared understanding of the work of all partner agencies in preventing - Joint training undertaken and increased County Council, | September
homelessness through promoting the Community Services Directory, and joint training awareness of roles and responsibilities. Housing Advice 2027
and awareness sessions. - All homelessness prevention services are Team
signed up to the community services Leaders/Housing
directory. Strategy
Officers,
Homelessness
Partnerships
1.7 Develop and implement clear referral guidance and processes between agencies - Referral guidance and process defined and | Housing Strategy | March -
(housing, health, education, social care) for early identification of at-risk individuals. promoted. Officers, Health, | 2029 )
- Individuals are not released from Education and Q
institutions into homelessness. Social Care @
Leads %
1.8 Explore opportunities to develop and deliver homelessness education programmes | - Review service offered by Nightstop in WF | Housing Strategy | March
in schools and the Basement Project in BDC and roll Teams 2029
out across other district (funding
dependent)
1.9 Make better use of existing social housing by exploring opportunities to better -Current demand for adapted housing and Housing Strategy | March
match disabled households with adapted housing and by tackling under occupation of best practice in maximising use of existing Teams 2028 >
larger properties stock reviewed L
Qd
Pillar 2: Targeted Prevention - targeted support for people at risk of homelessness (_2
Action Measure Lead TimescHR
2.1 Explore the feasibility of a predictive homelessness risk model that pulls data - Predictive analytics system developed Research and March ==
from a range of sources to identify and target support to people at greatest risk of and implemented. Intelligence Officer | 2029

becoming homeless before they reach crisis point.

- Data driven services/provision are
developed.

- Increase in homelessness prevention.

- Decrease in TA placements.
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Rough sleepers and single homeless households:

2.2 Review and strengthen the rough sleeper support/accommodation options Carry out a needs assessment and WSHOG July 2027
(All services and interventions that tackle rough sleeping) and commission or directly develop a Supported Housing Strategy Housing
deliver services required utilising the new multi-year homelessness funding Number of services newly commissioned Advice/strategy
arrangements. or expanded (if required) Teams,

Map unmet needs identified through Outreach

outreach Services,

Rough Sleeper Co-
Ordinator

2.3 Investigate the ability to provide bespoke funding Reduction in rough sleeping. Rough Sleeper Co- |rch 2029
Outreach teams and the Rough Sleeper Coordinator to develop tailored solutions for Number of individuals housed through the ordinator (pending
individuals who have previously been unable to secure or maintain accommodation, funding Outreach Services funds)
subject to funding. Tenancy sustainment 6 months + Housing

Number of individuals supported through Advice/Strategy

the funding to address unmet needs Teams

Reduction in repeat presentations to

outreach services

Building relationships with Registered

Providers to overcome barriers into

accommodation o
2.4 Expand the online multi-agency work on Target Priority Group rough sleepers Online multi-agency TPG group working Rough Sleeper Co- Septemb&
Implement outreach and support services TPG online group across all districts to effectively across boundaries+. Ordinator/Housing 2026 o)
improve cross-boundary coordination and case management. Learning from good Reduction in the number of TPG rough Advice Teams IS
practice and promoting joined up working. sleepers. o

Increase in TPG rough sleepers accessing
services and accommodation

Number of districts consistently using the
TPG platform

Number of cross-boundary cases
successfully resolved

o\

2.5 Extend the Mental Health & Homelessness Group to all districts to enable Mental Health and Homelessness group Housing rch 202

discussion/referrals into mental health services for those at risk of or experiencing expanded across all districts to ensure Advice/Strategy

rough sleeping consistent access to mental health Team Leaders @®
services. Rough Sleeper Co- -
Increased number of districts Ordinator o
participating QJ
Number of rough sleeping cases discussed —
Increased access to mental health —t
support for rough sleepers C_Q

2.6 Understand factors leading to returns to rough sleeping Enhanced support offer in place for those Rough Sleeper Co- April zoﬁ

Using data to identify repeat patterns, implement targeted interventions, and redesign who return to rough sleeping. Ordinator

support offers, subject to funding. Outreach Services ~

28




- Work undertaken with Registered
Providers to reduce the no. of people
refused housing due to poor tenancy
history

- Reduction in recurring rough sleeping

- Number of individuals enrolled in
enhanced support

- Tenancy sustainment following re-
engagement

- Housing
Advice/Housing
Strategy Teams

2.7 Set up a Lived Experience involvement process to ensure people who have - People with lived experience involved in - Rough Sleeper Co- | October
experienced rough sleeping or homelessness are able to put forward ideas or feedback. | service development and improvement Ordinator 2026
Use this feedback to make changes to services and improve everyday practice, subject - Number of people with lived experience - Outreach Services
to funding. taking part in a way that meets their needs
- Feedback collected and recorded
- Number of service changes or
improvements made because of the group’s
feedback
Children, young people and care leavers:
2.8 Support the pilot(s) of the “Upstream” model in partnership with schools, - Prevention initiatives developed across - Housing December
specialist youth and family support services e.g. Centrepoint model (should funding the Councils leading to a reduction in Advice/Strategy 2027 U
be available). This would include a review of family intervention and mediation youth homelessness. Team Leaders 8
services. Initial pilot to commence in Wyre Forest. - The causes of youth homelessness and - '\\ll\i/FhEts tS(;N o)
what interventions can be made to ) Tr%e Basgment S
sustain accommodation and positive . =
. - . . . Project
relationships with family/friends are : ,
- Children’s
better understood. Servi
ervices

-Youth Services
-Schools

2.9 Review the Care Leavers Protocol in light of new legislative requirements that - Care leavers protocol updated to be - Housing Decemb}
state that care leavers will no longer be deemed intentionally homeless in the case compliant with the legislation. Advice/Strategy 20260
of accommodation breakdown. Team Leaders
- Children’s M
Services ;
2.10 Agree a Memorandum of Understanding with providers of young persons - Memorandum of Understanding in place - Housing Decembes=
supported accommodation to facilitate movements to alternative supported across providers to respond to potential Advice/Strategy 2027 QD
accommodation where relationships between residents have broken down homelessness situations where the Team Leaders —
relationship between residents has - Supported —r
broken down. Housing Providers M
- Fewer crisis situations in which a suitable 3
move cannot be found .
N
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2.11 Work with partner organisations (e.g. DWP) to explore services provided to

Reduction in youth homelessness

- Housing Advice

March

address youth unemployment and ensure they can be connected with More young people managing their money Team Leaders 2027
prevention/mediation/budgeting/debt advice services. and able to live independently - DWP
2.12 Work with partners to understand the links between homelessness and Reduction in youth homelessness. - Housing Advice March
neurodiversity in young people and how homelessness prevention services can meet Officers trained to ensure that Team Leaders 2027
their needs. neurodivergence is recognised and -County Council

services are adapted to meet needs.
Families with children: -
2.13 Identify the key risk factors in families that lead to homelessness to ensure Review best practise around early - Housing Advice Ongoing
targeted intervention at the earliest stage intervention and prevention for families Team Leaders and

including risk factor identification. Housing Strategy

Increase in homeless prevention for Officers

families with children - Research and

Intelligence
Officer

Homelessness and health:
2.14 Commission a homelessness and health audit to understand the health needs of The health needs of homeless households | - WSHOG September
homeless households, reduce health inequalities for rough sleepers and improve life are understood and services 2026
expectancy. commissioned or adapted to meet need

and prevent homelessness. U

Health inequalities experienced by rough 8

sleepers are reduce and life expectancy D

is increased. N
2.15 Improve joint working across housing, health and social care to: -WSHOG Septemb&®

(i) Prevent unnecessary hospital admissions for those who are homeless/at risk Improved pathway into accommodation -Integrated Care 2027

of homelessness

to ensure that discharges are planned in

Board

(i) remove barriers to hospital discharge for those who cannot return to their partnership with housing options services | -NHS
home or who are homeless and that appropriate support is in place.
(iii) Develop and implement the Duty to Collaborate for hospital admission, Reduced unnecessary hospital admissions
discharge, and step-down care that ensure a housing plan is in place before for homeless households
discharge. Reduced delays in hospital discharge for
homeless households
2.16 Explore opportunities to provide a flexible approach to medical appointments Health Bus service locations are near -WSHOG

to meet the needs of those with complex needs/chaotic lives and ensure follow up care
is provided- example of health care worker in local day centres.

rough sleeper locations wherever
possible.
All rough sleepers have access to a GP

-Integrated Care
Board
-NHS

2026

epé‘eﬁv

and substance use services where —

appropriate. M

2.17 Enhance the collaborative approach with partners to effectively manage the - Existing support and ongoing care and - Worcestershire April 20%
risk to those with complex and multiple needs in temporary accommodation. support processes are reviewed. Housing Board

- Reduction in serious incidents in - WSHOG ~

unsupported TA/housing.
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2.18 Integrate mental health services more deeply into homelessness prevention - Current mental health services (and their | - Outreach Teams June 2028
and intervention strategies. E.g. outreach teams should have improved access to capacity) are mapped, gaps are - Mental Health
mental health professionals to provide immediate support to those in crisis, and ongoing identified. Services
support is provided for those in unsupported temporary accommodation. - Those in TA can access appropriate
mental health support
2.19 Develop more fully accessible permanent and temporary housing through - Increase in the number of -WSHOG June 2030
Disabled Facilities Grant and Homes England Funding (dependent on funding) accessible/healthy homes delivered by -Worcestershire
Developers and RPs Housing Adaptations
- Increase in the number of accessible Service
temporary accommodation units.
2.20 Investigate the ability to provide flexible budgets to prevent homelessness - Funding identified -Housing Advice December
especially for non-priority/intentional cases or individuals facing severe mental health - Data captured on “what works” to Team 2026
issues. This could be used to help cover emergency needs. prevent homelessness for this cohort to Leaders/Housing
inform future service delivery Strategy Teams
Domestic abuse
2.21 Sustain and expand safe accommodation options (funding dependent) to - Increase in the number of safe -DA Coordinator btember
minimise the use of B&B for DA survivors. accommodation options -Public Health 2027
-Housing Providers
2.22 Review best practice in preventing homelessness due to domestic abuse at an - Those are risk of homelessness and - DA Coordinator March
earlier stage through early interventions with households at risk of homelessness experiencing domestic abuse approach - DA Housing 2027 %
due to DA. for homelessness assistance at an earlier Officers
stage e.g. prevention stage, not - Research and o%
relief/crisis stage Intelligence
- Decrease in homelessness approaches due | Officer
to DA
- Greater awareness and take up of
Sanctuary Scheme options
2.23 Develop a protocol for Registered Providers to access relevant survivor | - Improved accommodation offers due to - DA Coordinator June 20%
information (with consent) to deliver trauma-informed housing offers and minimise re- | greater understanding of needs and risk | - Registered
traumatisation. - Reduced repeat homelessness for DA Housing Providers Q
survivors - DA Housing q»)
Officers -
2.24 Develop dedicated housing pathways for survivors with multiple needs and - Reduced homelessness levels due to DA - DA Coordinator June 20252
those with No Recourse to Public Funds (NRPF) - Improved partnership working with - DA Housing QJ
L Officers
schools and health and holistic support —
available to whole family. M

2.25 Strengthen communication and engagement with schools and health
professionals to support early identification and safeguarding and ensure children
affected by domestic abuse are linked to appropriate support services to prevent future

-Processes are defined and embedded

- DA Coordinator
- DA Housing
Officers

v

July 20273

/
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victimisation or perpetration.

Prison leavers:

2.26 Review supported and transitional accommodation capacity and barriers to Reduced homelessness due to leaving - Housing September
accommodation to ensure that there are pathways into accommodation prior to release. prison Advice/Strategy 2027
Team Leaders
- Prison and
Probation Service
2.27 Improve data capture: referrals to Prison Release meetings, homeless assessments Improved understanding of housing needs | - Housing December
before release, and accommodation pathways including CAS3 accommodation. Increased accommodation options and Advice/Strategy 2026
improved process for prison leavers Team Leaders
- Prison and
Probation Service
2.28 Increase the number of housing assessments undertaken within prisons to Increased accommodation options and - Housing June 2027
identify a housing solution before release. improved process for prison leavers Advice/Strategy
Team Leaders
- Prison and
Probation Service
2.29 Work with partner housing providers to develop a positive pathway from CAS3 More individuals moving on from CAS3 - Strategic Housing | March T
accommodation into settled or supported accommodation Senior Officers 2027 D
2.30 Review Worcestershire Criminal Justice Housing and Support Protocol Protocol is updated to reflect current - Strategic Housing | March “('JD
legislation and service provision Lead 2028 ~
Asylum seekers and refugees: I
2.31 Collaborate with community, voluntary, and faith organisations to develop Comprehensive and culturally -Homelessness September
tailored, culturally appropriate information and guidance for asylum seekers, appropriate guidance developed. Partnerships 2027

refugees and those with No Recourse to Public Funds, enabling them to access
necessary support.

Veterans: >
2.32 Continue to work with the Worcestershire Armed Forces Covenant Partnership Armed Forces Covenant embedded in -WSHOG OngoingQO
to ensure that there is a good understanding of the Armed Forces Covenant in housing housing services (where relevant) ()
and that organisational policies reflect the needs of the Covenant Housing staff received training on the =S
Armed Forces Covenant. e
Q

Pillar 3: Preventing crisis - helping people stay in their homes —
Action Measure Lead Timescaﬁ'
3.1 Use the findings of the Homelessness Review Service Mapping to explore funding - Gaps are defined, business case developed. Housing DecembeT™S
services required to be commissioned or directly provided by LHAs to sustain - More homelessness cases are prevented Advice Team 2026
accommodation. Leaders and ~

Housing
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Strategy

Officers
3.2 Ensure that homelessness services are well connected to services offering support | . CRF fund outcomes analysed to inform “what | WSHOG March 2027
through the new Crisis and Resilience Fund. works”
- Report on outcomes that have prevented
homelessness without the need for a homeless
approach to housing services.
- Homelessness Services are aligned with the
local delivery of the Crisis and Resilience Fund
and support is available to those in crisis and
facing homelessness.
3.3 Utilise funding to ensure services such as accommodation and floating support, -Number of households prevented from Housing December
and help with housing costs are targeted to reduce homelessness through prevention becoming homeless increases Advice Team | 2026
Leaders and
Housing
Strategy
Officers
3.4 Make use of the government toolkits to aid prevention of homelessness (when -Number of households prevented from Housing March 2028
available) becoming homeless increases Advice Team
Leaders and g
Housing o«
Strategy @
Officers o
Ul
Pillar 4: Improving Emergency Responses - improving temporary accommodation and making people’s experiences better
Action Measure Lead Timescale
4.1 Increase the number of high-quality, self-contained, TA units for families with - Increase in the number of suitable TA Housing March 2028
children through working with Registered Housing Providers and considering options units Advice Team $
such as leasing or purchasing accommodation (funding dependent). Minimise the use - Reduction in the average length of stay | Leaders and «
of B&B, and other forms of shared accommodation and out of area placements for in temporary accommodation Housing D
families with children. - Reduction of the number of households | Strategy -
with children in temporary Officers o
4.2 Improve the transition of households moving out of TA and into settled accommodation N Q)
accommodation by providing an assessment of support needs and referring families - Reduction in the number of families
into the appropriate support. This would include sharing the needs assessment with with children in B&B over 6 weeks —
housing providers (with consent) so they can provide a trauma informed housing offer. - Reduction in temporary (¢)]
accommodation costs 3
4.3 Create family-centred TA solutions: reevaluate the model for families in TA, - Increase in successful move-ons per
ensuring that placements consider the impact on children’s schooling, health, and quarter ~l
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support networks and help children, families and young people in TA to maintain
connections to services and support networks.

4.4 Jointly review social housing allocations policies once government’s new guidance is
available to try to prevent the need for TA or move people on into settled
accommodation more quickly if they do need to access TA.

4.5 Develop a resilience plan to address the impacts of rising temporary
accommodation use, accommodation costs, and the anticipated loss of grant funding.
This will include a review of block booking contracts, introduce dynamic purchasing
and reduce the use of spot purchasing

4.6 Work with PWLE to analyse the barriers to accessing temporary accommodation
and implement solutions e.g. increased security measures, provisions for pets.

4.7 Explore opportunities to work with colleagues across the health economy to
increase the availability of adapted temporary accommodation.

PWLE feedback from families who have
experienced TA is gathered and
analysis on a regular basis

Barriers to TA are understood and
action taken to overcome barriers

Pillar 5: Recovery and Preventing Repeat Homelessness - ensuring people don’t experience homelessness more than once and having long term rough )
sleeping 8
D
Action Measure Lead Timescalels
5.1 Take action to tackling long term rough sleeping through reviewing: - All activities to prevent and tackle - Housing March )
Accommodation-based and floating support/Rough sleeper outreach and intensive rough sleeping locally are reviewed Advice/Strategy 2027
support/Rent deposits and rent in advance/No First Night Out and defined, gaps identified and Team Leaders
Accommodation/Furniture projects services commissioned. - Rough Sleeper Co-
- Reduction in rough sleeping Ordinator
5.2 Review opportunities to develop and implement community and peer support -Increase in tenancy sustainment - Housing March
models . . . Advice/Strategy 2028 }
- increase in engagement of service T
Users eam Leaders (®
- Rough Sleeper Co- D
Ordinator
5.3 Review opportunities to strengthen advocacy services: increase the availability of | . Advocacy services are defined and - Housing Decembe
independent advocates, particularly for vulnerable groups like young people, those with | strengthened Advice/Strategy 2027 Q)
mental health issues, and DA survivors. Team Leaders
- Outreach Services —
- Housing Advice (@
5.4 Investigate with PWLE why there is a high level of repeat homelessness in certain | - Repeat homelessness is minimised - Research and March 5
homeless cohorts e.g. DA survivors, rough sleepers, families with complex support - Drivers of repeat homelessness are Intelligence 2028
needs. understood and minimised Officer l
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5.5 Develop mechanisms for referring temporarily accommodated households (with
consent) to medical professionals, schools etc (subject to Government guidance)

-Repeat homelessness is minimised and
households are safeguarded

- WSHOG

December
2028

Stakeholders identified a number of suggestions that are business as usual and as such do not feature in the action plan but will still be delivered. The strategy
action plan will be reviewed on an annual basis, and this will include a review of current actions and identification of any new actions required for future years.
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Appendix 2 - Funding the strategy

Homelessness Rough Sleeping and Domestic Abuse Grant, & New Burdens Funding for Renters Rights Act

Our targets are based on national targets to create a step change in our approach to work upstream and prevent homelessness wherever possible. These
are to:

e increase the proportion of people who are supported to stay in their own home or helped to find alternative accommodation when they
approach their local council for support
o eliminate the use of B&B accommodation for families, other than very short-term use in emergencies

e halve the number of people sleeping rough long-term

Total Three Year Funding Allocation 2026-2029

Homelessness Rough

Sleeping and ;
Local Domestic Abuse Of Which, funding for I{eunntilrr;ngi;Lts Funding for Domestic

. Grant Homelessness and Abuse Safe
Authority . Act 2025 New .
Rough Sleeping Burdens Accommodation Grant

Bromsgrove £ 1,636,130.00 | £ 1,474,318.00 £ 50,497.00 £ 111,315.00
Malvern Hills £ 1,414,759.00 | £ 1,310,533.00 £ 42,799.00 £ 104,226.00
Redditch £ 2,477,421.00 | £ 2,294,301.00 £ 72,088.00 £ 111,032.00
Wychavon £ 2,627,008.00 | £ 2,552,442.00 £ 76,082.00 £ 104,565.00
Wyre Forest £ 2,485,740.00 | £ 2,307,923.00 £ 70,660.00 £ 107,157.00
Total £ 10,641,058.00 | £ 9,939,517.00 £ 312,126.00 | £ 538,295.00

The Local Authorities will utilise the funding strategically to meet deliver on our targets and respond to local need. We will measure the outcomes below
with a view to improving performance year on year.
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e number of households with children in temporary accommodation

e number of families in B&B over 6 weeks

e percentage of duties owed where homelessness was prevented or relieved

o percentage of duties owed where homelessness was prevented or relieved for those with 3 or more support needs
e number of people sleeping rough on a single night

e number of people sleeping rough over the month who are long-term

We will ensure that we have a policy in place for ensuring suitability of temporary accommodation, following an assessment, including procuring sufficient
units of temporary accommodation and allocating them.

Domestic Abuse Act Funding for Domestic Abuse Housing Officers 2025/6

Housing Authority Grant (£)
Bromsgrove District Council 33,666
Malvern Hills District Council 33,666
Redditch Borough Council 33,666
Wychavon District Council 33,666
Wyre Forest District Council 33,666

Funding for domestic abuse services is essential to ensure the provision of dedicated, specialist officers who can effectively respond to
victims and survivors. These officers play a critical role in early intervention, risk assessment, safeguarding, and multi-agency coordination.
Sustained investment will allow for improved response times, consistent victim support, enhanced offender management, and better
outcomes for families affected by domestic abuse. Funding will support recruitment, specialist training, and retention of officers, ensuring
victims receive trauma-informed, timely, and effective protection while reducing repeat incidents and long-term harm within communities.
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Household Support Fund (2025/26)

HSF 7 Allocation April 25 - March 26

District Council

12 month Gltlenera.l Food/w?lrm . Total
allocation allocation space allocation

Bromsgrove £171,321.39 £18,000.00 | £189,321.39
Malvern Hills £235,312.23 £18,000.00 | £253,312.23
Redditch £329,900.14 £18,000.00 | £347,900.14
Wychavon £230,918.03 £18,000.00 | £248,918.03
Wyre Forest £328,625.52 £18,000.00 | £346,625.52
Total £1,296,077 £90,000.00 | £1,386,077

The Household Support Fund (HSF) is intended to provide targeted financial assistance to vulnerable households who are struggling to meet
the cost of essential living expenses. The fund aims to prevent crisis, reduce hardship, and support households to maintain stability.

Discretionary Housing Payments (2025/6)

Housing Authority Grant (£)

Bromsgrove District Council 62,332
Malvern Hills District Council 75,651
Redditch Borough Council 79,296
Wychavon District Council 112,099
Wyre Forest District Council 110,242
Total 439,620

Discretionary Housing Payments (DHPs) provide short-term financial assistance to households who require additional help with housing costs
and are in receipt of Housing Benefit or the housing element of Universal Credit. The fund aims to prevent homelessness, sustain tenancies,
and support households during periods of financial difficulty.
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Appendix 3 - Glossary of terms

CAS3 : CommUNItY ACCOMMIOAALION SEIVICE ..uuttttttteeeteaeeeeeeesssessesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnsnnnes 11
DAPB: DomestiC ADUSE Partnership BOard ......oviiiiiiiiiiiiiiiiiiiiiiiiiiiiiittttteteeteeeeeeeeeeeeeeseaseesesessssssssssssssssssssssssssssssssssssssesssssssssssssssssssssssssssssssssssnnees 24
DRIVE: A domestic abuse partnership that protects victims by disrupting, challenging and changing the behaviour of those who are causing harm..........ccceceeeveeceereceenene. 14
LGR: LOCal GOVEINMENT REOIGANISATION .ttt tttteittttttteeeeineteeeeeeeennaeeeeeeeennnnneeeesesnnnanneessessnsnnnseessessnsnsneesssssssssnnnesssessnssnnesssssesssnnnnesssssssnnnnnseeens 2
(I VNS W Yot | (oW Ty e N B o o] g = e 4
MHCLG: Ministry of Housing Communities and LOCal GOVEIMMENT . ... .. ittt ittt ittt ettt ettt ettt eeeeeeeeeeeeeeeeeeeeeaaessesesesessessssssssssssssssssssssssssssssssssssssssssssnns 9
MARAC: Multi @genCy risK @SSESSMENT CONFEIENCE....ucceurrereeererreesterestsreressesesessessesesessssessssessessssssesessesessssessssssessesssssssssssesessssestsssstsssssssesesssssstssessssessssssessssessssssessessssssssessessssssesessesessssesessasassase 14
PWLE: People With LIVEA EXPEIIENCEE ...viiiiiiiiiitttttetiiitettteeeeaeeeeeeeeeannaeeeesseeennnanaeessessnnnnnsesssessnnnsnesessessnsnnsnesssessnssnnesssesesnsnnnneessssssnnnnneesens 4
RPS: REGISTEred HOUSING PrOVIAErS .. .vvetttiiiiiitttttteeeiittteeteeeeieeeeeeeeeeannneeeeeseesnnnnneeeeseesnnnnsesesssssnnnnsessssessnnsnnssessessnnssnessssessnssnnseesesssssnnssssssesnnnn 6
TPG: Target Priority Group (MOSt COmMPLEX FOUGN SlOEPOrS ) ittt ittt ittt iiittittetteeeeeeeeeeeeeeeeeeeeeeeeseseesesessssesessssessssesssssssssssssssssssssssssssssssssssssssssssanns 4
WSHOG: Worcestershire StrategiC HOUSING OffiCers GrOUD . .. .uueeitttttiiiiiiiiiiiiiiittteteeeteeeeeeeeeiaaaseeaesseeeeseseennnussssssssseseseesessnnnnssssssssssessesssessssnnssnssnnnnns 26
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Appendix 1 — Action Plan

The Action Plan below sets out the actions that specifically relate to preventing and relieving homelessness, however, in recognition of the Government’s
commitment to build 1.5 million homes backed by £39 billion investment, and consistent with the national homelessness strategy and wider housing policy,
the local authorities recognise that local prevention efforts must be supported by sufficient affordable housing and effective allocation of social stock. Without
this, demand for crisis interventions and temporary accommodation will continue to rise. The councils will ensure alignhment with the Worcestershire Housing
Strategy in order to support the increase in the supply of new affordable and high-quality homes and to address the need for greater diversity in the housing stock
through the development of the supported housing strategy. Performance against delivery of new build housing is monitored through the Worcestershire Housing

Board.

Pillar 1: Universal Prevention - tackling the root causes of homelessness

Action Measure Target Lead Timescale
1.1 Prevent homelessness from private rented Homelessness arising from the ending of - Collect the number of - Housing Advice Team Year 1/ 2
sector tenancies by building relations with private rented sector tenancies are evictions for rent arrears | Leaders
landlords to identify those at risk of homelessness at | reduced through measures including; in 2026/27 to establish - Housing Strategy
an earlier stage, utilising funding where appropriate | - Landlord forum and prevention panel the baseline in year one | Officers
and available and take action to sustain tenancies. established. - Increase the number of - Private Sector Housing
- “Help to Stay” scheme established in cases taken to prevention | Teams
areas without one. panels/Housing Advice
- Tenancy Sustainment Officers in place teams for rent arrears U
(funding dependent). from Landlords by 20% in 8
- Utilise funding such as the Crisis year 2 D
Resilience Fund and homeless funding to U1
sustain tenancies w
1.2 Ensure more legal support is available for The teams are able to advise and refer - Collect the number of - Housing Advice Team Year 1/ 2
tenants facing eviction by expanding partnerships households for support around the Renters evictions for rent arrears | Leaders
with organisations who already undertake this work | Rights Act; in 2026/27 to establish - Housing Strategy
so that services have sufficient resource, - Training on Renters’ Rights Act the baseline in year one | Officers
knowledge, expertise and capacity to robustly undertaken for LHA staff. - Increase the number of - Private Sector Housing
defend evictions based on grounds under Renters - Established referral mechanisms are in cases taken to prevention | Teams >
Rights Act. place with the Housing Loss Prevention panels/Housing Advice (@)
Advice Service teams for rent arrears o)
from Landlords by 20% in
year 2 -]
- 5% increase in tenancies Q.
sustained for twelve QO
months in the private —
rented sector following ('_D"
intervention. —
1.3 Develop an integrated tenancy sustainment - “Tenancy at Risk” protocol with - Collect the number of - Housing Advice Team Year2 =
approach, bringing together housing, community Registered Providers is explored. evictions for rent arrears | Leaders/Housing Strategy
organisations/hubs, employment and financial Officers ~




inclusion partners and develop stronger links to
online support, to identify tenancies at risk and
deliver coordinated support.

- Coordinated support packages in place
including income maximisation, debt
advice, financial literacy training, and
flexible crisis prevention/ discretionary
welfare funding.

in 2026/27 to establish
the baseline in year one.

- Increase the number of

cases taken to prevention
panels/Housing Advice
teams for rent arrears
from Landlords by 20% in
year 2

- Community Services

1.4 Review the Duty to Refer data and prepare for
the new Duty to Collaborate to ensure that any
potential homeless cases are referred to the local
housing teams by partner agencies at the earliest
opportunity.

Referrals from mandatory duty to refer
organisations is increased where there is a
low number currently.

- 10% increase in the

number of Duty to Refer
referrals from
organisations with low
referral levels.

- 10% increase in the

proportion of cases
approaching for
homelessness assistance
at prevention stage/
earlier from wider
partner agencies
included in the Duty to
Collaborate.

- Housing Strategy
Officers/All statutory
agencies required to refer

Year 2

Year 3

1.5 Use data and lived experience to track and
evaluate progress against the strategy (and inform
service delivery) using key performance indicators
and regular reviews. Consider how we can
implement “big picture” reporting to demonstrate
and understand homelessness prevention activity
across all sectors/organisations.

Improved opportunities for learning from
data and those with lived experience and
People With Lived Experience (PWLE)
attending/providing feedback to the
Homelessness Strategy Group.

- Summary reporting

mechanism developed to
show homelessness
prevention work across
all sectors/organisations.

- Data dashboard and

baseline statistics
developed and monitored
at countywide
homelessness strategy
meetings.

- Minimum of 2 lived

experience sessions held
a year.

- Research and
Intelligence Officer
- Housing Strategy
Officers

Year 2

G abed

1.6 Improve shared understanding of the work of
all partner agencies in preventing homelessness
through promoting the Community Services

Directory, and joint training and awareness sessions.

Customers are able to access information
and know where to go if they are in
housing difficulties.

All homelessness prevention services are

- Promote the CSD at min

of one homelessness
forum in each district,
explore what services are

- County Council,

- Housing Advice Team
Leaders/Housing Strategy
Officers

Year 2
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signed up to the community services
directory

available and allow for
the identification of any
gaps in services.

- Districts organise one
joint training session per
annum with the VCSE
and/or stat orgs for
increased awareness of
roles and responsibilities

- Homelessness
Partnerships

1.7 Develop and implement clear referral Referral guidance and process defined and | - 10% increase in the Housing Strategy Officers, | Year 3
guidance and processes between agencies promoted and this supports a reduction in number of Duty to Refer | Health, Education and
(housing, health, education, social care) for early the number of individuals are released referrals from health and | Social Care Leads
identification of at-risk individuals. from institutions into homelessness. social care settings.
- 10% reduction in
homelessness from Year 4
institutions
1.8 Explore opportunities to develop and deliver To improve the level of understanding of Service offered by Housing Strategy Officers | Year 3
homelessness education programmes in schools young people around homelessness and Nightstop in WF are
how to prevent it. reviewed and roll out
across other district U
(funding dependent) Q
1.9 Make better use of existing social housing by The councils make best use of existing - Current adapted stock Housing Strategy Officers | Year 2 L(%
exploring opportunities to better match disabled stock including fully utilising adapted within RP provision is
households with adapted housing and by tackling housing mapped g
under occupation of larger properties - Identify current levels of
demand for adapted
homes
- Consider how the stock is
identified and prioritised
for those who need those >
adaptations following
best practice (9
(D
Pillar 2: Targeted Prevention - targeted support for people at risk of homelessness >
Action Measure Target Lead Timescalal
2.1 Explore the feasibility of a predictive Developing a business case for funding to | 1. Stakeholder mapping Research and Intelligence | Year 3 Q)
homelessness risk model that pulls data from a develop a predictive homelessness risk with a multi-disciplinary Officer —
range of sources to identify and target support to model to increase homeless preventions steering group including —
people at greatest risk of becoming homeless before | and decrease the number of temporary adult social care )
they reach crisis point. accommodation placements required. 2. Completion of a Data 3
protection impact
assessment (DPIA) ~l




3. Data inventory and
matching across partners
4. Business case for
delivery if there is a
feasible solution.

Rough sleepers and single homeless households:

2.2 Review and strengthen the rough sleeper A fully implemented, trauma informed - Complete a cross sector - WSHOG Year 2
support/accommodation options rough sleeping pathway that increases review of all current - Housing Advice/strategy
(All services and interventions that tackle rough successful tenancies and ensures rough provision, Teams,
sleeping) and commission or directly deliver services | sleeping is not recurring. - Carry out a needs - Outreach Services,
required utilising the new multi-year homelessness assessment and develop a | - Rough Sleeper Co-
funding arrangements. Ensuring safety, accessibility Supported Housing Ordinator
and positive move on options. Strategy
- Re-allocate funding or
remodel services based
on findings
2.3 Investigate the ability to provide bespoke - Reduction in rough sleeping through the | - Number of individuals - Rough Sleeper Co- Year 2
funding for RS and single homeless use of interventions and meaningful housed through the ordinator (pending
Outreach teams and the Rough Sleeper Coordinator activities. funding - Outreach Services funds)
to develop tailored solutions for individuals who - Overcome the barriers into housing so - Tenancy sustainment 6 - Housing o
have previously been unable to secure or maintain more Rough Sleepers are accommodated months + Advice/Strategy Teams o))
accommodation, subject to funding. through building relationships with - Number of individuals L(%
Registered Providers supported through the
funding to address unmet g
needs
- Reduction in repeat
rough sleeping of 10%
2.4 Expand the online multi-agency work on Cross-boundary cases are successfully - Reduction in the number | - Rough Sleeper Co- Year 1

Target Priority Group rough sleepers Implement
outreach and support services TPG online group
across all districts to improve cross-boundary
coordination and case management. Learning from
good practice and promoting joined up working.

resolved through online multi-agency TPG
group working effectively across
boundaries+.

of TPG rough sleepers.
- Increase in TPG rough
sleepers accessing
services and
accommodation
- All districts consistently
using the TPG platform

Ordinator/Housing
Advice Teams

2.5 Extend the Mental Health & Homelessness
Group to all districts to enable discussion/referrals
into mental health services for those at risk of or
experiencing rough sleeping

Mental Health and Homelessness group
expanded across all districts to ensure
consistent access to mental health
services and a joined up approach in those
with mental health issues facing
homelessness which leads to an increase

- Districts holding a
minimum of 2 Mental
Health and Homelessness
groups per annum in each
area.

Housing
Advice/Strategy Team
Leaders

Rough Sleeper Co-
Ordinator

Year 1
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in access to mental health support for
rough sleepers

2.6 Understand factors leading to returns to rough | Have an enhanced support offer in place - Reduction in repeat - Rough Sleeper Co- Year 2
sleeping for those who return to rough sleeping rough sleeping of 10% Ordinator
Using data to identify repeat patterns, implement including through tenancy sustainment to | - Number of individuals - Outreach Services
targeted interventions, and redesign support offers, | enable them to access housing. receiving enhanced - Housing Advice/Housing
subject to funding. support Strategy Teams
- Reduction in number of
people refused social
housing due to poor
tenancy history with
Registered Providers
(baseline established in
Year One)
2.7 Set up a Lived Experience involvement process | People with lived experience are involved | - Number of people with - Rough Sleeper Co- Year 1
to ensure people who have experienced rough in service development and improvement lived experience taking Ordinator
sleeping or homelessness are able to put forward with their feedback collected and part (in a way that meets | - Outreach Services
ideas or feedback. Use this feedback to make recorded. their needs) - Research and
changes to services and improve everyday practice, - Minimum of 1 RS lived Intelligence Officer
subject to funding. experience session held a =)
year. Q
Children, young people and care leavers: Q
2.8 Support the pilot(s) of the “Upstream” model | The causes of youth homelessness and - Number of secondary - Housing Advice/Strategy | Year2 .
in partnership with schools, specialist youth and what interventions can be made to sustain schools actively Team Leaders (\lﬂ
family support services e.g. Centrepoint model accommodation and positive relationships participating. - WF & SW Nightstop
(should funding be available). This would include a | with family/friends are better understood | - Percentage of identified | - The Basement Project
review of family intervention and mediation and prevention initiatives developed ‘at risk’ students - Children’s Services
services. Initial pilot to commence in Wyre Forest across the Councils leading to a reduction successfully engaging -Youth Services
and Bromsgrove. in youth homelessness. with family mediation or | -Schools
respite services to >
maintain stable housing. .
2.9 Review the Care Leavers Protocol in light of Care leavers protocol updated to ensure 5% reduction in number of | - Housing Advice/Strategy | Year 1 Q-
new legislative requirements that state that care positive pathways into accommodation Care Leavers being Team Leaders (D
leavers will no longer be deemed intentionally avoiding a homelessness route through a accepted under the - Children’s Services -
homeless in the case of accommodation bespoke approach to meeting their needs homeless duty. o
breakdown. which will include options to stay put and Q
access to higher education —
g
2.10 Agree a Memorandum of Memorandum of Understanding/Protocol - Number of positive - Housing Year 3 (D
Understanding/Protocol with providers of young in place across providers to respond to moves or sustained Advice/Strategy Team 3
persons supported accommodation to facilitate potential homelessness situations where accommodation as a Leaders
movements to alternative supported accommodation | the relationship with and between ~J




where relationships between residents have broken
down

residents has broken down to lead to
fewer crisis situations in which a suitable
move cannot be found.

result of utilising the
MofU/protocol

Supported Housing
Providers

2.11 Work with partner organisations (e.g. DWP) More young people managing their money 10% Reduction in youth - Housing Advice Team Year 2
to explore services provided to address youth and able to live independently through homelessness Leaders
unemployment and ensure they can be connected | accessing education, employment and - DWP
with prevention/mediation/budgeting/debt advice | training opportunities
services.
2.12 Work with partners to understand the links Officers trained to ensure that 10% Reduction in youth - Housing Advice Team Year 1
between homelessness and neurodiversity in young | neurodivergence is recognised and homelessness where Leaders
people and how homelessness prevention services services are adapted to meet needs. neurodivergency is a - County Council
can meet their needs. significant factor
Families with children: - -
2.13 Identify the key risk factors in families that Review and utilise best practise around Increase in the - Housing Advice Team Year 2
lead to homelessness to ensure targeted early intervention and prevention for percentage of successful Leaders /Housing
intervention at the earliest stage families including risk factor identification outcomes at preventing Strategy Officers
to increase homelessness prevention or relieving homelessness | - Research and
where data is available. (5%) Intelligence Officer
|
Homelessness and health: ’2
2.14 Commission a homelessness and health audit | The health needs of homeless households Undertake a homeless - WSHOG Year 1 ¢
to understand the health needs of homeless are understood and services commissioned and health audit and ol
households, reduce health inequalities for rough or adapted to meet need and prevent consider implications (00]
sleepers and improve life expectancy. homelessness. from this for future
actions.
Health inequalities experienced by rough
sleepers are reduced and life expectancy
is increased.
2.15 Improve joint working across housing, health | Improved pathway into accommodation to No individuals discharged | -WSHOG Year 2 >
and social care to: ensure that discharges are planned in from hospital to the -Integrated Care Board (@)
(1) Prevent unnecessary hospital admissions | partnership with housing options services street. -NHS D
for those who are homeless/at risk of and that appropriate support is in place.
homelessness Reduction in avoidable - Hospital discharge team | Year 3 2
(i1) remove barriers to hospital discharge for hospital admissions/ / officer o
those who cannot return to their home or readmissions among the Q
who are homeless homeless cohort. —
(iii) Develop and implement the Duty to Reduced delays in c'_D"
Collaborate for hospital admission, hospital discharge for
discharge, and step-down care that homeless households 3
ensure a housing plan is in place before
discharge. ~




budgets to prevent homelessness families and
single people facing severe mental health issues.

2.16 Explore opportunities to provide a flexible All rough sleepers have access to a GP and | Adopt a formalised, -WSHOG Year 1
approach to medical appointments with GPs to substance use services where appropriate. | flexible healthcare access -Integrated Care Board
meet the needs of those with complex protocol that reduces -NHS
needs/chaotic lives and ensure follow up care is missed appointments and
provided- example of health care worker in local day ensures continuity of
centres. treatment.
Ensure housing officers - Housing Advice Team
check with all Households Leaders
entering temporary
accommodation that they
are registered with a GP
2.17 Enhance the collaborative approach with Greater understanding of service user - 100% of residents with - Worcestershire Housing | Year 2
partners to effectively manage the risk to those needs and risks and management of these complex needs in Board
with complex and multiple needs in temporary in collaboration with other agencies to temporary - WSHOG
accommodation. reduce the number of serious incidents in accommodation are
unsupported TA/housing. identified and risk
assessments completed
Existing support and ongoing care and - A co-produced multi
support processes are reviewed. agency safety plan in T
place within five working Q
days of placement. Q
2.18 Integrate mental health services more deeply | Improved access to mental health - Develop dual diagnosis - Housing Advice / Year 3 'Y
into homelessness prevention and intervention services for those in Temporary outreach screening tool Outreach Teams %
strategies. E.g. outreach teams should have Accommodation through the mapping of - Number of joint casework | - Mental Health Services
improved access to mental health professionals to current mental health services (and their reviews undertaken for
provide immediate support to those in crisis, and capacity) with, gaps identified. If gap high risk individuals
ongoing support is provided for those in unsupported | identified secure funding to meet needs.
temporary accommodation.
2.19 Develop more fully accessible permanent and | An increase in healthy and accessible new | - % increase in number of -WSHOG Year 4 >
temporary housing through Disabled Facilities build and temporary housing to meet accessible temporary -Worcestershire Housing
Grant, Health funding and Homes England Funding needs. accommodation units Adaptations Service Q
(dependent on funding) from Year one baseline. - Planning D
- Number of new build -
social rent properties Q.
meeting M4(3) QJ
accessibility standard
2.20 Investigate the ability to provide flexible Increase in homelessness prevention for Feasibility report, data -Housing Advice Team Year 4 cc—Dl-
~J

this cohort to inform future service
delivery.

collection on what works
and pilot evaluation
carried out which
establishes a framework for

Leaders/Housing Strategy
Teams




funding.

Domestic abuse

2.21 Sustain and expand safe accommodation The use of inappropriate B&B is - % increase in the number | -DA Coordinator Year 2
options (funding dependent) to eliminate the use eliminated for DA victims/survivors of safe accommodation -Public Health
of inappropriate B&B for DA survivors. options. -Housing Providers
- % reduction in B&B use
for DA survivors.
2.22 Review best practice in preventing Those are risk of homelessness and - % Decrease in DA Coordinator Year 1
homelessness due to domestic abuse at an earlier | experiencing domestic abuse approach for homelessness approaches DA Housing Officers
stage through early interventions with households | homelessness assistance at an earlier due to DA Research and
at risk of homelessness due to DA. stage e.g. prevention stage, not - % Increase in the use of Intelligence Officer
relief/crisis stage and are able to take up Sanctuary Scheme.
preventative options including the
Sanctuary Scheme.
2.23 Develop a protocol for Registered Providers to | Improved suitability of accommodation - % Reduction repeat DA Coordinator Year 2
access relevant survivor information (with consent) | offers due to greater understanding of homelessness for DA Registered Housing
to deliver trauma-informed housing offers and | needs and risk. survivors (below 30%) Providers
minimise re-traumatisation. - Increased DA Housing Officers
accommodation U
sustainment for survivors g
of DA D
2.24 Develop dedicated housing pathways for Improved partnership working with adult Reduced homelessness - DA Coordinator Year3 o
survivors with multiple needs and those with No social care, schools and health and levels due to DA - DA Housing Officers o
Recourse to Public Funds (NRPF) holistic support available to whole family.
Referral pathway
developed for those DA
survivors who have NRPF.
2.25 Strengthen communication and engagement Processes are defined and embedded - Increase in number of - DA Coordinator Year 2
with schools and health professionals (with within housing teams, education and children being referred for | - DA Housing Officers >
consent) to support safeguarding and ensure health professionals to support early support into commissioned (@)
children affected by domestic abuse are linked to identification. services by Domestic Abuse D
appropriate support services. Housing Officers (DAHO). -
- Number of schools
engaged with O
- Number of health QO
organisations engaged with —
Prison leavers: m
2.26 Review supported and transitional | Reduced homelessness due to leaving - Reduction of 10% of - Housing Year2 -
accommodation capacity and barriers to | prison onto the street or unsuitable individuals with a local Advice/Strategy Team 3
accommodation to ensure that there are pathways | accommodation where the prison leaver connection discharged Leaders
has a local connection ~

into accommodation prior to release.

from custody to the




streets or into unsuitable

- Prison and Probation

emergency Service
accommodation.
2.27 Improve data capture: referrals to Prison | Improved understanding of housing needs | - Reduction of 10% of - Housing Year 1
Release meetings and homeless assessments before | by Housing Teams through improved data individuals with a local Advice/Strategy Team
release. Understand the accommodation pathways | collection from Prisons to provide connection discharged Leaders
data including CAS3 accommodation. increased accommodation options for from custody to the - Prison and Probation
prison leavers streets or into unsuitable Service
emergency
accommodation.
2.28 Increase the number of housing assessments | Increased upstream working to identify - Number of housing - Housing Year 2
undertaken within prisons to identify a housing | accommodation options thereby improving assessments undertaken Advice/Strategy Team
solution before release. process for prison leavers and reducing prior to release. Leaders
homelessness. - Prison and Probation
Service
2.29 Work with partner housing providers to | More individuals moving on from CAS3 into | - Set up joint meeting with | - Strategic Housing Year 1
develop a positive pathway from CAS3 | settled or supported accommodation RPs to discuss barriers to Officers
accommodation because RPs understand and can meet rehousing prison leavers
needs and ways to overcome
them O
2.30 Review Worcestershire Criminal Justice | Protocol is updated to reflect current - Protocol updated and - Strategic Housing Year2 Q
Housing and Support Protocol legislation and service provision signed off. officers %
- Reduction of 10% of
individuals with a local g
connection discharged
from custody to the
streets or into unsuitable
emergency
accommodation.
Asylum seekers and refugees: ~
2.31 Collaborate with community, voluntary, and | Comprehensive and culturally appropriate | - meetings held with -Homelessness Year 2 , 2%
faith organisations to develop tailored, culturally guidance developed. community, voluntary Partnerships Q
appropriate information and guidance for asylum and faith orgs D
seekers, refugees and those with No Recourse to - guidance developed and -
Public Funds, enabling them to access necessary shared (if relevant) Q.
support. - links from council Q
websites to relevant —_
websites like Shelter —t
/NRPF network D
Veterans: -
2.32 Continue to work with the Worcestershire - Armed Forces Covenant embedded in Number of housing staff -WSHOG / Armed Forces Year1 —
Armed Forces Covenant Partnership to ensure that housing services (where relevant) so received training on the Covenant Group ~l




there is a good understanding of the Armed Forces
Covenant in housing and that organisational policies
reflect the needs of the Covenant

there is an improved response to those
approaching for housing who are, or
have been, armed forces personnel.

Armed Forces Covenant.

Pillar 3: Preventing crisis - helping people stay in

their homes

Action Measure Target Lead Timescale
3.1 Use the findings of the Homelessness Review More homelessness cases are prevented - Gaps are defined Housing Advice Team Year 3
Service Mapping and Supported Housing Needs from becoming homeless through tailored | - Business case developed Leaders / Housing
Assessment to explore funding services required response that meets needs funded by the for supported housing (if | Strategy Officers
(to be commissioned or directly provided by LHAs) to | LHAs or funding bids relevant).
sustain accommodation.
3.3 Utilise funding to ensure services such as -Number of households prevented from Increase in the percentage | Housing Advice Team Year 1
accommodation, floating support, and help with becoming homeless increases of successful outcomes at Leaders /Housing
housing costs are all targeted to reduce preventing or relieving Strategy Officers
homelessness through prevention homelessness (5%)
3.4 Make use of the government toolkits to aid -Number of households prevented from Increase in the percentage | Housing Advice Team Year 2
prevention of homelessness (when available) becoming homeless increases of successful outcomes at Leaders /Housing
preventing or relieving Strategy Officers
homelessness (5%)
)
Pillar 4: Improving Emergency Responses - improving temporary accommodation and making people’s experiences better 8
@D
Action Measure Target Lead Timescaley
4.1 Increase the number of high-quality, self- Increase in the number of suitable self- - No families placed in Housing Advice Team Year2 N
contained, TA units for families with children contained TA units within Districts and shared facility/B&B Leaders / Housing
through working with Registered Housing homeless prevention undertaken to reduce accommodation for more | Strategy Officers
Providers and considering options such as the use of unsuitable, out of area or long than 6 weeks.
leasing or purchasing accommodation (funding term placements in TA to support families in | - Increase in No of self-
dependent). Minimise the use of B&B, and other | moving on with their lives as quickly as contained temporary
forms of shared accommodation and out of area | possible. accommodation. >
placements for families with children. - (@)
4.2 Improve the transition of households moving | Ensure a smooth transition for households Number of move-ons from Housing Advice Team Year 3 D
out of TA and into settled accommodation by between homelessness and being settled TA sustained for 6 months. | Leaders /Housing -
providing an assessment of support needs and permanently. Strategy Officers o
referring families into the appropriate support.
This would include sharing the needs assessment QD
with housing providers (with consent) so they —
can provide a trauma informed housing offer. D
—_
4.3 Create family-centred TA solutions: Increase in the number of suitable self- - Review the Temporary Housing Strategy Officers | Year 1 2
reevaluate the model for families in TA, ensuring | contained TA units within Districts and Accommodation ~

that placements consider the impact on children’s

homeless prevention undertaken to reduce




schooling, health, and support networks and help
children, families and young people in TA to

the use of unsuitable, out of area or long
term placements in TA to support families in

Procurement and
Placement policies.

maintain connections to services and support moving on with their lives as quickly as - Reduction of the number | Housing Advice Team Year 2
networks. possible. of households with Leaders
children in temporary
accommodation per 1000
- Ensure no one is in Housing Advice Team Year1-5
temporary Leaders
accommodation for more
than 12 weeks by the end
of the strategy
4.4 Jointly review social housing allocations Increase the number of households directly | - Reduction of the number | Housing Advice Team Year 2
policies once government’s new guidance is accommodated into a permanent housing of households with Leaders
available to try to prevent the need for TA or solution to reduce the need for temporary children in temporary
move people on into settled accommodation more | accommodation. accommodation per 1000
quickly if they do need to access TA. - Review of social housing Year 4
policies
4.5 Develop a resilience plan to address the Improve the cost effectiveness of temporary | - Reduction in temporary Housing Strategy Officers | Year 2
impacts of rising temporary accommodation use, accommodation used. accommodation costs
accommodation costs, and the anticipated loss of - PWLE feedback from =)
grant funding. This will include a review of block families who have Q
booking contracts, introduce dynamic purchasing experienced TA is Q
and reduce the use of spot purchasing. gathered and analysed @
minimum of once per 8
annum Year 3
- % increase in number of
self-contained units of
accommodation
4.6 Work with PWLE to analyse the barriers to Barriers to TA are understood and action Collect data and analyse Housing Strategy Officers | Year 4

accessing temporary accommodation and
implement solutions e.g. increased security
measures, provisions for pets.

taken to overcome barriers

the reasons for rejection of
TA offers

OV

(D
=
Pillar 5: Recovery and Preventing Repeat Homelessness - ensuring people don’t experience homelessness more than once and having long term rough o
sleeping Q
Action Measure Target Lead Timescdlg
5.1 Take action to tackling long term rough All activities to prevent and tackle rough - Reduction in repeat - Housing Year 1 2
sleeping through reviewing: Accommodation- sleeping locally are reviewed and defined, homelessness of rough Advice/Strategy Team 3
based and floating support/Rough sleeper gaps identified and services commissioned sleepers Leaders
outreach and intensive support/Rent deposits to lead to a reduction in rough sleeping. ~




and rent in advance/No First Night Out

- Reduction in the number

- Rough Sleeper Co-

Accommodation/Furniture projects of people sleeping rough Ordinator

over the month who are

long term (10%)
5.2 Review opportunities to develop and To have an increase in tenancy sustainment | - 10% increase Rough - Housing Year 3
implement community and peer support models | and the engagement of service users. Sleepers engaging in Advice/Strategy Team

services who are Leaders

currently not engaging. - Rough Sleeper Co-

- Reduction in the number Ordinator

of people sleeping rough

over the month who are

long term (10%)
5.3 Review opportunities to strengthen advocacy | Advocacy services are defined and Meetings with providers in | - Housing Year 2
services: increase the availability of independent | strengthened to give good quality advice to | place and pathway to Advice/Strategy Team
advocates, particularly for vulnerable groups like vulnerable groups. advocacy established. Leaders
young people, those with mental health issues, and - Outreach Services
DA survivors. - Housing Advice
5.4 Investigate with PWLE why there is a high Repeat homelessness is minimised and the Reduction in repeat - Research and Year 2
level of repeat homelessness in certain homeless | drivers of repeat homelessness are homelessness of rough Intelligence Officer
cohorts e.g. DA survivors, rough sleepers, families | understood and minimised sleepers T
with complex support needs. Q
5.5 Develop mechanisms for referring Repeat homelessness is minimised and More statutory partnerships | - WSHOG Year 1 L(%
temporarily accommodated households (with households are safeguarded involved with homeless
consent) to medical professionals, schools etc households. g

(subject to Government guidance)

Stakeholders identified a number of suggestions that are business as usual and as such do not feature in the action plan but will still be delivered. The strategy
action plan will be reviewed on an annual basis, and this will include a review of current actions and identification of any new actions required for future years.

/. Wa}| epuaby
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Housing Tenant Engagement Policy

Relevant Portfolio Holder Clir Ashley Monk

Portfolio Holder Consulted Yes

Relevant Assistant Director Assistant Director Community and
Housing Services

Report Author: Jonathan | Job Title: Neighbourhood & Tenancy Manager
Elger Contact email:
jon.elger@bromsgroveandredditch.gov.uk

Tel: 01527 64252 ext 3272

Wards Affected All Wards

Ward Councillor(s) consulted N/A

Relevant Council Priority Community & Housing;
Key Decision

If you have any questions about this report, please contact the report author in
advance of the meeting.
1. RECOMMENDATIONS

The Executive Committee IS ASKED TO RECOMMEND that: -

1) The Tenant Engagement Policy is approved and delegated
authority be given to the Assistant Director Community &
Housing Services, following consultation with the Portfolio
Holder for Housing, to update the Policy in line with any
recommendations arising from consultation with tenants and
legislative or government guidance updates.

2. BACKGROUND

2.1 During 2025-2026, we began the development of a dedicated Tenant
Experience Team as part of our wider commitment to placing tenants
at the heart of service improvement. This new approach recognises the
importance of listening to customers, understanding lived experience,
and involving tenants more meaningfully in shaping housing services.

The Tenant Experience Team will provide a clear and consistent
framework for how tenants can influence decisions, share feedback,
and participate in service reviews. This includes opportunities to be
involved in shaping policies, reviewing performance such as complaints
and tenant satisfaction measures, and contributing to service
improvement initiatives.
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By strengthening tenant engagement we aim to ensure that feedback is
gathered proactively rather than only through complaints, helping us to
identify issues earlier and design services that better reflect tenant
priorities. The team will also support clearer communication and help
close the feedback loop, so tenants can see how their views have
informed change.

Residents are encouraged to get involved in the Tenant Experience
Team in a way that suits them, whether through forums, surveys,
task-and-finish groups or other engagement activities. Participation will
not require previous experience — only a willingness to share views and
help improve services for the wider community.

As the Tenant Experience Team becomes established, it will play a key
role in supporting transparency, accountability and continuous
improvement. We believe that working in partnership with tenants will
strengthen trust, improve outcomes, and contribute to better housing
services for all residents.

This Policy is the start point for this new era of engagement and is a
pre-runner of a broader Tenant Engagement Strategy that will be
designed, built and delivered in partnership between the Housing
Service and our tenants.

3. OPERATIONAL ISSUES

3.1 The review of the Housing Service that took place in 2025 has put in
place all the resources we currently require to deliver the intentions of
this Policy.

3.2  There are no additional system updates or IT software requirements
needed to deliver this Policy

4. FINANCIAL IMPLICATIONS

4.1  All of the roles to undertake Tenant Engagement have been costed,
agreed and considered as part of the Housing Service review.

4.2  There will be additional costs with regards to paying for tenants to
attend meetings and boards and other minor sundry expenses. At its
meeting on 2 September 2025, Executive Committee approved an
annual budget of £35,000 in the first year, and £25,000 per annum
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ongoing for this purpose. It will be accounted for quarterly to ensure we
control costs. This funding is available and will be paid directly from the
Housing Revenue Account.

5. LEGAL IMPLICATIONS

5.1  The Council is responsible for providing a cost effective, efficient
housing service whilst meeting its obligation to deliver value for money
for its tenants. This Policy will ensure this responsibility is achieved in a
transparent and consistent way with full tenant engagement and
consultation.

5.2 RBC are governed by The Regulator of Social Housing and under the
Social Housing (Regulation) Act 2023 the Regulators consumer
standards are mandatory. We are committed to adhere to their
Consumer Standard Code of Practice (April 2024). Specifically,
regarding this Tenant Engagement Policy, we commit to adhere to The
Transparency, Influence and Accountability (TIA) Standards in the
Code of Practice.

5.3  Tenants have the right to be consulted by their Landlord on matters of
housing management as set out in Section 105 of the Housing Act
1985.

6. OTHER - IMPLICATIONS

Local Government Reorganisation

6.1 If decisions are to be made regarding the future of social housing
provision in RBC pre or post reorganisation then a robust Tenant
Engagement Policy is essential, as Secure Tenants have specific legal
rights to be consulted about changes to their tenancy and or landlord,
as set out in Section 105 of the Housing Act 1985.

Relevant Council Priority

6.2  This supports the Council’s Priority of Community and Housing
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One of the key findings in our C3 rating by the Social Housing
Regulator was that they"... found serious failings in Redditch BC’s
provision of meaningful opportunities for tenants to effectively
scrutinise its performance, with it acknowledging that this provision had
not been in place for several years. Redditch BC was unable to
demonstrate how tenants’ views have been considered, and we saw
limited evidence of tenant engagement and consultation shaping
policies. Redditch BC is committed to improving engagement and
scrutiny opportunities with tenants, acknowledged that the
effectiveness of its current tenant engagement arrangements is
inadequate and has commenced a review of its approach to deliver
improvements...’

This Policy, coupled with prompt recruitment to the Tenancy

Experience Team, are key building blocks to provide robust and
meaningful engagement going forward.

Climate Change Implications

6.3 While this Policy is not directly related to physical climate mitigation
measures, it plays an important enabling role in supporting the
Council’s climate change objectives. Effective tenant engagement is
essential to the successful delivery of low-carbon housing initiatives,
energy efficiency programmes, and climate resilience measures across
the Council’s housing stock.

Equalities and Diversity Implications

6.4  The Policy will be implemented for all our tenants equitably. The
Housing Service are familiar with the importance of eliminating
discrimination, harassment, and victimisation, as it is central to
delivering services consistently and effectively to our customers with
full consideration to individually tailoring our services to include those
with Protected Characteristics.

By delivering a Tenant Engagement Policy, we are ensuring decisions
and processes undertaken in the team will be done so consistently and
fairly and with due regard for Protected Characteristics.

This Policy will be implemented equitably for all tenants, so there will
be no differences in rights and responsibilities for any specific group.

A robust Engagement Policy will ensure all who live in the Councils
social housing stock are aware of their, and our, responsibilities
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regarding the formal relationship we have. This in turn will foster clear
and effective relations with the communities we serve.

An Equality Impact Assessment has been undertaken in respect of the
Policy,

7. RISK MANAGEMENT

7.1 Thekeyrisk is to not progress on the C3 Judgement and fall into ‘special
measures’ under the Social Housing Regulator.

7.2  Reputational risk of being seen as a social Landlord that has no regard
for its tenants and their opinions.

8. APPENDICES and BACKGROUND PAPERS

8.1 The Tenant Engagement Policy

8.2  Appendix One- Options for Engagement Opportunities
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9. REPORT SIGN OFF

Department Name and Job Title Date

Councillor Bill Hartnett,

Portfolio Holder Portfolio Holder for Housing 13 May 2026
Lead Director / Assistant | Assistant Director of 17 April 2026.
Director Community & Housing

Financial Services Assistant Director of Finance 13 May 2026

and Customer Services

Legal Services Assistant Director Legal and 24 April 2026
Procurement Services

Policy Team (if equalities 30 April 2026
implications apply)

Climate Change Team (if | Matthew Eccles — Climate 29 April 2026
climate change Change Manager
implications apply)




Page 71 Agenda Iltem 11

~smwRedditch

Borough Council

Working together for our communities

TENANT ENGAGEMENT POLICY

Document Version Control

Created By Jon Elger

Date

Approved

Date

Published

Maintained

By

Review Date | July 2027, then every 2 years

Version Modified Modifications Made Date Status

Number By Modified

1.0 Jon Elger February | Draft
2026

2.0 Jon Elger March Draft
2026

3.0 Jon Elger May 2026 | Final for

approval




Page 72

CONTENTS

1. Introduction

2. Aims and Objectives

3. Responsibility

4. Complaints- When Something Goes Wrong
5. Information Sharing

6. Equal Opportunities

7. Legislation and Guidance

8. Review

Agenda Item 11

PAGE



Page 73 Agenda Iltem 11

1. Introduction

The Tenant Participation Advisory Service (Tpas), define tenant engagement as
‘working with tenants to co-produce effective services that meet a variety of needs...
It's about empowering tenants, residents and communities to work with your
organisation to achieve shared aims’. Redditch Borough Council (RBC) are
members of Tpas and commit to reflecting the values of their National Tenant
Engagement Standard.

The Housing Service is governed by The Regulator of Social Housing and are
committed to adhere to their Consumer Standard Code of Practice (April 2024).
Under the Social Housing (Regulation) Act 2023 the Regulators consumer standards
are mandatory

Specifically, regarding this Tenant Engagement Policy, we commit to adhere to The
Transparency, Influence and Accountability (TIA) Standards in the Code of Practice,
which are:

e Fairness and Respect- Registered providers must treat tenants and
prospective tenants with fairness and respect.

e Diverse Needs- In relation to the housing and landlord services they provide,
registered providers must take action to deliver fair and equitable outcomes
for tenants and, where relevant, prospective tenants.

e Engagement with Tenants- Registered providers must take tenants’ views
into account in their decision making about how landlord services are
delivered and communicate how tenants’ views have been considered.

e Information about Landlord Services- Registered providers must
communicate with tenants and provide information so tenants can use
landlord services, understand what to expect from their landlord, and hold
their landlord to account.

e Performance Information- Registered providers must collect and provide
information to support effective scrutiny by tenants of their landlord’s
performance in delivering landlord services.

e Complaints- Registered providers must ensure complaints are addressed
fairly, effectively, and promptly.

This Policy sets our commitment to involving tenants in shaping, improving, and
monitoring the services they receive.

The Housing Service provides a broad range of Landlord functions, all of which will
have tenant engagement and oversight, these services are:

e Repairs and Maintenance (internal and external areas)

e Capital Investment and Improvement Works (internal and external areas)
e Caretaking

¢ Health and Safety and Fire Safety
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e Leasehold Section 20 works

¢ Neighbourhood and Tenancy

e Rent Arrears, Services Charges and Rental Income
e Allocation and Lettings of our Homes

e Complaints and Quality Assurance

e Business Information and Performance Data

Effective engagement ensures tenants have meaningful opportunities to influence
decisions and contribute to service development.

This policy supports a culture of openness, transparency, and partnership working
between tenants, staff, and external agencies.

We believe our tenants are the experts on living in their homes and as such we want
them to help us shape the services we provide and how they are delivered.

We want to work in equal partnership with our tenants to help us continually improve,
ensuring our tenants feel empowered to hold us to account and actively contribute to
improving the housing service.

2. Aims and Objectives

2.1 Key Objectives

To provide a range of engagement methods, ensuring tenants are informed about
how feedback influences decisions, supporting tenants to develop skills, and
monitoring engagement effectiveness.

Our intention is to create a culture across the Housing Service that will:

e Strengthen trust, communication and collaboration between RBC and our
tenants.

e Ensure tenants have accessible and varied opportunities to participate in
decision-making that affects them.

e Improve service quality by incorporating tenant feedback.

e Promote accountability and transparency; and encourage community
cohesion.

¢ Provide clearly defined and agreed roles for tenants in the governance
arrangements of the organisation.

e Provide an appropriate and agreed scrutiny model and ensure processes are
in place, with clear routes into the governance, business and service delivery
operations of the Housing Service.

e Ensure tenants are meaningfully engaged in the co-creation, monitoring and
review of the organisation’s engagement strategy to make sure it delivers
clear impacts and value.
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e Ensure we understand who our tenants are, including their diverse needs, and
use appropriate methods to overcome any barriers to communication or
engagement, including where these are linked to protected characteristics, or
where tenants have nominated representatives or advocates to engage on
their behalf.

e Provide sufficient resources to deliver effective engagement and tenants can
influence the decision about the resources made available.

e Provide an appropriate menu of engagement opportunities that reflects the
tenant profile and responds to their different needs in relation to equality,
protected characteristics and any additional support, which can then be
evidenced in the delivery of our services, engagement activities and
communications to promote widespread engagement (Appendix 1).

2.2 Supporting a tenant engagement culture:

e We recognise tenant engagement will only be effective if we as the landlord
are committed to involving tenants in our decision-making processes.

e Tenant engagement is an expectation of all staff involved in the delivery of
housing services.

e Tenant engagement should be easy and accessible for tenants to choose to
be as involved and when they want.

e We will ensure that tenants are given sufficient time to consider issues
properly.

e We will offer solutions to help overcome any barriers to engagement,
providing both digital and in person engagement.

e We will provide training and support for any tenants who would like to engage
with us.

e We will provide expenses for things such as travel and transport for tenants
who would like to engage with us.

e We will ensure information is provided in a range of formats.

2.3 Options for Tenant Engagement:

e We will ensure a range of informal and formal opportunities are made
available for our tenants to engage with us (appendix 1).

e Engagement may range from being kept informed to taking a lead in decision-
making.

e We will work with our tenants to develop and maintain a structure that
provides a range of engagement opportunities.

e Throughout the year, we will facilitate a range of engagement events.

e Tenant Panel membership opportunities will be advertised for all tenants.

e Annual tenant satisfaction surveys will be carried out in line with regulatory
requirements.
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3. Responsibility
Responsibilities include:

e Councillors and Senior Leadership in providing oversight, appropriate
resources and facilitating meaningful overview and scrutiny.

e Housing Management and Engagement staff to lead engagement delivery.

e All RBC staff by promoting a culture of openness in our tenant
communications.

e Tenants to ensure they are participating constructively.

4. Complaints- When Things go Wrong

We have an accessible complaints policy that defines a complaint, how to complain,
key timescales, routes for redress, how to access help and support and who has
responsibility for the complaints process.

Housing Services understand that sometimes things go wrong, and the service is
keen to use legitimate cases of both internal and external tenant and services users’
dissatisfaction to learn about what has gone wrong and use the information to
improve the services it provides.

Tenants and service users are actively encouraged to send us their feedback on the
services they receive and participate constructively in reviews and improvements
relating to the way services are designed, delivered and managed.

Formal Complaints will be accepted and addressed in line with guidance as set out
in the Housing Services Complaints and Enquiries Standard, which in turn meets the
standards for The Housing Ombudsman’s Complaints Handling Code

RBC recognises complaints as valuable feedback. It will provide a clear and fair
complaints process, respond within published timescales, use outcomes to improve
services, and report on complaint trends to our tenants.

Complaints will not affect a tenant’s right to access services or engagement
opportunities.

5. Information Sharing

Capturing and storing of tenant data will always be carried out in strict compliance to
GDPR legislation.

Customer information will not normally be passed onto any third parties without the
customer’s prior written consent, or in exceptional circumstances where disclosure
without consent is warranted. These circumstances are defined as follows:

Where there is over-riding legal, social, or public interest considerations, e.g., there
is a risk of serious harm to the person themselves or others if the information is not
disclosed.
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Where information is required by the police as part of a criminal investigation and is
subject to data disclosure procedures.

Where information is required by an authority for the assessment or collection of any
tax or duty of a similar nature.

Where, because the Council is under a duty to protect the public funds it handles, it
may need to use the information provided by customers, to prevent and detect fraud.
The information may also be shared for the same purposes with other organisations
that handle public funds.

The information may also be used for statistical purposes, which means we may
pass this information, in confidence, to the relevant government department.

6. Equal Opportunities

The Council promotes equal opportunities in the services it provides. Our aim is to
implement and maintain services which ensure that no tenant is treated less
favourably on the grounds of gender, being or becoming a transsexual person, being
married or in a civil partnership, religion, belief or lack of religion or belief, race,
nationality, ethnic or national origin, colour, disability, age, being pregnant or having
children or sexual orientation nor is disadvantaged by the application of a rule,
condition, or requirement, which has a discriminatory effect which cannot be justified
by law.

7. Legislation and Guidance

Engagement activities will comply with relevant housing, data protection, equality,
and regulatory requirements, including national standards for tenant involvement and
empowerment.

Relevant Legislation and documents are as follows:

e The Housing Act 1985

e The Charter for Social Housing Tenants 2020

e Social Housing Regulation Act 2023

e TPAS National Tenant Engagement Standards 2024

e RBC’s Tpas Inspection Report 2025

e Redditch Borough Council (47UD) Regulatory Judgement 2025
e Regulator of Social Housing Consumer Standards 2024

e Regulator of Social Housing Tenant Satisfaction Measures 2024
e The Tenancy Agreement

e The Housing Ombudsman Complaint Handling Code

8. Review
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This policy will be reviewed within 12 months by engaged tenants, then reviewed
every two years.
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Appendix 2- RBC Tenancy Engagement Policy

Formal Engagement Opportunities

These are structured, often recurring, and linked to governance or service
improvement.

1. Tenant Scrutiny Group
« Review performance data, complaints, and service delivery.

« Influence service redesign and hold the council accountable.
e Receive training and support.

2. Governance Level Representation

« Tenants sit on housing boards.
« Participate in decision-making and policy development.

3. Quarterly Tenant Voice Reports

« Tenants contribute to and review reports on satisfaction, complaints, and
service improvements.

4. Task & Finish Groups

« Short-term, focused groups to tackle specific issues (e.g., repairs, ASB, estate
management).

5. Tenant Panels
« Thematic panels (e.g., Repairs and Maintenance Panel, Housing Services

Panel, Youth Panel etc.).
« Provide feedback and co-design solutions.

6. Annual Tenant Conference

e Share updates, celebrate successes, and gather feedback.
« Include workshops, Q&A with leadership, and networking.
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Appendix 2- RBC Tenancy Engagement Policy

Informal Engagement Opportunities

These are flexible, accessible, and designed to reach a wider range of tenants.

1. Quick Click or Text

e Option for tenants to engage by way of a text message or email to gauge
thoughts and opinion. No more than x2 questions, with short or yes/ no
answers

2. Phone Panel

e Option for tenants to engage by way of a short survey over the phone. Keep
to a maximum of 4 quick questions with short answers.

3. Online Communities & Forums

« Digital platforms for discussion, feedback, and updates.
o Moderated by staff or tenant volunteers.

4. Pop-Up Engagement Events

« Held in community spaces, estates, or local centres.
o Informal chats with housing staff and surveys.

5. Estate Walkabouts

« Joint inspections with tenants and staff.
« ldentify issues and agree on actions.

6. Tenant-Led Social Media Campaigns

« Share stories, feedback, and “You Said, We Did” updates.
e Encourage digital engagement and transparency.

7. Focus Groups

o Targeted sessions with specific tenant groups (e.g., young people, older
residents, disabled tenants).

8. Community Projects & Volunteering

e Tenants co-design and lead local initiatives (gardening, youth clubs, safety
patrols).



Page 81 Agenda Item 11

Appendix 2- RBC Tenancy Engagement Policy

e Build community and improve wellbeing.

9. Tenant Champions

o Local advocates who gather feedback and promote engagement.
o Supported with training and recognition.

Support & Development for Tenants

e Training: On scrutiny, complaints handling, housing policy, and
communication.

e Mentoring: Pair new volunteers with experienced tenant reps.

e Expenses & Recognition: Cover travel, childcare, and offer certificates or
awards.

Redditch Borough Council
Engagement Tree

Redditch Borough Council
Executive Committee

—n
Redditch Borough Council
Overview and Scrutiny Committee

-

Housing Strategic Oversight Board

-

Housing Improvement Board

Tenants Panel/ Scrutiny Group
Tenants Panel/ Scrutiny Group Neighbourhood and Tenancy

Housing Property Services Rent Arrears and Income
Allocations and Lettings

: Task and Finish Groups Pop Up Engagement Events
Estate Walkabouts Quick Click or Text Phone Panel 3



This page is intentionally left blank



Page 83 Agenda Item 11

Informal Tenant Engagement Position Statement

June 2026

During 2025-26, we began the development of a dedicated Tenant Experience Team
as part of our wider commitment to placing tenants at the heart of service
improvement. This new approach recognises the importance of listening to
customers, understanding lived experience, and involving tenants more meaningfully
in shaping housing services.

The Tenant Experience Team will provide a clear and consistent framework for how
tenants can influence decisions, share feedback, and participate in service reviews.
This includes opportunities to be involved in shaping policies, reviewing performance
such as complaints and Tenant Satisfaction Measures, and contributing to service
improvement initiatives.

By strengthening tenant engagement, we aim to ensure that feedback is gathered
proactively rather than only through complaints, helping us to identify issues earlier
and design services that better reflect tenant priorities. The team will also support
clearer communication and help close the feedback loop, so tenants can see how
their views have informed change.

Residents are encouraged to get involved in the Tenant Experience Team in a way
that suits them, whether through forums, surveys, task-and-finish groups or other
engagement activities. Participation will not require previous experience — only a
willingness to share views and help improve services for the wider community.

As the Tenant Experience Team becomes established, it will play a key role in
supporting transparency, accountability and continuous improvement. We believe
that working in partnership with tenants will strengthen trust, improve outcomes, and
contribute to better housing services for all residents.

A new Tenant Engagement Policy has been drafted ready to be agreed by our
Executive Committee in June 2026. This Policy will be reviewed as one of the first
tasks for the Tenant Panels when they are up and running later this year. The Panels
will then set to work on developing our Tenant Experience Strategy, which will further
enhance our commitment to having the tenants voice at the heart of all our decision
making.

Ahead of this Tenant Experience Team being in place, we have been listening and
consulting with our tenants across the various housing teams. Please find below
current examples of the ad hoc engagements we have undertaken in 2025-26.

Following a request at the Executive Briefing on 28/05/26 | have added some
estimated assumed number of tenants who have been involved in these activities.

Neighbourhood &Tenancy, Allocations and Rents Team
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Our Annual Tenant Survey seeks the views and opinions of our tenants on a
range of questions. The survey also provides a free text box for tenant’s to
advise us about any other issues that are important to us and we follow up on
these comments directly. Circa 950 tenants

Full consultation process with all tenants through early 2023 and early 2024-
Circa 5,500 tenants advised and consulted x3 times throughout the
process

Tenancy Satisfaction Surveys on allocation of a new home- Provides
feedback on the process of offer, allocation and sign up. Reports available on
request. Circa 180 tenants

Tenancy Ready Satisfaction Survey- Provides feedback on the work we do to
support tenants with additional needs into their tenancies with us- This service
has now transferred into the Tenancy Sustainment Service. Circa 80 tenants
Tenancy Sustainment Exit Surveys- Provides feedback of how tenants feel
their support journey went as we disengage the service. Reports available on
request. Circa 50 tenants

Malven House and Mendip House — Each month, the Neighbourhood &
Tenancy Officer and the Rent Officer host an open drop-in session where
residents can discuss any housing-related matters, seek advice, or raise
questions about their tenancy.

The local Police Team also attends these sessions, giving residents a direct
opportunity to share any safety concerns or discuss issues affecting the
neighbourhood. These sessions are designed to be informal, accessible, and
supportive ensuring residents have a clear and friendly route to the help they
need. Circa 20 tenants per event

Retreat Street & Malvern House - Several garden improvement projects have
been undertaken, with a focus on enhancing shared outdoor spaces for
residents. The Neighbourhood and Tenancy Officers have collaborated closely
with residents, local councillors, and community partners to identify priority
areas and develop proposals for improvement.

Through this joint effort, they have successfully secured funding to support a
range of enhancements, including landscaping, planting schemes, and
general upgrades to communal garden areas. This work reflects a
coordinated approach to improving the local environment and strengthening
community involvement in shaping neighbourhood spaces. Circa 20 tenants
per event

Councillor walkabouts are arranged on an ad hoc basis, with each patch
having an annual walkabout with Councillors. Police SNT walkabouts are also
scheduled in the community on a regular basis, NTO’s engage with tenants
during the walkabouts, these will become more structured and formalised in
the new strategy. Circa 10 tenants

Beoley Road, Arthur Jobson House - Every other month, the Neighbourhood
& Tenancy Officer holds a dedicated meeting for residents to raise concerns,
share feedback, and discuss any issues affecting their homes or the wider
community. These sessions provide a regular and open forum for residents to
be heard and supported. Circa 20 tenants
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e St David’'s House Local Lettings Plan — Survey and residents meeting held to
discuss and seek view on a proposed new lettings plan for the Scheme. Circa
40 tenants

e Summer Estate Road shows — A series of road shows were held in District
Centres supported by Councillors, community safety, Fire service and police
to engage with tenants. Surveys were conducted and view were particularly
sought on the communal areas to inform the new caretaking service. Circa
300 tenants over x2 years.

Tenant Liaison Team for Capital Works

e High Trees Close — update and visits to tenant’s and leaseholders where
required regarding this significant Capital Works Programme to improve
homes- Ongoing for the last x2 years. Circa 50 tenants over multiple
consultations

e Fire Compliance — Resident Meetings held before the start of works and
throughout to explain the nature and need for these fire safety works. Circa
1600 tenants living in flats with communal areas

e Energy Efficiency — Resident Meetings held at Winslow Close. Circa 30
tenants

e Garages — Discussions with residents effected or living next to garage sites
that we are demolishing, refurbishing or repurposing for new housing. Painting
project, lock changes and repair. Circa 200 tenants

e Balcony Program — Residents meetings with Leaseholders and Tenants
affected by our removal and replacement pf balconies programme of works.
Circa 200 tenants

e Art Project — Residents meeting at former sheltered schemes around the Art
project to prove firesafe artwork in communal areas to enhance the look of
corridors and landings in these schemes. Circa 200 tenants

e One to One Support- Tailored for various tenants in situations of decant to
improve or make homes safe when high-level needs have been identified and
more time and specific provision of information can be provided for
reassurance. Unknown currently

e Major Structural Works — Communications and liaison around works
identified, why they are required and how tenants will be impacted. Circa 300
tenants

e Downsell House- Communal Room Refresh and update — Residents Meeting
held. Circa 30 tenants

o Lift Project — Residents meetings held at Ibstock House and Arthur Jobson
House, to explain timeframes and the works that will take place. Specifically
explaining any access issues and how tenants can be accommodated when
access is limited. Circa 40 tenants
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e Aids and Adaptations, Major Extension Works: One to one support
throughout the duration of the works for the families of 4 Fownhope Close, 31
Eckington Close, 31 Drayton Close, 1 Sanders Close- Circa 8 tenants

e Asbestos Programme — Support for access and short-term accommodation
for tenants with higher levels of need and support. Circa 10 tenants

¢ Internal Communal Areas Refurbishment Works - Support for provision of
clear understanding for tenants with a higher level of support needs.
Unknown currently
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Quarter 4 Update and 2026/27 Housing Improvement Plan

Relevant Portfolio Holder

Councillor Ashley Monk

Portfolio Holder Consulted Yes

Relevant Assistant Directors

Simon Parry & Judith Willis

Report Author

Job Title: Assistant Director of Environmental
and Housing Property Services, Assistant
Director of Community and Housing Services
Contact email: Simon.parry@
bromsgroveandredditch.gov.uk
Judith.willis@bromsgroveandredditch.gov.uk

Wards Affected All

Ward Councillor(s) consulted N/A

Relevant Council Priority

Community & Housing

Non-Key Decision

If you have any questions about this report, please contact the report author in
advance of the meeting.

1.

RECOMMENDATIONS

The Executive is asked to RESOLVE that: -

1) The Housing Improvement Plan Quarter 4 2025/26 Update,
which includes actions to address areas for improvement,
confirmed as part of the Regulator of Social Housing

inspection process, is noted.

2) The 2026/27 Housing Improvement Plan, which includes
actions to address areas for improvement identified across the

Consumer Standards is approved.

3) Delegation be given to the Assistant Director Environment &
Housing Property and Assistant Director Community &
Housing, following consultation with the Housing Portfolio
Holder, to revise the 2026/27 Housing Improvement Plan, in
response to requirements raised by the Regulator for Social
Housing, as part of their Provider Improvement Process, and in

response to legislative changes.
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2. BACKGROUND

2.1  The Social Housing (Regulation) Act 2023 empowered the Regulator of
Social Housing to inspect local authority landlords as of April 2024. In
July 2025, an inspection revealed that Redditch Borough Council
required significant improvements in areas including repairs,
maintenance, fire safety, tenant engagement, and condition surveys.
Other concerns included delays in water safety measures and slow
resolution of complaints.

2.2  After the regulatory outcome, the improvement plan was developed
and approved in September 2025, and it is now monitored under new
governance structures such as the Housing Strategic Oversight Board
and Housing Improvement Board, both chaired by the housing portfolio
holder with senior council officers also present. Increased oversight is
provided to the Executive, with quarterly reports assessing progress on
the plan and also on housing performance overall.

3. OPERATIONAL ISSUES

3.1  The Housing Improvement Plan was approved by Executive on 2"
September 2025 and is built on the areas within the Consumer
Standards where the Council has not previously met the desired
outcomes. The actions cover the Consumer Standards Safety and
Quality, Transparency, Influence and Accountability and
Neighbourhood and Community.

3.2  The Housing Improvement Plan update for Quarter 4 2025/26 is
included at Appendix 1. A summary of progress against each of the
Consumer Standards is represented below graphically using a RAG
(Red, Amber Green) rating where Green, is identified tasks that are on
target, Amber, where the task is near to target and Red where it is off
target. All Completed tasks are annotated accordingly.

3.3 By carrying out the initial approved Housing Improvement Plan and
working closely with the Regulator for Social Housing (RSH) during
monthly provider improvement meetings, it is essential that we remain
focused on maintaining compliance with Consumer Standards and
achieving the required outcomes outlined in those standards.
Therefore, we have been examining the standards to perform a gap
analysis, which has helped develop the updated 2026/27 Housing
Improvement Plan (HIP) outlined in Appendix 2.
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3.4

3.5

3.6

3.7

Neighbourhood and Community

All three actions under this standard are complete, with the remaining
task being to establish a procedure for keeping tenants updated on the
progress of their ASB cases.

Safety and Quality

The following table sets out progress for the 14 actions within the HIP
under this Consumer Standard.

Safety & Quality
Actions Status Q4 25/6

OFRP NWPHOUIUTO N OO

[

GREEN AMBER RED COMPLETE

SQ5 - Implement Total Mobile for Repairs and Maintenance.

In the last quarter, we resolved the integration issues between the
TotalMobile (TM) system and the CX Housing Management and
Repairs system. These problems were escalated to senior leaders at
TotalMobile, which led to direct involvement from their Delivery Director
and operations team. By bringing in more specialist staff, collaboration
improved and discussions became more productive, boosting the
Council's confidence that the authority can solve the remaining issues
prior to go live.

SQ9 - Undertake an independent review of the mitigation in place
and the delivery programme for fire safety.

During the last quarter, both a procurement framework and a service
provider were identified. A meeting was held and the scoping document
has been issued to the external provider. This review will deliver
independent assurance regarding the effectiveness of current fire
safety arrangements in managing risk while outstanding remedial work
is ongoing. It will assess the management of Fire Risk Assessment
(FRA) actions, adequacy of interim mitigations, compliance regimes,
estate management controls, and governance frameworks, and will
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offer prioritised recommendations to enhance assurance, tenant safety,
and regulatory compliance where required.

There have been delays in receiving the formal proposal, resulting in a
further revision to the anticipated completion date.

Transparency, Influence and Accountability

3.8  The following table sets out progress for the 13 actions within the HIP
under this Consumer Standard.

Transparency, Influence & Accountability
Action Status Q4 25/6

GREEN AMBER RED COMPLETE

SO P N W b 00O N ©

3.9 TIA3 Implement a Tenants’ Portal within Cx

The latest version of Civica Cx was launched on 27th January 2026 after
which, a demonstration portal has been evaluated to address previous
security concerns before configuration began. It is anticipated the
revised go-live date will be in July 2026. The system configuration has
been taking place during Quarter 4, with testing by the Council
scheduled for May 2026 to upload customer forms. The first phase will
allow users to:

View existing repairs

View rent accounts

Make a payment

Download a rent statement

Complete profiling information

Fill out forms such as ending a tenancy or mutual exchange
request

e View agreements
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3.10 TIA4 - Review the range of opportunities available for tenants to
influence and scrutinise strategies, policies and services and
implement improvements identified in accordance with best
practice.

The recruitment process for the Housing Tenant Experience Manager
(HTEM) began in the fourth quarter, with a successful appointment
made in April 2026. The Senior Engagement Officer position will be
recruited next. Meanwhile, a draft Engagement Policy has been
produced and is a separate item on this Executive Committee agenda.

3.11 Status Report Overall
The graph shows the counts of actions in the red, amber, and green

categories, as well as completed actions. It also compares action
numbers from Quarter 2 to Quarter 4.

ALL - ACTION STATUS Q4 25/6 QUARTERLY
COMPARISON

EQ2 HQ3 mQ4

18
18

GREEN AMBER RED COMPLETE

Governance Arrangements

3.12 To ensure that the Housing Improvement Plan is managed and
monitored effectively, governance arrangements were approved by
Executive Committee on 2"d September 2025.

3.13 Since September 2025, separate meetings have been held to monitor
the progress of the Housing Improvement Plan. These include the
Housing Delivery Group, which meets monthly as an officer operational
meeting; the Housing Improvement Board, also meeting monthly and
chaired by the Portfolio Holder for Housing; and the Housing Strategic
Oversight Board, which meets quarterly and is chaired by the Portfolio
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Holder for Housing with attendance from the Chief Executive. All
meetings are scheduled in advance.

Provider Improvement Meetings

3.14 The Provider Improvement Process, established under the Social
Housing (Regulation) Act 2023, enables RSH to formally oversee
providers and issue Performance Improvement Plan Notices when
concerns arise during inspections or data analysis.

3.15 Monthly meetings with RSH representatives, begun in August 2025,
aim to promptly address raised concerns. A revised HIP is being
developed through these discussions and with the Housing
Improvement Board to align with Consumer Standards requirements,
and it is expected to be implemented in 2026/27 pending approval.

Customer Engagement

3.16 The 2024/25 Housing Annual Report was issued to all tenants and
leaseholders at the end of July 2025 to provide an update on the
Regulatory Judgement and the Council’s performance across the last
financial year. The Annual Report for 2025/6 is being prepared for
distribution in June 2026 and will seek interest from residents for
participation in an array of scrutiny and engagement opportunities.

3.17 Across the authority’s governance meetings the Council has set a
standard agenda item for communications so that the Council can
prepare suitable and timely communications to update on progress,
milestones, or performance against the HIP.

3.18 Work was progressed with the roll out of the Tenant Satisfaction
Measures tenant perception survey, which launched on 20" January
2026 and closed on 13" February 2026. Tenants with a mobile number
were invited to complete the survey via text message. It could also be
completed online, through the Council’'s website, and properties without
a phone number received a letter advising of the various methods by
which the survey could be completed, together with information on how
they could update their contact details held by the Council. The survey
has now been completed, and results show an increase across all
scores. The results of the survey are included in the Housing
Performance report on this agenda.

3.19 There are a number of positive examples of tenant engagement
already taking place across housing services, demonstrating a clear
commitment to listening to and involving residents in service delivery.
These include regular satisfaction surveys across key customer
journeys such as allocations, tenancy sustainment and annual tenant
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3.20

4.1

4.2

5.1

5.2

feedback, alongside informal but well-attended drop-in sessions,
resident meetings and estate walkabouts. Joint working with local
councillors, police and partner agencies has enabled wider
engagement through estate roadshows and neighbourhood sessions,
while residents have also been actively involved in shaping local
improvements such as communal garden projects and lettings plans. In
addition, the capital programme has embedded resident engagement
through liaison on major works, including fire safety, energy efficiency,
and structural improvements, supported by both group meetings and
tailored one-to-one support where required.

Whilst these examples demonstrate a strong foundation of engagement
activity, this has historically been ad hoc and not yet delivered through
a consistent, structured framework. As set out in the Housing
Improvement Plan, there remain gaps in ensuring engagement is
systematic, inclusive and clearly linked to service improvement
outcomes. The establishment of a dedicated Tenant Experience Team,
alongside the introduction of a new Tenant Engagement Policy and
future Tenant Panels, will address these gaps by providing a more
coordinated and transparent approach. Recruitment is already
underway to build additional capacity and bring specialist expertise into
the service, which will enable us to strengthen our engagement offer,
improve feedback loops, and ensure tenants are consistently able to
influence decision-making and shape services moving forward.

FINANCIAL IMPLICATIONS

The Housing Revenue Account (HRA) will fund the additional costs in
line with the requirements of the Social Housing Regulation Act 2023
and the outcomes of the Regulatory Judgement.

Where there is any financial pressure to conduct improvements to
Council housing and or acceleration of programmes of work, these will
be included in the budget setting report for the financial year 2026/27.

LEGAL IMPLICATIONS

The report sets out the requirements of legislation which the Council is
required by law to adhere to. There is a need for compliance with
Section 193 of the Housing and Regeneration Act 2008 as amended by
the Social Housing (Regulation) Act 2023.

Inspections are conducted under Section 201 to Section 203A of the
Housing and Regeneration Act 2008.
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6. OTHER - IMPLICATIONS

Local Government Reorganisation

6.1 There are no direct implications for Local Government
Reorganisation.

Relevant Council Priority

6.2 Community and Housing

Build more Council homes.

Ensure the Council’s housing stock is clean and safe to live in
Reduce the housing waiting list.

Reduce the number of families in temporary accommodation.
Improve time taken for repairs to be completed.

Climate Change Implications

6.3  The responsive, cyclical and planned maintenance of the Council’s
properties seeks to ensure that Council Housing properties are well
maintained, warm and safe. Included within the programme of works
are projects to increase the thermal efficiency of properties. Within the
HRA Capital Programme there are budgets established to improve the
energy efficiency rating of properties with an Energy Performance
Certificate of D or below.

Equalities and Diversity Implications

6.4  The contents of this report impact on all the Council’'s Housing Tenants.

7. RISK MANAGEMENT

7.1  The following represent the key risks identified.

Risk Description Risk Mitigation
Failure to The Council cannot Housing Improvement Plan
address demonstrate the assurance | with regular review through
improvements | required by the Regulator to | Housing Departmental
identified in make the improvements Meetings (DMT), Portfolio for
the Regulatory | identified in the Regulatory | Housing, and quarterly
Judgement Judgement reporting of progress to the
Executive Committee.
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Failure to meet
the Consumer
Standards

The Council fails to meet the
Consumer Standards which
could lead to a self-referral
and subsequent actions

Housing Improvement Plan
progress monitoring and
annual self-assessment.

Reputational
Damage

Confidence in the Council’s
Housing Service declines
affecting stakeholder
relationships

Acknowledge the judgement
publicly and promptly.
Demonstrate a clear
commitment to improve and
provide transparency on
progress against the
improvement plan through
proactive media and social
media management

APPENDICES and BACKGROUND PAPERS

Appendices

Appendix 1: Housing Improvement Plan (agreed September 2025)

Appendix 2: 2026/27 Housing Improvement Plan

Background Papers

Housing Regulator Consumer Standards - Regulatory standards for
landlords - GOV.UK



https://www.gov.uk/government/collections/regulatory-standards-for-landlords
https://www.gov.uk/government/collections/regulatory-standards-for-landlords
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9. REPORT SIGN OFF

Department Name and Job Title Date

Portfolio Holder Councillor Bill Hartnett 6/5/26

Lead Director Guy Revans Executive 11/5/26
Director

Financial Services Kunmi Joesph, HRA Finance 6/5/26

Business Partner

Legal Services Nicola Cummings, Principal 07/05/26
Solicitor - Governance

Policy Team (if equalities | N/A
implications apply)

Climate Change Team (if | N/A
climate change
implications apply)




Housing Improvement Plan — Q4 2025/6 Update

Consumer
Standard

Ref

Consumer

Standard outcome

Action

Lead
Officer

Target
Date

RAG
Rating

Comments

Neighbourhood
and Community

NC1

ASB and Hate
Incidents
1.3

Provide ASB performance
data via the Quarterly
Performance Reports to
Executive Committee and
to tenants via the website
and annual report,

Judith Willis

Jul-25

GREEN

Included in report to Executive 2nd
September and thereafter quarterly.
Included in Annual Report.

A Housing ASB ‘Report It' page is on
our website and includes a link to the
ASB and Hate Crime Tenant
Satisfaction Measures quarterly
performance measures.

Complete

Neighbourhood
and Community

NC2

ASB and Hate
Incidents
1.3

Review data recording of
Hate Incidents

Judith Willis

Sep-25

GREEN

Work is in progress to improve Hate
Crime report. Corporately it is reported
through a North Worcestershire
Community Safety Partnership reporting
tool. Guidance has been issued to
officers to pull off these cases
appropriately on the Housing system.
Officers are also booked on Victim
Support - | am ME! - Hate Crime
Conference 17th October 2025. These
members of staff will be hate crime
champions and will support the team
with a greater understanding of hate
crime.

Complete

Neighbourhood
and Community

NC3

ASB and Hate
Incidents
1,3

Establish a procedure to

keep tenants informed of
the progress of their ASB
cases

Judith Willis

Sep-25
(Revised
Jan-26)

Q3 update
Officers are required to update tenants

in a regular and timely manner. We
continue to look at ways to ensure the
frequency and method of
communications tenants require are
agreed at the first meeting following
ASB being reported. Work is in progress
to provide ongoing training to NTO’s
regarding effective communication,
positive case closure and implementing
a final visit at the case closure to ensure
the survey is complete.

On reviewing the current process using
Cases and Tasks in CX, we note there

Complete
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are limitations, hence we will be
purchasing the ASB Module specifically
designed to manage ASB in CX. This
specialist software can further enhance
the service we provide our tenants when
they report ASB. Additionally, we will
also then be better able to capture more
detail on whether we are keeping
tenants better informed, in the manner
of their choosing, and embed the case
closure survey with an aim to get one
completed every time a case is closed.
Q4 Update

The procedure to keep tenants informed
is in place and therefore the action is
complete however the team are now
purchasing the CX ASB Module to
further enhance the service with
anticipated go live in December 2026.

-
Safety & Quality | SQ1 Repairs, Communicate to Simon Parry | Jul-25 GREEN | Priority Codes included in the Annual Complete ¢8
Maintenance and customers the priority Report posted out July 30th and a ®
Planned codes and Repairs Policy separate page on the website has been O
Improvements together with performance developed and is live oo
1.4 against these
Safety & Quality | SQ2 | Repairs, Mobilise the Caretaker Simon Parry | Aug-25 GREEN | Works commenced in early July to deep | Complete
Maintenance and Service to undertake clean communal areas. The team is
Planned regular cleaning, testing making a positive impact, which is being
Improvements and inspection of noticed by our customers. A programme N
1.4 Communal Areas has been developed and working ,D
efficiently although we are recruiting into (D)
the 2 remaining posts. [4)»)
Safety & Quality | SQ3 | Health and Safety Finalise a plan for the Simon Parry | Sep-25 GREEN | Fire - Plan identifies financial Complete :3
1.3 completion for all (Revised implications dependant on timescale for El
outstanding remedial Nov-25) completion.
actions for Fire, EICR, Legionella — Final actions are with a SD
and Legionella in specialist external contractor to e
appropriate timescales complete. [smg
EICR — Where Remedial Actions are SD
identified these are being passed to the -3
contractor for completion. We are also =
reviewing the need for specialist | TERN




Housing Improvement Plan — Q4 2025/6 Update

Safety & Quality | SQ4 | Health and Safety Mobilise a fire door Simon Parry | Sep-25
1.3 inspection programme

Safety & Quality | SQ5 | Repairs, Implement Total Mobile Simon Parry | Sep-25
Maintenance and for Repairs and (Revised
Planned Maintenance Jan-26)
Improvements REVISE
1.4 D MAY

2026

Safety & Quality | SQ6 | Stock Quality Develop a 5-year rolling Simon Parry | Sep-25

1.1 programme to ensure

Stock Condition Surveys
(SCS) are undertaken to
all Housing Stock

GREEN

software to report on certification
received to provide a dashboard for
actions.

Q3 Update
Surveys have commenced with 35

Blocks inspected, target for completion
of all surveys in November 2025.

Q4 Update

Surveys of Fire doors are complete and
remedial actions identified and
programme of works ongoing to carry
out repairs to doors including the
installation of door closers.

Q3 Update
R&M Module complete, final testing

being completed on Contractor and Gas
Modules.

Q4 Update

Integration issues were initially identified
between the TM system and the CX
Housing management and repairs
system. The issues were formally
escalated to senior leadership at
TotalMobile, resulting in direct
intervention by the Delivery Director and
wider operations leadership. Additional
specialist resource was deployed,
improving joint working arrangements
and enabling more open, productive
discussions with increased confidence
that the outstanding issues can be
resolved collaboratively.

66 obed

1 I’\R\ J

SCS have commenced in August with
121 carried out to date from the 1,378
requested. Surveys are programmed
with a target of 100 surveys/month;
however, no access is proving to be an
issue despite pre-arranged
appointments. Target for completion
March 2026.

Complete
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GT tualiepusy



Housing Improvement Plan — Q4 2025/6 Update

Safety & Quality

SQ7

Repairs,
Maintenance and
Planned
Improvements
1.4

Review all
outstanding/overdue
repairs and put in place
necessary capacity to
complete in a timely
manner

Simon Parry

Oct-25

GREEN

Root cause analysis undertaken and
identified a range of reasons for the
backlog including user and system error,
process issues regarding contractor
notification and duplication of jobs. From
3,000 overdue jobs (April 2025), as at
2/10/25, there were 1,052 overdue
jobs.c85% are priority 3 non-urgent jobs.

Complete

Safety & Quality

SQ8

Repairs,
Maintenance and
Planned
Improvements
1.4

Use Repairs Performance
Data to identify trends and
root causes for
improvements to be made
and regularly monitor and
manage performance

Simon Parry

Nov-25

GREEN

With the Power Bi reports we are now
able to better understand our data and
identify trends or issues, work is ongoing
with the Business Improvement Team.
Our performance for September is much
improved, P1 - non-overdue. P2 - 192
Overdue. P3 - 1026 Overdue. Fencing
and roofing contributes to most of the
overdue work. A new fencing contractor
is on board and delivering with a tender
for additional roofing capacity in
progress. Work is also in progress in line
with SQ10 to review priority codes in line
with our peers.

Complete

Safety & Quality

SQ9

Health and Safety
1.3

Undertake an
independent review of the
mitigation in place and the
delivery programme for
fire safety

Simon Parry

Dec-25
(Revised
Mar-26)
Revised
July
2026

AMBER

Q3 Update

Identification of the scope and therefore
providers for this is in progress.

Q4 Update

Meeting held and scope document
issued to external provider. The review
will provide independent assurance that
current fire safety arrangements
effectively manage risk while
outstanding remedial works are
completed. It will examine the
management of FRA actions, the
adequacy of interim mitigations,
compliance regimes, estate
management controls and governance
arrangements, and will make prioritised
recommendations to strengthen
assurance, tenant safety and regulatory
compliance.

Delays have been experienced in
receiving the formal proposal which has

[ tuolepusby
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Safety & Quality | SQ10 | Repairs, Review the Repairs Policy | Simon Parry | Dec-25
Maintenance and in conjunction with
Planned Tenants
Improvements
1.4

Safety & Quality | SQ11 | Repairs, Develop a working group | Simon Parry | Dec-25
Maintenance and with tenants to seek ON
Planned further feedback on HOLD
Improvements improvements required to
1.4 deliver a more effective

Repairs service

Safety & Quality | SQ12 | Decency Ensure the Housing Simon Parry | Jan-26

1.2 Capital Programme

reflects the volume and
scope of works to meet
the Decent Homes
standard across all
Housing stock

GREEN

GREEN

led to a further revised date for
completion.

A new, revised and updated Repairs
and Maintenance policy has been
written considering all new regulations
currently in force. The Policy is to be
considered by Executive in February
2026.

Complete

Q3 Update

Following expressions of interest as part
of the Annual Report which every
household will receive, we will develop
this further.

Q4 Update

Working Group on hold whilst the
engagement team is recruited into. In
the interim however the results and
associated comments from 24/5 & 25/6
TSM surveys have been analysed to
identify improvements from tenant
feedback. This years results have
shown further improvements in scores
for repairs together with better oversight
and delivery of improvement in
completing jobs. The revised R&M
Policy approved in February 2026 will
further enhance performance levels as
the creation of the new Priority 4 code
will allow known areas of work, such as
new windows and doors, to be
completed in the timescales for P4.

TOT a2bed

The proposed Capital Programme has
been compiled based on stock condition
data and properties where components
are due to become non decent.

Complete
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Safety & Quality

Decency
1.2

Undertake a review of the
Housing Asset
Management Strategy
and the Housing Capital
Programme developed for
2023-2027 in line with
stock condition
information

Simon Parry

Jan-26
Revised
July
2026

Safety & Quality

Health and Safety
1.3

Utilise the feedback from
the TSM Tenant
Perception Survey to
improve on the results
from the 24/5 survey on
'Feeling Safe'

Simon Parry

Jun-26

Q3 Update

A revised Capital Programme is
included within the Budget Setting for
the Medium-Term Financial Plan for 2-
26/7 and beyond. Work is in progress to
update the Asset Management Strategy
in line with Regulatory changes.

Q4 Update

Work is ongoing to update the AMS to
reflect legislative and regulatory
changes and also the impact of the
revision to the HRA 30 year Business
Plan, when complete. A report covering
these documents is targeted for July
2026.

Transparency,
Influence and
accountability

Fairness and
Respect
1.1

Ensure that tenant profile
data is collected more
widely across all
customers so that
services can be more
reflective of tenants
needs, including
establishing an 'Every
Contact Counts'
philosophy.

Judith
Willis/Simon
Parry

Jul-25

Q3 Update
The TSM results highlighted R&M

issues around wait times and
appointments, information sharing,
condition of properties, communal area
conditions and handling of ASB cases.
The review of last years surveys has
highlighted several actions which are
reflected in our ‘You said, we did’
response to the TSM results.

Q4 Update

TSM results for 25/6 have shown
increases of approximately 10% across
Repairs and satisfaction with the Council
providing a home that is safe. Further
analysis of the comments from 25/6
Survey results is being incorporated into
the new Housing Improvement Plan.

Script being used at point of contact.
Wider review to be undertaken when no
contact is received from customers. A
new dashboard has been developed to
allow better tracking of the proportion of
information we hold for our customers.

COMPLETE
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Transparency,
Influence and
accountability

TIA2

Information about
landlord service
1.4

Develop and publish the
Annual Housing Report
for 24/5

Judith
Willis/Simon
Parry

Jul-25

GREEN

Annual Report circulated on 30th July
2025

Complete

Transparency,
Influence and
accountability

TIA3

Information about
landlord services
1.4

Implement a Tenants
Portal within Cx

Judith
Willis/Simon
Parry

April 26
Revised
July
2026

AMBER

Q3 Update

We are working closely with our
Software provider to implement this
however we have identified 3 security
issues, two are to be resolved with the
release of the next version of the
software in January 2026 however the
final issue remains outstanding.

Q4 Update

During Q4 the configuration of the
system has been undertaken with the
test system to be passed to the Council
in May 2026 to allow the uploading of
relevant forms for customers to use after
testing and go live which is envisaged to
be July 2026. This will be the first phase
and will include

View existing repairs

View rent account

Make a payment

Download a rent statement
Complete profiling information
Fill in forms such as ending a
tenancy, mutual exchange
request

e View agreements.

c0T abed

Transparency,
Influence and
accountability

TIA4

Engagement with
tenants
1.3

Review the range of
opportunities available for
tenants to influence and
scrutinise strategies,
policies and services and
implement improvements
identified in accordance
with best practice

Judith
Willis/Simon
Parry

Sep-25
(Revised
Mar-26)
Revised
June
2026

AMBER

Q3 Update

Budget approval received for a Tenant
Engagement & Participation Officer and
resources budget.

Draft range of options produced, further
benchmarking with peers required.

Q4 Update

Recruitment of the Housing Tenant
Experience manager (HTEM) was
commenced in Q4 and a successful
candidate was recruited in April 2026.
Subsequently the Senior Engagement
Officer post is to be recruited. In the
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interim a draft Engagement policy has
been created which is scheduled for
Executive in June 2026.

Transparency, TIA5 | Complaints Recruit to two new posts Judith Willis | Nov-25 Q3 Update Complete
Influence and 1.6 of Complaints and Quality Revised The Senior Complaints Officer has been
accountability Officer April 26 recruited in this quarter, and an officer
post is to be advertised within the next
month. The other post has been
refocussed as a Tenant Engagement
and Participation post to work alongside
the Senior Post.
Q4 Update
The recruitment of the complaints officer
was completed in this quarter with the
successful candidate starting their
position in May 2026.
Transparency, TIA6 | Performance Housing Performance Judith Jan-26 Quarterly performance reported to Complete
Influence and Information Dashboard completed, Willis/Simon Executive Committee commenced in
accountability 1.5 and performance reports Parry June 2025. A Power Bi is being U
provided to Executive and developed with the Business Q
tenants. Improvement Team. <.8
Performance reporting contained within =
the Tenants Annual Report — published g
on 30 July 2025.
Transparency, TIA7 | Performance Establish a Judith Willis | Jan-26 GREEN | A communications strategy has been Complete
Influence and Information communications strategy developed. Within the Governance
accountability 1.5 to regularly update structure around the Housing
tenants on services and Improvement Plan a standard agenda
performance item is communications as an "D
opportunity to capture and or promote (E:
progress across the plan or specific M
milestones/actions.
Transparency, TIA8 | Complaints Undertake further Judith Willis | Jan-26 Q3 Update Complete -
Influence and 1.6 engagement with tenants Ongoing engagement with Peers to Q.
accountability and learn from our peers understand their opportunities and SD
how they have sought to processes for increasing complaint -
improve complaint satisfaction. —
handling satisfaction Q4 Update (D
In the absence of a formal panel to liaise :3
with tenants about complaints we have -
included free text comments within the H=
Tenant Perception Survey to identify p
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issues regarding complaints. These
have been incorporated into the new
Housing Improvement Plan which will
include a satisfaction and feedback
survey after each complaint as well as
wider learning from the complaints
received and included in the annual
complaints report.

Transparency, TIA9 | Complaints Improve how promptly Judith Willis | Dec-25 Quarterly performance data shows Complete
Influence and 1.6 complaints are addressed improvements with data shared as part
accountability of the regular reporting to Executive as
well as through Senior Housing
management team meetings
Transparency, TIA1 | Fairness and Ensure a programme of Judith Mar-26 AMBER | In progress and is included as part of
Influence and 0 Respect training is delivered to Willis/Simon CIH qualification that Officers hold or are
accountability 1,1 ensure tenants are Parry scheduled to enrol.
treated with fairness and Q4 Update
respect Appraisals for all staff are being
undertaken across March and April 2026 o
to identify training needs, the Q
development of the training plan will (@)
include training to ensure tenants are ®
treated with fairness and respect. =
Transparency, TIA1 | Fairness and Develop a programme for | Judith Mar-26 AMBER | Appraisals and 121s are undertaken 8
Influence and 1 Respect embedding the Council's | Willis/Simon using the 4P’s identified from the
accountability 1.1 corporate culture work Parry workforce plan. Associated training
programme within plans are being developed to support
Housing Services this.
Q4 Update
Appraisals for all staff are being "D
undertaken across March and April 2026 (E:
to identify training needs, the )
development of the training plan will M
include training to ensure officers D)
Transparency, TIA1 | Engagement with Continue work with TPAS | Judith Nov-26 September 2025 identified funding for
Influence and 2 tenants to develop a robust tenant | Willis/Simon training for tenants together with SD
accountability 1.3 engagement offer with Parry establishment of a Tenant Engagement S
future reporting to and Participation post. Training plan for —
Executive Committee new tenants involved in scrutiny being D
setting out key actions finalised and options for engagement :3
and required resources. being drafted for inclusion in a future -
report. =
4 Update ,
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Transparency,
Influence and
accountability

TIA1

Diverse Needs
1.2

Implement the Customer
Profile Action Plan, with
milestones established

Judith
Willis/Simon
Parry

Jan-27

Recruitment into the new Housing
Tenant Experience Team has
commenced alongside the development
of a new engagement policy which
draws on TPAS National Engagement
Standards

Tracking of volume of customer profile
information to be devised and analysis
to be undertaken to influence the action
plan.

Q4 Update

Work is ongoing at all contact points to
collect customer profile information; a
Power Bi report has been built to track
progress.

90T abed
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Standard Required Outcomes Specific Expectations Key Deliverable/s |Specific Outcomes Responsible 0fficer|Target Date Status RAG Rating
Neighbourhood |Safety of shared spaces
& Community
Registered providers must work co-operatively with Tenancy audits to Safe, clean and well- N&T Manager and 31/03/2027 In Progress  |Green
tenants, other landlords and relevant organisations to update PEEPs (and  [maintained communal Caretaking
take all reasonable steps to ensure the safety of evidence areas, with hazards Supervisor
shared spaces. compliance), CX identified quickly and
casel/task tracking for |removed through routine
PEEPs, April 2026 cleaning, inspections and
legislation fire/health & safety checks,
training/guidance for [supported by firm zero-
frontline staff, liaison [tolerance enforcement.
with Fire & Rescue,
plus regular
communal
inspections, cleaning,
fire and health &
safety checks by the
Caretaking Team.
Greater resident safety and |N&T Manager and 30/04/2026 COMPLETE |Green

legal compliance, with
PEEPs kept up to date
where required, strong
working with Fire & Rescue
Services, and a trained
frontline team ready for the
April 2026 legislative
changes.

Caretaking
Supervisor

Local cooperation

InT 2Bp 4
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Registered providers must co-operate with relevant
partners to promote social, enviornmental and
economic wellbeing in the areas where they provide
social housing.

Registered providers, having taken account of
their strategic objectives, the views of tenants
and their presence within the areas where
they provide social housing, must: a) idenitfy
and communicate to tenants the roles
registered providers play in promoting social,
environmental and economic wellbeing and
how those roles will be delivered; and b) co-
operate with local partnership arrangements
and the strategic housing function of local
authorities where they are able to assist local
authorities in achieving their objectives.

Regular attendanceof
all partner agency
meetings. Leading on
the coordination of
regular meetings with
SNT Teams, Adult
Social Care, Mental
Health Teams,
Primary Care and
Safeguarding.

Maintain strong partnership
working that demonstrably
informs and improves
service delivery. Effective
active engagement and
influence at partner
meetings including clear
records of decisions made,
actions agreed and
outcomes delivered as a
result.

N&T Manager,
Rents/ Income
Manager, Housing
Tenancy Experience
Manager (HTEM),
Senior Tenancy
Experience Officer

30/09/2026

In Progress

Green

Anti-social behaviour and hate incidents

Registered providers must work in partnership with
appropriate local authority departments, the police and
other relevant organisations to deter and tackle anti-
social behaviour (ASB) and hate incidents in the
neighbourhoods where they provide social housing.

Registered providers must have a policy on
how they work with relevant organisations to
deter and tackle ASB in the neighbourhoods
where they provide social housing.

Confirm and publish
an ASB & Hate
Incident policy and
partnership protocol;
attend CSP/tasking
forums; agree joint
action plans and
escalation routes with
Police/SNT/Communit
y Safety; monitor
outcomes and report
themes/learning
quarterly.

Effective multi-agency
approach to prevent and
tackle ASB, underpinned by
a clear policy and consistent
operational practice.

N&T Manager

30/06/2026

In Progress

Green

aQnT ahp
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Registered providers must clearly set out their
approach for how they deter and tackle hate
incidents in neighbourhoods where they
provide social housing.

Implement Tenant
Portal

Hate incidents responded to
within 24 hours, with victim-
led support, clear escalation
routes and timely
Police/SNT involvement
where appropriate.

N&T Manager

30/06/2026

In Progress

Green

Implement ASB
Module within CX

CX ASB module
implemented to improve
case management,
oversight, audit trail and
tenant communications.

N&T Manager

31/12/2026

In Progress

Green

Registered providers must enable ASB and
hate incidents to be reported easily and keep
tenants informed about the progress of their
case.

Tenant Portal, CX
ASB Module

ASB and hate incidents are
easy to report, and tenants
receive timely, regular
updates—supported by
portal access and improved
CX case workflows.

N&T Manager

31/12/2026

In Progress

Green
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Registered providers must provide prompt Tenant Portal, CX Prompt, proportionate action [N&T Manager 31/12/2026 In Progress  |Green
and appropriate action in response to ASB ASB Module. Training [taken (ASB within 48 hours;
and hate incidents, having regard to the full to be delivered in hate incidents within 24
range of tools and legal powers available to April/ May 2026 hours), using the full range
them. of legal powers and regular
staff training.
Registered providers must support tenants Recruitment of the Tenants affected by Tenancy 30/06/2026 In Progress  |Green j
who are affected by ASB and hate incidents, [new TSO Team to be [ASB/hate incidents receive [Sustainment Team QJ
including by signposting them to agencies complete by June tailored support, including Leader «
who can give them appropriate support and 2026 sustainment, mediation and @
assistance. signposting to specialist =
partner agencies. [BE
D
ASB waiting times promotion to tenants Web pages by June [Clear published response N&T Manager 30/06/2026 In Progress  |Green

26, Portal access TBC

times and accessible
reporting routes across
noticeboards, webpages
and (where available) the
Tenant Portal.

PDUS
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Root cause analysis for low ASB satisfaction (T| Training for N&T Drivers of ASB Housing Tenancy 30/06/2026 In Progress  [Green
Officers, discussions |dissatisfaction understood Experience Manager
in their one to ones re [through targeted (HTEM)
surveys completed engagement, informing
and outcomes. improvements that increase
Making the tenant confidence and
completion of surveys |satisfaction.
mandatory in CX
Zero transactional returns from ASB surveys afi Training for N&T High completion rates of Housing Tenancy 31/07/2026 In Progress  [Green

Officers, discussions
in their one to ones re
surveys completed
and outcomes.
Making the
completion of surveys
mandatory.

post-case ASB surveys,
providing reliable insight to
monitor performance and
target service improvements.

Experience Manager
(HTEM)

TTT 2P 4
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Registered providers must work co-operatively with Registered providers must have a policy for Review and re-issue |Consistent, trauma-informed [N&T Manager 30/06/2026 In Progress  |Green
other agencies tackling domestic abuse and enable how they recognise and effectively respond to |the Domestic Abuse |response to domestic abuse,
tenants to access appropriate support and advice. cases of domestic abuse. policy/procedure; with trained staff, robust risk

deliver annual DA assessment,

training for frontline safeguarding/MARAC

staff; maintain risk processes and safe-move

assessment and options.

MARAC/safeguarding

referral pathways;

provide safe-move

options and

signposting to

specialist support.

Registered providers must co-operate with Contribute to the local |Strong partnership working |N&T Manager 31/12/2026 In Progress  |Green

appropriate local authority departments to
support the local authority in meeting its duty
to develop a strategy and commission
services for victims of domestic abuse and
their children within safe accommodation.

authority DA strategy
and safe
accommodation
partnerships:
maintain referral
routes with
commissioned
services, share
insight (as
appropriate), and
implement
learning/actions from
Domestic Homicide
Reviews and multi-
agency reviews.

with the local authority to
support delivery of domestic
abuse strategies and safe
accommodation for victims
and children.

ZTT 3PP 4
(O 7 7 W |

GT Wa)| epuaby



Responsible Target RAG
Standard Required Outcomes Specific Expectations Key Deliverable/s Specific Outcomes Officer Date Status Rating
Safety & Quality [Stock Quality
Registered providers must have an accurate, up to  |Registered providers must have an accurate Develop a Stock Condition Survey Up-to-date stock condition data
date and evidenced understanding of the condition |record at an individual property level of the (SCS) delivery plan with clear quarterly [analysed to target investment
of their homes that reliably informs their provision of |condition of their homes, based on a physical and annual targets, aligned to the 5- and maintain/achieve decency
good quality, well maintained and safe homes for assessment of all homes and keep this up to year rolling programme. and safety standards.
tenants date. Capital Manager 31/07/2026|In Progress |GREEN
Deliver, monitor and manage the SCS |Survey programme delivered to
programme against agreed targets, plan, increasing coverage and
reporting progress through the enabling timely investment
quarterly performance cycle. decisions to maintain/achieve
decency. Capital Manager 31/03/2027|In Progress |GREEN
Review and strengthen the SCS Quality-assurance report
methodology and quality-assurance confirming survey methodology,
checks to confirm data accuracy, data accuracy, consistency and
consistency and auditability. audit trail.
Capital Manager 30/09/2026|In Progress |GREEN
Decency
0
Q
(D)
(@
Registered providers must ensure that tenants’ Registered providers must use data from across [Complete the annual refresh of the Non-decent homes reduced =
homes meet the standard set out in section five of  |their records on stock condition to inform their Capital Investment Programme using |year-on-year, with exemptions ES
the Government’s Decent Homes Guidance and provision of good quality, well maintained and the latest stock condition data as part |evidenced and addressed
continue to maintain their homes to at least this safe homes for tenants including: of the budget-setting process. where feasible.
standard unless exempted by the regulator Capital Manager 31/12/2026|In Progress |GREEN
Complete a full review and update of  [Capital programmes
the Asset Management Strategy to demonstrably reflect current
reflect current legislative, regulatory legislative, regulatory and best-
and best-practice requirements. practice requirements. Housing Property
Services manager 31/07/2026|In Progress |GREEN
Update and re-issue the HRA Business |Updated, affordable HRA
Plan, testing affordability and future Business Plan demonstrating
investment requirements against capacity to meet future
regulatory and legislative change. investment and compliance Assistant Director
demands. (HPS) 30/06/2026|In Progress |GREEN
a) compliance with health and safety legal Go live with Total Mobile as the single |[Single source of compliance
requirements compliance system and deploy data enabling faster action to
dashboards to monitor statutory H&S  |resolve exceptions and keep
compliance, actions and exceptions. homes safe. Housing Property
Services manager 30/06/2026|In Progress |GREEN
b) compliance with the Decent Homes Standard |Produce annual planned maintenance [Planned works address non-
programmes based on SCS findings to |decency drivers and improve
maintain Decent Homes compliance overall Decent Homes
and remediate non-decency failures. compliance.
Capital Manager 31/12/2026|In Progress |GREEN
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Enhance the internal monitoring tracker
to capture HHSRS Category 1

hazards, actions and progress, and
include this in quarterly Executive

Category 1 hazards identified,
prioritised and remediated, with
clear performance reporting.

s el = ’\RV\ 'l
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reporting. Capital Manager 30/06/2026|In Progress |GREEN
c) delivery of repairs, maintenance and planned |Develop enhanced Power Bl reporting |Repairs performance improved
improvements to homes to identify key repairs trends (multiple [against priority targets
contact, no access and repeat repairs) [(including Awaab's Law), with
and inform investment priorities. fewer repeats and overdue jobs.
Repairs Manager 31/03/2027|In Progress |GREEN
d) allocating homes that are designed or Go live with Total Mobile and Adapted homes allocated more
adapted to meet specific needs appropriately. dashboards to consolidate adaptations- |effectively to households with
related property data and improve matching needs, reducing
operational performance reporting. avoidable re-adaptations.
Repairs Manager 31/12/2026|In Progress |GREEN
Health and Safety
When acting as landlords, registered providers must |Registered providers must identify and meet all  [Produce and present quarterly High and sustained statutory
take all reasonable steps to ensure the health and legal requirements that relate to the health and |compliance performance reports (Gas, [compliance across all health &
safety of tenants in their homes and associated safety of tenants in their homes and communal |Electrical, Asbestos, Fire, Lifts and safety areas, keeping residents
communal areas. areas. Water Safety) to Executive. safe.
M&E manager COMPLETE |GREEN
Registered providers must ensure that all Implement a documented plan for Remedial-action plan in place
required actions arising from legally required outstanding remedial actions with with planned vs actual tracking
health and safety assessments are carried out planned vs actual tracking; monitor and improved timeliness of
within appropriate timescales. monthly and report progress quarterly |outstanding actions. Housing Property
to Executive. Services manager 31/05/2026|In Progress |GREEN
Provide quarterly Executive reporting |Regular Executive oversight of
on health & safety compliance compliance, risks and
performance, risks and mitigation mitigations with clear decisions
actions. and actions recorded. Assistant Director
(HPS) 30/09/2025|COMPLETE |GREEN
Mobilise and deliver the fire door Fire doors inspected and risks
inspection programme and feed reprioritised; interim repairs
findings into the remedial/replacement |completed and the replacement
plan and priorities. programme targeted. Housing Property
Services manager 31/08/2025|COMPLETE [GREEN
Identify and deliver short-term risk- Interim controls implemented to
mitigation actions (interim controls and |reduce risk while longer-term
prioritised works) while longer-term remediation is delivered.
remediation is completed. Housing Property
Services manager 31/05/2026|In Progress |GREEN
Registered providers must ensure that the safety [Mobilise a caretaker service with Communal areas consistently
of tenants is considered in the design and defined schedules to deliver communal |clean and safe, with hazards
delivery of landlord services and take cleaning, inspections and safety identified and addressed
reasonable steps to mitigate any identified risks |testing, with clear escalation and promptly.
to tenants. reporting. Repairs Manager 31/08/2025|COMPLETE |GREEN

Repairs, Maintenance and planned improvements
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Registered providers must provide an effective,
efficient and timely repairs, maintenance and
planned improvements service for the homes and
communal areas for which they are responsible.

Registered providers must enable repairs and
maintenance issues to be reported easily.

Design and implement a Tenant Portal
within the Housing
Management/Repairs system to enable
accessible self-service reporting,

Tenants can report repairs
easily and receive timely
updates through accessible
channels.

Assistant Director

o T ’\RV\ 'l
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updates and tracking. (HPS) 31/07/2026|In Progress |GREEN
Implement a repairs diagnostic tool Improved triage and correct
with call-handling scripts to improve SOR selection, increasing right-
triage, select the correct SOR and first-time repairs and helping
increase right-first-time repairs. meet target timescales.
Repairs Manager 31/05/2026|In Progress |GREEN
Registered providers must set timescales for the [Publish priority repair codes and target |Priority codes and target
completion of repairs, maintenance and planned |timescales via the Annual Report and |timescales clearly
improvements, clearly communicate them to website, alongside clear updates on communicated, with
tenants and take appropriate steps to deliver to  |performance against standards. performance published Assistant Director
them. transparently. (HPS) 30/09/2025|Complete GREEN
Produce and publish quarterly repairs |Quarterly repairs performance
performance reports (KPIs and priority- |published showing delivery
code compliance) on the website and  [against priority timescales and
within the Annual Report. improvement actions. Assistant Director
(HPS) 30/09/2025|Complete GREEN
Use Power Bl to identify overdue Overdue repairs reduced
repairs, complete root-cause analysis |through root-cause actions, with
and implement corrective actions; track |improved data quality and trend
impact over time. insight. Assistant Director
(HPS) 31/12/2025|Complete GREEN
Registered providers must keep tenants Go live with Total Mobile automated Tenants receive consistent
informed about repairs, maintenance and tenant updates (appointments, on-the- |automated updates throughout
planned improvements to their homes with clear |day progress, no access, completion the repairs journey.
and timely communication. and follow-on works). Housing Property
Services manager 30/06/2026|In Progress |GREEN
Registered providers must understand and fulfil [Implement the caretaker service, Communal areas maintained to
their maintenance including cleaning/inspection routines, |a clean and safe standard, with
responsibilities in respect of communal areas. safety checks and a clear process for |issues escalated and resolved
reporting and escalating repairs. promptly.
Repairs Manager 31/08/2025|COMPLETE [GREEN
Registered providers must ensure that the Publish the 2025/26 Annual Housing Tenants see evidence of
delivery of repairs, maintenance and planned Report, evidencing improvements service improvements delivered
improvements to homes and communal areas is |delivered in response to tenant in response to feedback,
informed by the needs of tenants and provides |feedback, complaints insight and TSM |complaints insight and TSM Assistant Director
value for money. results. results. (HPS) 31/07/2026|In progress  |GREEN
Deliver quarterly tenant Ongoing tenant
communications following HIP and communications demonstrate
performance reporting, highlighting progress against standards and
service standards, progress and improvements made as a result | Assistant Director
improvements. of feedback. (HPS) 31/03/2027|In progress | GREEN
Adaptations
Registered providers must assist tenants seeking Registered providers must clearly communicate |Review and publish updated web Tenants can easily find
housing adaptations to access appropriate services. |[to tenants and relevant organisations how they |pages explaining how tenants request [adaptations information,
will assist tenants seeking housing adaptations  |adaptations and the support available, |understand eligibility and
services. with clear contact routes and guidance. |access clear contact routes. Housing Property
Services manager 31/05/2026|In progress |GREEN
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Registered providers must co-operate with
tenants, appropriate local authority departments
and other relevant organisations so that a
housing adaptations service is available to
tenants where appropriate

Define and report a KPI suite for
adaptations (timescales, throughput
and outcomes), supported by ongoing
case review and performance
monitoring.

Adaptations delivered within
policy timescales, with
outcomes and performance
monitored and improved.

Housing Property
Services manager

30/09/2026

In progress

GREEN
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Standard Required Outcomes | Specific Expectations |Key Deliverable/s [Specifc Outcomes |[Responsible Officer [Target Date |status |[RAG Rating
Transparency Fairness and respect
Influence & Registered providers must None provided by RSH Tenant co-designed Service Standards Pack Consistent tenant-facing service standards are agreed
Accountability treat tenants and prospective with tenants, published and embedded across housing |Assistant Director (HPS)/
tenants with fairess and services. Assistant Director (HS) 31/12/2026 To be started _ |Green
respect. Complete EIA with associated action plan Equality impacts are assessed, actions are
implemented and service changes are tracked to Assistant Director (HPS)/
improve fair outcomes. Assistant Director (HS) 30/09/2026 To be started  |Green
Diverse needs
In relation to the housing and |Registered providers must use relevant information and data |Quarterly tenant data-quality audits and targeted campaigns Tenant profile data becomes more complete and
landlord services they provide, |to: a) understand the diverse needs of tenants, including (web, letters, call scripts and front-line prompts) to capture reliable, enabling services and communications to be
registered providers must take [those arising from protected characteristics, language missing profile fields; update processes/forms in CX to tailored to diverse needs.
action to deliver fair and barriers, and additional support needs; and b) assess whether |require/encourage completion and report progress quarterly. Assistant Director (HPS)/
equitable outcomes for their housing and landlord services deliver fair and equitable Assistant Director (HS) 31/03/2027 In Progress Green
tenants and, where relevant, |outcomes for tenants. Complete EIA with associated action plan Equality impacts are assessed, actions are
prospective tenants. implemented and service changes are tracked to Assistant Director (HPS)/
improve fair outcomes. Assistant Director (HS) 31/03/2027 To be started _ |Green
Registered providers must ensure that communication with Gap Analysis complete and actions identified for resolving any [Tenant communications are clearer, more accessible
and information for tenants is clear, accessible, relevant, issues identified. and compliant across key contact points.
timely and appropriate to the diverse needs of tenants. Assistant Director (HPS)/
Assistant Director (HS) 31/03/2027 To be started Green
Registered providers must ensure that landlord services are  |Gap Analysis complete and actions identified for resolving any |Housing services are easier to access and publicised
accessible, and that the accessibility is publicised to tenants. |issues identified. clearly, with barriers identified and addressed.
This includes supporting tenants and prospective tenants to
use online landlord services if required. Assistant Director (HPS)/
Assistant Director (HS) 31/03/2027 To be started Green
Registered providers must allow tenants and prospective Guidance developed, published and promoted Tenants understand their right to representation and
tenants to be supported by a representative or advocate in can access advocacy support when needed. Assistant Director (HPS)/
interactions about landlord services. Assistant Director (HS) 31/03/2027 To be started _|Green
Engagement with tenants
Registered providers must Registered providers must give tenants a wide range of Increased capacity and specialist knowledge and skills to Tenant engagement capacity is strengthened, enabling |Housing Services Manager |31/07/2026 In progress
take tenants’ views into meaningful opportunities to influence and scrutinise their develop further engagement opportunities more meaningful influence and scrutiny of services.
account in their decision- landlord’s strategies, policies and services. This includes in Green -
making about how landlord relation to the neighbourhood where applicable. Clear opportunities identified and published Published engagement opportunities give tenants Housing Services Manager |31/08/2026 In progress D
services are delivered and clear, regular routes to influence and scrutinise o)
communicate how tenants’ landlord services. Green d
views have been considered. [Registered providers must assist tenants who wish to Guidance developed, published and promoted Tenant-led scrutiny is supported through a clear Housing Services Manager |31/01/2027 To be started N
implement tenant-led activities to influence and scrutinise framework covering practical, training and funding Il:é
their landlord’s strategies, policies and services. This includes arrangements. Ny
in relation to the neighbourhood where applicable.
Green
Registered providers must provide accessible support that Policy being taken to Executive in June 2026, Strategy to be Engagement opportunities include accessible support |Housing Services Manager |31/08/2026 In progress
meets the diverse needs of tenants so they can engage with |developed thereafter to create clear opportunities for tenants to [so tenants with diverse needs can participate
the opportunities in 2.2.1 and 2.2.2. further influence formally and informally service improvements |effectively.
and delivery Green
Registered providers must support tenants to exercise their Clear process and information to exercise their rights Tenants can easily understand and exercise their Right |Housing Services Manager [31/12/2026 To be started
Right to Manage, Right to Transfer or otherwise exercise to Manage or Right to Transfer through clear guidance.
housing management functions, where appropriate.
Green
Registered providers, working with tenants, must regularly Policy being taken to Executive in June 2026, Strategy to be A consistent engagement and scrutiny approach is Housing Services Manager |31/08/2026 In progress
consider ways to improve and tailor their approach to developed thereafter to create clear opportunities for tenants to |established and used to improve services based on
delivering landlord services including tenant engagement. further influence formally and informally service improvements |tenant feedback.
They must implement changes as appropriate to ensure and delivery
services deliver the intended aims. Green
Where a registered provider is considering a change in Following Government announcement in June 2026 set out an |Tenant views inform any future management or Assistant Director (HPS)/ 31/12/2026 In Progress

landlord for one or more tenants, or a significant change in
management arrangements, it must consult affected tenants
on its proposals at a formative stage and take those views
into account when reaching a decision. The consultation
must: a) be fair and accessible; b) provide tenants with
adequate time, information and opportunities to consider and
respond; c) set out actual or potential advantages and
disadvantages (including costs) to tenants in the immediate
and longer term, and d) demonstrate to affected tenants how
the consultation responses have been taken into account in
reaching a decision.

options appraisal for consideration of the future for RBC Social
Housing

landlord change proposals and are evidenced in
decision-making.

Assistant Director (HS)

Green

Information about landlord services
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Registered providers must Registered providers must provide tenants with accessible Gap Analysis complete and actions identified for resolving any |Tenant information on services, standards and Assistant Director (HPS)/ 31/10/2026 To be started
communicate with tenants and |information about the: a) available landlord services, how to  |issues identified. responsibilities is clearer, more accessible and aligned |Assistant Director (HS)
provide information so tenants |access those services, and the standards of service tenants to identified needs.
can use landlord services, can expect; b) standards of safety and quality tenants can
understand what to expect expect homes and communal areas to meet; c) rents and
from their landlord, and hold service charges that are payable by tenants, and d)
their landlord to account. responsibilities of the registered provider and the tenant for
maintaining homes, communal areas, shared spaces and
neighbourhoods.
Green
Registered providers must provide tenants with accessible Gap Analysis complete and actions identified for resolving any |Tenant rights and landlord obligations are clearly Assistant Director (HPS)/ 31/10/2026 To be started
information about tenants’ rights in respect of registered issues identified. explained online in an accessible and easy-to-find Assistant Director (HS)
providers’ legal obligations and relevant regulatory format.
requirements that registered providers must meet in
connection with the homes, facilities or landlord services they
provide to tenants. This must include information about: a)
the requirement to provide a home that meets the
government's Decent Homes Standard; b) the registered
provider's obligation to comply with health and safety
legislation; c) the rights conferred on tenants by their tenancy
agreements including rights implied by statute and/or Green
Registered providers must communicate with affected tenants |Live updates on appointments for repairs Tenants receive timely repairs updates, improving
on progress, next steps and outcomes when delivering visibility of progress, next steps and outcomes.
landlord services. Assistant Director (HPS) 30/06/2026 In progress Green
must be fair, reasonable, accessible and transparent. Where |Gap Analysis complete and actions identified for resolving any |The Tenant Handbook more clearly explains key
relevant, policies should set out decision-making criteria and |issues identified. policies, decision criteria and appeals routes.
appeals processes. Housing Services Manager |31/07/2026 In Progress Green
Registered providers must make information available to Updated Website with clear responsibilities identified Published leadership information clearly identifies who
tenants about the relevant roles and responsibilities of senior is accountable for Consumer Standards compliance.  |Assistant Director (HPS)/
level employees or officers, including who has responsibility Assistant Director (HS) 30/06/2026 In progress Green
Performance information
Registered providers must Registered providers must meet the regulator’s requirements |Compliance with requirements and uploading of data in line TSM data collection, processing and submission Assistant Director (HPS)/ 30/06/2026 In progress Green
collect and provide in relation to the tenant satisfaction measures set by the with prescribed timescales remain compliant, robust and ready for tenant scrutiny. [Assistant Director (HS) n
information to support regulator as set out in Tenant Satisfaction Measures: ,_U
effective scrutiny by tenants of |Registered providers must: a) collect and process information [Compliance with requirements and uploading of data in line Annual TSM assurance confirms the data is accurate, |[Assistant Director (HPS)/ 30/06/2026 In progress Green (E!
their landlord’s performance in |specified by the regulator relating to their performance with prescribed timescales reliable and submitted in line with regulatory Assistant Director (HS) a
delivering landlord services.  |against the tenant satisfaction measures. The information Annual Report clearly sets out TSm results, actions from The Annual Report presents TSM performance and Assistant Director (HPS)/ 30/06/2026 In progress Green
must be collected within a timeframe set by the regulator and |previous year and identified actions for the forthcoming year improvement actions clearly in an accessible format Assistant Director (HS) t:
must meet the regulator’s requirements in Tenant Satisfaction for tenants. a0
Measures: Technical requirements and Tenant Satisfaction  [Compliance with requirements and uploading of data in line TSM results are submitted to the regulator accurately |Assistant Director (HPS)/ 30/06/2026 In progress Green y
Measures: Tenant survey requirements; b) annually publish  |with prescribed timescales and within required deadlines. Assistant Director (HS)
In meeting 2.4.1 and 2.4.2 above, registered providers must  [Compliance with requirements and uploading of data in line Published TSM results provide a transparent, accurate |Assistant Director (HPS)/ 30/06/2026 In progress
ensure that the information is an accurate, reliable, valid, and |with prescribed timescales and reliable account of landlord performance. Assistant Director (HS)
transparent reflection of their performance against the tenant Green
Registered providers must provide tenants with accessible Compliance with requirements and uploading of data in line Tenants receive clearer information on performance, Assistant Director (HPS)/ 30/06/2026 In progress
information about: a) how they are performing in delivering with prescribed timescales spending, remuneration and improvement actions. Assistant Director (HS)
landlord services and what actions they will take to improve
performance where required; b) how they have taken tenants'
views into account to improve landlord services, information Green
Complaints
Registered providers must Registered providers must ensure their approach to handling |Complete annual complaints service review and Housing Complaints assurance is strengthened through annual |Senior Complaints Officer 30/06/2026 COMPLETE Green
ensure complaints are complaints is simple, accessible and publicised. Ombudsman Code self-assessment; produce an improvement |review, code compliance checks and clear Executive
addressed fairly, effectively, action plan (owners, deadlines) and present performance, oversight.
and promptly. themes and compliance findings to Executive.
T
Q
D
=
Q.
(a)
Complete an end-to-end review of the complaints extensions Complaint extensions are reduced through tighter o~
process and implement a revised standard operating procedure |controls, clearer communications and regular —
(criteria, approvals and timelines), including a tenant monitoring. Senior Complaints Officer |31/08/2026 In Progress Green cf_t
—

communication template and monthly monitoring/reporting to
reduce extensions.
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Implement a standard extensions update (reason, revised
deadline and next contact date) using agreed template

Extended complaints are updated consistently and
quality checked so delays are better managed and

wording; complete monthly QA sampling of extended cases reduced over time. Senior Complaints Officer |30/09/2026 In Progress Green
and feed learning/actions into the complaints improvement plan
to minimise future extensions.
Define and implement minimum complaint case-recording Complaint records become more complete, consistent
standards (required fields and evidence); introduce monthly and evidence-based, supporting fairer investigations
quality checks/audits and feedback to improve data quality so |and stronger assurance. Senior Complaints Officer |31/07/2026 In Progress Green
investigations are impartial and do not rely heavily on Service
Managers.
Recruit and onboard a Housing Complaints & Quality Officer to |Complaints capacity and resilience improve, allowing
strengthen capacity and resilience; agree role profile, training  |greater focus on learning, analysis and service
and caseload allocation so the Senior Officer can focus on improvement. Senior Complaints Officer |30/06/2026 In progress Green
analysis, learning and service improvement.
Design, build and deploy complaint case and task functionality |CX becomes the single complaints system of record,
in CX (fields, workflows, templates and reporting), including improving case visibility, consistency and reporting
user testing and staff guidance to enable consistent logging depth. Senior Complaints Officer |31/12/2026 In Progress Green
and improved drill-down reporting.
Scope and deliver a future Tenant Portal phase to give tenants |Tenants gain clearer self-service visibility of complaint
self-service visibility of their complaint status, key updates and |progress, updates and outcomes through the Tenant . ) .
outcomes, using CX as the single source once complaint Portal. Senior Complaints Officer 30/06/2027 In Progress Green
cases/tasks are live.
Registered providers must provide accessible information to  |Redesign and publish the 2025 Annual Performance & Service |The annual complaints report becomes clearer, more
tenants about: a) how tenants can make a complaint about Improvement Report in a tenant-friendly format (clear accessible and more meaningful for tenants.
their registered provider; b) the registered provider's navigation, plain English and accessible design), including ‘You Senior Complaints Officer |30/06/2026 In progress Green
complaints policy and complaints handling process; c) what  |said, we did’ examples and evidence of learning-led service
tenants can do if they are dissatisfied with the outcome of a improvements.
complaint or how a complaint was handled, and d) the type of [Sybmit the annual complaints report to Executive (June 2026) |Executive receives a complete annual complaints
complaints received and how they have learnt from incorporating the updated Housing Ombudsman Code self- update covering compliance, performance, themes
complaints to continuously improve services. assessment, any changes to the Housing Complaints and improvement progress. Senior Complaints Officer |30/06/2026 In Progress Green
Standard, and progress against the improvement action plan. o)
Deliver quarterly tenant communications on complaints Tenants receive regular updates on complaints &2
performance and learning (KPIs, themes, “You said, we performance, learning and routes to raise or escalate . ) .
did/We’re doing’, how to complain and escalation routes) via concerns. Senior Complaints Officer 31/12/2026 In Progress Green P
agreed channels. !‘A\
Strengthen monthly learning meetings with service managers |Learning from complaints is tracked to completion with o
by assigning owners for each upheld learning/recommendation, |evidence, ownership and stronger service embedment.
capturing evidence of completion, and monitoring embedment Senior Complaints Officer |30/09/2026 In progress Green
to reduce repeat issues.
Benchmark with peer landlords on how they share complaints  [Good practice from peer landlords is used to improve
learning and service improvements with tenants; produce how complaints learning and service changes are . . )
recommendations and implement agreed good practice. shared with tenants. Senior Complaints Officer 131/12/2026 In Progress Green
Develop and deploy a Power Bl dashboard for the complaints  |Real-time dashboard reporting improves visibility of
trackertq proylde real-time insight on volumes, themes, root complaint volumes, themes, timeliness, outcomes and Senior Complaints Officer |30/09/2026 In Progress Green
causes, timeliness and outcomes, with month-on-month and trends.
year-on-year trend analysis.
Complete quarterly root-cause analysis of complaints (by Root-cause analysis is used consistently to identify
service area and type) and incorporate findings, actions and patterns, target action and reduce repeat complaint Senior Complaints Officer |31/03/2027 In Progress Green
progress into the annual complaints review. issues.
Maintain an Outstanding Actions Tracker for commitments Actions promised in complaint responses are tracked
made in complaint responses, with named owners, target to completion and residents are kept updated on Senior Complaints Officer |30/06/2026 In Progress Green
dates, customer updates and completion sign-off. progress.
Introduce post-closure complaints satisfaction surveys Post-complaint feedback is captured and used to
(automated where possible), analyse results regularly, and improve service delivery and inform TSM-related Senior Complaints Officer |30/06/2026 In Progress Green I>
feed insights into the complaints improvement plan. insight. —
Self-referral Py
Registered providers must communicate in a timely manner  |Maintain an RSH engagement log and material-issue register, |Material issues are tracked, self-referral decisions are \L
with the regulator on all material issues that relate to non- with a clear self-referral decision protocol; submit any required |evidenced and regulatory updates are submitted on
compliance or potential non-compliance with the consumer notifications within regulatory timescales and provide time.
standards. documented monthly update packs to the Regulator until all
actions are closed. Green

GT way kepu



This page is intentionally left blank



	Agenda
	7 Shared Homelessness Strategy 2026-2031
	Appendix 1 - Final Homelessness  Rough Sleeping Strategy 2026-31
	20260526 ACTION PLAN v4

	11 Housing Tenant Engagement Policy
	Appendix 1 for Housing Tenant Engagement Policy Report (V.3)
	Appendix 2 for Housing Tenant Engagement Policy Report (V.3)
	Current Informal Tenant Engagement Taking Place

	15 Q4 Update and 2026/27 Housing Improvement Plan
	Appendix 1 - Q4 2025.6 Update Housing Improvement Plan
	Appendix 2 - NEIGHBOURHOOD & COMMUNITY HIP 26.7
	Appendix 2 - SAFETY & QUALITY HIP 26.7
	Appendix 2 - TRANSPARENCY INFLUENCE AND ACCOUNTABILITY HIP 26.7


