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That the Committee approves the Housing Services Transformation Plan (Appendix
1).
That the Committee approves the addition of Tenants and external peers to the

membership of the Housing Services Working Group and delegate to the Executive
Director of Place and Prosperity to undertake those appointments.

Purpose of the Report

To share with Members the actions which have been compiled in the Housing Services
Transformation Pan to redress the findings of the C3 judgement.

To update on the progress of the 2024 IESE Housing Service Review

To update on the actions in response to the findings of the internal audit report
commissioned from Central Midlands Audit Partnership, which was communicated to
the Audit Sub-Committee on the 5 March 2025

To present for approval the Housing Service Transformation Plan which encapsulates
the above actions and defines, via 7 key programmes of work and an operational action
plan, the approach to be taken to ensure the Council is a compliant and competent
landlord.

Executive Summary

In response to both the Regulator for Social Housings’ C3 judgement, the findings of
the 2024 IESE report and the conclusions from the audit, a Housing Service
Transformation Plan has been developed to detail the comprehensive response, and
identify the 7 key tasks and an operational action plan to ensure that the Council
becomes a competent landlord who places tenants at the heart of decision making.
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Detail

In April 2024 the Regulator for Social Housing came into force, with the new
requirement that local authorities were required to demonstrate compliance against a
set of standards, which can be broken down into the following 4 key areas:

1. Safety and Quality Standard — Landlords must provide safe, good quality homes
and services to tenants.

2. Transparency Influence and Accountability Standard — Landlords must be
open with tenants and treat them with fairness and respect.

3. Neighbourhood and Community Standard — Requires landlords to work with
others to provide and good quality neighbourhoods for tenants and that they feel
safe in their homes.

4. Tenancy Standard — Sets standards for fair allocations and lettings, and how
tenancy services are delivered.

At the heart of the new arrangements is the principle of landlords needing to be
transparent about their performance and treat their tenants with respect. This is
through understanding the quality of homes and having appropriate plans to keep them
safe (compliant), in a good standard of repair and improvement, understanding their
tenants through holding and using appropriate levels of tenant profile data to enable
services to be shaped to meet tenants needs.

When the Council considered its’ performance against these new requirements and
the findings of an independent Housing Service Review report from the IESE in 2024,
the following six key themes were identified.

1.Housing review activities - including staff structure and resources, activity analysis,
service mapping, customer voice, 30-year business plan, asset management plan
and performance management.

2.Housing pipeline/delivery options — including a review of the HRA land and stock to
maximise the opportunities and minimise the risks to the council.

3.Asset management — including safety & compliance, contract management, future
contract arrangements, stock condition surveys, fit to let standards, voids, repairs,
maintenance, adaptations, improvements, de-carbonisation.

4.Self-assessment — review of the new government/social housing regulator standards
effective 1st April 2024.

5.Housing Modernisation Programme - including the current ICT systems,
information/document management, archiving and destruction.

6.Tenant Service — including tenant satisfaction, complaints and learning, waiting list,
allocations, temporary accommodation, homelessness & rough sleepers, Careline &
independent living services.

A range of concerns were identified relating to both the inability of the service to
demonstrate compliance within its stock, a lack of tenant engagement and limited
corporate governance and oversight.

In response to those findings, the decision was taken in April 2024 to self-refer to the
Regulator for Social Housing (RSH).
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The judgement issued by the RSH in August 2024 found the following:

“Our judgement is that there are serious failings in how SDDC is
delivering the outcomes of the consumer standards and significant
improvement is needed, specifically in relation to outcomes on our
Safety and Quality Standard and our Transparency, Influence and
Accountability Standard. Based on this assessment, we have concluded
a C3 grade for SDDC.”

The Council’'s Leadership Team then commissioned Central Midlands Audit
Partnership to undertake an audit to better understand how it was that the Council
found itself in a position whereby needed to make a self-referral to the RSH.

The audit found:

Reporting processes did not fully ensure the Leadership Team and
Members were appraised of the requirements of and compliance with the
new Consumer Standards. There were several weaknesses in reporting
to both Members and the Leadership Team.

Appropriate strategic plans and performance management were not in
place to ensure the Council fulfilled the requirements of the new
Consumer Standards. While some aspects of the new regulations were
included within plans, others were not given sufficient focus and were
consequently not being effectively monitored.

The risk management process was not effective in identifying, assessing
and mitigating any potential risk of non-compliance with the new
Consumer Standards. There were several missed opportunities for the
risk to be identified and mitigated, due to the risk management process
being insufficiently robust and poorly understood.

Each of these findings has its’ own detailed set of actions which were reported to Audit
Sub Committee on the5 March 2025. In total 13 potential risks were identified, which
now have robust mitigating actions. The Housing Transformation Plan set out in this
report seeks to further enhance and strengthen the Council’s response to the internal
auditor’s findings.

The Housing Transformation Plan will detail the robust approach being implemented
to redress the C3 rating to ensure that SDDC delivers a complaint and comprehensive
Landlords Service that places tenants at the heart of decision making, ensuring
governance and ownership across the organisation.

7.Key projects stemming from the housing transformation plan area:

1.Implementation of the new Housing Staffing Structure — to deliver resilience, capacity

and professionalism.

2.Review and enhance tenant engagement, strengthening our tenant data (Tenant

Engagement Policy and Tenant Data Project).
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3.Review the inhouse IT system — to improve functionality, accuracy and make it more
user friendly.

4.Review of complaints to inform analysis, reflection and organisational learning.

5.Enhance corporate governance — Regular performance updates are now provided to
the following groups - Housing and Communities Service Committee, Housing
Service Working Group, Tenants’ Voice Group, the Council’'s Leadership Team, and
Council.

6.Production of the HRA Business Plan including a cashflow model, and subsequent
delivery of the 5 Year Housing Asset Management Plan including opportunities to
increase Council Housing stock.

7.Review the self-assessment undertaken in 2024 against the Consumer Regulations
Standards and associated actions, to map progress.

PROJECTIVE OBJECTIVES:
e To achieve a C1 rating from the Regulator of Social Housing.
e To be fully compliant with Social Housing and Building Safety Legislation.
e To have a balanced HRA, a deliverable 30-year business plan and 5-year asset
management plan.
e To deliver the actions identified in the HSTP
e Place tenants at the heart of decision making.
e To ensure robust governance and corporate ownership.

Financial Implications

Whist the RSH does not undertake a detailed appraisal of the HRA, having a viable
HRA is essential to deliver the fundamental change required within the Housing
department. The Council’s existing HRA business plan cash flow model which is
shared with members alongside the medium term financial plan, will undergo review
and revision, and this exercise is set out in one of the seven key projects outlined
above.

The Housing Transformation Plan will be delivered using existing resources, with
the exception of any possible outcomes from the ICT system review. Additional
resources required to fund new projects associated with the ICT system review that
require financial consideration will be presented as the need arises. Specifically, the
budget set for 2025/26 included the initial additional financial pressures on the

HRA,

Corporate Implications

In response to the decision to refer to the regulator, the Housing Services Working
Group was established in April 2024 to ensure wider governance and the involvement
of members.

This is further enhanced by the Housing Service Transformation Plan being a standing
agenda item for both the Council’s Leadership Team meetings , the TVG and the
Housing and Community Services Committee. Periodically, update reports will be
presented to Council.
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The risks associated with the C3 rating have been recorded on the Council’s risk
register.

Both the Housing Service Transformation Plan and the review of the Housing IT
Systems are being progressed as corporate projects, to ensure corporate oversight.

Employment Implications

None within this report, but an action in the HSTP is the implementation of the new
Housing Service Staffing Structure. Committee approval was granted 27.02.2025 and
the formal staff consultation closes on the 31.03.2025. The proposal is to have
implemented the new structure by June 2025.

Legal Implications

The legal implications are detailed in paragraph 6.4. The Council must comply with the
RSH and failure to do could result in an inspection by the Regulator or Enforcement
action being taken. The Council has Power to provide social housing under the various
housing acts but it must comply with the standards set by the RSH in providing this
service.

Council Plan Implications
The HSTP supports the delivery of 2 priorities within the 2024 — 28 Council Plan.

1. Transform our Council - Providing modernised high performing, value for
money and customer focused services.

2. Support our communities - People and communities are supported to live
safely, healthily, and independently.

Risk Impact

The risks of the Council not being able to demonstrate progress against the C3 rating
could result in the following actions

a. A reinspection by the RSH, and the awarding of a C4

“C4 means that there are “Very serious failings” - in how the provider is
delivering against the consumer outcomes and it must make “Fundamental
changes” so that improved outcomes are delivered.

The Regulator of Social Housing has awarded 35 consumer grades since its new
proactive consumer regime began in April, including nine C1 grades (the highest
grade), 13 C2 grades, 12 C3 grades (of which ten were self-referrals) and one at the
C4 level

b. This rating could warrant the Regulator taking enforcement action against the
Council.

Fundamentally, if progress cannot be demonstrated, then the Council would need to
call into question if it was capable of becoming a competent landlord, as failure to do
so could affect the health and safety of our tenants and expose the Council to
significant reputational and financial risks.
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These risks are mitigated via the delivery of the HSTP. Progress against which is
reported corporately via a range of committees and working groups, including the TVG.
In addition, the HSTP is recorded and monitored as a specific corporate risk, to ensure
corporate oversight and ownership.

Community Impact

Consultation

Key to achieving the regulatory requirements is the need for the Council to be able to
demonstrate how our tenants have informed the way in which we deliver services and
prioritise our capital work programme. We also need to be proactive and look for
creative and effective ways of engaging with as many tenants as possible.

To achieve this the HSTP includes a Tenant Engagement Strategy, which is currently
being drafted with the TVG. In addition, as the Council is a member of the Tenant
Participation Advisory Service (TPAS) we will also seek their views on the document
and have proposed to work towards TPAS accreditation, to ensure we are doing all
that we can to place our tenants at the heart of decision making.

To further inform how we engage with our tenants we are also drafting a Tenant Data
Policy. The purpose of this document is to ensure that the information we hold about
our tenants is used to inform the manner in which we deliver services, for example, if
a tenant has a disability, then we could decide to reduce the waiting time for repairs,
for example a faulty radiator is usually repaired on a 20 day priority, but we could
reduce that to 7 in view of the disproportionate impact on someone with either health
or mobility issues. This also links into the review of the Housing Services inhouse IT
system, which is being progressed as a corporate project.

Equality and Diversity Impact

None arising from this report.

Social Value Impact

None arising from this report.

Environmental Sustainability

None arising from this report.

Conclusions

The Housing Service Transformation Plan details a comprehensive and robust action
plan to ensure that the Council progresses, at pace, towards its’ objectives of
becoming a compliant and compassionate landlord.

The Housing Service Transformation Plan details to members the numerous actions
required to achieve this and sets out the timeframes for these actions in accordance
with the department’s capacity and resources.

The plan will also be shared with the RSH and will form the basis of the monthly
appraisal meetings, along with key performance information.
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