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HOUSING STRATEGY SERVICE STANDARDS

The Housing Strategy team is part of Regeneration and Development Directorate and is responsible for the strategic enabling housing role.
We aim to provide an excellent service to our customers that will meet or exceed the standards of the Council’s Customer Care Strategy.  To help us achieve this we have set ourselves a series of service standards so that you know what you can expect from us and which we can use to measure our performance.

We check that we are meeting these standards by asking for your feedback through questionnaires and by monitoring any complaints we receive about our service.  We publish our performance against our service standards on our website at www.newcastle-staffs.gov.uk/housing 

Services Standards for Specific Housing Strategy Functions; 
Production of the Housing Strategy and Housing Policies;
· The Council will have an adopted comprehensive Housing Strategy which will be reviewed every 5 years. 

· When producing a Housing Strategy there will be a minimum consultation period of 6 weeks where residents and partners can comment on the draft strategy.

· The Council will also review specific housing issues and produce strategies to improve the housing issue; for example the Council will undertake a Homelessness Review and produce a Homelessness Strategy.

Maximising Investment Potential

We will ensure that we:

· Clearly articulate our investment proposals to the regional funding bodies and work with neighbouring authorities to maximise regional housing capital funding and National Affordable Housing Programme allocations to the Borough and the wider sub-region

· Pursue relevant funding opportunities which become available to help deliver priorities for action identified within the Housing Strategy

· Seek efficiencies and cost savings by working in partnership with key stakeholders to maximise the potential for joint working and joint service provision
Homelessness, Housing Advice and Housing Register Service;
We will ensure that we:

· The Homelessness, Housing Advice and Housing Register Service is currently delivered under contract by Aspire Housing. The Council will monitor this contract and liaise with the provider to ensure that best value and continuous service improvements are achieved.
· Homeless Decision Reviews and Newcastle Housing Advice Complaints will be undertaken by the Council. The customer will receive a written response and the findings will be discussed with Newcastle Housing Advice to ensure that service improvements are implemented.
Housing Needs Surveys and Housing Market Analysis;

· The Council will comply with Government Guidance on assessing housing need.
· A full assessment of housing need and the housing market will be produced every 5 years. 
Partnership working to deliver Affordable Housing;

· The Council will work closely with Registered Social Landlords and the Homes and Communities Agency to maximise the opportunities and secure funding from the National Affordable Housing Programme. 

· The affordable housing policy is available on the Council’s website and all developers will be given advice on the use of the policy in a professional manner when requested. 

· Nomination rights and local connection criteria will be sought for all new affordable housing developments to ensure that residents in housing need are able to access them. 

· The Council will seek to develop partnerships which are innovative and deliver high quality affordable homes.

· Where it is appropriate the Council will support the development of partnerships to deliver supported housing which is in line with partner agencies independence and support strategies. 
Housing Statistical Analysis and Reporting;

· Many elements of the Borough’s housing service are delivered by other Council departments and/or partner agencies. The team will request information and statistics from each of the relevant bodies within a reasonable timescale to enable it to make the relevant Government returns. 
· The collated statistics will be available upon request and will be provided to the relevant Government department on an annual basis. 

Customer feedback

· The Council will consult customers in the development of new strategies, policies and procedures. 
· The Council will seek customer feedback through paper and electronic service user surveys; we will also consider any comments or suggestions sent to the team via emails, website forms, at consultation events, letters and telephone correspondence. 
· Community consultation events regarding housing will be supported by the relevant housing, planning and regeneration staff and the information collated will be used to direct future policies. 
· We would like you to help us by sharing local information that will assist in producing and informing Housing Strategies, plus provide feedback and suggestions on how we can improve our services. 

Monitoring of Service Standards

· Customer feedback will be used to review our services and these standards. 
· These standards will be updated when customer expectations or services change which require these standards to be amended. If no customer feedback regarding the standards is received then they will be reviewed on an annual basis.

Contact Us

To maintain these service standards to the level expected by our customers we are

keen to hear your views.

If you have any comments or suggestions please contact us at:

Housing Strategy Team

Regeneration and Development Directorate

Civic Offices

Newcastle-under-Lyme Borough Council

Merrial Street

Newcastle-under-Lyme

Staffordshire

ST5 2AG

Telephone: 01782 742451

Email: joanne.basnett@newcastle-staffs.gov.uk
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