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1 Introduction 

a. Who we are

We are Herefordshire Housing Challenge Group and our group is made up of 8 HHL tenants.  We formed in September 2012 and, after following an extensive training programme, we embarked on a review of how HHL is preparing for Welfare Reform (WR).
b. Why we are involved in scrutiny

We want to work in partnership with HHL to help the company understand the customer viewpoint and to make a difference to services. We are passionate about services to tenants and want to make a difference on their behalf.
c. Why we chose to review HHL plans for Welfare Reform
HHL asked us to look at WR as our first service scrutiny. It was a challenging topic to look at, especially as it is our first piece of scrutiny, but it is new and important and has a huge impact on tenants.
2
What we looked at

Prior to starting the review, we received a presentation from the service manager. This helped us to scope our work and frame the service review.

We reviewed a comprehensive list of documents and performance indicators used by HHL. The following documents were reviewed:

· HHL leaflet on WR – “What you need to know about changes to Housing benefit”
· National Housing Federation advice on WR

· Regulatory framework for social housing
· Leaflets from other Housing organisations on WR

· Financial Inclusion Strategy

· Welfare Benefits Reform Strategy (draft)

· Best use of stock action plan

· Benchmarking data on arrears from Housemark

· A quick guide to Personal Independence Payments
· Internal Brief on overcrowding and under-occupation in HHL properties

· Rent Collection and Arrears Recovery Policy
A colleague suggestion box was placed in 7 locations (3 in satellite offices) to enable HHL colleagues to put forward ideas for improving the service.
We completed some mystery shopping on WR:

· Visit and telephone calls to satellite offices
· A query through social media (HHL Facebook)

· Email to the office to the general HHL email address; the Financial Inclusion team and to a Neighbourhood Officer

· Used the HHL contact form on the website

· Enquiry by telephone to a satellite office

3.
Who we spoke to:

We undertook interviews and 2 focus group structured interviews to:
· Gather data on officer interpretation of services, to develop scrutiny understanding
· To test assumptions we had about the service
We spoke to:
· Financial inclusion officers x 2
· Income Services Officers x 2   
· Customer Involvement Manager and Officer

· Digital Inclusion Officer

· Head of Housing

· Executive Director and Director of Resources

· Focus group of front line colleagues
· Staff and tenants at Plus Dane Housing Group

We spoke to individual tenants by:

· Speaking to neighbours
· Holding a Focus group of 15 residents (Our group was a mix of ages and vulnerable groups. The majority came from the 500+ tenants who were affected by the 14 and 25% cut to their HB due to bedroom tax and 3 unaffected tenants were also invited so we could test what they had been told)
We received the full co-operation from HHL colleagues and would like to thank them for their time, support, honesty, patience and co-operation in helping us to complete this review.
4 Headline Areas for Improvement
We thank the HHL Board, Senior Management Team and colleagues for the strengths and their commitment to the preparation for Welfare Reform. We have listed these below in some detail. We do not need to discuss the strengths, but we would like all of the areas for improvement addressed. Some of these are more important to us than others and we have listed them below:

a) Inform all tenants about welfare reform (including those who are not affected who will be worried) and how they might be affected and who they can go to for help. Give information which signposts HHL and other agencies who might support tenants
b) Work with tenants to design a special HHL newsletter dedicated to all the welfare reform changes, those that are already in and those which are coming, signposting tenants to where they can get more advice and giving them information on downsizing, worklessness initiatives and digital inclusion so they have a complete picture of options and numbers to call (within and outside HHL) for more advice

c) Supplement the newsletter by visiting estates and knocking doors to inform tenants of the changes, inviting those who are affected to appointments at the office for more detailed discussion. 
d) Be more prominent on the website on WR changes, and use social media, including DVDs, texting, local radio and newspapers to get the message out to tenants
e) Expand downsizing plans to include incentives for people of working age and to enable tenants to move down to 2 bedroomed homes, even when they only need 1 bedroom
f) Promote the work clubs and the supplementary training available at the centres beyond the immediate area where they are currently advertised and open (or partner with another agency) to develop a centre in Ross.

g) HHL has paid for 3.5 days external training for staff on Welfare Reform and only a small minority of staff have received this. Other colleagues have had one paragraph of information about WR on the colleague briefing. Staff are generally not equipped to give even basic advice on Welfare Reform. The only information the call centre staff have received was a copy of the general letter sent out to the 500 residents with the leaflet, they could not answer queries from mystery shoppers.
h) Train all of HHL colleagues on welfare reform so they can all give brief advice and signposting on the changes for all households when they are on site. Use all staff to take 30 tenants each to visit to inform them of changes and to make personal contact with tenants
i) Involve tenants on each of the staff groups relating to WR, including downsizing and best use of stock; welfare reform planning; hardship fund, work club and training; digital inclusion and in designing communication with tenants. We are the best people to tell you how to communicate with other tenants.

j) Address all the other areas for improvement in the report

5
What we found
We have summarised the results of our findings as follows:

5.1
Information to tenants - strengths
a) HHL have produced a leaflet and sent it to tenants who HHL have been advised would be affected by the Housing Benefit changes by Herefordshire Council Benefits Team.  This list of approximately 500 people also included some other tenants who contacted HHL directly. It gave information about the definition of spare rooms.
b) The newsletters in Winter 2012 and Spring 2013 carried articles on WR

c) Neighbourhood Officers have been given a list of residents to contact on their patch from the list of the same 500+ people affected by bedroom tax there was no target to do this before the bedroom tax came in.
d) The Asset & Partnering Resident Liaison Officer (RLO) is also updating colleagues about any changes that come to light, whilst the RLO is visiting tenants
e) HHL are informing the Council’s Housing Benefits team to update them on changes of circumstances as a result of contact

f) The Allocations Team have informed applicants on the waiting list of how WR will affect them if they choose to take a larger home and may be subject to the “bedroom tax”

g) All new tenants are being informed about WR so even if they are not currently affected, they know what will happen if their future circumstances 
h) There is a translation strapline on every leaflet that HHL produces
5.2
Information to tenants – areas for improvement
a) Tenants have not been involved in designing communications to tenants on WR with in newsletter or leaflet and poster design.

b) The newsletter articles have not been read by many tenants. For example, just 50% of the Focus Group had read the newsletter). 
c) Older people who are of pensionable age think that WR will impact on them and they will lose money due to the bedroom tax, but they are worrying unnecessarily.
d) The leaflet sent to 500 tenants is short and does not have enough detail. The leaflet could be improved as follows:
· It is the same colour/style as the other leaflets and blends in. 

· The front mentions housing benefit changes only but there information on WR inside
· It says you can take in a lodger but does not explain the risks.

· It suggests you talk to HHL about different ways to pay – but HHL cannot help people to pay

· It does not explain where to go for advice, except the CAB, but there was no number to call
· It does not tell you who to contact about Council Tax changes, or give mush detail on the changes 
· It does not tell everyone about future HB paid within UC to tenants
· It does not inform tenants on PIP

· It does not inform tenants about Universal Credit
e) Some affected residents we spoke to cannot remember reading or even receiving the leaflet.
f) The Winter 2012/13 newsletter has one page of text on WR saying the HHL will give advice and information and provides the general number for HHL to contact.  
g) The newsletter featuring FI Officers was inaccurate, it omitted to say that those receive pensions will not be affected by WR.
h) The newsletters have not provided sufficient information on Welfare Reform, the Spring 2013 newsletter which carries detail of the changes to bedroom tax will be sent to tenants after the introduction of the tax. We found the information was too little and too late. Specifically we are disappointed that:
· The text on the front page of the newsletter saying that there is information on the bedroom tax inside is very small and easily missed
· There are no graphics to demonstrate which family sizes will be affected

· Tenants will not know how much their rent is and so will not be able to calculate the 14% and 25% - there is no guide to the average amount of rent which will be payable
· There is no information of what you are entitled to in terms of a bedroom

·  Although articles state that HHL has Financial Inclusion Officers, it does not give examples of what types of support HHL can offer
· There is nothing about future Universal Credit, Housing Benefit Direct or PIP payments

· There is no background as to why the government is doing this, so HHL could be blamed

· Telephone numbers are lost in the text

· There is no signposting and contact numbers to other agencies for help 

i) The leaflet and newspaper articles do not say how the following people are affected:

· tenants with lodgers

· tenants coming out of the army

· tenants who are students

· non dependants

· dependants
j) We would like to see HHL develop a dedicated newsletter all about WR, which is detailed and includes information above and:

· Who is affected and who is not;

· Detail of each change including how much benefit you lose due to the bedroom tax;

· Changes to the council tax;

· Changes in the personal independence payment;

· Ways in which HHL can help and support tenants, including the work club, digital access; help with employability and financial inclusion, with examples of how HHL can help

· Photographs of officers who can help and contact numbers.
k) The letter which accompanies the leaflet sent to approx. 500 homes tells you what is in the leaflet but is not personal enough to tell the residents exactly how they are individually affected and just invites tenants to call for more information.
l) We feel it is important to write to all tenants personally to inform them of the future changes for their household, taking advantage of any communication that is sent to all tenants, for example, every rent statement. Tenants we spoke to said they would like to be informed first by letter, which is more personal and then to be contacted by a follow up phone call to be informed of the changes and discuss how it will affect them personally.
m) Leaflets to the 500 tenants (in February 2013) led to just 203 customers being contacted by HHL the end of February. If each member of staff took 30 tenants each to speak to, or drafted in help from resident champions, then information could be given quickly to all tenants and it could be established if they are aware of changes and what specialist and additional help they might need.
n) HHL have included WR information in one of the rent statements sent out to tenants (pre Xmas - but not on the most recent statement). This was sent to the 500+ known people to be affected by bedroom tax and was lost at the bottom of the statement. Residents might have read this better if it was near their current rent account balance rather than at the end.
o) Make better use of social media and respond in a timely way to queries on WR changes made this way.  Use Facebook to message people to make contact with HHL if they are worried and give details of the support HHL can offer. Use Facebook to advertise Financial Inclusion surgeries.
p) Produce a DVD or acquire an existing one being offered by other landlords. For example Halton Housing Trust to promote the changes in WR, placing this in a prominent position on the website, Facebook, playing it in satellite offices and have copies to send to affected tenants.
q) WR should be at the forefront of every HHL colleague’s contact with residents.  All colleagues should have basic information, which will then enable them to offer basic information and then signpost the tenant to appropriate support.  Consider developing script for HHL Connect and others to use during telephone contact and for tradespeople
r) The HHL resident census is 5 years old and HHL does not have sufficient data on who lives in their homes to be able to identify how WR will impact on all tenants.  Therefore, it is extremely important that HHL makes every effort to ensure that all tenants receive information about WR, which will include those tenants who may be affected in the future.
s) Information about WR should be in a prominent position on HHL’s website and not lost in the latest news section. The information should pop up like the one at New Charter Housing and Festival Housing – where tenants had to read the information and click off it before they get further into the website. HHL WR information can be easily missed as it is on a rolling screen and there is less important information above it. We accept that the website needs modernising but in the meantime, the information could be in the middle of the Home Page, be updated regularly so tenants return to it, with links for more information. When we reviewed the website on 5th April the WR rolling news had disappeared due to the age of the article.
t) Most residents who attended our Focus Group of 15 people already knew how much the shortfall of their rent would be through the bedroom tax. They had heard this on the news, they had not been contacted by HHL, and so they went to the Council to find out if they were affected.
5.3
Employability Initiatives - strengths
a) HHL’s Work Clubs provide training and support for job seekers and attract external funding. There is a strong track record of partnership working with other organisations and businesses, including with Job Centre Plus who have provided some funding for the work clubs
b) There is a dedicated permanent Work Club Co-ordinator who runs the work clubs who aims to directly match job seekers with vacancies and volunteering opportunities and often receives information about opportunities before they are made public
c) Support is provided on a one to one basis and a wide range of courses are available for people of all abilities, for tenants and non-tenants, with priority given to HHL tenants.  There is also help for those people to prepare for work and those who need very basic support to do this, for example “Going For Gold” course
d) Through work clubs and the support HHL can offer, intervention and advocacy can be provided between the tenant and Job Centre Plus when required

e) HHL recognises the huge importance for people to be online and to have confidence in using IT equipment, especially with regards to Universal Job Match and benefits, so IT access is made available through work clubs, including showing people how to use their own laptops and other equipment so they don’t purely have to rely on work clubs. Surrounding residents know about the work-club as they are leafleted. 
f) HHL uses a targeted approach for getting people to work club, including HHL databases, referrals from other colleagues, new tenant sign-ups etc. but also uses flyers, posters, attendance at public events and foyers to promote work club  
g) HHL works with a wide range of people, including those who are vulnerable and aims to build their confidence and skills, including recognising what skills they have already

h) Through work club, people can be signposted to grant funding and help/support from other sources

5.4
Employability Initiatives – areas for improvement
a) The two work clubs currently are based in Hereford City and there is no work club presence in Ross area and other rural areas, so consider expanding to Ross, or find a partner to support this access for local tenants, where there is a high concentration of HHL properties
b) As well as through newsletters and the website, work clubs are currently promoted at sign-up stage for new tenants and through the Income Services Officers and Neighbourhood Officers when dealing with tenants on a day to day basis.  These are promoted where the officer feels it is appropriate, such as if they are on benefits, unemployed etc.  However, the Challenge Group would like to ensure that work clubs are also promoted to family members and not just the tenant(s), such as older children etc.

c) There is a lost opportunity with incoming tenants through mutual exchanges about promoting work club and all other types of information and support available from HHL, as mutual exchanges currently operate outside of normal sign-up processes
d) A dedicated work club leaflet could also be sent out to all general tenants, perhaps with the recommended newsletter on WR mentioned elsewhere in this report, or combine these into one useful document
e) Provide more visible and comprehensive information about work clubs on HHL’s website and promoted further through Facebook

5.5
Front Line WR Services - strengths
a) Neighbourhood Officers have a representative who sits on the WR Working Group

b) When HHL knows that a resident is not affected by bedroom tax, but the Council’s HB Department say they are, HHL reports back to them to notify of changes

c) HHL Connect are aware of the letter that HHL sent out to affected residents about the bedroom tax and have a copy of this. The letter is their only script for telephone enquiries, referring more complicated enquiries on to Income Services.
d) The Income Services Officers are passing enquiries about downsizing to the Allocations Officers and are keeping a record of these

e) The Allocations Team intend to match affected tenants wishing to downsize, but this has not been resourced or approved yet
f) Income Services Officers ensure that every tenant is aware of the WR changes at sign up, regardless of whether or not they will be receiving HB, just in case their circumstances change in the future

g) HHL is planning to help those residents to downsize, which will restrict arrears build up and avoid eviction.  There is an action for this which is not resourced and there is no target for this

h) If a tenant refuses to move to smaller accommodation and they have arrears, HHL plans to use Ground 9 (a discretionary ground) where HHL can apply to court to move the tenant to smaller and more suitable accommodation, or achieve and eviction
i) At the high end of the arrears recovery process, tenants are still offered a supportive service, ensuring that eviction is the last resort of action

j) HHL is considering offering out its services to the local authority with regards to income collection of council tax, bringing in external revenue and help on-going financial viability of HHL. This is not yet approved or resourced.
k) After sign up, the N.O. will carry out a 28 day visit with the new tenant, picking up any rent issues, vulnerabilities etc. and putting in a plan of action with the resident if necessary

l) Staff in the Focus Group of front line staff stated that they felt confident in the information they have been given around WR and they know HHL colleagues to go to for extra information and advice

m) HHL is willing to challenge HB decisions on behalf of its tenants and encourage tenants to keep as much information and evidence as possible in order to support this

5.6
Front Line Services – areas for improvement
a) Neighbourhood Officers contact with residents happens on a responsive basis at the moment.  This should be planned and targets should be set and N.O.s should have a log sheet of when they speak to a resident about WR on site, recording their circumstances and any actions, and then use this to update the spread-sheet kept within Income Services
b) Trades people currently have a referral system in place for picking up any vulnerability when visiting residents.  This could be expanded for those who are affected by WR. Trades should have basic knowledge on WR changes and also have leaflets to hand to give out to tenants, like they do at Plus Dane. PD also give this advice to hairdressers, clergy, pub landlords to support information signposting in the community.

c) Tenants would like to see HHL officers visit Plus Dane to consider which parts of their proactive approach could be adopted at HHL.
d) The intranet does not cover any information on WR and so staff cannot review additional information from this source
e) Information in a monthly team brief goes to staff and one of these briefings in (December 2012) included a small paragraph on WR
f) HHL have decided to maintain the current allocations policy and not restrict tenants based on the potential impact of bedroom tax, whilst also advising applicants of the consequences of choosing a larger home, both at pre-sign up and at sign up. Whilst this respect is admirable, it will mean that vulnerable people will convince themselves that they can pay the difference and it might mean that HHL is putting already vulnerable households in a position where they eventually are evicted for an inability to pay and then saddled with a great deal of debt. We have observed that this approach is different for all landlords, but tenants do not want to see new tenants go through revolving doors on our estates.

5.7
Resident Focus Group and Mystery Shopping – Strengths
a) Mystery shopping contact to satellite offices showed very good customer care, with officers being very helpful in trying their best to answer enquiries

b) Reception at satellite office had a notice about WR, alerting people to the changes

c) Email contact to Financial Inclusion team with WR queries gained a timely and accurate response from the FI team
5.8
Resident Focus Group and Mystery Shopping – Areas for improvement
a) Most tenants who attend the Focus Group stated that they felt very scared and worried about the WR changes and most had received a letter but had not had any follow up at 19th February 2013 when we completed the Focus group.
b) The Focus Group showed examples of where HHL communications and support failed vulnerable tenants, including untrained staff giving wrong information and not signposting the tenant to further support.  However, the Challenge Group does acknowledge that since then, colleagues have received awareness training from the Financial Inclusion Officers and, when they tested this, found that colleagues they spoke to had some  basic knowledge of WR.
c) Residents attending the Focus Group stated that they did not know who their Neighbourhood Officer is, so would not feel able to contact their N.O. for further information

d) Residents stated that the HHL website is not user friendly and would not use this as a form of finding out what is going on

e) A lot of general residents did not know about HHL work clubs or support offered on employability.  Some residents stated that they would have used these if they had been aware of them

f) Residents had a lack of knowledge about benefits being paid 4 weekly in arrears, and directly to them, rather than their landlord, when UC is introduced.
g) Most residents attending stated that they did not know that HHL could help with budgeting, managing money – including how to set up a bank account

h) ¼ of the residents in our Focus group had contacted HHL about WR. They made phone calls and left messages to ask for information on WR. Contact was not returned in a timely manner.
i) Mystery shopping call via HHL Facebook did not have a response in 2 weeks, when we followed this up, annual leave was given as the reason

j) Mystery Shoppers felt that Home Point was a barrier to downsizing. Tenants are only allowed to downsize by 2 bedrooms and not 1, they are given a form but are not helped to fill it in.
k) Mystery shopping to satellite office: leaflet was difficult to find initially, but officer did eventually obtain a copy for the visiting resident.  Leaflets need to be in prominent position in every office.

l) Email contact to Neighbourhood Officer in satellite office was disappointing due to the fact that they Mystery Shopper received no response at all.  The Mystery Shopper was informed at a later date that this was due to staff shortages.

m) Mystery Shopper contact with a tradesperson: asked him what he knew about the WR and the response was he didn’t know anything, had received no training and it didn’t have anything to do with him. Again, the Customer Challenge Group acknowledges that training has been provided since this happened.
5.9
Impact on the HHL Strategies, Business and services – Strengths
a) HHL has made provisions in its business plan for WR, including an increase in void loss by 0.2% and an increase in bad debt provision by 0.8%.
b) HHL formed a working group with representation from across the company to help form the WR strategy for HHL
c) HHL keeps a spread sheet of tenants affected by bedroom tax along with updated information on contact with the residents, including which officer has been in contact and to what extent the tenant may be affected

d) HHL has taken on extra contracts for garden maintenance and extra work from other Housing Associations, for example, Marches HA to cover any shortfall in income to the organisation due to WR

e) HHL has shared information and received information from Herefordshire Council Housing Benefit Team to understand who might be affected by changes in WR

f) HHL have taken over the management of the Credit Union, to support tenants to open a bank account and save money. It has been advertised in the HHL newsletter.
g) Two additional posts (1.5 staff) have been advertised for the income services team from April 2013.  The part time post is to support those who will be paying rent for the first time as a result of receiving reduced HB.
h) HHL has taken a decision not to chase arrears for those tenants paid benefits 4 weekly, provided they are on direct debit
i) Senior managers we spoke to assured us there wouldn’t be a reduction in any services as a result of welfare reform
j) There is a working group at HHL for a variety of colleagues at different grades to input their views on how HHL should prepare for WR and a draft strategy for WR 2012

k) A budget of £20K has been set aside for initiatives to support downsizing homes for older people, including packing, removal, and connection. 
l) The Board of Management has received awareness training on the impact and changes brought about by WR 
m) There are plans to build one bedroom properties within the Oval Development Project, starting with phase 1, with more one bedroom properties planned over future phases.  
n) HHL has confirmed interest in looking at developing some shared housing using existing 3 bedroom homes with money that the local authority has recently ear-marked for this type of scheme.
5.10
Impact on HHL Strategies, Business and services – Areas for Improvement
a) Senior managers felt that staff were getting specific training to advise tenants whilst out on site, for example trades;  but less than 50% of staff who completed the survey knew anything of what HHL were doing on WR
b) Training on WR across the whole of the company has been just 3.5 days, and delivered just for Income Services and Neighbourhood Management staff
c) There is no strategy to train all colleagues on WR and benefit changes. HHL are considering on-line training for colleagues on WR, but this has not yet been commissioned and there is no target date for this
d) No incentives are being offered to those below pensionable age to move home if they are affected by the bedroom tax. Tenants who have arrears due to the bedroom tax will not be able to afford to move and so will be caught in an impossible situation of wanting to move, but not being able to organise or pay for this. However, the Challenge Group acknowledges that there is a Hardship Fund which is being developed.  

e) HHL have not contacted all residents about WR who are affected. There is a limited print run of leaflets which went to 500+ households, but residents who have HB direct or those who anticipate a change in circumstances shortly have not received any direct mailing. The HB team have only informed HHL about residents who receive HB direct. HHL should ensure that all residents receive information about WR, because their situations could change at any given time.

f) HHL intends to develop a hardship fund, which should be available from April 2013 with the approximate amount of £10,000.  The criteria is not yet set for allocation of this fund. HHL is intending to pilot the hardship fund for around 6 months initially to see how it goes and then look to formalise the criteria after this.  The Challenge Group would like to be involved in formalising this when HHL is ready.

g) Challenge has been informed that the hardship fund will only be available through Income Services Officer referral and then only be allocated on the merits of a case. Tenants who go to other agencies will not know about the fund and the lack of criteria means it may not be fairly dealt with. It is not clear how long the payment might be made for, or whether the tenants will first be expected to claim a discretionary payment from the Local Authority
h) There is no communications plan to ensure a consistent approach to keeping residents informed about WR, including no plans for using social media or DVDs. Many tenants will have low literacy skills and will not read the small amount of information in the quarterly newsletter.
i) Many tenants think that HHL is responsible for bringing in the WR changes and HHL is not doing anything to combat this misconception, which is being miscommunicated through social media.  This could put off tenants contacting HHL for support and advice
j) HHL have not completed any proactive door knocking on estates. The only face to face contact has been follow up contacts from residents who have contacted them to ask for a visit or when phone calls to the 500 known residents have not achieved contact. PLUS Dane and many other associations have door knocked all tenants 12 months ago, with all staff giving up time on a Saturday to do this, including the CEO
k) HHL has relied on the information shared by the Council’s Housing Benefits Department and did not have enough profiling information about its own residents. HHL are starting to collect information through Customer Profiling and anniversary surveys, but this will not capture information for all tenants.
l) HHL has not contacted residents who have Housing Benefit paid directly to them and who are subject to the bedroom tax
5.11
Customer involvement – Strengths
a) HHL has always provided channels for support to residents, including work clubs & employability, digital inclusion, training and up-skilling. HHL attracts external funding for these activities. The job club is a direct result of WR.
b) HHL encouraged and resourced the Customer Challenge Group to effectively scrutinise how HHL is dealing with WR
c) Resident Inspectors have been asked to mystery shop 75 tenants out of 100 tenants (over 60 years who were in a 3 or 4 bedroomed house) to ask what would persuade them to downsize. (These people are not affected by the Bedroom Tax). 
d) HHL has created 2 new posts for Digital Inclusion (DI) and for Work Club Co-ordinator (WCC). The WCC is now a permanent position, the DI is a 2 year fixed term contract
5.12
Customer involvement – Areas for improvement
a) There has been no direct resident involvement in the WR working group, however, the Challenge Group do acknowledge that it was this group that invited them to scrutinise how HHL is preparing for Welfare Reform.
b) HHL are not considering co-regulation and have not engaged tenants at all in Welfare Reform and associated plans.
c) HHL has not yet attempted to create WR tenant champions, where residents can be trained to provide basic information to other residents, including signposting.  
d) Residents who do not attend the work club, or are not an involved tenant with HHL are only notified about training courses that are available through newsletters. It is important for all tenants to know that courses are available on literacy skills, preparing for work, IT courses, as well as work clubs.
e) The information on Customer Involvement on HHL’s website is out of date and needs to be more comprehensive
5.13
Digital Inclusion – Strengths

a) HHL has a Digital Inclusion project, where 12 access points (of which 6 have been delivered) around the county will be set up for free internet access for HHL residents, with 2 computers in each point, with the timescale of this being completed by April 2013. HHL will be supporting residents to become computer literate and digitally active through the project, including providing courses for all levels of ability, with 1 to 1 support built in where needed

b) HHL residents will be given priority for courses, but those funded externally will also be available for the general public
5.14
Digital Inclusion – Areas for improvement

a) Advertising and promoting the digital access points and courses is limited to the areas immediately surrounding the community rooms, where the access points are located.  Tenant outside of the community room areas will struggle to access the rooms. 
b) HHL should advertise the digital inclusion work more. It is not on the website; involved tenants could be champions if they were made aware of the courses; it should be in the starter tenancy pack and on Facebook; HHL could let other tenants know about the success and benefits to tenants attending courses by advertising this information too - so residents are made aware of where the open access drop in days are and what courses are available
c) When advertising the Digital Inclusion Project and associated courses, tenants should also be made aware that in future all benefit forms and job applications will need to be done online.  This also includes benefitting those who need housing information, bank accounts, etc.
5.15
Financial Inclusion – Strengths
a) Financial Inclusion team offer a good range of help and support to tenants, including support, financial intervention – for example with creditors and door-step lenders and signposting to other agencies.  The Team recognises that anyone could be classed as vulnerable if they are experiencing financial difficulties. 
b) One of the FI Officers used to work for Housing Benefits, so brings an expert knowledge to the team
c) HHL is expanding the team with an extra FI Officer to help with dealing with WR changes, but it is not clear when this person will be employed.
d) Income Services and FI Officers send information to LA’s Housing Benefit department when they learn about changes to circumstances
e) Income Officers, Financial Inclusion Officers and Neighbourhood Officers have contacted most tenants who have been identified as being affected by WR changes and keep a spread sheet of all contacts
f) HHL have identified 14 households who will be affected by the benefit caps and has plans to visit these residents

g) Income Services Team already uses texting as a way to communicate with residents

h) FI Officers are confident that they have received the right level of training regarding WR

i) FI Officers proactively work out what benefits tenants will be entitled to, how they will be affected by changes etc. including using online calculators

j) FI Officers have started running surgeries at a HHL satellite office

5.16
Financial Inclusion - Areas for Improvement
a) FI Officers currently have no digital access when visiting residents, so at the time of visit they are unable to access further information online, process any benefit forms, help people to sign up to bank accounts there and then, or look at any information that would be of benefit at the time.
b) Information about Financial Inclusion on the website is extremely out of date. It is on the rent page and still refers to the older post of Welfare Benefit Officer and there is no information on this page about Welfare Reform. This has been updated since the Challenge Group scrutinised this, but the page still needs attention.
c) FI Officers have been keen to set up peer-to-peer resident support on WR, encouraging residents to advise others on signposting for money issues, budgeting, prioritising bills etc. This is not resourced or planned
d) WR bedroom tax changes start in April. HHL intends to arrange road-shows / open events in the summer – this is too late and needs to happen earlier.
e) FI Officers could provide the basic information and awareness training of WR to all HHL colleagues
f) Challenge Group members could help support the design of producing communications from FI Officers to tenants.
g) FI Officers have presented detailed information to customer groups by invitation to the Happy Circle (older tenants). This is not where it currently needs targeting, but this idea could be widened out to be available to all tenants.
5.17
Best use of stock project– Strengths
a) HHL set up a strong cross-company working group to look at how it can make Best Use of its Stock. HHL recognise that tenants want to downsize and have set up a process for this.
b) Resident Inspectors have been involved in consulting with older residents on the incentives to downsize and this will be completed with a consultation group of older people to finalise how this will be offered out.

c) HHL has a Best Use of Stock action plan on how it will involve and consult with tenants on various elements of the project, including Fixed Term tenancies, £100,000 Extension budget and Tenancy Fraud.  This is due to start by the end of May 2013.
d) Challenge feel it is very positive that HHL is stating that – in relation to the bedroom tax – that 3 bed parlour houses will still be classed as 3 bedrooms and not 4.  (Challenge acknowledge that this has yet to be confirmed by the Housing Benefit department with regards to how these cases with be treated under the new HB regulations).
5.18
Best use of stock project – Areas for improvement
a) There was no consultation with customers on the Best Use of Stock strategy.
b) HHL are helping those of pension age with incentives to downsize, but have no incentives planned for those of working age and affected by the bedroom tax, risking going into rent arrears and not being able to afford to move. There is a hardship fund being developed, but tenants will not know that HHL might help as there is no public information available on this.

c) HHL delayed communicating with tenants affected by bedroom tax about downsizing / matching up properties, whilst awaiting Board approval.   However, HHL is now encouraging customers to register with Home Point and have written out to tenants who have indicated they would like to downsize.  Support in filling in forms is also being offered by Neighbourhood Officers.
5.19
Arrears recovery – Strengths
a) HHL have an Income Services Team, which is split into different areas to support tenants with different issues/level of arrears, including preventative, recovery and financial inclusion
b) The Income Services Team have a partnership with the CAB to access appointments for residents
c) HHL is in the top quartile in performance benchmarking for arrears recovery
d) The Income Services Team use phone texting to communicate with residents and has some information about vulnerable residents and their preferred contact methods. The Team also knows when a resident has a support worker and will liaise with the worker
e) The Income Services Team are aware of the WR Action Plan and discuss this at team meetings

f) The Income Services Team feel that they are confident in the training they have had for WR and are up to date with what’s going on and use the internet for research and news on WR.
g) The Income Services Team keep a spread sheet of contact with tenants affected by bedroom tax

h) The Income Services Team are aware they may be able to access Discretionary Housing Payments in future
5.20
Arrears recovery – Areas for Improvement
a) HHL could look at training tenants to give basic information to other tenants and signposting to further advice / information.  HHL could use other areas to provide this, including community info centres (such as Newton Farm Information Centre)
b) HHL is not proactively contacting vulnerable tenants, unless they accrue arrears. 
c) Income Services Officers did not have any information or updates on the Direct Payment pilots being carried out by other housing organisations on WR 
d) The HHL Rent Collection and Arrears Recovery Policy is out of date (2009) and does not take account of the changes in payment patterns for direct payment of benefits 4 weekly in arrears. Incentives to encourage payment of rent are included in the policy, but never been implemented. The policy does not reflect welfare reform or explain how HHL can help tenants in financial difficulties.

e) Tenants in arrears will not have HHL valid insurance. Tenants have not been informed of the impact of 4 weekly payments in arrears when universal credit is introduced on this insurance. It is also not clear whether tenants who are able to pay some rent will be paying rent or insurance as it is collected into one account.
5.21
HHL Website – strengths
a) HHL website had the leaflet about WR around the bedroom tax on a rolling ‘latest news’ section 
b) HHL website has also got some information about the new Council Tax scheme, with a link provided to a page on the Council’s website

c) The website has the four latest tenant newsletters available under the ‘download’ section, which includes previous articles on WR

d) The ‘Rents’ section on the website has a link to the housing benefit and council tax calculator, which also includes tax credits and other useful financial calculations
e) The Rent Collection and Arrears Recovery Policy is available on the website under ‘downloads’

f) There is a section of 8 facts to know about Welfare Benefits that the HHL Chief Executive has included under his blog. If this is read, this goes a long way to dispel the myths that some of the general public has about Welfare Benefits and is very useful and interesting.  This also goes some way to stop the stigma there is around social housing. It is on the menu page, but you would not be attracted to contents on WR, unless you read the blog.
5.22
HHL Website – Area for Improvement
a) Information relating to WR is lost in the scrolling news section and this can easily be missed
b) The information on the new Council Tax scheme is very limited and relies on a link to a static page on the Council’s website. HHL do plan to inform new tenants of the Council Tax band on Home Point, but existing tenants have no information from HHL.
c) Information relating to support and initiatives for things such as work club, digital inclusion and training is missing and other information is extremely out of date, including the diary of events (still advertising 2012 events)
d) Other organisations ensure that WR is a prominent feature of their websites, with some having a pop up box that you have to click off to proceed further onto their website, therefore ensuring that all visitors see the WR information first

e) The benefits calculator is lost within the ‘Rents’ section and this could be placed on the front ‘home’ page as a symbol

f) HHL website is the shop window for the company and HHL has missed so many opportunities in making this more user friendly, being more up to date and using this to capture residents feedback and suggestions

g) Information about the Financial Inclusion Team is no longer accurate and there is very limited information about the support, with nothing about WR on this page, even though some leaflets are downloadable straight from it, the WR leaflet is missing from the page
h) HHL could ‘buy in’ a video clip about WR and the bedroom tax that could be available to play from the home page of the website

i) The FAQ section does not have any questions or answers on WR

j) The Rent Collection and Arrears Recovery Policy that is on the website was developed in 2009 and is now out of date with regards to WR/UC. The rents page holds no links to the WR leaflet which is only found with other leaflets in the general downloads
k) On the links section, any useful links are lost in a huge list, with some being out of date.  More links to WR information would be a good idea

l) Residents do not like the rolling news section, because if you are not quick enough to click on something, you have to wait ages for it to come around again, with the risk of important news being missed altogether

m) Every page is mostly text, with no boxes or pictures to click on and to follow up interest
5.23
Staff survey – Strengths

a) We had 21 responses from HHL colleagues, ranging from different areas across HHL.
b) Some colleagues are confident that HHL is doing everything it can, including Neighbourhood Officers actively engaging with residents, tools being put into place for residents, sending letters and making individual contact with residents, with the offer of downsizing, trying to minimise the distress and disruption for residents.  
c) Recruiting Financial Inclusion Officer and publicising FI Team support to tenants, including support from CAB
5.24
Staff survey – Areas for improvement

a) There were mixed responses about knowledge of WR, but it is evident that a lot of colleagues do not know anything about WR, including just basic information

b) Staff feel that HHL could be doing more to promote the information publically, including utilising website, Facebook, newsletter and also by using all front line colleagues when dealing with residents
c) A high percentage of responses stated that more training and basic info about WR and how this will affect residents should be undertaken by HHL to ensure that as much info as possible is getting out to residents

d) Some staff feel that Mutual Exchanges should be more flexible to allow people to downsize, not just to a one bedroom, but to a two bedroom, even if their need is only a one bedroom.  People would be more willing to move, freeing up 3 and 4 beds, with the resident only having to find 14% rather than continuing to pay the extra 25%.

e) Some staff feel that the problems lie with the residents not taking the WR seriously, with some staff not realising the huge impact that WR will have, both on tenants and the company.  
6
Reviewing information from other organisations

We researched policy, leaflets and practice from other organisations.
We also visited PlusDane Housing in Cheshire to speak to tenants and staff there.

What follows is our critique of other housing organisations website and actions and what we liked that others were doing:
a) Video clips on You Tube which make the bedroom tax more understandable – Halton Housing Trust and Yarlington Housing Group

b) Video clips on HHL Website, like New Charter Housing Group and Accord Housing Group websites, which have short video clips on their website to inform customers of the changes in WR. Some pop up as soon as you enter the site
c) Making the Benefits Calculator available on websites, such as Accord Housing Group

d) Liverpool Mutual Homes have an excellent series of leaflets on Welfare Reform, with different aspects of the WR laid out in 8 different leaflets:

· Universal Credit and Direct Payments

· Under Occupation and the Bedroom Tax

· Increases in Non-Dependent Deductions

· Changes to Incapacity Benefit

· Capping Benefit Entitlement

· Disability Living Allowance

· Help and Advice about the Welfare Reform Act 2012

· Plus a separate document on Welfare Reform FAQs
e) The Challenge Group visited Plus Dane at their offices in Congleton, Cheshire and met different managers, staff and tenants.  They had a presentation about how Plus Dane had been dealing and preparing for WR.
· Plus Dane have excellent knowledge of their tenants profiles and have used this to map out with GIS, the areas and estates that are most affected by WR
· They trained all their staff (over 700 employees) on the bedroom tax and they used their whole workforce to go out to door knock areas that were most at risk, both in Cheshire and in Liverpool, which they call their High Viz days.  They visited over 3,000 properties.
· They have put budgets into place to increase their staffing further, but are waiting for the impact to see where new staff would be best placed

· They have carried out an all staff briefing on WR and asked them for ideas and suggestions on what they could be doing to respond to the changes
· They have developed a stand-alone branding for any of their information and leaflets that relates to the WR, called the Big Benefit Shake Up.  This has a prominent position on the home pages of their website and is easily accessed.
· They produce a dedicated newsletter, called Money Matters, which includes information about what PlusDane are doing on WR, articles on the bedroom tax, including diagrams, case studies and FAQs, information on the benefit cap, disability living allowance, changes to PIP, what Universal Credit is with diagrams, credit union and bank account information, contents insurance and an income and expenditure form to help people calculate their personal financial circumstances.  Each section in the newsletter is also separated out on links under Plus Dane’s Big Benefit Shake Up section on their website.
· They are launching a DVD on the bedroom tax which will be available from their website, on You Tube and they will be producing copies of the DVD to distribute.
· Hair, Prayer and Beer: Plus Dane is doing a pilot where people can be signposted to information and support about WR.  They looked into where most people talk when going about their daily lives and decided that hairdressers, churches of different faiths and pubs are the obvious places.  They are looking to provide information through other people who can signpost with them on WR.
· Plus Dane receptions have computer access points and a printer that are in comfortable positions and encourage tenants to go and use these.

· They are using their Neighbourhood Officers to talk about options with the list of people who want to downsize

· They are investigating tenancies that will allow non-partner sharing

· In mapping out under-occupancy with overcrowding, they are trying for exchanges within the same area.  Once they have a potential match, the information is given to Neighbourhood Officers to deal with
7 Recommendations:
We have covered our findings of strengths and areas for improvement in detail within this report.  The following is our set of recommendations, which are drawn from the areas for improvement and we would like Herefordshire Housing to address these in order to improve services.
Communicating about Welfare Reform - recommendations:

1.
Inform all tenants about welfare reform (including those who are not affected who will be worried) and how they might be affected and who they can go to for help. Give information which signposts HHL and other agencies who might support tenants.

2.
Work with tenants to design a special HHL newsletter dedicated to all the welfare reform changes, those that are already in and those which are coming, signposting tenants to where they can get more advice and giving them information on downsizing, worklessness initiatives and digital inclusion so they have a complete picture of options and numbers to call (within and outside HHL) for more advice.  The Challenge Group members offer their service for helping with this.

3.
Supplement the newsletter by visiting estates and knocking doors to inform tenants of the changes, inviting those who are affected to appointments at the office for more detailed discussion. 

4.
Be more prominent on the website Home page on WR changes. The information should pop up like the one at New Charter Housing and Festival Housing – where tenants had to read the information and click off it before they get further into the website. HHL WR information can be easily missed as it is on a rolling screen and there is less important information above it. We accept that the website needs modernising but in the meantime, the information could be in the middle of the Home Page, be updated regularly so tenants return to it, with links for more information. When we reviewed the website on 5th April the WR rolling news had disappeared due to the age of the article. 

5.
Use social media, including DVDs and texting.  Try to gain interest from local radio and newspapers about helping to get the message out on WR, using editorials and press releases to promote how HHL is helping to support residents.  HHL could ‘buy’ in a video clip about WR and the bedroom tax that could be available to play from the Home Page of the website.

6.
Ensure that the front cover of any newsletter that carries information about WR clearly and prominently notifies readers that the article is inside

7.
Leaflets on WR should be displayed in prominent positions in all HHL’s public offices.

8.
To ensure that future articles on WR include detailed information about WR will graphics to demonstrate which family sizes will be affected, a guide giving average amount of rent, which will be payable through the bedroom tax, a guide to what tenants are entitled to in terms of a bedroom, more about the types of support HHL can offer, information about Universal Credit, Housing Benefit Direct or PIP payments, a background of WR and why the government is doing this and ensure that any phone numbers (both for HHL and for other agencies) are prominently displayed.

9.
Leaflets and newsletter articles on WR should include how the following people are affected:

· tenants with lodgers

· tenants coming out of the army

· tenants who are students

· non dependants

· dependants

10.
Develop a dedicated newsletter all about WR, which is detailed and includes information above and:

· Who is affected and who is not

· Detail of each change including how much benefit you lose due to the bedroom tax;

· Graphics to demonstrate examples of how people will be affected

· Changes to the council tax;

· Changes in the personal independence payment;

· Ways in which HHL can help and support tenants, including the work club, digital access; help with employability and financial inclusion, helping people to set up bank accounts, with examples of how HHL can help

· Photographs of officers who can help and contact numbers

The Customer Challenge Group would like to offer their help with developing this.

11.
Write to all tenants personally to inform them of the future changes for their household, taking advantage of any communication that is sent to all tenants, for example, every rent statement.  All rent statements should also include generic information about WR, so that every tenant is informed about these.

12.
Make better use of social media and respond in a timely way to queries on WR changes made this way.  Use Facebook to message people to make contact with HHL if they are worried and give details of the support HHL can offer. Use Facebook to advertise Financial Inclusion surgeries.

13.
Provide more visible and comprehensive information about work clubs on HHL’s website and promoted further through Facebook

14.
Promote the work clubs and the supplementary training available at the centres beyond the immediate area where they are currently advertised and open (or partner with another agency) to develop a centre in Ross.

15.
A dedicated work club leaflet could also be sent out to all general tenants, perhaps with the recommended newsletter on WR mentioned elsewhere in this report.

16.
Ensure that the website carries up to date and comprehensive information about all activities provided through Customer Involvement and ensure the diary of events is kept up to date 

17.
Widen the way training courses for tenants are advertised, so that people with low literacy skills etc. are aware that HHL is organising courses that would benefit them in helping to seek work.  

18.
HHL should advertise the digital inclusion work more. It is not on the website; involved tenants could be champions if they were made aware of the courses; it should be in the starter tenancy pack and on Facebook; HHL could let other tenants know about the success and benefits to tenants attending courses by advertising this information too - so residents are made aware of where the open access drop in days are and what courses are available.

19.
When advertising the Digital Inclusion Project and associated courses, tenants should also be made aware that in future all benefit forms and job applications will need to be done online.  This also includes benefitting those who need housing information, bank accounts, etc.

20.
Ensure that website information about Financial Inclusion Officers and the support they are able to offer is kept up to date, and put a direct link to WR information straight from this page, as well as through the download sections. This will ensure that the information is easily accessible in one place.  HHL to consider making this a separate section to be easily found, as it is currently under Our Services and Rents from the menu bar.

21.
The benefits calculator is lost within the ‘Rents’ section on the website and this could be placed on the front ‘home’ page as a symbol.

22.
The website is the shop window for the company and HHL has missed so many opportunities in making this more user friendly, being more up to date and using this to capture residents feedback and suggestions.  This should be incorporated in the website review, which currently has no target date.  Residents would like more boxes and pictures to click onto for further information.  Residents also feel that the rolling news section is not effective, with readers missing things if they are not quick enough to read and click on the headings.

23.
The FAQs on the website should include information on the bedroom tax, and updated with any further information on WR as this becomes available, including UC, PIP etc.

24.
The Useful Links section on the website should be made more user friendly.  This should also be updated, adding in links to sites on WR and taking off the out of date links.

25.
HHL has stated that it intends to organise road shows and open events on WR in the summer.  However, as WR bedroom tax starts in April, this should be made a priority to carry out earlier.

HHL’s Plans for Welfare Reform - recommendations
26.
Expand downsizing plans to include incentives for people of working age and to enable tenants to move down to 2 bedroomed homes, even when they only need 1 bedroom

27.
Ensure that HHL provides regular updates on WR to colleagues through its internal communications mechanisms, including regular updates on Team Briefings, the company’s intranet, etc. so that they are kept up to date and aware of the changes.

28.
Train all of HHL colleagues on welfare reform so they can all give brief advice and signposting on the changes for all households when they are on site. Use all staff to take 30 tenants each to visit to inform them of changes and to make personal contact with tenants

29.
Involve tenants on each of the staff groups relating to WR, including downsizing and best use of stock; welfare reform planning; hardship fund, work club and training; digital inclusion and in designing communication with tenants. We are the best people to tell you how to communicate with other tenants.

30.
WR should be at the forefront of every HHL colleague’s contact with residents.  All colleagues should have basic information, which will then enable them to offer basic information and then signpost the tenant to appropriate support.  Consider developing script for HHL Connect and others to use during telephone contact.

31.
As soon as any changes and updates on WR are received, such as Universal Credit, PIP etc., colleagues should receive timely training on this before the changes are brought in, so that HHL is prepared for when tenants need to be contacted or start to contact the company.

32.
The HHL resident census is 5 years old and HHL does not have sufficient data on who lives in their homes to be able to identify how WR will impact on all tenants.  Therefore, it is extremely important that HHL makes every effort to ensure that all tenants receive information about WR, which will include those tenants who may be affected in the future.

33.
The two work clubs currently are based in Hereford City and there is no work club presence in Ross area and other rural areas, so consider expanding to Ross, or find a partner to support this access for local tenants, where there is a high concentration of HHL properties

34.
As well as through newsletters and the website, work clubs are currently promoted at sign-up stage for new tenants and through the Income Services Officers and Neighbourhood Officers when dealing with tenants on a day to day basis.  These are promoted where the officer feels it is appropriate, such as if they are on benefits, unemployed etc.  However, the Challenge Group would like to ensure that work clubs are also promoted to family members and not just the tenant(s), such as older children etc.  Work clubs should also be included in the recommended dedicated newsletter on WR.

35.
Ensure tenants that are new to HHL through Mutual Exchanges also receive information about work clubs and about information relating to WR.

36.
Ensure that when Neighbourhood Officers etc. have contact with residents about WR, this information is captured on a centralised system, with a separate code allocated, so that these can be separately identified and enable any reports to be produced.

37.
Trades people currently have a referral system in place for picking up any vulnerability when visiting residents.  This could be expanded for those who are affected by WR. Trades should have basic knowledge on WR changes and also have leaflets to hand to give out to tenants, like they do at Plus Dane. PD also give this advice to hairdressers, clergy, pub landlords to support information signposting in the community.

38.
HHL is intending to pilot the hardship fund for around 6 months initially to see how it goes and then look to formalise the criteria after this.  The Challenge Group would like to be involved in formalising this when HHL is ready.

39.
Profiling information about tenants should be captured on all households and kept on a centralised database, so that HHL has information on and colleagues have access to:

· Age

· Ethnicity

· Household composition

· Family composition

· Who actually lives in the property

· National Insurance numbers

· Long term ill health

· Benefits, employment details

· And any other normal profiling information

40.
Create WR Tenant Champions, where tenants can provide peer to peer support, basic information and signpost other tenants to further information and help.  The Financial Inclusion Officers have been keen to set up peer-to-peer resident support on WR, encouraging residents to advise others on signposting for money issues, budgeting, prioritising bills etc. However, this is not yet resourced or planned. 

41.
Put relevant resources in place so that Financial Inclusion Officers have laptops and remote access when visiting tenants.  This will enable them to access information online when they are with the tenant, process any benefit forms, help people to sign up to bank accounts and to look at any other relevant information at the time of the visit.

42.
Financial Inclusion Officers to provide basic information and awareness training of WR to HHL colleagues and ensure that when new information is received, this is also provided to colleagues on a rolling programme.

43.
The Challenge Group would like to help develop information that the Financial Inclusion Officers are developing for tenants, especially in mass communications.

44.
The Financial Inclusion Officers have already presented detailed and useful information to certain resident groups (for example The Happy Circle).  This could be widened out and utilised further to tenant groups who are more affected by the bedroom tax.

45.
HHL could use other areas to give basic information to tenants and signposting to further advice / information, including community info centres (such as Newton Farm Information Centre)

46.
The HHL Rent Collection and Arrears Recovery Policy (2009) needs to be reviewed and updated.  This should take into account changes in payment patterns for direct payment of benefits 4 weekly in arrears.  The policy will need to reflect welfare reform and explain how HHL can help tenants in financial difficulties.

47.
As tenants in arrears will not have HHL valid insurance, HHL should set up separate accounts for contents insurance charges from rent accounts, so that customers are not penalised. If this does not happen, Tenants will need to be informed of the impact of 4 weekly payments in arrears when universal credit is introduced on this insurance. It is also not clear whether tenants who are able to pay some rent will be paying rent or insurance as it is collected into one account.

48.
Tenants would like to see HHL officers visit Plus Dane to consider which parts of their proactive approach could be adopted at HHL. Please see section on Reviewing Information from other Organisations within this report for further details.

8 To conclude and next steps
We acknowledge the HHL strengths and do not need to consider these further. We thank you for them and the efforts you have made to prepare for WR.
We believe we have captured the actions we would like to see improve in the services.  
We will be presenting this report to the Business Unit Board after which we would like you to develop an action plan, including addressing all areas for improvement, but in particular those which we have drawn out as key recommendations which we feel will have an impact on customers and maximise HHL income.
We ask for the Business Unit Board or appropriate committee to support us by monitoring the delivery of these recommendations.

The Challenge Group would like Officers to have another meeting with us to share the completed action plan, which we hope you will send us back in 4 weeks from the Business Unit Board
We would like to thank the Board, Officers and residents for giving up their time to help us with this review. We will make ourselves available to clarify issues raised and we will support Officers by helping to shape the new ways of working.
We look forward to working with HHL on our next service review.
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