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o NCHT have recruited the new manager for the Tameside Housing Advice Service,
Saskia Snioch started the week commencing the 14t June 2010. Service user
involvement was included in the recruitment process.

o Recruitment for the Homeless Prevention Officer secondment post took place at the
end of June and a candidate has been successfully chosen to be offered the post. Service
user consultation and involvement was also present during the recruitment process.

o As per the Quarter 4 report detailed the “Temporary Accommodation Target’ figure
for the governments pledge to reduce T.A. by 50% over five years was achieved for
Tameside.The figure was submitted to the DCLG in April and was accepted.

o Further amendments have taken place to the THA website which is now fully
operational, including customer surveys, rough sleeping notification, the THA newsletter
and homelessness & housing advice literature available to the public. For further
information please visit www.tamesidehousingadvice.org

o During May 2010 TMBC took part in a mock inspection internally of the statutory
housing services provided by the council in preparation for a proposed inspection by the
audit commission later in the year.This involved consultation with various partner
services, management and also THA itself, early feedback from this has been positive.

THA Quarter | News
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o During the quarter further work has taken place to progress the joint working
protocol with regards to how 16/17 year olds are dealt with in light of last year’s
Southwark Case law ruling. All partner agencies involved have had an input and there is a
clear working process for dealing with these cases, including support, delegated tasks,
placements and identifying vulnerability. The agreed procedure should help to ensure
that beyond fulfilling it’s obligations, the Council will be ensuring a better outcome for
this client group and protect any potentially vulnerable clients.

o During the drop-in hours of 10am till 3pm at THA the public computer is now
available for use. Situated in one of our interview rooms the public will be able to access
the computer freely without an appointment to help assist with their current situation.
This includes CBL bidding, Housing Associations, searching for private sector
accommodation, accessing the SP directory and other information that may be useful in
helping them secure suitable accommodation and services.

o THA have been working in association with Happy Homes (PR provider) to open up
the private rented sector as an alternative option for permanent accommodation
through our Deposit Scheme. So far there have been some early successes and the
partnership is expected to progress further meaning more access to possible tenancies
for THA clients.

o The report from the mystery shopping exercise was produced for THA by SP, this
included some very positive feedback overall and also highlighted some small areas for
improvement.



Homelessness Update HOL.siJZ"AZifZI

Due to the inception of the coalition government May 2010 there will obviously be
changes over the coming year with regards to public services. Early indications around
housing have centred around a few key areas, these being around street homelessness
and also the issue of empty homes.There has also been the widely discussed issue
surrounding housing benefit reforms.As it is early days and with the current economic
situation there have been other priorities for the new government; so it has been difficult
to establish any clear targets or the direction in which national housing strategies will
follow. Until the DCLG begins to issue a direct agenda on the area of housing it will be
business as usual.

Other issues affecting housing and homeless statutory services are the introduction of
the NHAS, this is the National Homelessness Advice Service, which is a partnership
between Citizens Advice and Shelter, and funded by Communities and Local
Government.The service aims to prevent homelessness and remedy other housing
problems through increasing public access to high-quality housing advice. This includes a
national telephone housing advice consultancy service for local authority housing options
staff only which is open 9am — |pm, Monday to Friday.

Another introduction is the provision of the Equalities Act which comes into effect in
October 2010.The Equalities Act 2010 is a large piece of legislation with wide-ranging
effect. Its impact will be felt in many areas of law including housing, employment,
pensions, education, consumer, transport and family law.



Demands on the Service
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During the quarter of April — July 2010 the number of people who approached Tameside Housing advice was
1,248, this is around average for a quarter but is a significant increase from the same quarter last year. From June
2010 we have decided to separate the figure for each month, rather than being solely two separate markers of
‘new’ or ‘return’ cases we have incorporated ‘information only’, as this is a clearer way to indicate those clients
which become advice cases and those just requesting basic information.There are plans to amend the recording of
return cases also, this will help identify those who return for appointments or those that attended unplanned,
which in turn may help in identifying and addressing the issue of ‘unnecessary contact’, which is one of the new
National Indicators.These new indicators for footfall will be produced in next quarter’s report.
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Customer Satisfaction

As per each quarter the customer satisfaction survey for Qlwas produced by contacting
50 clients by telephone that have accessed to the service during the previous quarter, the
survey is conducted by service users of THA.

Comparative results of telephone surveys July 09 -Jul 10

Survey question Jul-09 Oct-09 Jan-10 Apr-10 Jul-10 Variance
QI.Overall satisfaction with the facilities in Housing Advice n/a 73% 84% 82% 90% 8%
Q2.0Opening hours 74% 84% 86% 88% 86% 2%
Q3.1 Staff attributes: Helpful 92% 86% 94% 96% 94% 2%
Q3.2 Professional 92% 96% 100% 100% 98% 2%
Q3.3 Polite 98% 96% 100% 100% 98% 2%
Q4. Speed at which dealt with by the staff 74% 90% 94% 100% 100% 0%
Q5. Were you treated fairly by staff 82% 90% 98% 96% 94% 2%
Q6. How easy was it to contact your case worker n/a n/a 88% 93% 88% 92% 4%
Q7. All the information to deal with your housing problem 56% 76% 88% 84% 98% 4%

Q8. Ability to signpost you to other agencies 67% 83% 100% 79% 100% 21%



Advice Case Analysis
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The following is a breakdown of advice cases for Quarter | (April — June 2010).
During this period 484 new advice cases were opened, 726 advice cases were
worked on (this figure is not cumulative of the sum of each month as some
cases may have been more than once in the quarter - 961) and 317 cases were

closed down with outcomes:
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During the quarter (April to June 2010) there were 6 new homeless applications opened, this
appears very low in comparison with the number of advice cases that are opened.The reason for
this is due to the way in which client’s presentations were recorded under the prevention agenda,
at present we are currently looking at the procedures by which cases are dealt with, this is in
conjunction with Tameside Council and also other partners. During the next few months we will
be establishing a clearer definition of cases and procedures by which cases are dealt with, both in
accordance with the legislation and also to benefit of the client.

Homeless Applications

Breakdown of Homeless Applications:
6 new applications opened

17 applications closed

3 applications withdrawn

13 decisions on current applications:

Those who were found to be ‘ Not Ho me | ¢
Those who were found to-1be ‘I ntenti on:
Accepted as owed a “Full Duty’ by the

Of the 5 accepted as having a full housing duty there were, 1 couple, 3 single male
and 1 single female applicants.
During this period there were no requests for a review of a decision.
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Homeless Prevention

During the quarter (April to June 2010) it was recorded that there were a total of 152
individual successful homelessness preventions, this total incorporates all routes of
prevention for those households in the borough that were threatened with
homelessness.

The breakdown of the cases by prevention method is as follows;

Prevention Method Cases Prevention Method Cases
Sanctuary Scheme 36 Crisis Intervention 10
RSL under Part 6 of Housing Act 31 Deposit Bond Scheme 9
Debt Advice 17 Other Assistance to Remain 2

RSL 16 Conciliation 2
Negotiation with Private Landlord 14 Housing Benefit Problems 2
Supported Accommodation 12 Friends or Family 1




Temporary Accommodation Management
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Of those households under a homeless application there were 17 current cases in
temporary accommodation at the end of the quarter.

The breakdown of these 17 cases at the snapshot (30.06.10) are as follows:

Household Type Cases
Lone parent 6
Couple with children 5
Single female =
Single male 2
Couple with no children 1
Accommodation Type Cases
NCHT Supported (licence) 7
NCHT Supported (AST) 9
Private Sector 1
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Housing Register

The Housing Register incorporates different sub-registers and methods by which
the council re-houses clients through the nomination process from the Housing

Associations. The following is a breakdown of the 50 clients re-housed via this
method during the quarter:

Housing Association

Clients Rehoused

New Charter

24

Register Type or Method

Clients Rehoused

Regenda

Contour

Irwell Valley

Peak Valley

Raglan H.A.

Harvest

Accent

Ashton Pioneer

Guinness Northern
Counties

RIN|IPW|FR|W[IN|O1]|00

Supported Housing Registen 20
Prevention Request Method| 12
Disability Register 6
Statutory Homeless 6
Council Request Route 4
Leaving Care Team 2

These referrals are not made directly from the client but come through the

appropriate route via the various services.

Housing Advice
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Prevention Fund

Between April and June 2010 the prevention fund was used for various different
purposes.The total spend during this period was £4,100.32. The amount appears
large to previous amounts during a quarter, the reason for this mainly being that on
6 occasions the prevention fund was used to assist a household in securing
permanent accommodation. The reason for using this method to assist a
household in becoming permanently re-housed is twofold, firstly the client is able
to secure their own home and secondly it can help reduce the cost of temporary
accommodation by the client being re-housed sooner, therefore saving the council

money.
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THA Surgeries and Home Visits Tameside
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As part of THA’s policy on home visits and same day visits much outreach work was
done over the quarter.

The outreach work involved visits to clients in their homes and also regular surgeries, it
includes the following:

| 6 visits to clients in their homes
9 Young Parents Drop-in Surgeries
| | Probation Surgeries
9 Tameside Hospital Surgeries
9 TWP (Ruffley House) Surgeries
2 HMP Forest Bank Surgeries
44 Register Surgeries/Visits
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Enhanced Opportunities Project

The Enhanced Opportunities Project is a relatively new project which provides tailored advice and support to
clients of Tameside Housing Advice who are currently homeless or in housing need and focuses on supporting
them towards education, training and employment opportunities. The aim of this project is to integrate the service
into the wider resettlement service provided by the Housing Advice Centre and its existing partners and has been
inspired by the ‘Enhanced Housing Option Model’.The project is funded through the Working Neighbourhoods
Fund, which focus is to support local authorities and communities in tackling deprivation and worklessness. It’s all
part of a concerted drive to get people off welfare and into training and work.

September 09 0 Present

Below is a summary of the case data of the project presented in graph form.

The data includes those clients that were nominated for the Service User employment post, general referrals,
closed cases and the waiting list.

Case Outcomes
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Tameside
Joint Working & Service User Involvement (EOP) ﬁ

Anhanced opportunities project has had two service users gaining work experience
placement/opportunities with New Charter at Gibson Terrace and IT department.

Kuture jobs fund placement has been successful in securing a training placement for September at the
dental hospital, This was partly achieved due to the confidence and training she received whilst
working at Tameside Housing Advice.

AWith thanks to Thames Reach and their ‘GROW programme’ we were inspired enough by them to
follow their lead and take the opportunity through the Enhanced Opportunities Project to employ a
service user onto the team at Tameside Housing Advice. Supported and funded by the Enhanced
Opportunities Project we employed ‘Vickie’ via the New Charter Apprenticeship Programme.
Vickie has been an inspiration to the whole team; with her knowledge and experience of the client
group, she has helped to give the project a certain edge and credibility.

Partners and Agencies we have worked with:

Thames Reach Grow Programme, Debt Advise (MINT), Housing Benefit, Tameside Welfare Rights,
Business in the Communities, New Charter Housing (work experience placements), New Charter
Housing (OD & IS - Loan of 4 Laptops), New Charter Housing Regeneration, Tameside Supporting
People, Connexions, Topaz, Tameside Housing Strategy, Tameside College, Jobcentre Plus,Workers
Education Authority (Delivered Numeracy Course), Greater Manchester Police, Uchooseit, Tameside
Learning Champions,WISH Employability Project,Various Tameside Children’s Centres, St Ann’s
Centre, Learn Direct, Skills for Life Support, Future Jobs Fund, Manchester A4E, Tameside Volunteer
Centre, NHS (Counselling services & Volunteer Placements), Tameside Health Improvement Team,
Tameside Sports Development, AKSA Job Club.

As stated earlier in the report ‘Service User Involvement’ has also been used in the last two
recruitments of posts for staff at THA.
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Future Projects

The next few months will be seeing some changes at THA, with the introduction of our new
manager THA is now more able to move forward with a clearer vision and look towards
continual improvement of the service as a whole. Some of the areas which will be affected or
progressed will be:

AChanges in definitions of how clients are recorded

AFurther development of procuring private sector properties for the Bond Deposit Scheme

AAwaiting targets and guidance from new coalition government

AAdapting the move on protocol for NCHT supported accommodation to ensure quicker and
smoother process for clients

AContinuation of new THA procedures being written

AAmendment of the contract monitoring process between Tameside Council, THA and
Supporting People

AAttempting to reduce the temporary accommodation costs to the council

AContinuing to move towards a holistic Enhanced Housing Options model and encouraging easy
access to the service



