Freedom of Information Act 2000/Environmental Information Regulations 2004  
re: tenancy sustainment and financial inclusion services
Your request for information has now been considered and the Council’s response to your questions is shown below.

You asked:
1. Copies of all policies and procedures related to your tenancy sustainment and financial inclusion services.
Answer:

Please find attached 
2. A comprehensive list of all outcomes that you use to measure the effectiveness of these services.
For the purpose of rent collection the following are used to measure effectiveness of our service.

· Percentage of Rent Collected

· Analysis of Arrears by Management Area

· Analysis of Arrears by Ward

· Analysis of Arrears by Grouped Ethnicities

· Analysis of Arrears by Length of Tenancy

· Housing Benefit Tenants – Arrears

· Universal Credit Full Service Tenants – Arrears

· Number of Alternative Payment Arrangements

· District Heating Properties - Percentage of Rent Collected
From a Property Letting Team perspective, during the sign-up process, the team will identify vulnerabilities and support requirements of new tenants and refer or signpost as necessary to:

· Tenancy Management by arranging a first visit for the Housing Officer to meet the tenant and advise of any mobility issues that may impact on evacuation in the event of a fire (PEEP)

· STAR for tenancy support and sustainment

· Income Management Team for support with UC Housing element, managed payments and rent payments (RMA referral form)

· Sheltered Housing Team and Leicester Care for older tenants moving into Leicester City Council sheltered accommodation (sheltered housing – New Tenants Details Form)

· Contact and response if they require minor adaptions such as handrails in their new home.

· Charity Link - Welcome to Charity Link - Charity Link
· For hostel leavers – notification of tenancy commencement is sent to the transitions team to apply for CSG

· Signpost to removal service for those on lower incomes who require assistance with moving belongings to their new home.

· VISTA for the visually impaired

· Those in receipt of DLA for children – Family fund

· Ex-army/veterans – signpost to charities as appropriate

· Vicars’ relief fund for qualifying homeless applicants

In addition, new tenants are issued with a decorating allowance in the form of an eVoucher for B&Q. The amount given is determined by the number of rooms that require decorating and is a contribution towards the cost of decorating their new home. The voucher is emailed directly to the new tenant or for those who don’t have access to email, the voucher is printed and sent to them through the post. Having the ability to decorate and make their new home their own contributes towards tenancy sustainment.
3. Copies of any letters or communications that are sent to tenants regarding tenancy sustainment or financial inclusion initiatives.
In reference to rent collection and tenancy sustainment. This follows the rent arrears policy and letters are sent in accordance to the policy and the stages of arrears. Copies attached of the warning letters sent to tenants at the initial stages of when arrears accrue. Income Management Team have a total of 120 letters which they can send to secure/ intro/ homecome tenants dependant on the stages of recovery – again these are all letters which are used in accordance with the tenant arrears policy in a view to support tenants with tenancy sustainment by ensuring rent is up to date.
4. Any documents used to pre-assess tenants and referral forms associated with these services.

Income Management Team support Property Letting Team with pre tenancy interviews - The form attached is used to capture data from tenants. 

You may re-use the information under an Open Government Licence.

If you are dissatisfied with the handling of your request, please write, explaining your grounds of appeal, to: 
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Information Governance & Risk
Email: info.requests@leicester.gov.uk
