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The Audit Commission is an independent body responsible for ensuring that public
money is spent economically, efficiently and effectively and delivers high-quality local
services for the public.

Within the Audit Commission, the Housing Inspectorate inspects and monitors the
performance of a number of bodies and services. These include local authority housing
departments, local authorities administering Supporting People programmes, arms
length management organisations and housing associations. Our key lines of enquiry
(KLOES) set out the main issues which we consider when forming our judgements on
the quality of services. The KLOEs can be found on the Audit Commission’s website at
www.audit-commission.gov.uk/housing.

For housing associations our inspection role and remit is set out in sections 41(A) and
41(B) of the Audit Commission Act 1998 (as amended by section 109 of the Local
Government Act 2003), and is in line with the Audit Commission’s strategic regulation
principles. In broad terms, these principles look to minimise the burden of regulation
while maximising its impact. To meet these principles this inspection:

is proportionate to risk and the performance of the association;

judges the quality of the service for service users and the value for money of the
service;

promotes further improvements in the service; and
has cost no more than is necessary to safeguard the public interest.

We are committed to working in partnership with other regulators, and the Audit
Commission and the Housing Corporation are working together to improve the
performance and efficiency of housing associations. Our shared objectives are to
ensure that associations provide services for the diverse range of customers in their
areas of operation, high standards of customer services and access, and value for
money for both customers and the taxpayer.

The Housing Corporation is the statutory body which regulates housing associations to
ensure that they are well governed, well managed and financially viable, as set out in
its Regulatory Code. Its lead regulation staff work with housing inspectors to ensure
that there is adequate information provided for the inspection and that the inspected
body implements recommendations in the inspection report. The overall findings of the
inspection are also used to inform the Housing Corporation Assessment (HCA) which
determines eligibility for further public investment and may influence the Housing
Association’s future business prospects.



Staffordshire Housing Association provides a good, two-star service to its customers,
and has promising prospects for improvement.

Services are accessible and customer-focused, which is reflected in high levels of
customer satisfaction. There is a positive approach to equality and diversity, which is
supported by effective partnership working and a growing awareness of the diverse
needs of its customers. Homes are well maintained, with high levels of energy
efficiency, and meet the decent homes standard. Repairs are easy to report and
completed promptly.

Homes are re-let to a good standard. Performance on gas servicing and other health
and safety checks is sound and customer-focused. There is strong performance on
income and arrears collection and an appropriate approach to arrears management
that balances support with recovery. SHA has a customer-focused approach to
preventing and tackling anti-social behaviour, supported by effective partnership
working. A range of procurement methods are being used along with efficiency gains
to re-invest savings to improve service delivery.

Some weaknesses remain. The approach to service standards is underdeveloped for
specific services and there is limited customer involvement at a strategic level. A
programme of equality impact assessments has recently commenced but has yet to
impact on services. Not all customers are offered a repair appointment and properties
take longer to re-let than the target time. Vulnerable customers are waiting too long for
major adaptations to their home. The strategic approach to value for money is weak
and there are inefficiencies within the responsive repairs service.

There are a number of strengths that support the promising prospects for
improvement. There is a track record of generally high performance and levels of
customer satisfaction, with a range of improvements delivered. Capacity to deliver
improvement is supported by strong financial management, a positive approach to staff
training, effective use of procurement and a focus on partnerships and external
investment to improve services. However, the approach to performance management
and improvement planning is still developing, and customer involvement in shaping
services is recent and yet to make a significant impact on services to customers.



We have assessed Staffordshire Housing Association as providing a ‘good’, two-star
service that has promising prospects for improvement. Our judgements are based on
the evidence obtained during the inspection and are outlined below.

Prospects for improvement? ‘a good service that
has promising
Excellent .prospects for
improvement’
Promising ﬁ
A good
service?
Uncertain
Poor

Poor Fair Good Excellent
* * % %* % %

We found the service to be good because it has a range of strengths including:

high overall satisfaction with the association as a landlord;

a strong commitment to customer care, which is reflected in accessible services,
increasing opportunities to participate and complaints are well managed;

customer census information is used to tailor services to the diverse needs of
customers;

an effective range of support is provided to vulnerable customers, with good use of
signposting to relevant providers;

a focus on meeting the diverse needs of its customers through the development
programme;

homes are well maintained, energy efficient and meet the decent homes standard;
The scoring chart displays performance in two dimensions. The horizontal axis shows how good the service or function

is now, on a scale ranging from no stars for a service that is poor (at the left-hand end) to three stars for an excellent
service (right-hand end). The vertical axis shows the improvement prospects of the service, also on a four-point scale.



repairs are easy to report and completed promptly against challenging completion
times, with high levels of customer satisfaction;

homes are re-let to a good standard;

a robust approach to gas servicing and other health and safety checks ensures
tenant safety;

a range of ways for customers to pay and the approach to income and arrears
collection is highly effective in helping to maximise resources available to fund
services to customers;

a customer-focused approach to preventing and tackling anti-social behaviour; and
savings are re-invested to improve service delivery.
However, there are some areas which require improvement. These include:

an absence of service standards for specific services,
a programme of equality impact assessments has not yet been carried out;
customers are not yet shaping the planned investment programme;

repair appointments are not offered to all customers, inconsistencies in the
responsive repairs service have not been addressed through contractor
management meetings, and inefficiencies do not represent value for money; and

there are long waiting times for people waiting for major adaptations to their
homes.

The service has promising prospects for improvement because:

there is a track record of good performance and delivery of a range of
improvements;

effective leadership and a comprehensive corporate strategy provide a clear vision
and directs resources, actions and improvements;

strong performance targets are challenging;

staff are well-motivated, customer-focused and effectively supported through
training;

risks are effectively managed and financial capacity is strong;

there is a track record of delivering efficiency and procurement savings as well as
external investment to support service delivery; and

partnership working with customers, contractors, local authorities and a range of
other agencies and organisations is adding capacity.



However, there are barriers to improvement. These include:

customer involvement in shaping services is recent and yet to make a significant
impact on services;

there are gaps in performance management and monitoring, as well as a need for
greater scrutiny by the board and customers; and

the approach to improvement planning is not consistent and requires further
development.



To rise to the challenge of continuous improvement, organisations need inspection
reports that offer practical pointers for improvement. Our recommendations identify the
expected benefits for both local people and the organisation. In addition, we identify
the approximate costs” and indicate the priority we place on each recommendation and
key dates for delivering these where they are considered appropriate. In this context,
the inspection team recommends that the organisation shares the findings of this
report with tenants and board members; and takes action to address all weaknesses
identified in the report. Associations forming part of a group structure should share the
lessons and findings of the report amongst the wider group. The inspection team
makes the following recommendations.

Strengthen the focus on customers and access by:

establishing measurable service standards for all services in consultation with
customers;

capturing customer satisfaction for all services; and
increasing the influence of customers at a strategic level.

Strengthen the approach to diversity by:
assessing the equalities impact of all new and existing policies and procedures;

establishing firm plans to make the satellite office comply with the Disability
Discrimination Act;

establishing a range of key and local performance indicators and targets for the
major adaptations process and incorporate these into the performance
management framework; and

securing Occupational Therapist assessments for all applications for major
adaptations.

Low cost is defined as less than 1 per cent of the annual service cost, medium cost is between 1 and 5 per cent and
high cost is over 5 per cent.



Recommendations

The expected benefits of this recommendation are:

e services are delivered fairly and equitably and meet the diverse needs of all
customers; and

e areduction in the time vulnerable customers will have to wait for major adaptations
to their home.

The implementation of this recommendation will have high impact with medium costs.
This should be implemented by March 2009.

Recommendation

R3 Improve the repairs service by:
e maximising the number of repair appointments offered to customers; and

« focusing on completing repairs in one visit and establishing a performance
target for this.

The expected benefit of this recommendation is:
e a more efficient repairs service with an improved customer focus.

The implementation of this recommendation will have high impact with medium costs.
This should be implemented by April 2009.

Recommendation

R4 Strengthening the approach to value for money by:

e updating the value for money policy and procurement strategy to reflect current
practice and link them to the value for money action plan; and

e addressing the inefficiencies within the responsive repairs service.

The expected benefits of this recommendation are:
e a strategic focus to delivering value for money; and
e a more efficient responsive repairs service.

The implementation of this recommendation will have high impact with medium costs.
This should be implemented by March 2009.
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Recommendations

Recommendation

R5 Strengthen performance management by:

« establishing performance indicators for all services and regularly validate these
externally;

¢ including comprehensive benchmarking data when reporting against
performance to the board and customers; and

« fully implementing the business improvement planner as the single improvement
plan, ensure this is SMART and is regularly monitored by the board and
customers.

The expected benefits of this recommendation are:
e a greater awareness of relative performance against others; and
e improved co-ordination of plans to continually improve.

The implementation of this recommendation will have high impact with medium costs.
This should be implemented by March 2009.

12 We would like to thank the staff of Staffordshire Housing Association who made us
welcome and who met our requests efficiently and courteously.

Dates of Inspection: 28 July to 1 August 2008.
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Staffordshire Housing Association (SHA) operates predominately throughout

North Staffordshire, which includes the City of Stoke-on-Trent with 68 per cent of SHA
stock located here and the neighbouring districts of Newcastle-under-Lyme (with

19 per cent of the stock) and Staffordshire Moorlands (with 9 per cent of the stock).
The association also has 4 per cent of its properties in Stafford Borough. North
Staffordshire has a population of 458,000 in 2001, of which 96.6 per cent of the
population were white, 1.4 per cent were Pakistani, 0.4 per cent were Indian and

0.2 per cent were of a Caribbean origin. Over the past ten years, North Staffordshire
has been subject to outward migration of around 11,000 residents, primarily from
Stoke-on-Trent, although there are indications this is now stabilising due to the arrival
of new migrants from Eastern Europe.

North Staffordshire is traditionally a manufacturing and mining area that has suffered
sustained industrial decline and a lack of significant replacement employment
opportunities. Within the 2007 Multiple Indices of Deprivation, Stoke-on-Trent ranks
high for overall deprivation at 16th out of 354 local authorities, yet Newcastle-under-
Lyme at 152nd and Staffordshire Moorlands at 192nd are much less deprived although
both have hotspots of deprivation.

Historically, house prices in North Staffordshire have been low. As a result there is a
high level of owner occupation and much poor quality private sector housing available
to rent. House prices have risen considerably over the past four years, with an average
property price of £169,789 in 2007 against an average salary of £18,918, resulting in
an increasing issue of affordability. Stoke-on-Trent City Council has identified a
shortage of suitable accommodation for older people and BME households in the city.

In 2003, the fragility of areas of the North Staffordshire housing market were
recognised and declared a Housing Market Renewal Pathfinder, such as the inner city
areas and mono-tenure suburban estates. A regeneration agency, called RENEW
North Staffordshire, was formed and has established a large programme to restructure
the housing market through demolition and new build.



SHA is a traditional housing association and was formed in 1984 through the merger of
two housing societies local to North Staffordshire. It manages around 2,500 mostly
sustainable homes that are dispersed across North Staffordshire providing a range of
affordable rented housing and shared ownership properties for single people, families,
older people (including a retirement village and an extra care scheme), key workers
and people with diverse support needs. SHA has a non-registered subsidiary, Blue
Mountain Housing Association (BMHA), which has a focus on providing housing and
support to refugees and BME communities. There is a strong demand for SHA
properties, with 1,100 applicants registered on the choice based lettings scheme in
March 2008.

SHA has diversified to provide a wide range of housing services within the North
Staffordshire housing market. These include private sector renewal; repair and
improvement services for home owners through their in-house Home Improvement
Agency; supported housing to meet a range of needs such as domestic violence and
homelessness; regeneration and development services, and new provision of homes
to meet unmet needs, specifically extra care for older people and housing for BME
communities. SHA is also a partner agency with RENEW North Staffordshire and has
been appointed as the lead housing association for the Stoke-on-Trent area of major
intervention and a strategic lead agency in Fegg Hayes and Chell Heath. This involves
being a private sector partner on a detailed Neighbourhood Intervention Plan to
support selective clearance, replacement housing, regeneration and investment in the
area.

The profile of SHA’s customers is predominately older; with 56 per cent aged over 55
and a fifth being over 75. Only 16 per cent of customers are under 35. Less than

17 per cent of customers consider themselves disabled and 3.6 per cent are from a
BME community.

The Board of Management provides the strategic direction for the association. It
comprises five men and five women and includes one tenant board member. Payment
for members was introduced in October 2007 following a comprehensive governance
review. The main board is supported by an audit committee.

The association is managed by an executive team comprising of a Chief Executive, a
Director of Resources, a Director of Housing and a Director of Business Development.

SHA currently employs 104 members of staff, based out of its head office and nearby
satellite office, both are in central Stoke. The association works with specialist
contractors who deliver all aspects of its repairs and maintenance service, apart from
an in-house gas engineer who undertakes the majority of the annual gas servicing
programme. Its annual turnover is approximately £9.5 million and SHA made a surplus
of £650,000 in 2007/08.



The mission of Staffordshire Housing Association is ‘Building communities, sustaining
neighbourhoods and improving people’s lives in North Staffordshire’. This is delivered
through four key objectives set out within the association’s Corporate Strategy
2006-2011:

to provide high quality homes and services which people want;
to regenerate communities and invest in neighbourhoods;

to make the most of our resources; and

to have effective practices that supports our mission and values.

These four objectives have a number of outcomes monitored by Board. They are
translated into operational plans, team plans and individuals' personal targets, and are
also informed by six cross cutting themes:

customers at the heart of the business;

equality and diversity;

excellence and efficiency;

effective partnership working;

clear communication; and

optimising financial resources and balancing risk.

This is an area of strength. Services are accessible and customer-focused, which is
reflected in the high levels of customer satisfaction achieved. Customers have
increasing opportunities to participate and through this they are having an impact on
improving services. The handling of complaints is effective and SHA can demonstrate
it has responded to and learnt from them. However, the approach to service standards
is still developing, particularly for specific services, and customer involvement at a
strategic level is improving but under-developed.



Services provided by SHA are accessible. Services can be accessed in person at the
main office in Stoke, which is easy to reach by bus and has customer car parking. It is
open from 8.30am - 5.30pm from Monday to Friday. Alternative opening hours were
piloted but rarely used. Telephone contact is the most commonly used method of
accessing the service by 76 per cent of customers, with around 3,000 calls per month,
and is monitored through independent telephone mystery shopping. There is a
freephone repairs hotline for customers to report repairs. Following a telephone survey
to customers in 2007, an additional out-of-hours messaging service was introduced.
Telephone calls are answered quickly by knowledgeable staff. Home visits are made
by appointment if requested or held at the premises of a third party such as an
advocate or support worker. Customers can access services electronically through text
messaging, email and the website. SHA is currently reviewing its approach to how
customers access its services, and the results of this will inform future improvements.
This means that customers have a range of ways to access the housing service.

Access arrangements are well advertised. This is through posters and signage in and
outside the main offices and schemes. Written information on access arrangements is
available in the main office, within the residents’ handbook, on the website and in the
guarterly magazine to all customers. This means that new and existing tenants are
likely to be aware of the range of ways they can access services.

The main office is accessible and customer-friendly. Reception facilities are
welcoming, well managed and staff are friendly and professional. The main office
complies with the Disability Discrimination Act (DDA) and is disabled-friendly. SHA
provides an information leaflet for disabled visitors that explains how to access the
main office. Private interviewing facilities are available, but limited to one room. There
is a play area to keep children occupied and toilet facilities are available for customers.
Feedback from customers visiting reception in 2007 showed 96 per cent were satisfied
with the service provided at the office. Although SHA currently lease a non-DDA
compliant office for its Community Services team and BMHA near its main office, it has
a useful and publicised procedure in place to ensure customers with accessibility
problems are seen at the main office or at home. These measures help to ensure the
service is accessible to all customers of the association.

Written information to customers is generally high quality, easy to read and has been
produced with customers. SHA produce a comprehensive range of good quality
leaflets and written information written in plain English for its customers. These are
available in the main office and downloadable from the website. SHA has recently
introduced a ‘customer approved’ stamp mark to denote written information that has
been approved by the Customer Editorial Panel. Written information now contains
contact information, an equality statement and an explanation of its availability in
alternative formats. This helps to ensure tenants are generally informed about the
service and how to access it.



SHA has an effective website. It is easy to use, clear and informative, with a range of
information for customers covering all services. It was redesigned in consultation with
customers in May 2008 to offer greater readability and interactivity. Translations can
be made through the website into 12 community languages, although it is not
immediately obvious how to do this, and the text size can be varied. The website does
not yet have a Browsealoud facility, although this is being considered. A range of
information can be downloaded, such as the planned maintenance programme and the
customer involvement booklet. Requests for some services can be made through the
website, such as reporting a repair, making a general open enquiry or requesting
tenancy support. Although applications for housing cannot be made through the
website, customers can pay their rent this way. This allows customers to transact with
the service, access information and request services at any time.

SHA provides a high level of customer care. Providing customer care is a key
corporate priority and staff provide a high level of customer care. All staff and
contractors participate in a rolling programme of customer care training as well as a
good awareness of when to tailor services to the individual needs of customers or
signpost them to another service in order to resolve their enquiry. This helps to ensure
a culture of responding positively to the needs to all customers in order to resolve their
enquiry.

Overall customer satisfaction levels are high. In the latest STATUS customer
satisfaction survey covering all customers, which was undertaken in 2005, SHA
recorded 91 per cent level of customer satisfaction with the overall service provided.
This places SHA among the best performing housing associations. SHA plans to
undertake another STATUS survey in November 2008. From April 2008, SHA has
introduced a consistent approach to service specific customer satisfaction surveys,
called the Customer Index of Service Satisfaction. Using a consistent scoring
approach, SHA can compare levels of customer satisfaction and focus improvements
where satisfaction is lower. Although there are gaps in the coverage of satisfaction
surveys, such as income management, where information is collected the satisfaction
results are regularly above 90 per cent. Tenants are therefore generally satisfied with
the services they receive.

A range of consultation and feedback mechanisms are in place and used to improve
services. SHA uses satisfaction surveys to gain customer feedback on particular
services. Customers are encouraged to fill in compliments, comments and criticisms
through feedback opinion cards. In 2007, SHA undertook 27 separate customer
consultation exercises covering a range of issues. A telephone survey was used by
SHA in 2007 to assess customers’ views on potential improvements to the telephony
service. In addition, the results from consultation and feedback are used to inform
service improvements, such as deciding the style of kitchen to be installed and the
introduction of a messaging option for out of hours callers who do not need the
emergency repair service.



Customers have access to increasing opportunities to participate in the service.
‘Placing customers at the heart of everything’ is a key theme within the corporate
strategy. SHA offers its customers a range of opportunities for involvement, from
locally focused residents’ associations to service improvement panels that develop key
service areas such as access to services. Involved customers are supported through
an involvement handbook, training and a dedicated member of staff to co-ordinate and
develop customer involvement. This support is set out in a comprehensive customer
involvement strategy, which was revised in 2007 to further expand involvement
opportunities and reflect the latest guidance from the Housing Corporation. Customers
are now members of a number of service improvement panels such as for
maintenance. This range of measures contributes towards the corporate target to
increase the proportion of customers satisfied with opportunities for involvement, and
an interim health check telephone survey showed high levels of satisfaction with
participation. Customers are therefore supported to participate and have a growing
confidence in their influence on services.

Customer involvement has made a significant contribution to improving and shaping
services. SHA assesses the impact of customer involvement on an annual basis, with
the latest assessment in April 2008 linking involvement events to outcomes for
services and contribution to strategic priorities, as well as rating the impact and value
for money of each event. It showed that out of the 67 events held, 27 resulted in a
scheme improvement, 19 in a service improvement and six increased customer
capacity. For example, the Editorial Panel revised the tenants’ handbook and leaflets,
which was assessed on the scoring matrix as providing a significant impact and
represented good VFM. The outcomes of customer involvement and resulting actions
by SHA are publicised to customers through the quarterly newsletter within an
'involvement news' page. This means that customers can see the impact they are
making on the service through their involvement.

Complaints are managed effectively. An up to date and robust complaints and
compensation policy and procedure are in place to resolve matters promptly. These
reflect guidance from the Housing Ombudsman Service and were developed with
customers, incorporating both formal and informal complaints. SHA maintains a
database of complaints. There is a range of ways to make a complaint, such as
through the website, on a complaint form and a freepost customer comment card.
Complaints are reviewed quarterly by a panel of staff and customers, where learning
and improvement points are identified and implemented. Performance on complaints is
reported to the Board every quarter. Two complaints have proceeded to the Housing
Ombudsman in the last two years and the determinations for each have been
implemented. This helps to ensure that issues causing complaints are resolved and do
not reoccur again.

SHA has an effective approach to compensation. It is integrated into the approach to
complaints and is wide-ranging to include compensation to those directly and indirectly
affected. The focus of the approach is to give managers the delegated authority to deal
with compensation in a proactive way, which includes the discretion to award up to
£500. In 2007/08, £3,129 of compensation was paid out in 11 cases. As a result,
compensation may be paid to all those who have suffered loss.



SHA's approach to service standards is still developing. Although over arching
corporate service standards were developed with customers in 2004, most of these are
not measurable or monitored on a systematic basis. They have been assessed
through mystery shopping and customer satisfaction telephone surveys and the results
of these are reported annually to customers and available on the website. Service
standards covering specific services are not yet in place but are being developed with
customers through the service improvement panels. Currently customers are unlikely
to be aware of what level of service they can expect.

Customer involvement at a strategic level is under-developed. Consultation on policies
was through a Customer Liaison Panel and has been replaced by the Staffordshire
Housing Association Residents’ Panel, which will have a greater focus on strategic
development and future priorities for the association, but has yet to meet. The new
service improvement panels will consider strategic issues, but these are only just being
established. This represents a missed opportunity for customers to shape current
priorities.

Strengths outweigh weaknesses in this area. The association has a well developed,
positive and proactive approach to equality and diversity, which is supported by
effective partnership working and a growing awareness of the diverse needs of its
customers. SHA is focussed at meeting local housing need for its current and future
customers, with a wide focus that covers vulnerable people, older people, BME
communities and those socially excluded. Although there are well developed plans in
place, equality impact assessments have only recently commenced.

There is a well developed corporate approach to equality and diversity. The promotion
of equality and diversity is a corporate priority for SHA and a strong value that is
embedded within the organisation. It has a wide-ranging equality and diversity policy in
place, which is supported by separate equality schemes covering race, gender and
disability. These are well publicised to customers. A comprehensive diversity action
plan translates the policy and other requirements into improvements for customers,
although this is not SMART". The Chief Executive chairs an internal diversity action
group which provides leadership to the delivery of the action plan. A board member
has recently been appointed to champion diversity issues and all board reports
consider diversity implications. The board monitors a range of key performance
indicators on diversity issues. This ensures the association is focused on meeting the
diverse needs of all its customers.

SHA generally complies with equalities legislative duties and guidance. The
association is a member of a number of partnerships and networks to share good
practice, access support and receive guidance to meet its duties and responsibilities
around diversity. This was supported by an independent review, which concluded that
SHA complied with its equality duties, the Commission for Racial Equality’s code of
practice in rented housing and the various Housing Corporation regulatory
requirements. This provides assurance to customers that the association is meeting
these formal requirements.

Specific, measurable, achievable, resourced and time-bound



There is a growing awareness of the diverse needs of customers. SHA has customer
profile data on 71 per cent of its customers and is visiting the remaining

500 households to obtain full profile information. Information gathered has been used
to identify customer needs through, for example, the vulnerability flags on the IT
system, which are accompanied by guidance for staff on how to respond to identified
needs. All staff and Board members are trained on diversity as part of the compulsory
training programme, and this has been extended to staff from the main contractors.
Training includes modules on cultural, gender and disability awareness. SHA has
plans to increase its understanding of the needs of its customers, through, for
example, the inclusion of additional questions on faith and sexuality on housing
application forms. The association has undertaken a range of activities to promote
community cohesion, such as holding a forthcoming city-wide conference. The
association has improved its awareness of the range of diverse needs of its customers
and is better placed to respond.

Partnership working has strengthened SHA'’s approach to equality and diversity. The
association’s close ties with Blue Mountain Housing Association (BMHA) are being
fully exploited and best practice is shared between the two organisations. For example,
BMHA staff succeeded in encouraging diverse customers to participate in SHA’s
customer involvement database. The joint funding of the Rowan Village extra care
scheme is an example of where partnership working has secured funding to meet the
needs of older people. The association receives support and advice from a range of
national equalities organisations and works in partnership with a number of local
organisations on initiatives to support its diversity work. For example, SHA is a key
partner and, through BMHA, is also an advisor on a local BME Forum that has helped
lever development funding for BME specific developments to meet local housing need.
It has also supported and sponsored awareness raising events such as the promotion
of Adult Learners Week to its customers. The focus of these partnerships is to benefit
services to customers.

There is effective support available and provided to vulnerable customers. Individual
support needs are addressed through the tenancy support team, which provides a
flexible approach according to need. Floating support is currently provided to

42 vulnerable customers. In addition:

adaptations are built into planned programmed works;

maintenance contractors adapt their services to meet the needs of vulnerable
customers and work with support workers to ensure a tailored approach;

accommodation is provided for young people leaving care through a referral
scheme delivered through the Staffordshire Leaving Care Partnership, which
provides a route to a permanent tenancy; and

vulnerable customers in need of advocacy are signposted to relevant local support
agencies, such as Advocacy Services in Staffordshire and the local Citizens Advice
Bureau.

This assists vulnerable customers to live independently in their home and sustain their
tenancy.



Written information is available in alternative formats. Clear equality statements in

12 community languages are included in written information, and inform customers
about availability in other formats, such as large print or on audio tape. SHA provides
some documents already translated, and has access to interpreters through
Languageline that complement staff who can speak ten languages. Translated
documents are placed on the website and are accessible to others within that
community. Where customers are have a hearing impairment there is a T-loop in the
main offices to assist them. A textphone is available for people with hearing difficulties
and some staff are trained in the use of British Sign Language. This helps to reduce
the barriers for customer access.

SHA takes a positive approach to dealing with harassment and domestic abuse. Staff
recently undertook awareness training about domestic abuse. The association is a
member of the North Staffordshire Domestic Violence Forum and uses its protocols for
sharing information and monitoring. Tenancy support is provided for victims of
dome