REPORT ON THE SINGLE REGULATORY FRAMEWORK - APPENDIX A

HOMES AND TECHNICAL SERVICES DEPARTMENT
SINGLE REGULATORY FRAMEWORK
ACTION PLAN 2001- 2004

NUMBER STANDARD TIMESCALE
Guiding Standards
1 Management Systems Oct.- | Jan - Apr.- | Jul.- | Oct.- | Jan.- Apr - | Jul.- Oct- | Jan.- Apr.- | Jul.- | Oct.- | Jan.-
Dec.'01|Mar.'02| |Jun.'02|Sep.'02|Dec.'02|Mar.'03| |Jun.'03|Sep.'03 |Dec.'03|Mar.'04| [Jun.'04{Sep.'04|Dec.'04| Mar.'05
G.S. 1.1|Planning and We have a robust planning process and realistic
performance strategies and plans for achieving our goals. We
monitor and control our performance and assess the
outcome of our activities.

G.S. 1.2|Policies and We have high-quality written policies and procedures

procedures to guide our actions.

G.S. 1.3|Commitment to |We actively strive for continuous improvement in all we

continuous do.
improvement

G.S. 1.4|Resource We make the best use of our people and our physical

management resources to achieve value for money, continuous
improvement and to deliver high quality services.

G.S. 1.5|Procurement We have a systematic and accountable approach to
finding the most cost-effective way of securing the
quality of assets and services we need.

2 Social Inclusion
G.S. 2.1|Equal We embrace diversity, promote equal opportunities for
Opportunities all and eliminate unlawful discrimination in all areas of
our work.

G.S. 2.2|Tenant We have published and are implementing a sound

Participation strategy for encouraging and supporting tenants,
residents and service users to participate actively in all
areas of our work. We support tenants who take an
active interest in managing their homes.

G.S. 2.3|Sustainability We ensure that our policies and actions are
underpinned by our commitment to sustainability. We
consider the impact we can have in improving the
economic, social and environmental
circumstances of the wider community.

3 Customer Service and Communication
G.S. 3.1|Responsiveness |We place the people who want to use our service at

to service

the heart of our work. We treat people with respect and

2-6, 8,10



users

are responsive to their views and priorities.

G.S. 3.2

Information and
advice

We provide or secure effective information and advice,
in line with the national standards for housing
information and advice services.

11

G.S. 3.3

Complaints and

We deal fairly and effectively with anyone wanting to

i
11

appeals appeal against, or complain about, any of our
decisions or activities. We make it clear that they can
complain about us to the relevant Ombudsman.
G.S. 3.4 |Performance We give our stakeholders the information they need
reporting about the organisation and its plans, services and
performance.
G.S. 3.5|Openness and We respond openly to requests for information, unless

confidentiality

there are justifiable reasons for withholding it.

11

10

L0
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4 RSL Governance and Financial Management
G.S. 4.1|Independence and We are independent from other bodies (unless we are N/A.
constitution a subsidiary RSL) and properly constituted. We
operate under the terms of our constitution.
G.S. 4.2|RSLs in group We are explicit about our relationships within the N/A.
structures group; we have clear and separate identities; we control
potential conflicts of interests; and we ensure that our
assets are not put at risk by subsidiaries.
G.S. 4.3|Governing body |Our governing body exercises proper control over our N/A.
activities and makes decisions in the best interests of
the organisation and its service users.
G.S. 4.4|Risk We identify and appraise the most important risks we N/A.
management face, and we take a prudent approach to managing
them.
G.S. 4.5|Ethical We conduct our affairs with honesty and integrity. N/A.
Standards
G.S. 4.6 |Financial We are a financially sound and viable business. N/A.
viability
G.S. 4.7 |Financial We have a robust financial management framework in N/A.
management place.
Activity Standards
1 Housing Management
A.S. 1.1 |Access to We ensure that people have fair and open access to
housing our housing list and assessment process. We work
with others to maximise and simplify access routes
into our housing.
A.S. 1.2 |Lettings We let houses in a way that gives reasonable _ - -
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preference to those in greatest housing need, makes
best use of available stock; maximises choice; and
helps to sustain communities.

AS.13

Tenancies

We offer the most secure form of tenancy compatible
with the purpose of the housing. The agreement makes
clear the rights and duties of the tenant and landlord.
We act to uphold these rights and duties in a fair and
responsible manner.

AS. 14

Housing support
needs

We are responsive to people's individual housing
support needs.

AS. 15

Void
Management

We monitor demand for our houses and maximise the
use of all available housing, keeping empty properties
and spaces in our shared accommodation to a
minimum. We make sure our properties are of an
appropriate lettable standard.

AS.16

Rents

We set rents that take account of affordability, the
costs of managing and maintaining our houses,
comparability with other social landlords in the area,
and that enable us to service existing loans and fulfil
contractual obligations. We have a fair system for
apportioning rents between individual properties.

AS. 1.7

Service charges

We price the services to our tenants and recover costs
in a fair and accountable manner.

AS. 18

Arrears

We act to prevent arrears of rent and service charges

building up. We recover any arrears fairly and effectively.

A.S. 1.9

Antisocial
behaviour

We deal appropriately with antisocial behaviour.
Where appropriate, we work in partnership with others
to manage such behaviour.

A.S. 1.10

Estate
management

We manage the environment around our properties and
any common areas effectively, to ensure that the
neighbourhood is an attractive, well-maintained and
safe place to live.

Property Management

AS. 21

Repairs

We provide an efficient and effective responsive repairs
service for our tenants.

AS.22

Stock

management

We follow sound stock management strategies to
ensure our houses are in demand, maintained,
modernised and adapted as people’s needs change.

AS.23

Lifetime
maintenance

We know the condition of our houses and have costed
plans for their lifetime maintenance and improvement.
We can demonstrate that resources will be available for
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future planned work, taking account of the financial
frameworks in which we operate. We are delivering
maintenance programmes efficiently and effectively.

A.S.

2.4

Adaptations

We are responsive to the particular needs of applicants
and the changing needs of existing tenants, and we
adapt our properties efficiently to meet these needs.
We have good records about the adapted houses we

own.

Property Development (For developing organisations only)

A.S.

3.1

Development
strategy

We are pursuing a development strategy that links into
the plans of other partner organisations. In this way, we
ensure that the housing we provide meets the long-term
priority needs of the area in which it is to be developed,
and the needs of our intended and existing client
groups.

A.S.

3.2

Risk and VFM

We consider and manage development risk effectively.

Our development proposals are financially viable and
represent value for money.

A.S.

3.3

Physical quality

We build and renovate homes to meet high standards.

Homelessness

A.S.

4.1

Strategy

We have published, and are following, an effective
homelessness strategy for preventing and alleviating
homelessness in our area. We monitor and review its

implementation.

A.S.

4.2

Partnership
working

We co-operate with other organisations, and within our
own organisation, to ensure that the needs of
homeless people are met quickly and appropriately.

A.S.

4.3

Access

We ensure that people have fair and open access to
our homeless services.

A.S.

4.4

Prevention

We help to prevent homelessness arising in the first
place, and its recurrence when it has occurred

A.S.

4.5

Assessment

process

We have a high-quality assessment process, based on
relevant legislation and the Code of Guidance. We
make good decisions and offer appropriate solutions
when considering applications from people seeking
help on the grounds that they are homeless or
threatened with homelessness.

A.S.

4.6

Information
and advice

We arrange free and effective information and advice
services for homeless or potentially homeless people,
based on the national standards for housing
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information and advice services.
A.S. 4.7 |Appeals We make it clear that people can appeal against any
of our decisions. We deal fairly and effectively with
appeals.
A.S. 4.8 |Quality of When we arrange temporary or permanent - - - -
accommodation |accommodation, we treat homeless people fairly and
appropriately in terms of tenancy provisions, quality of
housing and location.
A.S. 4.9 |Contract We comply with the terms of any contracts we have - - - -
compliance entered into, to fulfil our statutory homelessness duties.
A.S. 4.10/Accommodation [(RSLs only) We comply with requests from local N/A.
provision authorities for accommodation for homeless people,
unless we have good reasons for not doing so. We
make sure we treat homeless people fairly in terms of
the quality of housing and location we offer them.
5) Service for Owners
A.S. 5.1 |Sales We sell houses fairly and efficiently through the Right -
to Buy scheme. We follow the terms of the tenancy
agreement and relevant legislation.
A.S. 5.2 |Factoring We are fair, efficient and effective factors for other _ - -—
property owners. We manage factoring funds on behalf
of owners in a proper and accountable manner.
A.S. 5.3 |Care and (RSLs, where applicable) We provide or manage a good — q -—
Repair quality care and repair service.
6 Services for Travellers (For Local Authorities only)
A.S. 6.1 |Sites for Gypsy |We plan and provide or arrange good-quality, serviced h h -
Travellers stopping places for Gypsy Travellers. We let pitches in a
way that ensures fair and open access for all. We take
Gypsy Travellers’ views into account in delivering our
services, and we are responsive to their needs.
7 Wider Action (For RSLs only)
A.S. 7.1 |Wider action Where we have decided to become involved in wider N/A.
involvement activities, we are co-operating with other agencies and
linking into higher-level strategies. We are managing
any risks appropriately and protecting our housing
assets.
A.S. 7.2 |Wider action We are meeting our stated objectives and achieving N/A.
outcomes successful outcomes.

Glossary

3,8,9,11,1

3,8,9,11,1

3,8,9,11,1

17

1,11, 13,23

1,11, 21



© 0 N O g b~ W NP

B PR P R
w N P O

Local Housing Strategy

Peer Review - Estate Management
Allocations/ Voids/ Homelessness Service Review/ EFQM
Technical Services Service Review/ EFQM
Tenancy Management Service Review/ EFQM
Repairs Service Review/ EFQM

EAGER

Tenant Participation Strategy

Housing Forum

Respond 3

Housing Options Database

Allocations Policy

Disabled Persons Housing Service

AGENDA

14
15
16
17
18
19
20
21
22
23
24
25
26

Supporting People

National Care Standards

RSL Annual Performance and Statistical Return
Single Social Tenancy

Rent Review

Anti-social behaviour Best Practice guidance
Repairs Action Plan

Housing Market Context Statement

Options Appraisal

Community Care Plan review

Stock Condition Survey 2000

Strategic Agreement and Joint Implementation Plan
Homelessness Strategy


http://EACINTRA01/crpadmmin/AGENDAS/HOUSING/30 JAN 2002/HOUSING COMMITTEE 30 JANUARY 2002.pdf
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