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1) Introduction



The South Hams District Council’s (SHDC) Landlord Disabled Adaptation Policy identifies how the
Council will enable tenantsto live in properties that are suitable fortheirneeds as well as helping
themto live independently by adapting their homes through minorand major adaptation works.

2) Scope and purpose

This Policyisdesigned to work with strategic partners and communities to improve community
wellbeing. SHDCwill encouragetenantstolive in properties that are suitable fortheirneeds and this
may include transferring atenantto a more suitable property. SHDC will, wherever appropriate, help
tenants to manage more independently by adapting their properties through minorand major
adaptation works.

SHDC’s approach to dealing with requests for adaptations to housing stock will be in accordance with
this policy.

This policy recognises the impact adaptationsinand around the home can have in helping someone
with a disability to maximise theirindependence. The policy recognises that alternatives to the
provision of adaptations willbe explored with the tenantand theirhousehold, and wherever
possible tenants willbe encouraged to move to more suitableaccommodationif necessary. It
confirms SHDC's commitment to meeting the needs of SHDC tenants as well as effectively using
existing housing stock. The policy recognises that a disability can take many forms and can affecta
person’s abilityto fully access and enjoy theirhome.

3) Definitions
i. Adaptations

An adaptationisan alteration oraddition to any part of a dwellingwhichis providedin orderto make
it easierorsaferforuse by a personwith adisability or mobility problem. This may be the tenantora
member of theirhousehold. Throughout this policy, referencesto the tenant willinclude their
household.

ii. Disability

A disability is defined as a physical or mental impairment which has a substantial and long- term
adverse effect on the ability to carry out normal day to day activities.

A personisdefined as ‘disabled’ underthe Housing Grants, Construction and Regeneration Act 1996
if;

a) Theirsight, hearing orspeechis substantiallyimpaired.
b) They have amental disorder orimpairment of any kind; or

c) They are physically substantially disabled by illness, injury orimpairments that have been present
since birth or otherwise,

Generally, the impairment of the applicant must have lasted oris likely to last for at least 12 months.
iii. Occupational Therapist (OT)

A professional who works with a person who hasa permanent ortemporary impairment. An OT aims

to help people perform daily tasksin theirlivingand working environments, and to assist them to
developthe skillstoliveindependently.



iv. Statement of Need

A document prepared by an OTand countersigned by the tenant which states the needs of the
tenantandthe adaptationsrequiredinthe home.

v. Child

A memberof the household underthe age of 18.
4) Adaptations in general

SHDC work closely with colleagues in partner organisations involved in ensuring tenants can continue
to liveindependently in our community.

Where minoror majoradaptations are required to a property, adaptations willbe considered soitis
more suitable foratenanttoliveinand helpthemto live independently. Alladaptation s provided
will comply with currentlegislation.

Any adaptionto a property that has been funded by the Council isowned by the Council and must
not be removed by the tenant atthe end of theirtenancy. Any adaptation to a property provided by
the tenantthat is not portable/removable will become the property of the Council and must not be
removed at the end of the tenancy.

The Council will setabudget forthe provision of adaptations which will be reviewed annually.

Adaptationsthatare carried out by the Council withinthe scope of this policy will normally be
funded up toa maximum amount (see policy). Tenants or householders may need to contribute
towards the cost of works and cases may require assessment that willbe based on anindividual’s
financial circumstances.

Where tenants are prepared to fund any adaptations themselves (to speed up the process), SHDC
will encourage this, subject to the Council’s written permission being obtained before any work
commences. SHDCwill not withhold permission unless there are valid and substantial reasonsto do
so. Tenants will not be eligible to be reimbursed for adaptation works to their properties if they have

already completed works. In such circumstances, if permission has not be given, tenants may find
themselvesin breach of the tenancy agreement.

SHDC will not progress adaptationsin cases where the Council are seeking possession of the
property because of abreach of tenancy conditions.

SHDC will not make any adaptations to a property which has changed hands by way of mutual
exchange foratleast 12 months from exchange date, unless thereare very significant changesinthe
tenant’s circumstances. Such cases require the approval of the Property and Asset Manager.

SHDC will not adapt properties where tenants are on anintroductory tenancy, unless thereare
exceptional circumstances. Such cases requirethe approval of the Property and Asset Managetr.

When providing adaptations for household members who are not named on the tenancy agreement,
they must be registered as living atthe property for council tax purposes and, if aged overeighteen,
theyshould be registered on the electoral role forthat address.

Adaptationsfora child will only be carried out at the main residence of achild who has a disability
whose parents are separated. Thisis normally the residence of the parentwhoisin receipt of child
benefit, if applicable forthat child.



Where a tenant funds any major adaptations to their property, The Housing Team will referthemto
PlanningServices to check whether or not planning permission or building regulations are required.

When the budget foradaptationsis fully committed in any one financial year, tenants willbe putona
date ordered waiting list foradaptation works to commence inthe new financial year.

5) Minor Adaptations

Minor adaptations are those which normally involve no structural alterations oradditionstoa
property and do not exceed £1,000.

Minor adaptations, where itis estimated work will cost less than £250, will notrequire an OT
assessmentand will be approved jointly by the tenant and the Housing Repair Service.

Minor adaptations, where the work is estimated to cost between £250 and £1,000 may require an OT

assessment depending onthe work required. The adaptations team will decide whetherto refer the
adaptationto the OT service.

If a tenantfeels thatthey mayrequire aminoradaptation to theirhome, they should contact the
Housing Repairs Service who will refer the case to the appropriate team. Where the tenantresidesin
sheltered housing, the Housing Officer can assist with this process.

Examples of types of minoradaptationsinclude:

Visual impairment needs

e Staircase adaptations e.g. stairedging and nosings.

e Externallightingaccess.

e Internal doorthreshold ramps.

e Improvedaccess and widened pathway to main entrance.

Hearingimpairment needs

e Flashingdoorbells.
Smoke alarm alerts.

Rails
e Main entrance supportrails.
e Grabrails.
e Newel postrails.
e Handrails
e Stairhandrails

Kitchens and bathrooms

e Window openingequipment.
e Kitchenlevertaps.

e Kitchencupboardhandles.

e Bathroomlevertaps.

e WClevel flush handles.

e Bath and WC grabrails.

General needs



e Doorand wall protectors.
e Alteringheight of electrical sockets and switches.
e Safetyglass.

Thislistis not exhaustive and any suitable and reasonable ‘minor’ adaptation willbe considered if
this helpsthe tenanttolive independently.

SHDC will agree atthe outset a timeframe for commencement and completion of work with the
tenant.

6) Major Adaptations

Major adaptationsinclude extensive structural alterations such as extensions to properties. The
Council can provide funding underthe Better Care Fund and offera Disabled Faciiity Grant/Accessible
Homes Grant. The policy can be found here https://www.southhams.gov.uk/your-council/council-
plans-policies-and-reports/policies/housing-policies will not provide funding above the maximum
amount. Any additional funding will need to be provided by a partner organisation, orthe tenant.

All adaptations that are considered through the Better Care Fund will require an occupational
therapistassessmentand willrequire the completion of astatement of need. The statement of need
alsomustbe signed by the tenantin orderto agree the content.

Adaptations are carried out to provide improved access in and out of the property and to help with
access tofacilities withinthe home. It may also provide the essential facilities themselves. Types of
majoradaptations are:

e Installation of ramps or widening doorways.

e |Installation of improved lighting or adapting or providing aroom specifically to make it
saferfora disabled person.

e Provisionof astairlift.

e Provisionofalevelaccess shower.

e Adaptation of heatingor lighting controls foreasier use.

Recommended adaptations will be considered on the grounds of reasonableness and whether
practicable, takinginto the account the type, age and condition of the property.

Where majoradaptations works are not practical to a tenant’s home, SHDC will work closely with the
tenant, our colleagues and otheragenciesto find amore suitable property to enablethe tenantto
transfer.

Onlyin exceptional circumstances willan adaptation be carried outto a property where the tenantis
underoccupyingorovercrowding theirhome, orare on the Council’s housing register waiting fora
transfer. Such cases will be agreed at the discretion of the Housing and Asset Managers.

The Housing and Asset Managers are required to approve any exceptional circumstance cases. These
caseswill be discussed and considered atthe internal

Disabled Adapted Needs panel meetings (held every 2months). Where appropriate, Officers will
considerthe application alongside the appropriate Occupational Therapist who willalso be invited to

attend the meeting.

Approval toworks that exceed £1,000 will be carried out on the condition that:
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e An occupational therapist completes an assessment and provides a statement of need form
which demonstrates that the proposed adaptationis necessary and appropriate to enable
access to essential facilities.

e The Council has been unable toidentify asuitably adapted property which it would be
reasonable to expect the tenantto move to.

e The proposed works comply with all planning permission, building regulation requirements
and compliance regulations.

Where fundingis required beyond the maximum to a property SHDC will work closely with partner

organisations and the tenantto ensure otherlong-term options have been considered and other
funding sources have been explored.

If a tenant purchases a mobility scooter orany aid to mobility that requires alterations to the outside
of theirhome such as vehicular access, hard standings, pathways or the provision of a ‘shelter’ or
electricity forcharging the ‘vehicle’, thenthe tenantis required to fund these works themselves. The
tenantshould alsorequestthe appropriate permissions for such works to be carried out.

SHDC will endeavourto provide generic storage solutions to sheltered sites within restrictions of
budgetand site layout. Such solutions should not be relied upon, and tenants should still discuss
with the housing service how they proposeto store suchitems priorto purchasing them.

Once adaptations have been carried out at a property SHDC will arrange for someone toinspect the
works to ensure that the tenantis satisfied and that the work has been undertaken professionally
and to the required standard, including cases where the tenant hasfunded the work themselves.

An annual programme to undertake servicing and maintenance of equipment such as stair lifts, lifting
equipment and automaticsanitary ware will be putin place by the Council. The Council willmeetthe
cost of all routine repairs and maintenance to any adaptations provided or adopted by them.

If any aids or adaptations have been wilfully damaged by the tenant, ahousehold member or visitor
to the property, the tenant will be recharged forany costsincurred for putting the prop erty right.

7) Adapted Homes

In some cases, it may be possible to provide suitable properties to enable tenantsto move as an
alternative to providing major adaptations.

The adaptations team will work closely with the Senior Allocation Officerwhen atenant/OTrequest
alevel access showerorstairlift orany other majoradaption to ensure thata move to suitable
alternative accommodationis an option that can be considered within areasonable timescale (within
6 months).

Where itis considered thatamove to othersuitable accommodation would be possible, a priority
banding will be given to the tenant to move through the Devon Home Choice scheme.

Itis possible toawarda ‘B’ priority to help move a tenant quickly. This can be givenas a resultof a
‘social need’ or ‘effective management of the housing stock’. Alternatively, adirect match can be
applied when asuitable property becomes empty.

Adapted properties that become available will be offered to those in greatest housing need for this
type of property in accordance with the Devon Home Choice policy.



Where an existing adapted property may require further adaptations to meet the needs of atenant
transferring from their existinghome, SHDC will work closely with partner organisations includingthe
OT service to undertake any works required to minimise delays in re-letting.

This may require the tenantto move priorto furtheradaptations being provided.

8) Exclusions
SHDC will notadapt a property whichissubjectto a Rightto Buy application.

Otherthan in exceptional circumstances approved by the Property and Asset Manager an adaptation
will notbe carried out toa property where:

(a) the tenantis registered with Devon Home Choice and waiting foratransfer
or
(b) the propertyisunderor overoccupied orabove ground floor.

Alternative suitableaccommodation including any further appropriate adaptations will be provided.
9) Responsibilities under this policy
In implementing this policy, SHDC’s overall objectiveis to:

e Ensurethatalllegislationis adheredto.

e Adheretothetermsthat are setoutinthe Tenancy Agreement.

e Effectivelyinvestigate all permissions and enquiries relating to adaptations and ensure they
are dealtwith, and the appropriate actionis taken within areasonabletimescale.

e Ensurethat all permissions and enquiries are recorded and monitored.

e Ensurethat the needs of the tenant are the mainfocus.

e Involve the tenantateach key stage of works.

e Fasttrack any caseswhere thereisanurgentneedto carry out adaption worksunlesstoa
propertythatis ‘excluded’.

e Ensurethatall workis carried out to the required specification and high standard.

e Provide clearinformation on accessingthe service and ensuring thisis available to everyone.

e Ensure that appropriate consideration has been givento the tenant’s financial ability to
contribute to the work.

10) Permissions and Enquiries

All permission and enquiries relating to adaptations to a property are dealt with by our Housing
Repairs Service and/orthe Adaptions Team.

Ifan OTassessmentisrequired, the enquiry will be referred to Devon County Councilto progress. A
tenantcan requestthe OTassessment by telephoning:

e Adultservices: Care Directon 0345 1551 007 or 0845 1551 007
e Children’sservices: 0330 024 5321

11) Process

The adaptations team will consider all requests for major adaptations or minor adaptations that
require an OT assessmentandthe provision of astatement of need.



The Maintenance Surveyors will consider all minoradaptations that do not require OTinvolvement,
with support from the adaptations team.

All requests foran adaptation will be acknowledged within ten working days in writing and email.

All adaptation requests will be considered and where necessary referred to the OT service for
assessment. If required, astatement of need willbe provided by the OT service tothe Adaptations
team. Once thisis received, the tenant will be informed as to whetherthe Council will provide the
recommended adaptation.

SHDC's initial investigation following receipt of an adaptation request should take no more than ten

working days butinthe event thatan officer hasto contact otheragencies forfurtherinformation,
the investigation may take longerto deal with.

12) Complaints

The Housing Service will deal with any complaints in accordance with the South Hams District
Council Corporate Complaints Policy. Forfull details please go to
https://new.southhams.gov.uk/your-Council /comments-and-complaints/complaints-and-feedback

13) Responsibility
The Housing Manager will be responsible for ensuring that this policyisadheredto.
14) Equality impact considerations

The policyis of high relevance to equality because it has a significantimpact on residents and users
of the service.

The Council has an Equality and Diversity policy thatinforms how officers should engage with people
with protected characteristics. This policyis informed and guided by an Equality impact assessment.

Officers are aware that as providers of social housing, there may be potentially vulnerabletenantsin
our propertiesand will actaccordingly in all correspondence and communication, giving due

consideration as to how any vulnerability or condition might affect eithertheirjudgement or ability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthata
tenant hasthe mental capacity to make aninformed choice inrelationto that decisionand to
provide and/or engage with an advocate if required.

15) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Adaptations Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

o The South Hams District Council’'s (SHDC) Landlord Disabled Adaptation Policy
identifies how the Council will enable tenants to live in properties that are suitable
for their needs as well as helping them to live independently by adapting their
homes through minor and major adaptation works.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

This policy is delivered in partnership with the Better Care Fund and Devon Home Choice.

Who is intended to benefit from this policy and in what way?

e Tenants, SHDC staff, Partner agencies such as the DCC and the wider community.

What outcomes are wanted from this policy?

¢ In implementing this policy, SHDC’s overall objective is to:

e Ensure that all legislation is adhered to.

e Adhere to the terms that are set out in the Tenancy Agreement.

o Effectively investigate all permissions and enquiries relating to adaptations and

ensure they are dealt with, and the appropriate action is taken within a reasonable

timescale.

Ensure that all permissions and enquiries are recorded and monitored.

Ensure that the needs of the tenant are the main focus.

Involve the tenant at each key stage of works.

Fast track any cases where there is an urgent need to carry out adaption works

unless to a property that is ‘excluded’.

Ensure that all work is carried out to the required specification and high standard.

e Provide clear information on accessing the service and ensuring this is available
to everyone.

e Ensure that appropriate consideration has been given to the tenant's financial
ability to contribute to the work.
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What factors / forces could contribute / detract from the outcomes?

e Loss of funding, failure of SHDC and partners to work effectively together.

Who are the main stakeholders in relation to this policy?

Tenants

o Staff

Registered Providers
Devon County Council

Who implements this | The Housing Team
policy?

Who is responsible | The Housing Manager
for this policy? (Post
Holder)

Are there concerns that the policy could have a differential impact | No
on racial groups? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e This policy and the services referred to within are equally accessible to all tenants
who meet the threshold for adaptions.

Are there concerns that the policy could have a differential impact | No
due to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e This policy and the services referred to within are equally accessible to all tenants
who meet the threshold for adaptions.

Are there concerns that the policy could have a differential impact | Yes
due to disability? (Please explain)

e This policy should positively impact on people with Disabilities because it outlines
potential assistance to ensure people are assisted to manage living independently.

What existing evidence (either presumed or otherwise) do you have for this?

e This preference is in line with the scheme objectives to support people to continue
to live independently where appropriate.

Are there concerns that the policy could have a differential impact | No
to sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

This policy and the services referred to within are equally accessible to all tenants
who meet the threshold for adaptions.

Are there concerns that the policy could have a differential impact | Yes
due to age? (Please explain)

e An older person is statistically more likely to require adaptations in their home and
without additional support may struggle to engage with the process

What existing evidence (either presumed or otherwise) do you have for this?
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e Support and signposting will need to be available for some older people to access
this service.

Are there concerns that the policy could have a differential impact | No
due to religion or religious beliefs? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

This policy and the services referred to within are equally accessible to all tenants wi
meet the threshold for adaptions.

Are there concerns that the policy could have a differential impact | No
due to a person having dependants / caring responsibilities?
(Please explain)

¢ No evidence of any impact

What existing evidence (either presumed or otherwise) do you have for this?

e This policy and the services referred to within are equally accessible to all tenants
who meet the threshold for adaptions.

Are there concerns that the policy could have a differential impact | No
due to a person being trans-gendered or transsexual? (Please
explain)

e No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e This policy and the services referred to within are equally accessible to all tenants
who meet the threshold for adaptions.

Could the differential impact identified above amount to there being | No
the potential for adverse impact in this policy?

No —the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

e N/A
Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this No
assessment?
(f yes please detail actions on a separate sheet)

Date on which Full Assessment | N/A
to be completed by?

Steph Rixon
Signed (Completing Officer)

Date: 30/10/2023
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1) Introduction

Housing Authorities are required by the Housing Act 1996 s166A (as amended by the Homelessness
Act 2002 and the Localism Act (2011)) to have an allocation scheme for determining the priorities
and definingthe proceduresto be followed in allocating affordable housing accommodation.

South Hams District Council (SHDC) has a housing stock of 8 dwelling’s as of October 2023. In
addition to this, there are a number of Registered Providers (RPs) operating within the South Hams.

Devon Home Choice (DHC) isthe Choice Based Lettings scheme adopted by SHDC and other Local

Authorities, and includes the majority of RPs operating within Devon. Housingis allocated through
thisjointly operated Choice Based Lettings Scheme.

The Devon Home Choice team co-ordinates and maintains the South Hams DHC housing
register. Seamoor Lettings (SHDC’s inhouse letting agency) is responsible for the allocation of the
Council’s own housing stock.

2) Scope and purpose

The DHC scheme isvery prescriptive and sets out how RPs and Local Authorities will badge (give
preference to certain applicants where necessary) and let their ow n properties.

It sets out how the circumstances of housing applicants will be verified to ensure that they are
eligible foran offer. Individual RPs have their own allocation policies and willverify applicant’s
detailstoensure they meetthe criteria contained withinthem.

This policy explains when the preference badges (as defined by DHC) will be used and methods for
validation of the badge. Each of these badges has a definition. Some properties may be excluded
fromthe DHC Scheme for managementreasons as listed in this policy. This policy will ensure that the
procedures of SHDCare adhered toinline with the provisions of the DHC scheme and should be read
in conjunction withit. Furtherinformation about DHC can be found at www.devonhomechoice.com.

In delivering our Allocations Policy, the Council will seek to meet the following objectives:
e To operate ascheme whichisopen, fair, and consistent within the district.
e Toimprove accessibility and services for vulnerable applicants.

e Toallowapplicantsto understand and control their housing situation so they may make
informed decisions on their housing options.

e Toenable accesstoa wide range of housing options, services and advice to find the best
solution to meet particular needs.

e To preventhomelessness andtoreduce the use of temporary accommodation through an
effective prioritisation scheme.

e To make best use of the housing stock within the district.
e To becompliantwith currentlegislation.

e Ensuringthe validity of applications by cross checking and verifying information provided (for
example - medical evidence, proof of address, earnings and benefits).
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The Council also uses DHC to assess housing need. The system allows applicants to make a choice
aboutthe housing which will best meettheir needs, fromthe options that are available, whilst still
meetingthe Council’s statutory duties to those in greatest housing need.

When an applicant has been accepted onto Devon Home Choice, they will be able to view properties
that the Council and RPs are advertising on the system. The advertisements will provide details of the
property, the rentto be charged and the tenure the propertyis offered under. Applicants will then be
able to apply/bid forthe property of their choice if they meet the relevant qualifying criteria.

Properties are advertised weekly. At the close of the bidding, the Landlord will considerthe s hortlist
of applicants and selectthe applicant who meetsthe need forthe property, prioritywill be given to
banding and time on the housingregister. A checkwill be done to ensure thatthe allocation would
make best use of the property.

Feedback onthe biddingcyclesis published onthe DHC websiteatthe end of each quarter of the
financial year. This provides information on successfullets.

SHDC allow all eligible applicants to register on Devon Home Choice, including those considered to
be ‘no housing need’ as perthe DHC policy.

Accessto the housingregister will be viaan application through the DHC website. For potential
applicants unable to utilise this facility, a paper application may be accepted. Special
arrangements willbe made for potential applicants unable to access Devon Home Choice through
these routes. DHC Officers will be able to provide advice and assistance, if required.

The DHC team can provide guidance and will offer realisticadvice in terms of the chances of success.
Evidence of an applicant’s housing history; income, medical needs, criminal convictions, family make
up and any otherinformation that may be required will be sought when considering a property
allocation.

On completion of the DHC application form and the receipt of any additional information or
supporting evidence relating to the applicant’s eligibility and housing need, arelevant priority for the
applicantwill be awarded. The application will be reviewed by the Devon Home Choice Officer to
ensure thatthe bandingis correct. Further verification of the information provided by the applicant
may be required.

3) Eligibility

Anyone over 16 years of age and overcan apply to the housingregisterif they are eligible. However,
thisdoes not guarantee housing under the scheme, as, by law, there are defined groups of applicants
who cannot be re-housed. It may be necessary to provide evidence of eligibility during the process
which will include atleast5 years of past housing history. SHDC cannot provide accommodation to
ineligible applicants.

Applicants underthe age of 18 will only be allocated a property with a guarantor. Upon their 18th
birthday, they will be required to sign atenancy agreement.

Under the Housing Act (1996) as amended by the Homelessness Act 2002 and the Localism Act
(2011), Local Authorities must consider whetherapplicants are eligiblefor housing assistance. This
relates tosome applicants who may have been livingabroad orwho do not have permanent
permissiontoremaininthe UK.Some applicants willbe ineligible, whether or not they are subjectto
immigration control. Regulations relating to this may be updated regularly.
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The Council cannot, by law, allocate housing accommodation to anyone whoiis subject to
immigration control within the meaning of the Asylum and Immigration Act (1996) unless they fall
within aclass exempted from this restriction by Government regulations.

In addition, the Council cannot, by law, allocate housingaccommodation to other classes of persons
from abroad if Governmentregulations dictate we cannot. Please visit the DHC website for more
information relating to non-eligible applicants.

Applicationsfromineligible or non-qualifying applicants will not be accepted on to the DHC Housing

register. The applicant will be notified of the decision of ineligibility or non- qualification and the
groundsforthe decision.

If an applicantisaccepted ontothe DHCregister, but subsequently becomesineligible, their housing
application will be removed,and the applicant notified. Under such circumstances, any offer
of accommodation that may have been made, will be considered null and void and rescinded.
Applicants foundto be ineligible or non-qualifying have the right to ask for a review of the decision.

Mitigation of behaviourthat has led to exclusion or non-acceptance may be taken into account as
will circumstances where applicants are excluded but are deemed to be atrisk if they do not move.
In both cases a sustained programme of monitored engagement with the Councils Housing Options
Officers will be expected.

4) Assessment of housing need

All applicants who are accepted onto the DHC Housing Register will have theirapplication assessed
and be awarded an appropriate band based on an assessment of theirhousing need in accordance
with the allocations scheme. The band categories are definedinthe DHCscheme. See
http://www.devonhomechoice.comfor current policy. Thisisto ensure thatthe Council meetsits
legal obligations as set outin the Housing Act (1996) amended by the Homelessness Act (2002).

5) Reasonable Preference
By law, Local Authorities mustaward ‘reasonable preference’ to certain categories of applicant:

e Applicants whoare homeless as aresult of domesticabuse.

e Applicants who are homeless within the meaning of part 7 of the Housing Act 1996(including
those who are intentionallyhomeless and those notin priority need).

e Applicantswho are owed aduty by any Housing Authority underthe Housing Act 1996
section 190 (2), 193 (2) or 195 (2) or the Housing Act 1985 section 65 (2) or 68 (2), or who
are occupyingaccommodation secured by any such Authority undersection 192 (3).

e Applicants who are occupyinginsanitary orovercrowded housing or otherwise livingin
unsatisfactory housing conditions

e Applicantswho need to move on medical, support or welfaregrounds, including grounds
relating to disability.

e Applicantswho need to move to a particular locality in the district of the Authority where
failure to meetthat need would cause hardship tothemselves or others.

The DHC allocations scheme is based on a banded system which gives reasonable preference to the
above categories of applicants along with additional preference given to currentorformer
members of the armed forces, their spouses or civil partners, as set out below. Furtheradditional
preferences may be applied to meetlocal and/orotherlegislative priorities.
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6) Additional Preference

Under the provisions of The Housing Act 1996 (Additional Preference for Armed Forces) (England)
Regulations 2012 additional preference is given to applicants who fall within one, ormore, of the
statutory reasonable preference categories and are in urgenthousingneed: (These are detailed
inthe current Devon Home Choice Policy).

Servingmembers of the regularforces who are suffering from aseriousinjury, illness or
disability which is wholly or partly attributable to theirservice.

Formermembers of the regularforces.

Bereaved spouses orcivil partners of those servingin the regularforces where (i) the
bereaved spouse orcivil partner has recently ceased, or will cease to be entitled, toresidein
Ministry of Defence accommodation following the death of their service spouse or civil
partner, and (ii) the death was wholly, or partly, attributable to their service.

Existing or formermembers of the reserveforces who are suffering fromaseriousinjury,
illness or disability which is wholly, or partly, attributable to their service.

For the purpose of eligibility and assessment of financial status,anycompensation
paymentforaninjury or disabilitysustained on active service will be disregarded.

7) Local Connection

Local connection forthe housing registeris deemed as an applicantwho:

Has livedinthe district forthe least 6 of the 12 months.

Has livedinthe districtforatleast 3 out of the last5 years; or

Has a contract of permanent employment within the district; or

Has a close family connection with someone who currently lives in the districtand has done
so for5 or more years. (Close family connectionis defined asa person whois a parent,
spouse, civil partner, adult, child orsibling of the applicant. It may also be someone who, in

the opinion of a DHC officer, has a relationship with the applicant that can be construed as a
close family connection even though not related by blood)

All allocationsinthe South Hams area are subjectto the conditions laid outinthe South Hams Local
Allocations policy.

8) Local connection - exceptions

The only exceptionstolocal connection criteria, and subject to the property are:

Homeless applicants (where-bythe local connection criteriaas laid down by the Housing Act
1996 as amended by the Homelessness Act 2002 would apply, reference section 18.22 of the
Homelessness Code of Guidance).

The applicant was placed or relocated outside the district due toillness, need fortemporary
accommodation, military service, and provision of care or other exceptional circumstances
and needstoreturntolive inthe district.

The applicant needs torelocate from another district to escape violence orharm (exceptin
cases of Section 106 restrictions forthose in urgent need and relevant cross boundary
restrictions or Local Allocation Plans forthose in high need).

Exceptional circumstances wherethe applicant needs to relocateto the district toreceive
supportto rehabilitate and integrate back into the community.
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The applicant, as defined by the Allocation of Housing (qualification Criteria for Armed Forces)
(England) Regulations 2012 (S12012/1869), is:

e A personcurrentlyservinginthe regularforcesorwhohasservedinthe regular
forces atany time in the five years preceding their application.

e Abereavedspouse orcivil partnerof apersonservingin the regularforces where
theirentitlement to accommodation with the Ministry of Defence has ceased and
the death of that person was wholly or partly attributable to that person’s service.

e An existingorformer member of the reserve forces who has suffered fromaserious
injury, illness ordisability whichis wholly or partly attributable to theirservice.

e Theapplicantisan existingsocial housingtenant (in England)whoisemployed
within South Hams, or who has an offer of employment within South Hamsand a
genuine intention to take up the offerand has a reasonable preference to move to
the area to avoid hardship.

e The definition of a ‘local connection’ foryoung people leaving care was amended by
the Homelessness Reduction Act 2017 sothat a younghomeless care leaverhasa
local connectionto the area of the local authority that looked after them. Additional
provisionis made for care leavers who have been placed in accommodation, under
section 22A of the Children Act 1989, in a different district to that of the children’s
services authority that owes them leaving care duties. If they have lived in the other
districtforat least 2 years, including some time before they turned 16, they will also
have a local connection with that district until they are 21.

e Theapplicants’ special circumstances for moving to Devon: Because of particular
special needs, some applicants should be assessed as having alocal connection to
Devon because of a particular need to move to Devon. Forexample, this may be
because they have aspecific medical condition and the only/ most appropriate
treatmentavailableis basedin Devon.

9) Application Review

Regularannual reviews will be undertaken to check that applicants have been bidding for properties
and that information provided is up to date. Applicants who wish to remain on the waiting list must
complete the online review form or contacta member of the DHC if they need assistance to do so.

If there is no response within 14 days of contacting an applicant who has not been bidding, the
application will be deemed to have been cancelled and the customer notified of thisin writing.
Reviews willbe implemented by using the Devon Home Choice review systems. Applicants who are
subjectto being cancelled /removed from the system will be checked for any vulnerability.

10) Non-bidding Review

Those applicants who have not bid on a property within the last 6months will be contacted and
advisedthatthey are to be removed fromthe registerif they do not bid on properties each month.

Applicants wishingto remain on the register must contact the DHC Team to explain why they have
not been bidding. Only wherethere is ajustifiable reason fornon- bidding, forexample, if someone
needsan adapted property or has a requirement to be in a specificlocation and no properties having
been available with in the 6-month period, the applicant will be allowed to remain on the register.

11) Refusal of offers
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An applicant’s position within the register may be affected if they continually refuse an offer of
accommodation which they have bid forand have successfully been offered. An applicant willhave
theirbanding reduced tothe minimum band following the refusal of at least 3 propertiesinsuch
circumstances unless there were acceptable reasons, as per the Devon Home Choice Policy, for
those refusals orthe application may be cancelled, the final decision will be referredtothe
Housing Enabling and Allocations Manager.

12) Refusal of offers by homeless applicants

Applicants who have been accepted as beingowed a duty by the Council underthe homelessness
legislation (Housing Act 1996 as amended) willbe awarded Band B. Applicants will be entitled to bid
for propertiesinthe same way as otherapplicants. If an applicantis not active in bidding for

properties, the Housing Options Team may place the applicant on the automatic bidding system or
make bids ontheirbehalf on properties they deem suitable forthe applicant.

Where a homeless applicantis allocated a property through the housing register process, SHDChas a
responsibility to determinethe suitability of the allocation. This will be determined in the light of the

household’s particular circumstances and with regard to the housing conditions prevailingin District
at the time.

Where a homeless applicantis offered a property in discharge of the full homeless duty, but does not
feelitisa suitable offer, they have the right torequest areview of the offer. Applicants will be
advisedto acceptthe offerwhilstthe reviewis carried out. If, onreview, the propertyisfelttobe a
reasonable offer, no further offers of accommodation will be made and the Council will discharge its
duty. If the applicantisintemporary accommodation provided by the Council, the applicant will be
given notice to leave that accommodation. If, onreview, the propertyis felt to be unsuitable thena
further offer of suitable accommodation willbe made. The timescale for this will be
dependent on thetypeandsize of property required.

13) Cancelling an application
An application will be cancelled from the housing registerin the following circumstances;

e Atthe applicant’srequest.

e |fthe applicantbecomesineligible for housing.

e Whenthe applicanthas beenadequately and appropriately re-housedincludinginto the
private rented sector. Applicants are expected to update DHC, consequently the DHC banding
will be reduced to E band.

e Where an applicantfailsto ensure that the informationintheirapplicationis up to date,
theirapplication will be suspended.

e Whenthe applicant purchases a property/shared ownership property.

e Whenan applicantfailstobidina 6-month period and provides no justifiablereason for not
bidding.

e Where an applicant moves and does not provide contact details. In this case the application
will be suspended, unless noresponse is received.

e An executoror personal representative notifies the Council that an applicantis deceased
(unlessthe rest of the household still needs rehousing).

e Where an applicanthas omitted toincludeinformation on theirapplication which makes
themineligible for housing (forexample criminal convictions).
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Applications can be suspended fora period of up to twoyearsif informationis found to be false,
omitted or considered to be misleading.

An applicant can appeal their suspension decision by contacting the Council in writing, addressing
theirappeal tothe Devon Home Choice Manager.

When an applicationis cancelled, we will contact the applicant or their representative, either by
email orletter, to notify them. Where an applicant has been highlighted as vulnerable, the
customer’s circumstances will be verified before an application is cancelled. The applicant has aright
to ask fora review of the decision.

Where an applicant wishestore-jointhe housingregister at a later date, their application date will
be the date they reapply, this will only applyunderachange of circumstances.

14) Direct Lets

In certain circumstances, the Council, in agreement with alandlord, may allocate properties directly
to applicants withoutthem being advertised. Illustrative examples of direct lets are as follows:

e Whereapropertyisneededurgently todeal withan emergency orto provide temporary
accommodation fora homeless family.

e Where, inexceptionalcircumstances, an offerisrequired to prevent the homelessness of an
applicantwho would otherwise be requiring temporary accommodation.

e Where an allocationis required to ensure protection of the public, forexample, following a
decision made by a Multi-Agency Public Protection Arrangements meeting, to fulfil
agreements made with offender management services or where a customer has been
referred as part of the witness protection scheme.

e Where an applicant’shome is beingrepaired and they need to be moved from the property
on atemporary or permanentbasis.

e Where an applicant hasa specificneed forsupport /adaptations. If they remainedin their
currentaccommodation, it would cause unnecessary hardship e.g., unableto meet their
basicneeds.

Directlets will be agreed by aseniorofficer at the Council and/or a senior officerat the relevantRP.
15) Adapted Properties

The Council has a number of propertiesincluding bungalows which were specificallydeveloped for
elderly orvulnerable people. SHDC considers applicants, who may not be classified as just elderly
persons, but have averified need forthis type of property.

Some properties have been adapted and may contain one or more of the following: level entry
shower, wetroom, ramps, stair lift, lowered kitchen, ground floor kitchen and bathroom extensions.
These homeswill be labelled to show thatthe property has been identified as having adaptations
suitable forsomeonewho would benefitfromthem. Preferencewillbe giventothose withaneed
forthat type of accommodation.

16) Local Lettings

Some properties are builtto meetidentified local needs of a particular parish or community and
have local lettings criteria attached to them. Preference will be given to applicants who have alocal
connection meetingthose criteria, as stated in the Section 106 planning agreement. These
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agreements will be highlighted in the property advert. Fulldetails of the agreementare listed in the
Nomination Agreement for the specificdevelopmentsite.

In addition, SHDC operate a Local Allocation Policy for properties considered to be in a rural setting.

Details of the Local Allocation Policy can be found at https://www.southhams.gov.uk/your-
council/council-plans-policies-and-reports/policies/local-allocation-policy

17) Sheltered Accommodation

Some properties via RPs are age restricted specifically and will be prioritised to applicants overa
certain age. In some circumstances, ayounger person with support needs which are not able to be
metelsewhere, may be allocated such accommodation. This willbe achieved viaadirect let.

18) Exceptions to the Allocations Procedure
Examples of such situations are detailed below although this is not an exhaustivelist.

Allocation of specialist housing where there are alimited number of eligible applicants through the
normal allocations process and where thataccommodation would otherwise remain unused.

The following decisions are made outside of Part 6 of the Housing Act 1996, and are outside the
scope of the Allocations Policy:

e Successiononatenant’sdeath.

e Assignmenttoapersonwhowouldbe qualified to succeed to the tenancy onthe tenant’s
death.

e Transferofthe tenancy by a court underfamily law provisions.

e Anordermade underthe Civil Partnership Act 2004.

e Transfersinitiated by the Local Housing Authority.

e Acceptance of a surrenderand re-granting of tenancy to another partner.

The provisions of part 6 of the Housing Act 1996 do not apply toan allocation of housing
accommodationto a personwhoisalready a secure orintroductory tenant unlessthe allocation
involves atransfer of housingaccommodation forthat person andis made on theirapplication.

Individual RPs will have their own policies which willapply inthe circumstances.

Decisionsin exceptional circumstances will be taken by the Devon Home Choice Manager or
Seamoor Lettings Manager.

19) Fire Safety

Allocations will not be made to accommodation above ground level where the applicantis unable to
self-evacuate in the event of afire or otheremergency.

Seamoor Lettings officers will provide re-housing advice to tenants who live in properties above
ground floor who can no longer self-evacuate in the event of a fire and wish to move to ground floor
accommodation. A higherbanding will be awarded inthese cases.

20) Complaints
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The Housing Service will deal with any complaintsin accordance with the South Hams District
Council Corporate Complaints Policy. For full details please go to
https://new.southhams.gov.uk/your-Council /comments-and-complaints/complaints-and-feedback

21) Responsibility

The Housing Manager and the Devon Home Choice Manager will be responsible for ensuring that
this policyisadheredto.

22) Equality impact considerations

The policyis of high relevance to equality because it has a significant impacton residentsand users
of the service.

The Council has an Equality and Diversity policy thatinforms how officers should engage with people
with protected characteristics.

Officers are aware that as providers of Social Housing, there may be potentially vulnerable tenantsin
our propertiesand will actaccordingly in all correspondence and communication, giving due

consideration as to how any vulnerability or condition might affect either theirjudgement or ability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthat
tenant has the mental capacity to make aninformed choice in relation to that decisionand to
provide and/or engage with an advocate if required.

23) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Allocations Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

e This policy shows how SHDC will operate an allocations scheme which is open,
fair, and consistent within the district.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

Housing Authorities are required by the Housing Act 1996 s166A (as amended by the
Homelessness Act 2002 and the Localism Act (2011)) to have an allocation scheme for
determining the priorities and defining the procedures to be followed in allocating
affordable housing accommodation.

SHDC currently deliver our allocations scheme as members of Devon Home Choice and
are members of the Devon Home Choice Board. This policy should be read in junction
with the Devon Home Choice Policy which can be found at devonhomechoice.com

Who is intended to benefit from this policy and in what way?

e Tenants, SHDC staff, Partner agencies such as the Registered Providers and the
wider community.

What outcomes are wanted from this policy?

e In delivering our Allocations Policy, the Council will seek to meet the following
objectives:

e To operate a scheme which is open, fair, and consistent within the district.

e To improve accessibility and services for vulnerable applicants.

e To allow applicants to understand and control their housing situation so they may
make informed decisions on their housing options.

e To enable access to a wide range of housing options, services and advice to find
the best solution to meet particular needs.
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e To prevent homelessness and to reduce the use of temporary accommodation
through an effective prioritisation scheme.

e To make best use of the housing stock within the district.

e To be compliant with current legislation.

e Ensuring the validity of applications by cross checking and verifying information
provided (for example - medical evidence, proof of address, earnings and
benefits).

[ ]

What factors / forces could contribute / detract from the outcomes?

e Failure of applicants to engage with the property application process, failure of
SHDC to work effectively with partners.

Who are the main stakeholders in relation to this policy?

o Staff.

Applicants seeking social housing.
Registered providers.

Other Devon Local Authorities.
Tenants.

Who implements this policy? | The Housing Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)

Are there concerns that the policy could have a differential impact on | Yes
racial groups? (Please explain)

e Communication is a key part of in delivering an allocations scheme that is customer
led and some applicants may not have English as their first language. It is therefore
vital that a wide range of communication methods are available for Stakeholders
and that the council continues to make information available in different formats
and languages.

What existing evidence (either presumed or otherwise) do you have for this?

e Making services accessible for all members of the community remains a high
priority for the council and should be carried across all departments, information
continues to be accessed in a range of formats from the council.

e The Devon Home Choice website has clear instructions on how to view the site in
different languages.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e The Policy is fair and transparent for all Stakeholders and is unbiased by gender.

Are there concerns that the policy could have a differential impact due | Yes
to disability? (Please explain)

e Preference is given to households with disabilities where the disability and their
ability to manage in their home is affected by their accommodation.

What existing evidence (either presumed or otherwise) do you have for this?

e This preference isin line with the scheme objectives to allocate priority based on
housing need.
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e The Devon Home Choice website has clear instructions on how to view the site in
different formats/fonts etc.

Are there concerns that the policy could have a differential impact to No
sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e The Policy is fair and transparent for all Stakeholders and is unbiased by sexual
orientation.

Are there concerns that the policy could have a differential impact due Yes
to age? (Please explain)

e Some properties are restricted by age (ie applicants must be over 55) in line with
planning restriction and/or property suitability. Higher thresholds have been set for
applicants seeking older persons accommodation given the costs of such
accommodation on the open market.

What existing evidence (either presumed or otherwise) do you have for this?

e All financial assessments are done on a case-by-case basis to assess the
applicants ability to meet their own housing needs through alternative avenues.

Are there concerns that the policy could have a differential impact due No
to religion or religious beliefs? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e The Policyis fair and transparent for all Stakeholders and is unbiased by religion
or religious beliefs.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e The Policy is fair and transparent for all Stakeholders and is unbiased by a person
having caring responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

e No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e The Policy is fair and transparent for all Stakeholders and is unbiased by being
trans-gender or transsexual.

Could the differential impacts identified above amount to there being the potential for
adverse impact in this policy?

No — the impacts identified are either positive or can be averted via the methods outlined
in this document.
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Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(f yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A

Steph Rixon

Signed (Completing Officer)

Date: 30/10/2023
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1) Introduction

South Hams District Council recognise that all tenants have aright to the peaceful enjoyment of their
home. Equally, every tenant has the responsibility not to interfere with their neighbour’s right to the
peaceful enjoyment of theirhome.

This policy will enable SHDCto delivera proportionate, reasonable, fairand flexible responseto anti-
social behaviour.

2) Scope and purpose

This documentisintended to fulfil the requirements of section 218A of the Housing Act 1996 (as

inserted by section 12 of the Anti-social Behaviour Act 2003) with regard to the publication of the
policies and procedures of alocal housing authority in relation to anti-social behaviour.

It tellsyou what anti-social behaviour (ASB) is and sets out the guiding principles forthose officersin
the Council who deal with ASB.

It outlines what SHDC want our services to achieve for people experiencing ASB, and sets out the
principlesonthe kind of service leveland quality SHDC aim to provide.

3) Our responsibilities

South Hams District Council has a wide range of responsibilities in dealing with ASB. As a social
landlord, SHDC has a duty, underthe Anti-social Behaviour Act 2003 to respond to ASB affecting the
properties underthe Council’s management. The Council’s landlord duties and powers are different
from, and usually actin additionto, the duties and powers to deal with ASBin the wider community.
This document makesitclearwhena policy ora powerapplies only to Council tenancies. There are a

range of powers to take action againstthose causing ASB underthe Anti-social Behaviour, Crime and
Policing Act 2014.

As a statutory member of the South Devon Community Safety Partnership, SHDC work with the
police and otheragenciestoreduce crime and disorderin South Hams underthe Crime and Disorder

Act 1998. Inthisrole, SHDC play a key partin dealing with ASB of all kinds and also undertake project
and preventative work.

SHDC recognise that leftunchallenged, anti-social behaviour can have asignificant negative impact
on the lives of our residents. These methods will deliver a proportionate, reasonable, fairand
flexibleresponse to anti-social behaviour:

e SHDC will make use of the powers, orders and mechanisms available to us to deal with anti-
social behaviour.

e Participateinjointworking with partneragencies.

e Placevictimsand witnesses at the centre of our procedures.

4) Definition of Anti-Social Behaviour

In our tenancy agreements anti-social behaviouris described as being any behaviour or activity
which causesfear, alarm or distress to one or more persons not of the same household. This includes
damage to property orbehaviourthatislikely toinjure, intimidate, and cause alarm or distress.

ASB is further defined under certain circumstances, as follows:
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e Forthe purposes of an applicationto the courts by a housing provider, local authority or the
police fora civil injunction: “conduct capable of causing nuisance orannoyance to a person
in relation to that person’s occupation of residential premises”.

e Forthe purposes of the housing management functions of a housing providerorlocal
authority: “conduct capable of causing housing-related nuisance orannoyance to any
person”.

e Forthe purposesof ASB case reviews (the “Community Trigger”): “behaviour causing
harassment, alarm or distress to members or any member of the public”.

The tenancy agreement states that you are responsibleforthe behaviour foryou and your
household. You are responsible for the behaviour of your children and people living in or visiting your
home. SHDC will take legal actionto evictyou if you, yourrelatives, your children or visitors behave
antisocially. It also gives examples of unacceptable behaviour:

e Hate crime, threats of violence orintimidation because of an individual’s race, sexual
orientation, gender identity, sex, religion or disability.

e Violence againstaperson.

e Damagingproperty.

e Verbal abuse andinsults.

e Intimidation, using orthreateningviolence.

e Nuisance from pets.

e Noisenuisance.

e Odourand smoke nuisance.

Any person who has a concern as to whetherthey are being affected by anti-social behaviour should
seek advice and assistance from their Housing Officer.

5) Working in context

Our work combating anti-social behaviourtakes account of our many obligations and considerations.
Our policyis part of the South Devon Safer Community Anti-Social Behaviour Strategy, designed to
provide abalanced and co-ordinated approach to the prevention, identification and rectification of
anti-social behaviour throughout South Hams.

6) Our approach

South Hams District Council, whilst working with all partneragencies, is committed to usingawide
range of measures to prevent and combat anti-social behaviour, including:

e Tenancy agreements thatset out SHDCs anti-social behaviour approach.

o Afull explanation of the tenancy agreementis given to all new tenants.

e Use of a wide range of measuresto address anti-social behaviourincluding interviews,
informal and formal warnings and Acceptable Behaviour Contracts (ABC’s).

o Use of the legal remedies that are available to usincluding Community Protection Notices,

nuisance abatement notices, prosecutions, fixed penalty notices, civilinjunctions, Criminal
BehaviourOrders and possession proceedings.

7) How to make an Anti-Social Behaviour report or complaint about an
incident or ongoing situation
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If a tenant or residentis suffering from any kind of anti-social behaviourreport the problem as soon
as possible toahousing officer.

Anti-social behaviour reports can be made in person, in writing, by telephone, by email or through a
third party- forexample through a councillor, friend or relative. However, the third party will not be
able to obtain any information about your report without your express permission.

Complaints can also be made anonymously; however, this may restrict the amount of investigation
and action SHDC can undertake and won'tallow the council to provide the complainant with
information and support. Itistherefore possible that acomplaint can be most effectively dealt with
whenthe complainants givetheirname and address. This willnot be revealed to any other party
withoutthe consent of the complainant.

Itisimportantthat problems are reported promptly. There are several reasons for this:

e ItallowsSHDCto give advice and supporttothe people who are sufferingas aresult of the
behaviourfroman early stage.

e [tallowsSHDCto take promptactionin dealingwith the issues.

e |t maybe possible tosolvesome issue(s) very quickly.

e \Veryseriousincidents can be dealt with swiftly, thereby protecting residents.

e |t providesevidence of an ongoingorrepetitive issue.

Upon receipt of a complaint oranti-social behaviour report SHDC will:

e Recordthe complaint.

e Acknowledge and respond to the complaint;initially this will usually be by the Housing
Officer forthe area. If the problemis serious and/or continues afterinitial action has been
taken, the case may be referred to the authority’s Legal Services.

e Interview the complainantand develop aninitial action plan, in consultation with the
complainant where known, to investigate the problem.

e Considerwhether mediationisappropriateand, if so, offer thistothe complainantand then
to the otherparty involved inthe problem(s).

e Investigate every complaintasfaras possible, even when reported anonymously.

e Take timely, effectiveand consistent action to tackle the problem(s) by utilising the range of
measures available.

Thiswill include working with our partneragencies.

If mediationis considered inappropriate oris refused, the action plan will usually involve gathering
furtherevidence of any otherincidents orongoing problems. This is likely to involve the complainant
keepingadiary of furtherincidents (diary sheets will be supplied). It'simportant that these are
completedassoon as possible afteranincident has occurred and supply as much detail as possible.
Thiswill enable us to:

e Objectivelyassessthe level of the problem.
e Assessthe success of any action taken.

e Buildevidence forfurtheraction.

e Take furtheraction.

If for any reason the complainantis unable to completediary sheets, forexampledue to learningor
sensory disabilities, literacy problems orlanguage barriers, alternative methods of information
collection can be used. It would assist the council if such assistance were requested on initial contact
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with the service. The Council willaim to accommodate your communication preferences wherever
possible.

Allinformation supplied to SHDC will be treated as confidential and the identity of the complainant
will not be revealed without their permission or where the need to take the matterto court requires
thisto be disclosed. However, there may be instances where further action cannot be taken without
revealing the identity of the complainant. This will be fully discussed with the complainant and their
permission gained before proceeding. Itisimportant that the complainant gives due consideration to
thisas it may become impossibleforthe Council to take any action to address the problemif
permissionisnot given. No legalaction will commenceif permissionis not obtained.

When full information has been obtained from the complainant, it will usually be necessary to
considersecuring other supporting evidence, forexample:

e Contacting others who may have been affected by the conduct.

e |[ssuingincidentdiary sheetstowitnesses.

e Interviewingthe alleged perpetrator.

e Directobservation of activities by Housing Officer or other staff or agencies
e Professional quality recording of noise.

e Review of private CCTV orsimilarrecordings.

The following possibilities will be considered only in the most serious of cases working with the
police, the courts and othersupportagencies, these will be used as an exception and are not
considered without police supportand senior officers’ consideration:

e CCTV surveillance of the areawhere the problem has occurred.
e Use of professional witnesses.

On receipt of submitted evidence, the case will then be assessed and an appropriate course of action
taken. Furtherinvestigations may need to be made. These should be carried out as quickly as
possible and the case should be reviewed and reassessed within an agreed timescale contained in
the relevant Housing Service procedure.

Actions that may be considered, include butare notlimited to:

e No action required becausethere's no case to answer.

e Informalresolution where an understanding has been reached.

e Warning letters and formal cautions.

e Acceptable Behaviour Contracts (ABCs).

e Referraltoanotheragencye.g. Police, Social Services, Mental Health Team.

e Multi Agencyjointworkingto coordinate actions.

e Environmental Health referral for Community Protection Notice or Statutory Nuisance
proceedings.

e Criminal Behaviour Orderapplication.

¢ Injunctions (if the case involves violence or threats of violence, it may be possibleto obtain
an emergency injunction with exclusion and power of arrest without notice).

e Undertakings—a legal promisetothe Courtto do, or not to do a particular thing.

e Possession proceedings.

e RelevantotherCourtaction
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Details of the proposed course of action will be communicated in writing to all concerned, informing
them of this and providing contact details of the Housing Officer who will be dealing with the case.

Atany time during this process, serious or urgent cases will be referred to the Legal Services
immediately.

Whateverthe outcome of the assessment, regular contact (at the least monthly) will be maintained
with complainants and witnesses throughout the process and they will be keptinformed of the
outcome.

If no further complaints are received afterareasonable period of time (given the facts of the case),
the case may be closed. No case will be closed until acheck has been made with all complainants
and witnesses. A new case may be opened at a later date if subsequent complaints are received.

If, however, further complaints are received indicating aserious escalation of issues orif the case is

deemedto be serious orurgent, the case may then be referred to the Legal Services forfurther
action at any time.

8) Supporting witnesses and complainants

SHDC recognise that the participation of witnesses and complainantsis central to successin dealing
with anti-social behaviour. They willbe supported with this by SHDC dealing with complaints
promptly and keeping witnesses informed. SHDC will also offer real and practical supportviaseveral
initiatives, including:

e Providinghome security measures.

e Providingpanicalarmsinserious cases.

e Liaisingclosely with the police.

e Usingour officers as professional witnesses.

9) Multi agency working

SHDC will engage in collaborative work with other agenciesin orderto deteror preventanti-social
behaviourandtorehabilitate those who have engaged in such behaviour. SHDC will make referrals to
a mediation service to encourage resolution of disputes by consensus at the earliest possible stage,
whereitisappropriate for mediation to be offered.

SHDC will work with agencies to engage support fortenants whose tenancies are at risk by reason of

ASB, participatingin partnership meetings and accessingintervention services from agencies such as
mental health, drugand alcohol services and counselling services.

SHDC will work with our partneragenciesina mannerthatwill combine and co-ordinate our efforts
to best effect. Ourprincipal partnersin this are the Police, the Community Safety team and our

fellow sociallandlords. Relevant data exchange protocols with partneragencies to facilitate this
collaborative work will be in place.

10) South Hams District Council Staff

Staff are central to the delivery of the Council’s response to anti-social behaviour. SHDC are
committed to protecting staff when they are personally subjected to offensive conduct, behaviour

and threats. SHDC will train members of staff to ensure thatthey are aware of the issues of anti-
social behaviour, the remedies which they can access and theirrole inthe procedure.
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11) Complaints

The Housing Service will deal with any complaintsin accordance with the South Hams District

Council Corporate Complaints Policy. For full details please go to
https://new.southhams.gov.uk/your-Council /comments-and-complaints/complaints-and-feedback

12) Responsibility
The Housing Manager will be responsible for ensuring that this policy isadhered to.
13) Equality impact considerations

The policyis of high relevance to equality because it has a significantimpact on residents and users
of the service.

The Council has an Equality and Diversity Policy thatinforms how officers should engage with people
with protected characteristics. This policy isinformed and guided by an Equality impact assessment.

Officers are aware that as providers of social housing, there may be potential ly vulnerabletenantsin
our propertiesand will actaccordinglyin all correspondence and communication, giving due
consideration as to how any vulnerability or condition might affect either theirjudgement or ability
to understand information provided.

Where any decisions are made that will affect atenant, itis necessary to ascertain whetherthat
tenant has the mental capacity to make aninformed choice in relation to thatdecisionand to
provide and/or engage with an advocate if required.

14) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Anti-social Behaviour Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

South Hams District Council recognise that all tenants have a right to the peaceful
enjoyment of their home. Equally, every tenant has the responsibility not to interfere with
their neighbour’s right to the peaceful enjoyment of their home.

This policy will enable SHDC to deliver a proportionate, reasonable, fair and flexible
response to anti-social behaviour.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

e This document is intended to fulfil the requirements of section 218A of the Housing
Act 1996 (as inserted by section 12 of the Anti-social Behaviour Act 2003) with
regard to the publication of the policies and procedures of alocal housing authority
in relation to anti-social behaviour.

e It tells you what anti-social behaviour (ASB) is and sets out the guiding principles
for those officers in the Council who deal with ASB.

Who is intended to benefit from this policy and in what way?

e Tenants, SHDC staff, Partner agencies such as the police and the wider
community.

What outcomes are wanted from this policy?

e It outlines what SHDC want our services to achieve for people experiencing ASB
and sets out the principles on the kind of service level and quality SHDC aim to
provide.

e For SHDC tenants and the community to have peaceful enjoyment of their homes.

What factors / forces could contribute / detract from the outcomes?
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e Failure of communities and/neighbourhoods to engage with the requirements of
the policy, failure of SHDC to work effectively with partners to act quickly and
appropriately.

Who are the main stakeholders in relation to this policy?

e Tenants
e Staff

Who implements this policy? | The Housing Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)

Are there concerns that the policy could have a differential impact on | Yes
racial groups? (Please explain)

e Communication is a key part of involving residents in the delivery of positive
neighbourhoods and some stakeholders may not have English as their first
language. It is therefore vital that a wide range of communication methods are
available for Stakeholders and that the council continues to make information
available in different formats and languages.

e This Policy have mechanisms in place to deal with hate crime including racial
harassment. We have a close working relationship with the local Police and will
have intelligence of any issues in the area relating to hate crime incidences. This
will enable support to be put in place for our tenants.

What existing evidence (either presumed or otherwise) do you have for this?

e Making services accessible for all members of the community remains a high
priority for the council and should be carried across all departments, information
continues to be accessed in a range of formats from the council.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e SHDC seeks to promote high quality, safe neighbourhoods for all. The Policy
should benefit all Stakeholders and is unbiased by gender.

Are there concerns that the policy could have a differential impact due | Yes
to disability? (Please explain)

e Someone with a severe disability and/or no family assistance may be more
vulnerable if they become a victim of ASB.

e The current reporting process can involve written communication so someone with
literacy problems will need additional support.

What existing evidence (either presumed or otherwise) do you have for this?

e Support needs to be available for those who are vulnerable to or because of, ASB.
e The reporting and communication mechanisms are clearly outlined in the policy.

Are there concerns that the policy could have a differential impact to Yes
sexual orientation? (Please explain)

e This Policy has mechanisms in place to deal with hate crime. We have a close
working relationship with the local Police and will have intelligence of any issues
in the area relating to hate crime incidences. This will enable support to be put in
place for our tenants.

What existing evidence (either presumed or otherwise) do you have for this?
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e There is evidence to suggest that some groups are more vulnerable to ASB than
others. Support/signposting needs to be available for those who need it.

Are there concerns that the policy could have a differential impact due Yes
to age? (Please explain)

In some instances, the perpetrator of the ASB may be an older person due to health
iIssues such as dementia. We need to ensure that correct support is put in place and that
robust referral mechanisms are available to the relevant agencies.

In addition, some older people may be more wulnerable to, or because of ASB.

What existing evidence (either presumed or otherwise) do you have for this?

e There is evidence to suggest that some groups are more vulnerable to ASB than
others. Support/signposting needs to be available for those who need it.

Are there concerns that the policy could have a differential impact due Yes
to religion or religious beliefs? (Please explain)

e This Policy have mechanisms in place to deal with hate crime. We have a close
working relationship with the local Police and will have intelligence of any issues
in the area relating to hate crime incidences. This will enable support to be put in
place for our tenants.

What existing evidence (either presumed or otherwise) do you have for this?

There is evidence to suggest that some groups are more vulnerable to ASB than others.
Support/signposting needs to be available for those who need it.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e SHDC seeks to promote high quality, safe neighbourhoods for all. The Policy
should benefit all Stakeholders and there is nothing in the policy that should
differentially impact on a person with dependents/caring responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

e This Policy have mechanisms in place to deal with hate crime. We have a close
working relationship with the local Police and will have intelligence of any issues
in the area relating to hate crime incidences. This will enable support to be put in
place for our tenants.

What existing evidence (either presumed or otherwise) do you have for this?

There is evidence to suggest that some groups are more vulnerable to ASB than others.
Support/signposting needs to be available for those who need it.

Could the differential impact identified above amount to there being the potential for
adverse impact in this policy?

No — the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(If yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A
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Steph Rixon
Signed (Completing Officer)

Date: 30/10/2023
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1) Introduction

This policy sets these out for South Hams District Council (SHDC) as a landlord of social housing the

type of tenancies used, the circumstances in which each will be used, and otheraspects of managing
tenancies.

2) Scope and Purpose

This policy will be used to ensure that the right type of tenancy is allocated to each tenant, that the
underoccupation of propertiesis addressed effectively and that SHDC can provide family and/or
adapted housing where thisis required.

The ways in which each type of tenancy can be letand broughtto an end are setout in law (Housing
Acts 1985 and 1996, and the Localism Act 2012.)

3) Affordability and Affordable Rent

Definition of affordability: A household can be considered able to afford market houserentingin
caseswhere the rent payable is up to 25 per cent of theirgross household income (Communities and

Local Government). SHDC has recognised the use of the Local Housing Allowance as a standard
definition of affordability.

Service charges, if applicable, will be additional and reflect the cost of the service provided to each
tenant.

Definition of social rent: Guideline target rents determined through the national rent regime. The
level of rent that SHDC charge for our properties rented on Secure or Introductory Tenancies will be
affordable rent.

Affordable Rent: Thisis defined as 80% of market rent, however, SHDC will charge affordable rent at
levels no higherthanthe relevant Local Housing Allowance at the time.

4) Tenancy Agreements

SHDC have one generictenancy agreement for Councilowned properties covering the introductory,
secure and flexible tenancies.

The documentiswrittenin plain English, inastyle easily understood by tenants. It sets out the rights
and obligations of both the tenantand the landlord and makes it clear which rights and
responsibilities apply to which type of tenancy.

Tenants are given acopy of the tenancy agreement at the start of the tenancy and have the terms
explained tothem atthe sign-up meeting.

There are also separate assured shorthold tenancies for non-Council owned properties managed
through Seamoor Lettings and Licenses and non-secure tenancy agreements foraccommodation
used as Temporary or Supported accommodation by the Council.

5) Tenancy types and conditions

Currently SHDC have five different types of tenancy and a licence agreement for properties used as
Temporary Accommodation under the Housing Act 1996 (as amended).

i. Introductory tenancy
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Generally, all tenants new to SHDC are initially given anintroductory tenancy. However, tenants
transferring from another social landlord may go onto eitherasecure orflexibletenancy. This does
not apply totenants giventemporary accommodation who will be given a non-secure tenancy.

Introductory tenancies usually last for twelve months from the tenancy start date butin certain
circumstances (see 4.1.5below) anintroductory tenancy can be extended.

Before the start of the introductory tenancy, tenants will be told which kind of tenancy (secure or
flexible) they willbe granted at the end of the introductory period.

Afterthe introductory period, the tenancy automatically becomes eitherasecure tenancyora

flexibletenancy, unless SHDC have begun proceedings to end the tenancy (served notice) duetoa
breach of the tenancy agreement.

Breaches of the tenancy conditions, and reasons why anintrod uctory tenancy may be extended fora
period,include:

e Rentarrears.

e Antisocial behaviour.

e Damage to the property.

e Refusingtoallow accessto property for required maintenance/servicing works.
e Noise nuisance.

e Failure to maintain gardens.

To end thistype of tenancy SHDC must get a possession order from the courts.

Introductory tenants have most of the same rights as secure or flexibletenants but there are some
rights that they do not have. They do not have the right to:

e Takeinlodgers.

e Subletpartof the home.

e Make any improvements tothe property.

e Be compensated foranyimprovementstothe property.
e Exchangetheirhome withanothertenant.

Introductory tenants do not have the Right to Buy their property, but the period spentasan
introductory tenant will count towards the qualifying period for the Right to Buy, should it apply.

ii. Secure tenancy

Most of our tenants will have asecure tenancy. To end this type of tenancy SHDC must geta

possession order fromthe courts. The reasons why a possession order may be sought couldinclude
(butis notlimitedto):

e thetenantrefusingtopayrentoraccruinglarge rentarrears.
e misuse of the property by eitherthe tenant, amember of their family, orvisitors.
e thetenantnotlivinginthe propertyastheirprincipal home.

Under the Housing Act 1985 secure tenants have anumber of rights which

include:

e Theright of succession.
e Theright of assignmentin certain cases.
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e Therightto takeinlodgersandsublet part of the property.

e Therighttorequestatransfertoalternative accommodation.

e Theright to exchange theirhome with another Council or housing association tenant.

e Theright to information.

e Theright to be consultedandinvolved.

e Theright to make improvementstotheirhome.

e Theright to compensationforimprovements.

e Theright to repair.

e TheRighttoBuy in certain cases, except where exemption under Schedule 5 of the Housing
Act 1985 apply. Where a property is exempt from the Right to Buy, the tenant will be advised
priorto signingthe tenancy agreementand thiswill be made clearinthe tenancy
agreement.

iii. Demoted tenancy

Where there have been incidents of antisocial behaviour, SHDC will go to court to obtain a demoted
tenancy. Demoted tenancies will usually last for one year.

Where a secure tenancy is demoted and the demotion period completed successfully, the demoted
tenancy will automatically become asecure tenancy.

Demotedtenants do not have the same rights as secure tenants.
For example, they do not have:

e Theright to exchange.

e Therightto succession.

e Theright to takeinlodgers.
e Therighttosublet.

Also, the Right to Buy is suspended until the tenancy is nolongerdemoted.
The time spentas a demoted tenant does not count towards any discount.
iv. Non secure tenancy

These tenancies are only given to tenants livingin temporary accommodation, such as private sector
leased accommodation.

These tenancies do not have the same security of tenure or rights as secure tenants butare similar to
introductory tenancies.

v. Licence Agreement

SHDC has properties that provide accommodation thatisletona licence. Forexample, where there
are shared facilities SHDC use a licence agreement not tenancy agreement when lettingthe
accommodation.
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Either party (landlord ortenant) can end the licence agreement by giving one week’s notice, unless
thereisa serious breachinwhich case, SHDC can ask the licensee to leave immediately.

As well asthe licence agreement there are rules which must be followed at all times.
vi. Vulnerable Persons Resettlement Scheme

SHDC are assistingrefugees by locating and securingaccommodation in the private sectorandin

Council owned properties purchased under Local Authority Housing Fund forthemtoresideinfora
fixed period.

The tenancy type isa non-secure tenancy agreement with avariable length of between two and five
years.

6) Tenancy Sustainment

SHDC are committed to supporting tenants to manage theirtenancies properly, helpingtoensure
that thatthey do not getintorentarrears or carry out acts of antisocial behaviour.

To help new tenants, SHDC will carry out an in-depth sign-up interview with all new tenants. This
covers:

e Ensuringthe tenantunderstandsthe termsand conditions of the tenancy agreement.
e Methodsand frequencies forpayingtheirrentand accessing benefits.

e Checkingiftheyhave any supportneeds.

e Highlighting opportunities to getinvolved with the housing service.

e Explaininghow toreportrepairsand ourservice standards.

SHDC aimto contact all new tenants between fourto eight weeks of movinginto their property to
checkthat everythingis going well forthem. SHDC will check whetherthey are payingtheirrent
regularly, whetherthey are receiving their benefits,and that they are keeping to the terms of their
tenancy conditions.

When tenants move into one of oursheltered properties, the level of individual supportthey need
will be discussed, forexamplewhetheritis a visitevery otherday, ora phone call once a week.

SHDC wants to work with existing tenants to support them to maintain their tenancies successfully.

Contactwill be made with any tenants who are identified as having problems managing their
tenancy, such as rentarrears or antisocial behaviourissues.

It will be a priority to discuss the problems with them and explain thatitisimportant that they stick
to the terms of the tenancy agreement and pay theirrentregularly.

For tenants who are struggling to pay their rent, SHDC will explain what options are available to help
themand putthemin touch with otheragenciesthat may also be able to help.

With any reminder notices, or when noticesforrent arrears are served, it will include details

regarding Citizens Advice Bureau, dates and times of Housing Benefits surgeries, and contact details
of debtadvice agencies.

Where itis identified thatatenant needs support to manage in theirhome, SHDCwill putthemin
touch with the relevantagencies such as social services.
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Where there are issues of neighbour nuisance or conflict, SHDC will offer the use of mediation
services (paid for by SHDC) to try to help the tenants concerned resolve their differences.

7) Tenancy fraud

It isimportantthatthe people livingin SHDC properties are those that need them most. The Council
take various steps to ensure that thisisthe case, from ensuring properties are allocated to the most
appropriate person, to following up allegations of alleged misuse.

For all new tenants, copies of photo identification such as passport or driving licence are taken.
Where there is no available photo ID, a photograph of each tenant will be taken.

In depth estate inspections are carried out where each propertyis visited and where possible the
tenantis spokentoaboutanyissues affectingthem. SHDC take the opportunity to check
identification to ensure thatthey are indeed the tenant. SHDC will carry out estate inspections across
the districtand aim to do at least one each year.

All reports of unoccupied properties or sub-letting of properties are followed up and action is taken if
cases of abuse are discovered. In addition, tenancy checks will be conducted on some visits.

SHDC have a policy on tacklingtenancy fraud and encourage staff and tenants toreportany
suspected incidents of tenancy fraud and have a confidential fraud line available.

8) Ending the tenancy

When the tenant gives notice or dies, a pre-termination visit will be carried out with all ourtenants,
or with the next of kin.

Thisvisitisto:

e Checkthe condition of the property and garden.

e Ensuretherentaccountisup to date.

o Agree withthe outgoingtenantwhichitemscanbe leftinthe property and which must be
removed.

e Ensurethat the outgoingtenantisaware thatthe property mustbe leftina good and clean
state, and all rubbish and personal items (except those agreed above) must be cleared from
the property.

e Readthe meters.

e Requestaforwardingaddress, contact details and phone numbers.

e Determine anyrechargesthat may be due.

If the condition of the property or garden are unsatisfactory, the property has beenleftinadirty
condition, orif rubbish and personal items have been leftin the property, the outgoing tenant will be
re-charged our coststo bringthe property to a satisfactory condition.

Ifthereisany rentdue to the end of the tenancy, SHDC will inform the tenantand expect the
amount due to be paidin full beforethe tenancy ends.

9) Succeeding to atenancy

In April 2012, the law regarding succession changed. Fortenancies that start after this legislation
thereisonlya statutory right of successionto a spouse or civil partneror cohabitee. They must have



to beenlivinginthe property as theironly or principal home at the time of the tenant’s death.
Legislation gives Local Authorities the power to grant additional succession rights.

10) Tackling under occupation

Changesto Housing Benefit regulations where properties are underoccupied have broughtin
restrictions to levels of housing benefit. This has resulted in certain tenants having agreaterrent
burden, and some of these may seek to downsize as aresult.

SHDC have a downsizing scheme which provides financial assistance to people who movetoa
smallerproperty and sofree up a family sized property. Where necessary this scheme will also
provide help and support with moving arrangements.

SHDC will give priority on Devon Home Choice to people wishing to downsize.
11) Adapted properties

SHDC’s Landlord Disabled Adaptations Policy sets out how the Council will encourage our tenantsto
live in properties suitablefortheirneed as well as helpingthemto live independently by adapting
theirhomes through minorand majoradaptations where appropriate.

Under ourcurrent secure tenancy agreement, if atenantislivingin a property which has been built
or adaptedfora person with a disability, and the tenant ortheirfamily nolongerneed thattype of
home, SHDC may take steps through the Courts to end the tenancy.

SHDC will take reasonable steps to offerthe tenantand/or their family members othersuitable
accommodation.

12) Transfers

For secure tenants who transferto another property within our stock, SHDC will ensurethatthey are
givenanothersecure tenancy.

13) Mutual Exchanges

Mutual exchanges usually take place viaadeed of assignment where each tenant stepsintothe
other’sshoes and takes overthe othertenant’s tenancy type and terms. New tenancies are not
signed.

Under the Localism Act, if at least one of the tenants has a secure tenancy begun before April 2012
and at leastone of the tenantsis on a flexibletenancy, then such exchanges must be done by
surrenderand granting of new tenancies.

In these circumstances, SHDC will grantthe tenant whose secure tenancy predated April 2012 a
secure tenancy. This will ensure that existing tenants (before April 2012) retain similar security of
tenure tothat of theiroriginal tenancy.

As alandlord, SHDC can still refuse an exchange and has 42 days to make that decision.
SHDC subscribe to Home Swapper, aninternet based mutual exchange service.

With mutual exchanges tenants accept the property inthe conditionit has been leftin by the

previous tenant. Routinerepairs willbe carried outin accordance with the tenancy agreement, but
no specificwork will be undertaken as a condition of accepting the exchange.

45



SHDC will conduct health and safety checks as part of the approval process. These include checks on
the gas and electricity supplies, and the energy efficiency of the property. SHDC charge £50 to
undertake an electrical check and £100 to undertake both electrical and gas checks.

SHDC will not make any adaptations to a property which has changed hands by way of mutual
exchange foratleast twelve months from exchange date, unless thereare very significant changesin
the tenant’s circumstances.

14) Complaints

The Housing Service will deal with any complaintsinaccordance with the South Hams District
Council corporate complaints policy. For full details please go to https://new.southhams.gov.uk/your-
Council/comments-and-complaints/complaints-and-feedback

15) Outcomes
This policy aims to ensure that:

e Theright people arelivinginthe right property on the right type of tenancy.

e Certaingroups of tenants can be moved from properties which are no longer suitable for
theirneeds.

e Tenantswill be encouraged to move to more suitable accommodation if the property
becomestoo bigfortheirrequirementsorif theirneeds orcircumstances change.

e Tenantswill be helpedtosustain theirtenancies forthe longterm, but where problems
occur, particularly at the start of the tenancy, action can be taken quickly.

e Tenancyfraudisidentified and tackled.

16) Responsibility
The Housing Manager will be responsible forensuring that this policy isadhered to.
17) Equality impact considerations

The policyis of high relevance to equality because it has a significant impact onresidentsand users
of the service.

The Council has an Equality and Diversity policy thatinforms how officers should engage with people
with protected characteristics. This policy isinformed and guided by an Equality impact assessment.

Officers are aware that as providers of Social Housing, there may be potentially vulnerable tenantsin
our properties and will actaccordingly in all correspondence and communication, giving due
consideration as to how any vulnerability or condition might affect eithertheirjudgement or ability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthat
tenant hasthe mental capacity to make aninformed choice in relation to that decisionand to
provide and/orengage with an advocate if required.

18) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Tenancy Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

e This policy sets these out for South Hams District Council (SHDC) as a landlord of
social housing the type of tenancies used, the circumstances in which each will be
used, and other aspects of managing tenancies

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

e This policy will be used to ensure that the right type of tenancy is allocated to each
tenant, that the under occupation of properties is addressed effectively and that
SHDC can provide family and/or adapted housing where this is required.

e The ways in which each type of tenancy can be let and brought to an end are set
out in law (Housing Acts 1985 and 1996, and the Localism Act 2012.)

Who is intended to benefit from this policy and in what way?

e Tenants, staff and wider community

What outcomes are wanted from this policy?

e Ensure the correct tenancy is issued and that tenancies are effectively managed.

What factors / forces could contribute / detract from the outcomes?

o N/A

Who are the main stakeholders in relation to this policy?

e Tenants
e Staff

Who implements this policy? | The Housing Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)
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Are there concerns that the policy could have a differential impact on | Yes
racial groups? (Please explain)

e Communication and understanding is vital when tenants are entering into a legal
agreement. Some stakeholders may not have English as their first language and
may not engage with services because of perceived barriers. It is therefore vital
that a wide range of communication methods are available for tenants and that the
council continues to make tenancy agreements and all other relevant information
available in different formats and languages.

What existing evidence (either presumed or otherwise) do you have for this?

e Making services accessible for all members of the community remains a high
priority for the council and is carried across all departments. Customers continue
to access information from the council in a number of formats and languages.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Legal agreements will be issued, ended and amended and tenancies will be
managed as per the required legislation unbiased by gender.

Are there concerns that the policy could have a differential impact due | No
to disability? (Please explain)

e No evidence of any impact

What existing evidence (either presumed or otherwise) do you have for this?

e Legal agreements will be issued, ended and amended and tenancies will be
managed as per the required legislation. The service will ensure that its actions
are informed by disability needs and awareness and that it is unbiased by whether
a person has a disability.

Are there concerns that the policy could have a differential impact to No
sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

Legal agreements will be issued, ended and amended and tenancies will be
managed as per the required legislation unbiased by a person’s sexual orientation.

Are there concerns that the policy could have a differential impact due NO
to age? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Legal agreements will be issued, ended and amended and tenancies will be
managed as per the required legislation unbiased by age.

Are there concerns that the policy could have a differential impact due No
to religion or religious beliefs? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?
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e Legal agreements will be issued, ended and amended and tenancies will be
managed as per the required legislation unbiased by religious beliefs.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e Legal agreements will be issued, ended and amended and tenancies will be
managed as per the required legislation unbiased by whether a person with
dependents/caring responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Legal agreements will issued, ended and amended and tenancies will be managed
as per the required legislation unbiased by being trans-gendered or transsexual.

Could the differential impact identified above amount to there being the potential for
adverse impact in this policy?

No — the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(If yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A

Steph Rixon

Signed (Completing Officer)

Date: 30/10/2023
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South Hams District Council’s Tenant Engagement Policy

Contents

1) Introduction

2) Scope and Purpose

3) Information

4) Consultation

5) Participation

6) Complaints

7) Responsibility

8) Equality impact considerations

9) Policy Review

1) Introduction

All registered providers of social housing must meet the consumer standards contained within the
regulatory framework forsocial housing. One of these standardsis the Tenant Involvement and
Empowerment standard. The regulatory framework forsocial housing, operated by the Regulatorfor
Social Housing requires outcomes forthis standard in relation to:

e Customerservice
e Choice and complaints, involvement and empowerment
¢ Understandingandrespondingtothe diverse needs of tenants

2) Scope and Purpose

This policy applies to how South Hams District Council (SHDC) will develop the involvement of
tenantsinthe decision-making processes of the Housing Service leading to service improvementand
improved tenant satisfaction. This policy demonstrates SHDCs commitment to tenantinvolvement
and to providing betterhomes and communities. The aim of this policy is to ensure that the structure
adopted by the Council delivers effective involvement with tenants, and thisincludes leaseholders, in
developingandimproving services to meet theirneeds, ensuring that tenants have achance to
scrutinise the work of the Housing Service, and to strengthen com munities.
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This policy has been developedto ensurethat relevantlegislation and the regulatory framework
informs the work of the Housing Service. SHDC will demonstrate this by workingin partnership with
tenantsin all aspects of housing management, offering arange of involvement designed around the

diverse needs of tenants and by offering opportunities to reviewthe work of the Housing Service and
to make recommendations to elected members.

SHDC will encourage tenants to getinvolved in housing management using awide range of methods
including:

e Making information easy to access, written in Plain English and, where possible, jargon free.

e Acknowledgingthat many tenants do notwishtogetinvolved and respectingtheirright not
to do so. We will provide formal involvement methods, whilst promoting maximum inclusion
through otherless formal methods.

e Findingthe mostappropriate way to consultindividually and collectively and being clear
aboutthe choiceson offer.

3) Information

SHDC have a commitmentto keeping tenants informed and to offering choices and opportunities to

make recommendations to elected members. Tenants will be provided with informationinavariety
of ways, regarding the following:

e Issuesaffectingtheirhomesandtenancies.

e Housing management policies and practice.

e Anyproposalsforchange/rentincreases.

e How to make a complaint.

e Relevant performance information to support effective scrutiny by tenants of theirlandlord’s

performance inaformagreed withtenants. Thiswill include the publication of an annual
reportincludinginformation on repairand maintenance budgets.

4) Consultation

The Council is obliged to consult secure tenants on certain aspects of housing management. The
HousingService issues avariety of different tenure types. Most tenants have secure tenancies but
may have flexible tenancies which are aform of secure tenancy. Section 105 of the Housing Act 1985
requires publicsectorlandlords to have arrangements to inform and consult secure tenants who are
likely to be affected by some proposed changes in matters of housing management. SHDC will

supporttenantsto build capacity to get effectively involved in this. SHDC will therefore provide
information about how to getinvolved with:

e Majorimprovement or repair programmes.
e Changestopolicy andstrategies.

e Performance targets and priorities.

e Activities fortenantinvolvement.

e Thetimetable for newsletters.

e How the HousingService is meeting the requirements of the regulatory framework for social
housing.

5) Participation
Tenants will have ample opportunity to participate and play anintegral partin:
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e Scrutinisingand challenging how services are managed and provided and in setting service
standards.

e Givingtheiropiniononhow toimprove service delivery.

e Reviewingpoliciesand strategies.

¢ TheRight to Manage, where appropriate.

¢ Theformation and activities of tenant panels orequivalent.

e Meeting Councillorsto discuss service delivery.

Tenants will be able to give SHDC theirviews, consult and participate by various methods:

e Social mediaand email

e Facetoface

e Telephone

e Written

¢ Tenantinvolvementevents

SHDC will use technologies toincrease access toinformation and to receive feedback, ideas and
information and this mayinclude, butis notlimited to, use of the web, mobile apps, email lists, text
SMS, as well as social media.

6) Complaints

The Housing Service will deal with any complaintsin accordance with the South Hams District
Council Corporate Complaints Policy. For full details please go to
https://new.southhams.gov.uk/your-Council /comments-and-complaints/complaints-and-feedback

7) Responsibility
The Housing Manager will be responsible for ensuring that this policyisadhered to.
8) Equality impact considerations

The policyis of high relevance to equality because it has a significantimpact on residents and users
of the service.

The Council has an Equality and Diversity policy thatinforms how officers should engage with people
with protected characteristics. This policy isinformed and guided by an Equality impact assessment.

Officers are aware that as providers of social housing, there may be potentially vulnerabletenantsin
our propertiesand will actaccordinglyin all correspondence and communication, giving due
consideration as to how any vulnerability or condition might affect eithertheirjudgement or ability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthata
tenant has the mental capacity to make aninformed choice inrelation to thatdecisionand to
provide and/orengage with an advocate if required.

9) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Tenant Engagement Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

e This policy sets out how we will develop the involvement of tenants in the decision-
making processes of the Housing Service leading to regulatory compliance,
service improvement and improved tenant satisfaction.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

e All registered providers of social housing must meet the consumer standards
contained within the regulatory framework for social housing. One of these
standards is the Tenant Involvement and Empowerment standard. The regulatory
framework for social housing, operated by the Regulator for Social Housing
requires outcomes for this standard in relation to:

Customer service
Choice and complaints, involvement and empowerment
¢ Understanding and responding to the diverse needs of tenants

Who is intended to benefit from this policy and in what way?

e Tenants, staff and wider community

What outcomes are wanted from this policy?

e To ensure SHDC involve and help tenants shape the delivery of well managed
properties; neighbourhoods, communal areas and greenspaces to help ensure
that tenants and members of the community can have quiet enjoyment of their
homes.

What factors / forces could contribute / detract from the outcomes?

e N/A
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Who are the main stakeholders in relation to this policy?

e Tenants
o Staff
e Regulator

Who implements this policy? | The Housing Team supported by the Corporate
Management Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)

Are there concerns that the policy could have a differential impact on | Yes
racial groups? (Please explain)

e Communication and understanding is vital when engaging with and involving
tenants in Housing Management. Some stakeholders may not have English as
their first language and may not be willing or may perceive barriers in engaging in
consultation. It is therefore vital that a wide range of communication methods are
available to enable all tenants to be involved in this process in a way that supports
their needs.

What existing evidence (either presumed or otherwise) do you have for this?

e Making services accessible for all members of the community remains a high
priority for the council and is carried across all departments. Customers continue
to access information from the council in a number of formats and languages.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by gender.

Are there concerns that the policy could have a differential impact due | Yes
to disability? (Please explain)

e Accessibility to meetings and to information and different methods of
communication could be a barrier to some tenants with disabilities getting involved
and effectively helping to shape and influence services.

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants with their particular needs fully
considered. This will be unbiased by whether a person has a disability and steps
will be taken to ensure that accessibility needs are considered and met and that
all formats and types of communication are considered and available. Specialist
advice will be taken when appropriate.

Are there concerns that the policy could have a differential impact to No
sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

Engagement will be encouraged for all tenants unbiased by a person’s sexual
orientation.
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Are there concerns that the policy could have a differential impact due | YES
to age? (Please explain)

e Accessibility to meetings and to information and different methods of
communication could also be a barrier to some older tenants to getting involved
and effectively helping to shape and influence services

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants with their particular needs fully
considered. This will be unbiased by a persons age and steps will be taken to
ensure that accessibility needs are considered and met and that all formats and
types of communication are considered and available. Specialist advice will be
taken when appropriate

Are there concerns that the policy could have a differential impact due No
to religion or religious beliefs? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by religious beliefs.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by whether a person with
dependents/caring responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by being trans-gendered
or transsexual.

Could the differential impact identified above amount to there being the potential for
adverse impact in this policy?

No — the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(If yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A

Steph Rixon

Signed (Completing Officer)
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Date: 30/10/2023

56




South Hams District Council Neighbourhood Management Policy
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1) Introduction

Under the Neighbourhood and CommunityStandard, The Regulator of Social Housing (RSH) requires
all registered providers to publish a policy setting out, how in consultation with theirtenants, they
will maintain and improve the neighbourhoods associated with theirhomes.

The Social Housing Regulation Act became law in 2023 and introduced aconsumer regulation regime
focussed on meeting the needs of tenants. One aim of the legislation and regimeis to ensure that
providers of social housing, such as the Council, keep its properties and estates safeand clean.

These standards are there to ensure peoplefeel safe and secure in theirhomes, can get proble ms
fixed beforethey spiral out of control, and see exactly how well theirlandlord is performingin giving
tenantsa strongervoice.

The Regulator of Social Housing requires that Registered Providers measure and report on 22
mandatory Tenant Satisfaction Measures (TSMs) creating a new system forassessing how successful
social housinglandlordsin England are doing at providing good quality homes and services. These
measuresincludethose applicabledirectly to building safety as well as those based on te nant
perception surveys setting out tenant’s views on our performance which will include responsible
neighbourhood management.

The TSM measures underresponsible neighbourhood managementinclude:

e TP10: Satisfaction thatthe landlord keeps communalareas clean and well maintained.
e TP11: Satisfaction thatthe landlord makes a positive contribution to neighbourhoods.
e TP12: Satisfaction with the landlord’s approach to managing anti-social behaviour.

e NMO1: Anti-social behaviour cases relative to the size of the landlord.

2) Scope and Purpose

This policy outlines how the Councilaims to ensure that tenants have quiet enjoyment of their
homes, which are in a safe, clean, and secure environment, and that they can take pride in.

This policy sets out SHDC’s approach to managing our estates with the help of ourtenants and
residentsto keep ourneighbourhoods clean, safe and secure and where peoplewantto live.

SHDC will work in partnership with ourtenants and other stakeholders and publicbodies where itis
effective todoso.

Overall, in orderthe meetthe aims of this policy, the policy objectives are:

e SHDC conductregularneighbourhood inspections of communal areas and ensure that
they are well maintained, tidy and free from graffiti.

e SHDCwill workin partnership with the Police and otherservicesto help keep our estates
free from anti-social behaviour (ASB), harassment and hate crime.

e SHDC will conduct fire risk assessments in blocks of flats to identify and address fire risks.

e SHDC will ensure communalareas are well maintained.

e Grounds maintenance workis carried outtothe required standard.

e Residentsare aware of theirresponsibilities, both in relation to their property and
neighbourhood.
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e SHDC will consult with ourtenants to identify improvements and work togetherto
address local priorities.

e SHDC willidentify areasthatneed improvements and undertake measures to resolve
them.

e SHDC will promote tenantinvolvement opportunities, activities and events to help
develop and support vibrant communities.

3) Permissions

Tenants must seek permission if they wish toinstall hanging structures such as hanging baskets or
bird feedersin communalareas.

These must be positioned in such a way as to avoid damage to the structure of the buildingand do
not cause a nuisance orannoyance to others. An example would be hanging baskets when watered
causinga slip hazard or the possibility of people walking beneath them getting wet.

4) Keys

Additional keys for main entry doorsin blocks of flats will not be provided to tenants, although
replacement keys may be available in appropriate circumstances. If replacement keys are required,
any costs relating to this will be recharged to the tenant. Atthe tenants’ request, SHDC can provide a
key safe onthe exteriorof the buildingforthose whose carers require access A key can be stored
here to allow them to access the block. Thisis to ensure that security is maintained. Forthe same
reason, communal key codesin blocks where there isadoor entry system willonly be given to
employees and contractors to enable them to perform their duties.

5) Neighbourhood Walkabouts

Tenants, councillors (both districtand parish) and otheragencies such as the Police are welcome to
joinneighbourhood officers when an estate intheirareais inspected toraise any concerns and share
ideas forimprovement. A schedule of neighbourhood walkabouts is available on our website.

Neighbourhood walkabouts enable neighbourhood officers to identify issues surrounding the
following (thisis notan exhaustive list):

e Breachesoftenancy.

e Grounds maintenance issues, including hedges, trees and boundaries, and
grassed/planted areas.

e Repairs.

e Abuild-up of domesticwaste that has not been appropriately disposed of.

e |temsingardenswhichare notin line with the tenancy agreement.

e Itemsingardensthatimpactthe look of an estate.

e Anyhealthandsafetyissues; forexample, any deterioration to pathways that could be
trip hazards, gas canisters, tyres, vehicle parts, anything that should notbe ina garden
whereby the garden looks untidy or unkempt.

e Communal areas—internal and external.

e Carparks and garages.

e Securityissues, including fencing/ boundaries, securitydoors.

e Tenancyissues, including property condition, property improvements, untidy gardens,
pets.

e ASB, including graffiti/vandalism, drugs, abandoned cars, fly-tipping.
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6) Communal Inspections

SHDC are committed to undertaking regular communal inspections and will proactively address any
concernsraised duringthese inspections.

The frequency of these inspections will be locally determined and will be undertaken more
frequently in neighbourhoods where there have been more reportedissues, forexample ASB.

Communal inspections have one aim:to ensure the safety of all residents who share acommunal
space. Inspections and walkabouts will be done in partnership with tenants, internal colleagues such
as our maintenance team, councillors and other external agencies such as the Police.

7) Vandalism and Graffiti

Acts of vandalism to SHDC property or land will be repaired as quickly as possible. Offensive/racist
graffiti will be removed within 24 hours, all other graffiti will be removed within areasonable
timescale.

Anyvandalismon housingland willbe reported and dealt with within our repair priorities. Any
vandalismwhichis a Health and Safety risk will be dealt asan emergency as perourrepair priorities.

SHDC will investigate all acts of vandalism and graffitiand appropriate action will be taken againstall
known perpetrators of vandalism.

8) Litter and Fly Tipping
SHDC will take reports of fly tipping seriouslyand ensure thatitis dealt with quickly and efficiently.

SHDC will investigate all instances of fly tipping on housing land. SHDC will request that the
responsible person remove the items within a reasonable timescale as to be determined by SHDC. If
these items are notremoved, the council willarrange forthe removal of these items and arecharge
will be raised tothe responsible person to cover the cost of this service.

Reports of fly-tipping thatis not on housingland will be reported to and dealt by the

9) Street Scene Service.

SHDC will investigatefly tippingincidents and appropriate action will be taken against all known
perpetrators.

10) Anti-Social Behaviour (ASB) and Neighbour Disputes

ASB can have a significantimpactand SHDCis committed to deliveringa non-judgemental, balanced
service. Formore information on how SHDC tackles ASB, please view the ASB policy and procedures.

Where SHDC believes the behaviour does not constitute ASB, the tenant will be told why the
complaintdoes notclassify asan ASB complaintand advice will be given to enable self-resolution.

SHDC expectareasonable level of tolerance between neighbours and will make fair evaluations on
whetheracomplaintof ASBisreasonable. Animportant part of creating sustainable communitiesis
the recognition and acceptance by SHDC tenants that the initial responsibility to resolve concerns
with otherslies withthem.
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If residents are not able toresolve theirdifferences themselves, theyshould contact SHDC where a
Housing Officer may be able to offer mediation or other solutionsin orderto resolve the dispute. In

thisinstance, the tenant willbe keptinformed of the progress of the dispute and what actions have
been agreed to mitigate arepeatof the incident.

11) Vehicles and Parking

Tenants must not park any Vehicle which is untaxed, un-roadworthy ornotinsured atan SHDC
property oron any other Council-owned land.

Anyvehicle parked onadrive or on a garden where there is nodropped kerb, and without evidence
of arequestto Devon County Council todrop the kerb, will be expected to be removed immediately
until a droppedkerbisin place. SHDC will also ensure that the tenant has appropriate permission
from the Council forthe installation of adrive.

Tenants are prohibited from parkingacar on a garden that has nothad a hard standinginstalled
without consent.

SHDC will work with ourtenants and residentsto reduce irresponsible parking and parking-disputes.
12) Tree Management

SHDC have a rolling maintenance planto reduce avoidable risks relating to trees on land owned by
the Council. Works to trees outside the works programme will only be undertaken when there has
beenanidentified risk orhazard, such as itis:

e Unsafe.
e Obstructing publicfootpaths orroads.
e Proventobe damagingproperty.

Where any trees or shrubs, which are in tenants’ gardens are causing a nuisance/annoyanceorare
dangerous, SHDC may give tenants a written notice asking that they remove or cut back within
certaintimescales. If thisis notdone, SHDC may enterthe property to carry out the works and the
tenant may be liable forreasonable costs in carrying out any such works.

If tenants wantto plantatree on their property, they must obtain written consent from SHDC.

13) CCTV and Camera Doorbells

SHDC will consider proposalstoinstall CCTV orcameradoorbells whereappropriate to do so.
14) Infestations of Pests and Vermin

Pests orverminthat pose an immediatedangertoa person or property will be investigated and dealt
with appropriately viathe responsive repairs team.

15) Cleaning

SHDC will ensure that communal areas are clean and safe. There is an expectation that tenants,
leaseholders and otherresidents play their partin keepingtheirneighbourhoods clean and tidy.
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16) Gardens

The responsibility of garden maintenance lies with the tenant. Where a tenant fails to maintain their
garden, SHDC will take appropriateaction (which may resultin arecharge to the tenant).

SHDC will work with ourtenantsto encourage themto keep theirgardens tidy and well-maintained.

The tenantis responsible for notifying us if there isagood reason they are unable to look after the
garden or arrange forsomeone to look afterit ontheir behalf.

The tenant must obtain written consent from the council before any of the followingis carried out:

e Place, build orerectany greenhouse, garage, shed, patio, decking, aviary, fencing,
conservatory, pigeon-loft, fishpond, pool orsimilar structure inthe garden ora communal
area or anywhere in/oron Council property.

e Place, build orerectany gate or barrieracross a communal path.

e Replaceorerectfencing. Anyfencing with written consent should be no higherthan one
metre at the front or two metres atthe back of the property.

e Make changesto boundary walls, outbuildings or hard surfaces.

Garden fences are mostly the responsibility of the tenant to maintain. Wherethere isadispute
betweentwo neighbours regarding the responsibility of afence orhedge, SHDCwill provide a
boundary planto confirm responsibility.

Where a gardenfenceis the responsibility of SHDC it will be maintained by the council

17) Fires and BBQs

Bonfires and/ or minifires on communal land, owned and managed by SHDC will not be permitted.
Disposable BBQs are not permitted to be used in communal areas.

18) Grassed and Communal Land

Grassed areas located on communal land on an estate are provided as an amenity for the benefit of
all tenants. Therefore, tenants should seek permission regarding the use of external communal
areas; thisis particularlyimportantif there is aproposal to establish agardening club, ortocreate a
wildlifegarden, ortorun a community social event, forexample.

It should be noted that publicliability insurance may be requiredin relation to a community social
event, ifitisorganised by private individuals and not SHDC. SHDC cannotbe held liable forany
damage or injuries which may occur at such an event which has been organised by private
individuals. Anyone planning such an eventis advised to seek advice from their neighbourhood
officer before requesting permission.

SHDC may considerallowing a charity to hold an event on communal land, but a written agreement
will be required indemnifying the Council inthe event of any claims. Decisions made regarding such
events willtake account of all relevant factors and SHDC will requiresight of all relevantinsurance
and otherdocumentsinthese circumstances.

Individual tenants will not be permitted to erect theirown shedsin communal areas.

Should storage be anissue, tenants should seek advice from the Housing Team.
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SHDC isrequired to consultall residents affected regarding a major change in the use of the
communal area. The Council will make the final decisionif thereis any dispute regarding the use of

communal space where agreement cannot be reached locally. Any such decisions will takeinto
account legal obligations, policy, local feedback and any other considerations which may be relevant.

19) Complaints

The Housing Service will deal with any complaintsin accordance with the South Hams District

Council Corporate Complaints Policy. For full details please go to
https://new.southhams.gov.uk/your-Council /comments-and-complaints/complaints-and-feedback

20) Responsibility
The Housing Manager will be responsible for ensuring that this policyisadhered to.
21) Equality impact considerations

The policyis of high relevance to equality because it has a significantimpact on residents and users
of the service.

The Council has an Equality and Diversity policy thatinforms how officers should engage with people
with protected characteristics. This policyis informed and guided by an Equalityimpactassessment.

Officers are aware that as providers of Social Housing, there may be potentially vulnerable tenantsin
our properties and will actaccordingly in all correspondence and communication, giving due

consideration as to how any vulnerability or condition might affect either theirjudgement orability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthat
tenant hasthe mental capacity to make aninformed choice in relation to that decisionand to
provide and/or engage with an advocate if required.

22) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Neighbourhood Management Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

e The policy outlines how the Council aims to ensure that tenants have quiet
enjoyment of their homes, which are in a safe, clean, and secure environment, and
that they can take pride in.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

e The policy sets out SHDC’s approach to managing our neighbourhoods with the
help of our tenants and residents to keep our neighbourhoods clean, safe and
secure and where people want to live.

Who is intended to benefit from this policy and in what way?

e Tenants, staff and wider community

What outcomes are wanted from this policy?

e To ensure SHDC deliver well managed neighbourhoods, communal areas and
greenspaces to help ensure that tenants and members of the community can have
guiet enjoyment of their homes in a safe and clean environment.

What factors / forces could contribute / detract from the outcomes?

e Failure of communities and/neighbourhoods to engage with the requirements of
the policy.

Who are the main stakeholders in relation to this policy?

e Tenants
e Staff

Who implements this policy? | The Housing Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)
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Are there concerns that the policy could have a differential impact on | Yes
racial groups? (Please explain)

e Communication is a key part of involving residents in the delivery of positive
neighbourhoods and some stakeholders may not have English as their first
language and may not engage with services because of perceived barriers. It is
therefore vital that a wide range of communication methods are available for
Stakeholders and that the council continues to make information available in
different formats and languages.

What existing evidence (either presumed or otherwise) do you have for this?

e Making services accessible for all members of the community remains a high
priority for the council and should be carried across all departments. Customers
continue to access information from the council in a number of formats and
languages.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e SHDC seeks to promote high quality, safe neighbourhoods for all. The Policy
should benefit all Stakeholders and is unbiased by gender.

Are there concerns that the policy could have a differential impact due | Yes
to disability? (Please explain)

e Someone with a disability and/or no family assistance may not be able to
adequately look after their garden area.

e The current reporting process can involve written communication so someone with
literacy problems will need additional support.

What existing evidence (either presumed or otherwise) do you have for this?

e The policy requires that tenants take a certain level of responsibility for maintaining
their homes including gardens etc. Support/signposting needs to be available for
those who are unable to maintain their homes independently.

e The reporting and communication mechanisms are clearly outlined in the policy.

Are there concerns that the policy could have a differential impact to No
sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e SHDC seeks to promote high quality, safe neighbourhoods for all. The Policy
should benefit all Stakeholders and is unbiased by sexual orientation.

Are there concerns that the policy could have a differential impact due Yes
to age? (Please explain)

Some older people and/or no family assistance may not be able to adequately look after
their garden area

What existing evidence (either presumed or otherwise) do you have for this?
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e The policy requires that tenants take a certain level of responsibility for maintaining
their homes including gardens etc. Support/signposting needs to be available for
those who are unable to maintain their homes independently.

Are there concerns that the policy could have a differential impact due No
to religion or religious beliefs? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e SHDC seeks to promote high quality, safe neighbourhoods for all. The Policy
should benefit all Stakeholders and is unbiased by religious beliefs.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e SHDC seeks to promote high quality, safe neighbourhoods for all. The Policy
should benefit all Stakeholders and there is nothing in the policy that should
differentially impact on a person with dependents/caring responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e SHDC seeks to promote high quality, safe neighbourhoods for all. The Policy
should benefit all Stakeholders and is unbiased by being trans-gendered or
transsexual.

Could the differential impact identified above amount to there being the potential for
adverse impact in this policy?

No — the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(If yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A

Steph Rixon

Signed (Completing Officer)

Date: 30/10/2023
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1) Introduction

Planned and cyclical maintenance is work the Council is aware of and has planned for These

are replacements/repairs that are carried out with forethought, control and the use of records which
are programmed in advance. South Hams District Council (SHDC) will maintain properties overa
rolling thirty-year period.

2) Scope and Purpose

This policy outlines how SHDC will implement planned maintenance and a cyclical repairs planto
ensure the protection of SHDC’s properties and enhance the health and wellbeing of SHDC tenants.

3) Planned Maintenance

Planned maintenance involves the replacement of external orinternalelements of the property or
communal areas.

There may be occasions whenthere is a premature failure of acomponent which falls outside the
planned maintenance programme and the Council will budget annually for such works.

Examples of planned component replacement/improvement items and acceptablelife spans are
detailedinthe following table:

Component Cycle
Roof- tiles/flashings 50 Years
External 50 Years
Render/Cladding

Windows 35 Years
Kitchens 15 Years
Bathrooms 20 Years
Boilers 15 Years
Radiators/pipework 30 Years
Electrics Rewire 30 Years
External doors 20 Years
Smoke Alarms/CO 10 Years
Detectors

4) Cyclical Maintenance

Refersto planned works carried out atagreed intervals and usually involves inspection, servicing or
cleaning. The following diagram provides a snapshot of cyclical components and cycle of servicingin
years.
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Component Cycle

GutterCleaning 3 Years
Electrical Inspection 5 Years
Internal Painting 7 Years
External Painting 7 Years
Gas Inspection 1 Year

5) Customer Satisfaction

Customersatisfaction with repairs and maintenance isimportant to us and is monitored monthly

using customer satisfaction questionnaire responses to ensure the high standard expected by our
tenantsisdelivered.

When a response is returned showing any dissatisfaction the Council will contact the customerto
ensure that:

e Thedissatisfactionisinvestigated.
e Thecause isremedied, wherever possible.
e Customersare advised of the action taken.

SHDC will monitorand reporton:

e The operatives’ performance, the internal staff performance and the contractor performance
e Levelsofsatisfaction by:

o Differentareas.

o Differenttypesof property.

6) Appointments

SHDC, through our contractors, will offerand arrange morning or afternoon appointments forthose
customers whowantthemfor:

e Pre-workinspections.
e Thework beingcarried out.
e Post-workinspections.

The Council andits contractors will attend appointments agreed with the tenant. Where we fail to

meet an appointment, the tenant will be offered an alternativeto suitthem. In special circumstances
thisappointment might be out of office hours.

Where a tenantfails to keep an appointment, asecond appointment will be offered. If the second
appointmentis notkeptthe repairrequest will normally be cancelled.

7) Pre-work and Post-work inspections
Pre-workinspections will be carried out where:

e Surveying measurements, schedules, specifications etc. are required priorto orderingthe
work.
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Quality control checks of repairs and maintenance willbe carried out at random on a percentage of
all repairs carried out. These quality control checks will be for various repair types, property types
and in all areas of the district.

Postworkinspectionswill also be carried out when a customeris dissatisfied, because:
e The quality of workmanship was notacceptable.

Random postinspections will be carried out as necessary by various members of the Property &
Assetteam, whilst sometimes being escorted by the contractor who carried out the work.

8) Complaints

The Housing Service will deal with any complaintsin accordance with the South Hams District
Council Corporate Complaints Policy. Forfull details please go to
https://new.southhams.gov.uk/your-Council/comments-and-complaints/complaints-and-feedback

9) Responsibility

The Housing Manager and the Assets Manager will be responsible for ensuring that this policyis
adheredto.

10) Equality impact considerations

The policyis of high relevance to equality because it has a significantimpact on residents and users
of the service.

The Council has an Equality and Diversity Policy that informs how officers should engage with people
with protected characteristics.

Officers are aware that as providers of Social Housing, there may be potentially vulnerable tenantsin
our properties and will actaccordingly in all correspondence and communication, giving due
consideration as to how any vulnerability or condition might affect either theirjudgement or ability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthat
tenant hasthe mental capacity to make aninformed choice in relation to that decisionand to
provide and/or engage with an advocate if required.

11) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.

70


https://new.southhams.gov.uk/your-council/comments-and-complaints/complaints-and-feedback

South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Planned and Cyclical Repairs Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

o This policy outlines how SHDC will implement planned maintenance and a cyclical
repairs plan to ensure the protection of SHDC’s properties and enhance the health
and wellbeing of SHDC tenants.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

The Social Housing regulator requires that registered providers shall:

e (a) ensure that tenants’ homes meet the standard set out in section five of the
Government's Decent Homes Guidance and continue to maintain their homes to
at least this standard

o (b) meet the standards of design and quality that applied when the home was built,
and were required as a condition of publicly funded financial assistance if these
standards are higher than the Decent Homes Standard

e (c) in agreeing a local offer, ensure that it is set at a level not less than these
standards and have regard to section six of the Government's Decent Homes
Guidance.

Who is intended to benefit from this policy and in what way?

e Tenants, SHDC staff, Partner agencies and the wider community.

What outcomes are wanted from this policy?

e The objective of this policy is to ensure well maintained properties to ensure SHDC
tenants have a safe place to live and protect the council’s assets.

What factors / forces could contribute / detract from the outcomes?

e Unforeseen major works.
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Who are the main stakeholders in relation to this policy?

e Tenants.
e Staff

Who implements this policy? | The Housing Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)

Are there concerns that the policy could have a differential impact on | No
racial groups? (Please explain)

¢ No evidence of any impact

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the same high standard and subject to same
cyclical repairs regime regardless of the tenant’s racial group.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the same high standard and subject to same
cyclical repairs regime regardless of the tenant's gender.

Are there concerns that the policy could have a differential impact due | No
to disability? (Please explain)

e No evidence of any impact

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the same high standard and subject to same
cyclical repairs regime regardless of any disabilitiesthe tenant may have. Separate
maintenance of any adaptions may need to be considered under the adaptions

policy.

Are there concerns that the policy could have a differential impact to No
sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the same high standard and subject to same
cyclical repairs regime regardless of the tenant's sexual orientation.

Are there concerns that the policy could have a differential impact due No
to age? (Please explain)

e No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the same high standard and subject to same
cyclical repairs regime regardless of the tenant's age.

Are there concerns that the policy could have a differential impact due No
to religion or religious beliefs? (Please explain)

¢ No evidence of any impact.
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What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the high standard and subject to same cyclical
repairs regime regardless of the tenant’s religious beliefs.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the high standard and subject to same cyclical
repairs regime regardless of the tenant’s caring responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

e No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the high standard and subject to same cyclical
repairs regime regardless of the tenant being trans-gender or transsexual.

Could the differential impacts identified above amount to there being the potential for
adverse impact in this policy?

No —the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(f yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A

Steph Rixon

Signed (Completing Officer)

Date: 30/10/2023
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1) Introduction

This policy and procedure covers the responsive repair service provided by South Hams District
Council (SHDC) for day to day or routine repairs that are reported by tenants.

This policy does not cover repairsto leasehold properties, improvements, modernisation,
adaptations or cyclical repair programmes.

2) Scope and Purpose

This policy demonstrates SHDCs aim to provide good quality and timely responsive repairs and to
provide arepairservice forourtenants that:

Meets the high standards expected by ourselves and tenants.

Ensures properties are maintained to agood standard and safeguards the future of the
property.

Is cost effective and achieves good valuefor money.

Protects the environment.

To achieve this SHDC will:

Carry out repairs quickly and aim to deliverrepairsin as few visits asis practical.
Arrange appointmentsto carry out work at a time to suit the tenant.

Seta high standard of workmanship for contractors and staff.

Listentoany problemsthattenants have about repairsandtry to put themright.
Maintain expenditure within the repairs budgets agreed by the Council;

Have regard to the environmental impact of building products used.

Regularly monitorandreport on key performance indicatortargets set, monthly and
annually.

3) Repair obligations

The repairduties of South Hams District Council are set outin the Section 11 of the Landlord and
Tenant Act 1985. SHDC will also carry out certain repairs beyond the legal responsibilities. These
duties are incorporatedinthe Secure Tenancy Agreement.

SHDC will keep tenants’ homesin good condition, repairing and maintaining:

The structure and exterior of the building —roofs, walls, floors, ceilings, window frames,
external doors, drains, gutters, outside pipes, insulation.

Kitchen and bathroom fixtures —basins, sinks, toilets, baths, showers.

Electrical wiring, gas and water pipes.

Heating equipment and water heating equipment.

Any communal areas around a tenant’s home-stairs, lifts, landings, lighting, entrance.
Halls, paving, shared gardens, parking areas and rubbish chutes.

SHDC will maintain any paintwork to the outside of atenant’s home at regularintervals on the
programmed work contract.
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Tenantresponsibilitiesinclude (but are not limited to):

Internal decoration.
Replacinginternal light bulbs, tubes, starters, plugs and fuses.
Replacing keys and locks when the tenant has lost theirkeys and additional security locks.

Fitting and replacing smoke/CO alarms, including battery replacement (unless mains
powered alarms are provided by SHDC).

Clearing blockages to baths, sinks and basins inside the dwelling unless there is fault to the
drainage system.

All floor coverings except for flooring fitted by SHDCin kitchens and bathrooms.
Repairstointernal doors and associated locks, hinges and handles (except for fire doors).
TV aerials and satellite dishes unlessitis ashared aerial or dish we have provided.
Phone lines, satellite and cable TV and internet connections.

Doorbell and chain (unless fitted by SHDC or if it’'sa communal door entry system).

Upkeep of individual tenants’ gardens. This includes maintaining and pruning treesand the
upkeep of washinglines.

Pavingand non-paved areasin privategardens, except for pathstoand fromthe property.
Gardensheds or otheroutbuildings.

Loss of powerdue to a faulty appliance orfuse blowing.

Hat and coat hooks.

Pelmets and curtain fittings.

Adapting doors to fit carpets, unless fitted by SHDC.

Movingkitchen cupboards tofit large appliances such as cookers and freezers.

Connection of and plumbing of appliances such as tumble driers, washing machines and
dishwashers and repair of leaking flexible pipes and connections serving these.

Toilet seats.

Shower curtains, rails and hoses.

Tenants’ own possessions such as carpetand furniture.
Damage to tenants’ possessions from water.

Infestations by animals orinsectsinsidethe property, which are not due to a faultinthe
property ora widerinfestation affecting multiple propertiesinablock.

Replacingglassindoors and windows, unless due to fairwearand tear.

SHDC will dorepairsina reasonable time and all repairs willfall into categories:

Emergency repairs within 24 hours.
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e Urgentrepairs within 5working days.

e Routine repairs within 10working days.
e Complex repairs within 30working days.
e Qualifyingrepairs as perthe legislation.

The workingareawill be leftina clean and tidy state and the tenant’s decoration will be leftas close
as possible tohow it was before the repairwas carried out.

When carrying out our gas safety checks in our properties, the Council will shut down any unsafe gas
appliance e.g., cookers, as the Council has no responsibility to maintain the item.

4) Reporting repairs
SHDC will respond to repairs reported in any of the following ways:

e By telephone (including out of hours emergency number).

e Inwriting.

e Bye-mail.

e Viaany member of staff.

e Viaanyother agreedagencies, relatives orfriends (we may require confirmation from the
tenantwhere appropriate).

5) Customer Satisfaction

Customer satisfaction with repairsisimportantto usand is monitored monthly using customer
satisfaction questionnaireresponses to ensure the high standard expected by ourtenantsis
delivered.

When a response is returned showing any dissatisfaction, the Council will contact the customerto
ensure that:

e Thedissatisfactionisinvestigated.
o Thecause isremedied, wherever possible.
e Customersare advised of the action taken.

SHDC will monitorand reporton:

e The operatives’ performance, the internal staff performance and the contractor
performance.
e Levelsofsatisfaction by:
o Differentareas.
o Differenttypes of property.

6) Appointments

SHDC, through our contractors, will offer and arrange morning or afternoon appointments for those
customers whowantthemfor:

e Pre-workinspections.
e Thework beingcarried out.
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e Post-workinspections.

The Council andits contractors will attend appointments agreed with the tenant. Where we fail to
meet an appointment, the tenant will be offered an alternativeto suitthem. In special circumstances
thisappointment might be out of office hours.

Where a tenantfails to keep an appointment, asecond appointment will be offered. If the second
appointmentis not kept, the repairrequest will normally be cancelled.

7) Repairs completedinone visit

SHDC will try to ensure that repairs are completed in one visit, wherever possible. If the repair
cannot be completed in one visit, our contractor will agree an appointment to return and complete
the work.

8) Keepingtenants informed of delays

If a repairrequires parts or materials that must be ordered, the repair may not be completed within
the timescale. In this case, our contractors will inform the tenant of the likely date for completion of
the repair.

9) Previous tenant fixtures and fittings

SHDC will not be able to maintainitems left by previous tenants and may remove them as an
alternative to carrying outrepairs. SHDC will normally only maintain those fixtures and fittings
installed by previous tenants where we havea responsibility or wish to provide them, such as kitchen

fittings, showers overbaths, fixed space or water heating etc., please note this excludes tenant
mutual exchange responsibilities.

10) Responding to crime
Followingillegalentryinto a Council dwelling SHDC will:

e Carry out emergency make safe repairsif reported.
e Carryoutallrepairsasa resultof theillegalentry that are the Council’s ortenant’s
responsibility, provided acrime numberfromthe Policeis given.

e Considerincreasingthe level of securityinthe dwellingin liaison with relevant professionals
through door and window locks etc.

Whereillegalentryintoaproperty resultsin damage etc., norepairs will be carried out thatare
outside of the landlords obligations, wherethe illegal entry was adirect result of the tenant’s
criminal activities.

11) A Responsible Landlord

The Council has duties of care over ourhomes and the people who occupy them. The buildings are
insured (not contents)and SHDC are liable forevents that occur as a result of our fixtures fittings and
repairs.

12) Pre-work and Post-work inspections
Pre-work inspections will be carried out where:

e Thetenantis unabletoexplainthe problem.
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e Surveying measurements, schedules, specifications etc. are required priorto ordering the
work.

e Investigationstoidentify the problem are required.

e Previousrepairhasnotsolvedthe problem.

e Thetenanthas a history of wrongly reporting repairs or abusing the property.

Quality control checks of repairs will be carried out atrandom on a percentage of all re pairs. These
quality control checks will be forvarious repairtypes, property types andin all areas of the district.

Postworkinspections will also be carried out when a customeris dissatisfied, because:

o Therepaircarried out has notrectified the problem; or
e The quality of workmanship was notacceptable.

Random postinspections will be carried out as necessary by various members of the Property &
Assetteam, whilst sometimes being escorted by the contractor who carried out the work.

13) Timescales for carrying out repairs

This procedure sets out timescales for the most common repairs carried out by the Council for
tenants;itis not a comprehensive list.

A large portion of the Council’s tenants fall into avulnerable category. We are committed to
providing services that meettheir needs. In deciding the timescales for carrying out repairs, we will
take intoaccountthe circumstances and needs of the individual household. In special circumstances,
we will undertake some repairs more quickly, where:

e The customer’ssense of security is affected.
e The home wouldbe leftwithout heatingin the winter.

e The customer’s mobilityis affected.
e The health and safety of youngchildren/ vulnerable adults is affected.

For all customersreporting emergency repairs, we will attempt to respond within 24 hours. This

emergency service willbe offered 24 hours a day every day of the year. The priority will be to make
the property safe for ourtenants.

Repairs after making the property safe may be carried outundera longertimescale.

Emergency repairs are those which are needed to avoid serious health or safety risks or serious
structural damage. They are also repairsthatare needed toensure ahome is secure.

Emergency workisto be attended to, made safe and rectified within 24 hours. Emergency Repairs
willinclude the following:

e Severeleaks.

e Electrical failure.

e Break-inswhereinsecure etc.

e Fire.

e Full waterfailure (after establishing notcommontolocal area).

e Hot wateronlyif no source of hot water(i.e. electricshower).

e External door/gate failure (not due toloss of keys and only where thereis no alternative
route).

e Severe communal hazard where number of persons could be exposed (e.g. open wires).
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e Exposedraw sewage (not blocked toilet but overflowing).
e Structural collapse (e.g. of ceilingso can be made).

Non-urgent repairs will be completed at a time that suitsthe tenantand the contractor. The
contractor will attemptto arrange forthe works to be completed as soon as possible.

Non-urgent repairs are those which cause only minorinconvenience and have little effect on the
propertyifarepairisnot undertakeninthe shortterm.

There are several ‘rightto repair’ categories that, although not viewed as emergencies, shall be
attended within defined timescales as detailed in the following table:

Issue reported Total number of repairdays
Total loss of electricpower 1 day
Partial loss of electricpower 3 days
Unsafe electrical fitting 1 day
Partial loss of water supply 3 days
Total or partial loss of space or water heating 1 day

between 31st Octoberand 1st May

Total or partial loss of space or water heating 3 days
between 30th April and 1st November

Toilet notflushing (wherethere isno other 1 day
toiletindwelling)

Blockedsink, bath orbasin 3 days
Tap which cannot be turned off 3 days
Leakage from water or heating pipe, tank or 1 day
cistern

Leakingroof 7 days
Insecure external window, door orlock 1 day
Loose or detached banister or handrail 3 days

Mechanical extractorfanininternal kitchenor | 7 days
bathroom notworking

Each orderissuedtothe Service Repairs for repairs reported by the Resident will specify the agreed
appointmenttime. Failureto attend any appointment at the allotted time willresultina
compensation payment of £20 that will be paid by the Service Providertothe Resident. The Service
Providerwill offerthe Resident as a minimum, the appointments as detailed above but may offer
additional appointment slots. The Service Resident will provide amonthly reportto SHDC detailing
the values of compensation paid ordue including Resident details, address, reason for compensation
and settlement date.
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The point of contact who reports a communal repair (i.e. Resident/SHDC Officer, etc.) will receive
confirmation of the appointment time. Failure to attend any appointment arranged with aResident
at the allotted time will resultin a compensation payment of £20 that will be paid by the Service
Providerto SHDC. Where a communal repairisreported by a Resident, the Service Provider will offer
the Residentleasttwo morningand two afternoon appointments within the following 5 working days
to complete the repair. The Service Provider will provide amonthly report to SHDC detailing the
values of compensation paid ordue including address, reason for compensation and settlement date.

Missed appointments are defined as follows:

e Wherethe Service Providerarrives beforethe appointed time slot agreed with the Resident
without having had prioragreement to changing the appointment time.

e Wherethe Service Provideris more than 15 minutes laterthan the appointed time slot
agreed with the Resident (The Resident must have been called priorto the end of the
appointmentslotto be informed the Operativeis runninglate to allow this grace period).

14) Void Management

i. Ending tenancies

Alltenants are requiredto give four week’s written notice terminating their tenancy whichis
effective from 12 o’clock the Monday after the termination notice isreceived. In the event of adeath
of atenantSHDC will also require four weeks’ notice from the date that we are informed of the
death. Aswell as providing details of the next of kin, a copy of the death certificate or tell us once
notification will be required.

Tenancies always finish on a Sunday and keys must be returned South Hams District Council. If akey-
safe has beenfitted by SHDC or our contractors, keys can be placed within on vacating the property,
providing the tenant has had prioragreement from a Housing Officer.

Where the keys are notreturned atall, the cost of changinglocks will be recharged to the outgoing
tenant.

As part of the end of tenancy process, the tenant will allow SHDC and/or their Asset Management
Contractorto carry out a pre-void inspection if requested.

The Council actively encourages tenants to leavethe property and external areasin aclean and tidy
condition as laid outinthe tenancy agreement.

When a valid notice of terminationis received, all outgoing tenants will be reminded of theirrights
and responsibilitiesinrelationto ending the tenancy.

The Council will then arrange inspection of the property before the tenant moves out. This will
enable the Housing Service to:

e |dentifyanyrequired repairs and to determine if the cost of repairing should be recharged to
the tenant.

¢ |dentify and notify maintenance contractors of expected volumes of work to assist with
forecastingand capacity planning.

e Identifyany factors which will be considered as part of offering the property forre-let, such
as special adaptations.
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The outgoingtenant will be responsibleforthe full costs forclearing out the property and any other
rechargeable repairs identified.

The tenant will be made aware of any rechargeable repairs identified where possible during the pre -
voidinspection. The outgoingtenant will be asked tosign the list of rechargeablerepairs and this will
be usedas a checklistto ensure that theirresponsibilities have been met. The Council reservethe
rightto recharge the outgoingtenantforanyrechargeable works that occurred afteror thatwere
not visibleduring the pre-void inspection.

The tenant will also be informed about the status of theirrent account and any sub accounts and
required to make payments to clearany outstanding debt before the end of the tenancy. If the
tenantisinarrears butis unable to cleartheminfull before the end of the tenancy, they will be
required to make an affordable payment agreement to clearthe debt. Failure to do so will mean that
the tenant will be pursued forany monies owingin accordance with the SHDCs Income Management
policies. The outgoing tenant will be required to provide a forwarding address, as specified in their
tenancy agreement.

Where itis suspecteda propertyisabandoned, the statutory procedures will be followed as detailed
in our tenancy management procedures.

On becomingavailableforletting, the property will be offered to a potential new tenant with
minimal delay in accordance with policies relating to the Devon Home Choice schemeand ourown
allocations policies.

ii. Vacating Tenants

The vacating tenants are required to fulfil the following conditions when they wish to end their
tenancy:

General Conditions:

e Provide aminimum of four weeks’ notice of intention to move out.

e Allowstaffaccessto pre-inspect the property.

o Allow staff to show prospective tenants to view the property beforeit becomes void

e Haveaclearrentaccount.

e Returnallthe keystothe property as stated above.

e Have all utility metersread before moving out. If key meters are fitted, leave the keysin the
meters with no debts. If a debtis discovered, SHDC will forward your contact details to the
utility companies.

e Provide aforwardingaddress.

e Allow accesstocarry out minorrepairsif reported oridentified in the pre-void inspection
before you vacate the property.

e To putinplace a postal redirection service.

Cleaningand Clearing:

e Make sure that the gardenis tidy and free of rubbish.

e Remove all furniture, belongings and any rubbish fromthe property including the loft, the
garden, and sheds.

e Leavethe propertyina clean condition—windows, floors, cupboards, worktops and all
sanitary wares.
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Decorations/ Fixtures and fittings:

e Make sure the propertyisingood decorative order.

e Repairanydamage caused by moving fittings and fixtures.

e Repaireverythingthat has been damaged.

o Agree withstaff and clearly mark any items they wish to leave behind forthe nextincoming
tenant.

iii. Pre-Void Inspection

Any adaptations to the property, such as a flush-floor shower, wheelchair height kitchen cupboards
and handrails etc. will be noted at this time. This information will be shared with both the Housing
Allocations team and the Adaptations Officer, so that they are able to offer the propertytoan
appropriate prospective tenant.

The outgoingtenantshould put any disputes regarding rechargeable repairs raised during the void
periodtothe Senior Technical Officer —day to day repairs viathe complaints procedure.

iv. Void Inspection

When the property becomesvoid, it will be re-inspected to confirmif the formertenant has
complied with all theirend of tenancy obligations.

It will also enable the inspecting officer to identify any repairs that may have been missed or hidden
by furniture during the pre-void inspection that need to be recharged.

Photographs will be taken of items leftin, or damage inflicted on the property.

v. Repairs to Void Properties

The Council aims to identify and completeall necessary repairsto enablea propertytobe re-letas
soon as possible.

All works undertakeninthe property will be completed to the Void Standard.

In exceptional circumstances, minoror non-essential repairs will be undertaken once the tenancy has

commenced. These repairs and the timescales fortheir completion will be agreed with the new
tenant. In all cases, these will be charged to the voids budget.

All properties will be issued with electrical and gas safety certificates in compliance with legal
requirements.

The Council will ensure that properties are checked against the planned works programmeto make
the most cost-effective use of resources. If a property fallsintoa geographical areawhere planned
maintenance workis being undertaken, the property will be moved to the top of the planned
maintenance listforthese works to be completed as soon as possible.

Major repairs and any necessary Health and Safety works that would cause a high level of disruption

to tenants or put theirsafety atrisk, such as the removal of asbestos, and any damp or rot
treatments willbe completed priorto the start of the new tenancy.

Allvoid properties must have had agas and electrical check and have the necessary certificatesin
place before they can be deemed asreadytolet. Copies of these are given to the new tenant as part
of the sign-up process.
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vi. Internal Decoration

The Council will undertake basicredecoration where required before beinglet. SHDC will ensure that
all sheltered properties are in good internal decorative order throughout, including woodwork, walls,
and ceilings.

General Needs properties will be leftin asuitable condition so that normal internal decoration can
take place. As an example, walls, ceilingand woodwork filled and made good ready to accept
standard decoration but will not be painted.

Where the vacating tenant has left the property with bold or hard to covercolours, orthere is
significant smoke staining, consideration will be givento the need to apply one coat of obliterating
emulsion priortore-letting.

15) Monitoring and Customer Involvement

Satisfaction with the service provided will be monitored through “new tenancy” visits and repairs
satisfaction forms. Feedback received from these surveys may be used toinformamendments to the
policy and thus improve the Service provided.

16) Complaints

The Housing Service will deal with any complaintsin accordance with the South Hams District
Council Corporate Complaints Policy. Forfull details please go to
https://new.southhams.gov.uk/your-Council/comments-and-complaints/complaints-and-feedback

17) Responsibility
The Housing Manager will be responsible forensuring that this policy is adhered to.
18) Equality impact considerations

The policyis of high relevance to equality because it has a significantimpact on residents and users
of the service.

The Council has an Equality and Diversity policy thatinforms how officers should engage with people
with protected characteristics. This policy isinformed and guided by an Equality impact assessment.

Officers are aware that as providers of social housing, there may be potentially vulnerabletenantsin
our properties and will actaccordingly in all correspondence and communication, giving due
consideration as to how any vulnerability or condition might affect either their judgement or ability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthata
tenant has the mental capacity to make aninformed choice in relation to that decisionand to
provide and/orengage with an advocate if required.

19) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Responsive Repairs Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

This policy and covers the responsive repair service provided by South Hams District
Council (SHDC) for day to day or routine repairs that are reported by tenants.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

The repair duties of South Hams District Council are set out in the Section 11 of the
Landlord and Tenant Act 1985.

In addition to this the Social Housing Regulator requires that registered providers shall:

e (a) ensure that tenants’ homes meet the standard set out in section five of the
Government's Decent Homes Guidance and continue to maintain their homes to
at least this standard

o (b) meet the standards of design and quality that applied when the home was built,
and were required as a condition of publicly funded financial assistance if these
standards are higher than the Decent Homes Standard

e (c) in agreeing a local offer, ensure that it is set at a level not less than these
standards and have regard to section six of the Government's Decent Homes
Guidance.

Who is intended to benefit from this policy and in what way?

e Tenants, SHDC staff, Partner agencies and the wider community.

What outcomes are wanted from this policy?

e The objective of this policy is to ensure well maintained properties to ensure SHDC
tenants have a safe place to live and protect the council’'s assets.
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What factors / forces could contribute / detract from the outcomes?

e Unforeseen major works.

Who are the main stakeholders in relation to this policy?

e Tenants.
o Staff

Who implements this policy? | The Housing Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)

Are there concerns that the policy could have a differential impact on | Yes
racial groups? (Please explain)

e Communication is a key part of enabling tenants to be able to easily report repairs
and some stakeholders may not have English as their first language. It is therefore
vital that a wide range of communication methods are available for to be able to
report repairs and that the council continues to make information available in
different formats and languages.

What existing evidence (either presumed or otherwise) do you have for this?

e Making services accessible for all members of the community remains a high
priority for the council and should be carried across all departments, information
continues to be accessed in a range of formats from the council.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the same high standard and the tenant will have
access to the same repairs service regardless of the tenant’'s gender.

Are there concerns that the policy could have a differential impact due Yes
to disability? (Please explain)

e People with disabilities may find day to day maintenance of their home challenging.

What existing evidence (either presumed or otherwise) do you have for this?

e Support and signposting needs to be available to help people with disabilities get
the support they need to maintain their home and report repairs. Separate
maintenance of any adaptions may need to be considered under the adaptions

policy.

Are there concerns that the policy could have a differential impact to No
sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Allproperties will be maintained to the same high standard and the tenant will have
access to the same repairs service regardless of the tenant’'s sexual orientation.
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Are there concerns that the policy could have a differential impact due No
to age? (Please explain)

e No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the same high standard and the tenant will have
access to the same repairs service regardless of the tenant's age.

Are there concerns that the policy could have a differential impact due No
to religion or religious beliefs? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the high standard and the tenant will have
access to the same repairs service regardless of the tenant’s religious beliefs.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the high standard and the tenant will have
access to the same repairs service regardless of the tenant's caring
responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e All properties will be maintained to the high standard and have access to the same
repairs service regardless of the tenant being trans-gender or transsexual.

Could the differential impacts identified above amount to there being the potential for
adverse impact in this policy?

No — the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(If yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A

Steph Rixon

Signed (Completing Officer)

Date: 30/10/2023
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South Hams District Council’s Tenant Satisfaction Measures Policy
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1) Introduction

Tenant satisfaction measures are a set of performance indicators used to assess how well social
housinglandlords are providing quality homes and services to theirtenants. These measuresaimto
capture tenantfeedback on various aspects of theirhousing e xperience, including the condition of
the property, repairs and maintenance, customer serviceand the overall living experience.

2) Scope and purpose

Tenant satisfaction measures form part of the Regulator of Social Housing's system for assessing how
well social housing landlords are delivering quality homes and services to their tenants. These
measures are part of the regulator's role to promote transparency and accountability in the social
housing sectorandto ensure that tenants receive high-quality services that meet theirneeds.

These measuresinvolve gathering dataon tenant experiences, overall satisfaction levels, and specific
areas such as maintenance, repairs, communication, and community engagement. This policy

outlines how South Hams District Council (SHDC) will engage with tenants to gatherand share this
information.

3) What will SHDC be measuring?

The regulations require the Counciltolook at 12 overall areas of tenants’ satisfaction:

Overall Satisfaction
Repairs—quality of works
Repairs—response time
Property Maintenance
Communal areas - maintenance
Property Safety
Communication —how well does SHDClistento tenants?
Communication—how well does SHDC keep tenantsinformed?
. Treatingtenantsfairlyand withrespect
10. How complaints are handled
11. Contributiontothelocal area
12. Dealing with Anti-socialbehaviour.
A copy of the Tenants Satisfaction Survey can be foundin Appendix 1.

©®ONOG A WN R

4) Feedback to Tenants

SHDC will have toinform tenants of how many:

e Homes meetthe Decent Homes Standard.

e Repairsare doneontime.

e Gas safetychecksare done.

e Firesafety checks and watersafety checks are done.
e Asbestossafety checks are done.

e Liftsafetychecksare done.
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e Anti-social behaviour cases are reported to them. Thisincludes cases thatinvolvea hate
incident.
e Complaintslandlordsreceive.
e Complaintsare dealtwith ontime.
SHDC will provide thisinformation to tenants on ayearly basis.

5) Frequency of Surveys
SHDC will conduct the Tenant Satisfaction Survey every two years.
6) Complaints

The Housing Service will deal with any complaintsin accordance with the South Hams District
Council Corporate Complaints Policy. Forfull details please go to
https://new.southhams.gov.uk/your-Council/comments-and-complaints/complaints-and-feedback

7) Responsibility
The Housing Manager will be responsible forensuring that this policy isadhered to.
8) Equality impact considerations

The policyis of high relevance to equality because it has a significantimpact on residents and users
of the service.

The Council has an Equality and Diversity policy thatinforms how officers should engage with people
with protected characteristics.

Officers are aware that as providers of social housing, there may be potentially vulnerabletenantsin
our properties and will actaccordingly in all correspondence and communication, giving due
consideration asto how any vulnerability or condition might affect either theirjud gement or ability
to understand information provided.

Where any decisions are made that will affectatenant, itis necessary to ascertain whetherthata
tenant hasthe mental capacity to make aninformed choice in relation to that decisionand to
provide and/orengage with an advocate if required.

9) Policy Review

SHDC is committed to reviewing this policy, in consultation with tenants on a bi-annual basis or
soonerif new guidance orlegislationis published.
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Appendix 1 — Sample Tenant Satisfaction Survey
Question 1: Overall satisfaction.

Taking everythinginto account, how satisfied or dissatisfied are you with the service provided by
yourlandlord?

Question 2: Repairs to your home.
Has your landlord carried out a repairto yourhome in the last 12 months?

If yes, how satisfied or dissatisfied are you with the overallrepairs service from yourlandlord over
the last 12 months?

Question 3: How long it takes to repair your home.
Has your landlord carried out a repairto yourhome in the last 12 months?

If yes, how satisfied or dissatisfied are you with the time taken to complete your most recent repair
after youreportedit?

Question 4: A well-maintained home.
How satisfied ordissatisfied are you that your landlord provides ahome thatis well-maintained?
Question 5: A safe home

Thinking about the condition of the property or buildingyou live in, how satisfied or dissatisfied are
you that yourlandlord provides ahome thatis safe?

Question 6: Listening to tenants.
How satisfied or dissatisfied are you that your landlord listens to your views and acts upon them?
Question 7: Keeping tenantsinformed.

How satisfied or dissatisfied are you that your landlord keeps you informed about thi ngs that matter
toyou?

Question 8: Treating tenants fairly and with respect.

To what extentdoyou agree ordisagree with the following?

My landlord treats me fairly and with respect.

Question 9: How complaints are handled.

Have you made a complaintto yourlandlordinthe last 12 months?

If yes, how satisfied or dissatisfied are you with yourlandlord’s approach to complaints handling?
Question 10: Communal areas.

Do youliveina buildingwith communalareas, eitherinside or outside, thatyourlandlordis
responsible for maintaining?
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If yes, how satisfied or dissatisfied are you that yourlandlord keeps these communal areas clean and
well-maintained?

Question 11: Your local area.

How satisfied or dissatisfied are you that your landlord makes a positive contribution to your
neighbourhood?

Question 12: Anti-social behaviour.

How satisfied or dissatisfied are you with yourlandlord’s approach to handling anti-social behaviour?
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South Hams District Council & West Devon
Borough Council
Equality Impact Assessment / PSED
Assessment

Name of Policy / Function to be assessed

Tenant Satisfaction Policy

Officer responsible for the assessment

Stephanie Rixon

Service

Housing

Is this a new or existing policy / function? (Please ring as | New
appropriate) EXISTING STRATEGY/ NEW UPDATE

Briefly describe the aims, objectives and purpose of the policy

e Tenant satisfaction measures are a set of performance indicators used to assess
how well social housing landlords are providing quality homes and services to their
tenants.

Are there any associated objectives of the policy? Please explain.
(This may include other policies which are linked with or have an impact upon this policy)

e Tenant satisfaction measures form part of the Regulator of Social Housing's
system for assessing how well social housing landlords are delivering quality
homes and services to their tenants. These measures are part of the regulator's
role to promote transparency and accountability in the social housing sector and
to ensure that tenants receive high-quality services that meet their needs.

Who is intended to benefit from this policy and in what way?

e Tenants, staff and wider community

What outcomes are wanted from this policy?

e To enable the Council to gather detailed feedback regarding services to help
inform better customer service and service delivery.

What factors / forces could contribute / detract from the outcomes?

e N/A

Who are the main stakeholders in relation to this policy?

e Tenants
e Staff
e Regulator
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Who implements this policy? | The Housing Team supported by the Corporate
Management Team

Who is responsible for this | The Housing Manager
policy? (Post Holder)

Are there concerns that the policy could have a differential impact on | Yes
racial groups? (Please explain)

e Communication and understanding is vital when engaging with and involving
tenants in giving feedback regarding our services. Some stakeholders may not
have English as their first language and may not willing or may perceive barriers
in engaging in consultation. It is therefore vital that a wide range of communication
methods are available to enable all tenants to be involved in this process in a way
that supports their needs.

What existing evidence (either presumed or otherwise) do you have for this?

e Making services accessible for all members of the community remains a high
priority for the council and is carried across all departments. Customers continue
to access information from the council in a number of formats and languages.

Are there concerns that the policy could have a differential impact due No
to gender? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by gender.

Are there concerns that the policy could have a differential impact due | Yes
to disability? (Please explain)

e Accessibility to information and different methods of communication could be a
barrier to some tenants with disabilities getting involved and effectively helping to
shape and influence services.

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants with their particular needs fully
considered. This will be unbiased by whether a person has a disability and steps
will be taken to ensure that accessibility needs are considered and met and that
all formats and types of communication are considered and available. Specialist
advice will be taken when appropriate.

Are there concerns that the policy could have a differential impact to No
sexual orientation? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

Engagement will be encouraged for all tenants unbiased by a person’s sexual
orientation.

Are there concerns that the policy could have a differential impact due | Yes
to age? (Please explain)

e . Accessibility to information and different methods of communication could be a
barrier to some tenants with disabilities getting involved and effectively helping to
shape and influence services

What existing evidence (either presumed or otherwise) do you have for this?
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e Engagement will be encouraged for all tenants with their particular needs fully
considered. This will be unbiased by a person’s age and steps will be taken to
ensure that accessibility needs are considered and met and that all formats and
types of communication are considered and available. Specialist advice will be
taken when appropriate

Are there concerns that the policy could have a differential impact due No
to religion or religious beliefs? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by religious beliefs.

Are there concerns that the policy could have a differential impact due | No
to a person having dependants / caring responsibilities? (Please explain)

¢ No evidence of any issues

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by whether a person with
dependents/caring responsibilities.

Are there concerns that the policy could have a differential impact due No
to a person being trans-gendered or transsexual? (Please explain)

¢ No evidence of any impact.

What existing evidence (either presumed or otherwise) do you have for this?

e Engagement will be encouraged for all tenants unbiased by being trans-gendered
or transsexual.

Could the differential impact identified above amount to there being the potential for
adverse impact in this policy?

No —the impacts identified are either positive or can be averted via the methods outlined
in this document.

Can this adverse impact be justified on the grounds of promoting equality of opportunity
for one group? Or any other reason?

Is there enough evidence to proceed to a full EIA? No
Are there further actions to be taken as a result of this assessment? No
(If yes please detail actions on a separate sheet)

Date on which Full Assessment to be completed by? | N/A

Steph Rixon

Signed (Completing Officer)

Date: 30/10/2023
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