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EAST RENFREWSHIRE COUNCIL

CABINET
21 June 2018

Report by Director of Environment

REVIEW OF HOUSING SERVICES ALLOCATION POLICY
AND
THE INTRODUCTION OF A CHOICE BASED LETTING SCHEME

PURPOSE OF REPORT

1. The purpose of the report is to seek approval for a proposed new Allocation Policy
and implementation of a Choice Based Lettings (CBL) Scheme.

RECOMMENDATIONS
2. The Cabinet is asked to approve:
(a) the new Housing Allocations Policy; and
(b) the introduction of a Choice Based Letting scheme.
BACKGROUND
3. Currently Council houses are allocated using a group and points based system. The

process works as follows:

@)
(b)

(©)

(d)
(e)

Applicants complete a form on which they state which house type, house size
and area they wish to consider

The applicant is then awarded points and placed in one of 5 groups that reflect
their housing needs. - 1. Homeless & Special Case, 2. Welfare Reform and
Demolition, 3. Medical Priority, 4. General needs with a local connection, 5.
General needs with no local connection. Group 1 is the highest priority and
group 5 the lowest priority.

When a property becomes available it is considered for the highest priority
groups first with the highest points. If no suitable applicant is found, the
property is considered for the next priority group and so on until an offer can be
made.

This offer is made via a letter

If the applicant does not wish to accept the offer the property is offered to
another applicant from within the highest priority group with the greatest
number of points

4, This method of allocating houses has been used by the majority of social landlords
for over forty years. However throughout the UK this is slowly changing. The process is
deemed to have a number of flaws:

(a)
(b)

It is seen as being complicated.
It lacks transparency as applicants don’t know what other properties may be
available.
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(c) This process makes it challenging for tenants and non-homeless applicants to
be re-housed as a substantial proportion of properties are allocated to people in
group 1. In East Renfrewshire this figure is around 50-60%.

(d) People may be offered a property at a time it doesn’t suit them (For example
they may be on holiday or in hospital).

(e) There are an increasing number of refusals received, resulting in an increased
workload and potentially avoidable void rent loss.

()  Applicants are able to state their areas of choice but not specify particular
properties they would like.

5. An increasing number of landlords are moving to a Choice Based Lettings system
(CBL) including locally, Glasgow Housing Association and the Inverclyde and Renfrewshire
Council areas. CBL offers greater choice for applicants in where and when they are housed.
Also, it is designed to ensure that priority groups are still housed. The system generally
operates as follows:

(@) An applicant completes a form which places them in a particular group.

(b) The groups are ordered by the earliest application date.

(c) Each week all properties that become available are advertised. Properties will
be available to specified groups.

(d) Applicants who are interested in a property will bid for it (similar to how an
estate agent may currently work).

(e) The successful applicant is then formally offered the property.

6. However, each system is set up to reflect local needs and issues and ensure that
those in housing need or with aspirations to move can be accommodated making the best
use of available stock.

7. Both Glasgow Housing Association and Berwickshire Housing Association who
introduced CBL several years ago report that using this system of allocating houses has
resulted in a number of real advantages for applicants, tenants and the landlord including;

Improved choice for tenants in location, property type and timing of move.

. By publishing the outcome of the bidding process applicants have a greater
understanding of the allocation process.

. Applicants aspiring to move to high demand areas trade off their area
preference in favour of being rehoused more quickly resulting in a boost for
applications in medium demand areas.

. Improved tenancy sustainment because applicants are able to choose their
property.

° Better use of existing resources enabling staff to support tenants to consider
their housing options.

REPORT

8. Given the background and the potential benefits regarding CBL the Housing Service
has been exploring the opportunity of introducing CBL.

9. In that respect an extensive review of the Housing Allocation Policy was carried out
in 2017 at which time tenants, waiting list applicants, Elected Members and staff were
consulted on the proposals to change to Choice Based Lettings.

10. As a result of this exercise it is now proposed to introduce a Choice Based Letting
Scheme supported by a revised Allocations Policy which is attached as Appendix 3.
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Choice Based Letting Scheme
11. The scheme would operate as follows:

12. In order to bid on properties available for let, the applicants, whether prospective
tenants or current tenants wishing to move, will complete a registration form giving details of
their current housing situation. Using this information they will be placed in one of 5 “Priority
Pass” Groups with those in the most urgent housing need being placed in Priority Pass A.
Each group will be ordered by earliest application first.

13. The Priority Pass groups are similar to the priority groups used in the current policy
therefore current waiting list applicants are not likely to be disadvantaged. The quota system
will allow more tenants to be re-housed and this transfer process will increase the number of
available properties by 10%. The groups are explained in more detail in Section 8 of the
Lettings Policy and in Appendix 1. In summary they are;

. Priority Pass A - Homeless or threatened with homelessness ,Young Care
Leavers

. Priority Pass B - Unsatisfactory housing, overcrowded, medical

. Priority Pass C - Need or give support, downsizing, harassment, sofa surfing

. Priority Pass D - Private let, sharing amenities, relocating to ERC for work etc.

. Priority Pass E — If none of the above apply.

14. All houses about to become empty will be advertised on the ERC website and
through other channels, including council offices and local community centres. Applicants
on the housing register will be able to “bid” for them. Each house will be labelled as open for
bids from one or more of the priority pass groups. Once bids are received the applicant in
the highest group with the longest application period will be offered the property.

15. There were a small number of issues raised during the consultation process. These
have been recognised and the CBL developed to address them. These included;

) Available houses would only be allocated to the homeless or urgent
groups - To ensure fairness and commitment to balanced communities the
annual lettings plan will include quotas of available homes that will be allocated
to each priority group. This will ensure a variety of people are rehoused and a
range of local needs met. The proposed quotas for the first year are detailed in
Annex E of the Lettings Policy.

o Applicants unable to access the website will be disadvantaged - The
properties will be advertised in a number of places to ensure as many people
as possible are aware of the availability. In addition to the Council's website,
the properties will be advertised in council offices and community centres.

o Homeless Applicant may not bid in a reasonable time — Officers will be able
to make direct offers for vacant properties if an applicant with homeless priority
does not engage in the bidding process.

o Other reasons for direct matches — When there is a specially adapted
property or a need to decant to enable major works to be carried out a direct
offer may be made.
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16. Each year, Housing Services will publish a lettings plan outlining the percentage
targets (or “quotas”) of available homes that will be allocated to each priority group. This will
ensure that a variety of people are rehoused and a range of local needs met. There will be
two sets of percentage targets:

o Existing council homes becoming available for re-let; and
o New council homes.

17. Whilst consultation has shown a need for new council homes to be prioritised for
existing council tenants, all social landlords have a duty to address homelessness.
Therefore 25% of all new council homes will be offered to homeless applicants. The
remaining 75% will be offered, in the first instance, to existing council tenants. In addition,
as the Strategic Housing Authority in East Renfrewshire, Housing Services will request the
same commitment to homeless applicants from all social landlords in East Renfrewshire.

18. These will be reviewed annually and the outcomes monitored closely. The proposed
lettings plan for the first year of the new scheme is detailed in Annex E of the Allocations
Policy.

Allocation Policy

19. A new Housing Allocations Policy (Appendix 3) is proposed. It replaces the 2015
Policy approved by the Cabinet. The aim of the new policy is to let our properties in a fair
and easy to understand way whilst helping to find housing options for those in the greatest
housing need. Changes in the policy reflect recent changes in legislation as outlined in the
Housing (Scotland) Act 2014. It also takes into account the introduction of Choice Based
Lettings which will be known as “Homeseeker East Renfrewshire”.

FINANCE AND EFFICIENCY

20. Housing Services are looking to deliver greater efficiencies through the provision of
modern services and digital improvements. This includes the introduction of online housing
applications and bidding for homes.

21. The implementation of the Council's five capabilities through the improvements
outlined above will ensure that the service we provide in letting council homes is efficient,
modern, digital, customer driven and focused on prevention.

CONSULTATION

22. In line with the legal requirements, Housing Services consulted with the following
groups about the proposed changes to the way our homes are let:

. existing ERC tenants;

. those on our housing waiting list;

. registered tenants’ organisations in East Renfrewshire

. relevant organisations, including other housing providers and voluntary

agencies operating in the area, e.g. Shelter Scotland.
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23. Housing Services has also held 8 “drop-in” events across the area plus consultative
discussions with the Registered Tenants’ Organisations Forum, the Tenants’ New Build
Steering Group and a “drop-in” discussion at the Connor Road Young Persons’ Supported
Accommodation.

24, A summary of the consultation response is detailed in Appendix 2, with the full report
published on the council’'s website. However the overall response to the proposals was
positive. The respondents supported the move to CBL and the way in which applicants
needs have been prioritised. Minor concerns were raised regarding vulnerable applicants.
However, Housing Services will put appropriate measures in place to support vulnerable
applicants.

PARTNERSHIP WORKING

25. It is vital that all social landlords in East Renfrewshire contribute towards addressing
housing need and homelessness. Therefore Housing Services are engaging with local
Registered Social Landlords to formalise referral and nomination agreements for the
allocation of new and existing social housing.

IMPLICATIONS OF THE PROPOSALS

26. There are no implications with these proposals in terms of staffing, legal, property or
sustainability.

27. The existing housing management IT system is able to accommodate the changes
required and all IT changes have been discussed and agreed with the Business Relationship
Manager within ICT.

28. An Equalities Impact Assessment has been carried out on the draft Lettings Policy.

29. The new policy is expected to reduce the number of officer hours required to let
council homes. As part of a review of Housing Services this new policy will contribute
towards Housing Services intention to decrease costs by £100K 2018/19, and then a further
£100k in 2019/20 to ensure that the Housing Business Plan can be delivered particularly
with regard to the Council’s proposals in relation to Council house building.

CONCLUSIONS

30. Housing Services propose to introduce the new Allocations Policy and the CBL
Scheme in summer 2018.

31. The proposed changes to the way council homes are let have been the subject of
public consultation. Over 80% of tenants and waiting list applicants who responded to the
consultation were in a favour of the new policy and choice based letting.

32. The new Allocations Policy and CBL Scheme will be easier for customers to
understand, fairer and the lettings outcomes more transparent and informative for
customers.
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33. The implementation of the new Allocations Policy and CBL Scheme is designed to
embrace the Council’s five capabilities especially in relation to modernising how we work
and digital. The expansion of online services is a key part of proposals for the development
of the service.

RECOMMENDATIONS

34. The Cabinet is asked to approve:

(a) the new Housing Allocations Policy; and

(b) the introduction of a Choice Based Letting scheme.

Director of Environment

Further details can be obtained from Phil Daws Head of Environment (Strategic Services) on
0141 577 3186.

Convener contact details

Councillor Danny Devlin Home: 0141 580 0288
(Convener for Housing and Maintenance Services) Office: 0141 577 3107/8

June 2018
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Appendix 1

Priority passes

There are five levels of priority passes, in recognition of the range of housing and
other needs that exist in East Renfrewshire:

Priority Pass A (time limited to three months with a review after that)

You have been assessed as unintentionally homeless, including if you are
at risk of harassment and abuse ;

You have been assessed as unintentionally threatened with homelessness
within two months and our intervention has failed to prevent imminent
homelessness (including those at risk of harassment and abuse);

You are living in our Connor Road Young Persons’ Supported
Accommodation or are a Care Experienced Young Person and have been
assessed as ready to move on;

Special cases®

Priority Pass B

You are homeless or about to be homeless and have been assessed as
intentionally homeless [this priority level will be time limited to three
months with a review after that];

You have been assessed as unintentionally homeless but following the
three month review, we have made you a direct offer which you have
refused, but have refused an offer (this priority level will be time limited to
three months with a review after that);

You are currently living in East Renfrewshire or have a local connection 2
and:

! Very occasionally, you may have housing circumstances requiring urgent rehousing that do not fit
with our published policy. Such cases will be assessed by the Senior Officer within Housing Services
and awarded a time limited Priority Pass A if appropriate. Please be aware that this is not a route for
appealing the level of priority awarded to you. Where you feel that your priority may have been
incorrectly assessed, you should use our Appeals procedure

2 Definition of local connection:

You are not currently living in East Renfrewshire but want to move to East Renfrewshire
because:

0 You are working in East Renfrewshire;

You have been offered employment in East Renfrewshire;

You are looking for work in the area and can provide evidence of this;

You want to be near a relative or carer;

You have social or medical/disability/mental health reasons for requiring to be housed
in the area;

You have a relative living in the area (blood relatives and relations through
marriage/civil partnership, including parent, grandparent, child, adopted child,

O o0o0oo

o
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You are living in unsatisfactory housing (defined in Annex C) and have
housing needs which are not capable of being met by the other
housing options which are available; or

You are a social housing tenant and you have two or more bedrooms
than you need in terms of our house size rules (see Annex A of this
policy); or

You are leaving the Armed Forces and have been issued with a
cessation of entitlement to occupy Armed Forces accommodation; or
Your existing home is unsuitable and is delaying your discharge from
hospital; or

Your existing home is significantly overcrowded and you need two or
more additional bedrooms in line with our house size rules;

You have been assessed by our assessment panel as:

having a severe or debilitating illness or disability and you require
urgent rehousing as your home cannot be adapted,;

having a medical/disability need and requiring to be re-housed quickly
but not urgently;

having a non-serious medical/disability condition which may benefit
from alternative suitable accommodation;

You are living in one of our adapted homes and no longer require the
adaptations.

Priority Pass C

You need to move to provide or receive support and can provide sufficient
confirmation to support this;
You are living in East Renfrewshire or have a local connection and

You are currently sharing amenities with people who are not members
of your household and do not have your own bed space, i.e. you are
sleeping on a sofa or similiar;

Your existing home is overcrowded and your household requires one
more bedroom than you have in terms of our house size rules,
excluding any lodgers;

You are a social housing tenant, you have one bedroom more than you
need and you would like to move to a smaller home;

You are experiencing harassment in your current home but are safe to
remain in your current home for a period, subject to regular review

You are an existing ERC tenant and wish to combine households with
another existing ERC tenant;

Priority Pass D

stepchild, grandchild, brother, sister, uncle, aunt, niece, nephew and any of those of
your spouse);
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* You are currently living in East Renfrewshire or have a local connection
and

You are currently sharing amenities with people who are not members
of your household but you have your own bed space, i.e. you are not
sleeping on a sofa or similiar (an example of this would be where you
and your children are living with your parent(s)); or

You have regular overnight access to children whose family home is
elsewhere and do not have suitable accommodation, e.g. are sharing
facilities or have insufficient bedrooms; or

You are living in a private let and have a private residential tenancy
agreement;

e You are not currently living in East Renfrewshire but want to move to East
Renfrewshire because:

You are working in East Renfrewshire;

You have been offered employment in East Renfrewshire;

You are looking for work in the area and can provide evidence of this;
You want to be near a relative or carer;

You have social or medical/disability/mental health reasons for
requiring to be housed in the area;

You have a relative living in the area (blood relatives and relations
through marriage/civil partnership, including parent, grandparent, child,
adopted child, stepchild, grandchild, brother, sister, uncle, aunt, niece,
nephew and any of those of your spouse);

Priority Pass E

You will be awarded this if none of the circumstances in A-D above apply. Priority
will be given to bidders who are already living in the area.






Appendix 2
Summary of Feedback to Allocations Policy Review

1.

2.

3.

3.1

3.2
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Who did we consult?

existing ERC tenants;

those on our housing waiting list;

registered tenants’ organisations in East Renfrewshire

relevant organisations, e.g. other housing providers and voluntary
agencies

operating in the area, Shelter Scotland

relevant internal colleagues, e.g. Legal Services and Internal Audit

How did we consult?

Citizen Space online survey

Summary of Proposed Lettings and Consultation Briefing available on
our website

Letters to all current tenants and applicants

8 “drop-in” events held across the area

Consultative discussions with the Registered Tenants’ Organisations
Forum, the Tenants’ New Build Steering Group and a “drop-in”
discussion at the Connor Road Young Persons’ Supported
Accommodation

Printed copies of Lettings Policy Summary, Consultation Briefing and
Survey (with prepaid return envelope) made available on request

Feedback Received

Number of responses

On behalf of an organisation | 6

From

individuals 87

Total

93

Current housing circumstances of all individual respondents

Existing ERC tenant 18 | 20.7%
Housing association tenant in 3 | 3.5%
ER

Private tenant in ER 16 | 18.4%
Owner occupier in ER 14 | 16.1%
Living with family and friendsin | 12 | 13.8%
ER

Tied housing in ER 1 |1.1%
Living outside ER 22 | 25.3%
Not answered 1 |1.1%
Total 87 | 100%
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3.3  Current housing circumstances of individual respondents not living in

ER

Council tenant outwith ER 3 |13.6%
Housing association tenant outwith |4 | 18.2%
ER

Private tenant outwith ER 4 |18.2%
Owner occupier outwith ER 9 |40.9%
Living with friends or family outwith |2 | 9.1%
ER

Total 22 | 100%

3.4 Do you agree with our proposal to change the way we let our homes?

Strongly agree 38 40.9%
Agree 38 40.9%
Neither agree nor 5 5.4%
disagree

Disagree 4 4.3%
Strongly disagree 5 5.4%
Not answered 3 3.1%
Total 93 100%

4. Revised Lettings Policy
4.1 Inresponse to the feedback received, Housing Services has
e reviewed and clarified the housing need groupings in the Priority
Passes (para. 8.1, Appendix 1);
¢ clarified the section about appeals (para. 21.5, Appendix 1)
e expanded eligibility for one of the sources of assistance for bidding for
homes (para 8 of Annex D in Appendix 1)



129

Appendix 3

HOUSING
ALLOCATION POLICY

May 2018

Final Draft May 2018
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Why we are changing the policy on letting our homes
There is a very small supply of council homes in East Renfrewshire. We are
proposing a new way of letting our homes that will provide more flexibility for
our customers and allows us to make best use of our available homes.
East Renfrewshire has faced a shortage of affordable housing over a number
of years. The local housing needs assessment shows that there are not
enough homes available to rent and to buy locally.
As background, our current Local Housing Strategy has identified that we
need more social rented homes of every size and type in Eastwood, with
homes of certain types and sizes required in Levern Valley. There is a
particular shortage of:
e one bedroom homes;
ground floor, accessible and adapted homes;
family sized homes to replace those sold through the Right to Buy;
temporary and permanent homes for homeless households;
mid-market rented homes and opportunities for low cost home
ownership.
In addition, the proposed policy:
e Provides our customers with more choice from among our available
homes;
e Ensures that customers are aware of what homes are available across
our area at any point in time;
e Assists our customers in considering all suitable housing options in the
area,
e |s written in a way that makes our letting of our available homes easier
for our customers to understand;
e Simplifies the way we let our homes, making it more efficient and
providing better value for money for our customers;
e Helps us to make best use of our limited supply of homes by taking
account of what types of housing need each home is most suitable for;
e Assists in supporting successful tenancies;
e Ensures that we are able to respond quickly to those in urgent housing
need, e.g. by assisting people to keep their existing homes;
e Makes the letting of our homes more transparent, reducing customer
frustration.

Aim of this policy
We aim to let our homes in a fair, easy-to-understand way and help find
suitable housing options for those in housing need.
We will do this by:
e Giving highest priority to those in greatest housing need;
e Our priorities include those we have a legal duty to give “reasonable
preference” to:
- Those who are homeless or threatened with homelessness and
who have housing needs that cannot be met through other
housing options;
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- Those living in unsatisfactory housing conditions and who have
housing needs that cannot be met through other housing options
(see Annex C for a definition of this) ;

- Existing social housing tenants who have more bedrooms than
their household needs.

e Introducing a new way of letting our homes which allows you to see all of
the homes that are available and to show an interest in those that meet
your housing need;

e Providing personalised advice on housing options so that you can make
informed decisions about which are right for you. This includes;

- helping you to keep your existing home if you are at risk of losing
it

- if you need support to continue to live independently in your
home, we will put you in touch with organisations who can provide
the type of support you need, e.g. health and social care, welfare
rights, debt and budgeting advice

e Providing support and advice to potential and new Council tenants.

We are committed to:

e Providing you with clear, open and honest information and advice about
what we can and cannot do for you;

e Ensuring that you will not be treated unfairly because of age, physical
ability or mental health, gender, marital status, race, colour, ethnic or
national origin, language, religion, belief, sexual orientation, family
circumstances, or employment status;

e Keeping your personal information safe and secure;

e Meeting all of the legal requirements in letting our homes and in
assisting those who are homeless or about to be homeless;

e Meeting all of the requirements of the Scottish Social Housing Charter;
e Following Scottish Government guidance and good practice in letting our
homes, providing advice and information and assisting those who are

homeless or about to be homeless;

e Ensuring the promotion of equal opportunities by publishing information
and documentation in different languages and other formats such as
large print, tape, and braille, as required.

Service Standards

We aim to write to you confirming your registration and level of priority within
twenty one days of receiving your completed registration, providing that we
receive all of the information that we need in order to complete the process.
We aim to write to you within five days of the Assessment Panel making a
decision about your medical/disability priority or considering your appeal about
medical/disability priority.

We aim to contact you within two working days of the closing date if your bid
for a home has been successful.

We will arrange for one of our Housing Officers to visit you within a month of
your tenancy start date.
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Information and advice

Before you register for housing with us, we will encourage you to complete a
Housing Options self-assessment on our website. We can provide assistance
with this if you require it.

When you complete the self-assessment, we will ask you to book a housing
options discussion with us, either in our offices or on the telephone, whichever
you prefer. During the discussion, we will give you full information and advice
on the practical housing options that are available to you, including your
prospects of being offered a council house. We will also offer personalised
advice on any support available that may enable you either to remain in your
current home or to move on to a different home. We will make referrals on your
behalf to agencies providing support that you tell us would be helpful to you.
This information will help you to make decisions about which option(s) are most
practical for you.

If you are about to lose your current home, we will assist you where possible to
stay or delay leaving, e.g. by negotiating with your landlord or lender on your
behalf and in getting specialist advice if you need it. If we are unable to help
you to keep your existing home, we will assist you in making a homeless
application and provide you with temporary accommodation if you have
nowhere to stay whilst we are processing this.

If you are already homeless or under immediate threat of homelessness,
please contact us without delay on 0141 577 3001 (during office hours) or 0800
052 0180 (evenings, weekends and public holidays).

If your current home is unsuitable for you due to iliness and/or disability, or
mobility issues, we will help you to organise an assessment to find out if it can
be adapted to suit your needs or to find suitable alternative housing.

We will also assist you in getting support to allow you to continue to live in your
current home, e.g. housing support, welfare benefits, budgeting and debt
advice.

Our aim in a housing options discussion is to provide you with all of the advice
and information you need to help you make an informed choice about the
option or options that are right for you. Some of these options might include:

e Mutual exchanges
If you are an existing tenant of either a Council or a housing association
and want to swap homes with another council or housing association
tenant in East Renfrewshire, or anywhere in the country, you should
contact your landlord to discuss this. Both tenants must have permission
from their landlord before actually swapping homes. East Renfrewshire
Council holds a Mutual Exchange Register, so if you want to appear on
the register or find out about suitable swaps, please call 0141 577 3001
and ask for a mutual exchange report. You may also wish to consider
the Homeswapper scheme, which is run by a private company offering
mutual exchange opportunities. You pay a small fee to register. You and
your proposed swap will still need permission from your landlord before
the swap can happen. More details are available here:
www.homeswapper.co.uk
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e Nomination to a housing association
The Council has agreements with housing associations that have stock
in East Renfrewshire that we can nominate people on our housing list for
some of their properties, usually in new housing developments or in
homes recently purchased but also some existing homes that have
become available. Where we have the agreement of the housing
association, we will include new homes available for nomination in our
advertising of vacant homes and you will be able to bid for those that
meet your need. We will nominate the bidders with the highest priority for
each of the new homes available for nomination. Where we do not have
the agreement of a housing association to advertise the homes available
for nomination, we will make nominations directly to the housing
association, taking account of the needs of those who have registered
for housing and their relative priority on our register.

e Homeless Referrals
We can also refer to housing associations a proportion of homeless
applicants to whom we have a legal duty to provide permanent
accommodation. Where we have the agreement of the housing
association, we will advertise the housing association homes that are
available for homeless referrals so that those with Priority Pass A can
make bids. Where we do not have the agreement of a housing
association to advertise the homes available for homeless referral, we
will make referrals directly to the housing association, taking account of
homelessness dates and, where possible, area preferences

e Referrals to other agencies for support
We can also make referrals for you to seek advice and/or support from
other agencies, e.g. with financial, health, employability issues.

After considering all of the advice and information we have provided, if you
want to apply for one of our homes, then you will need to register with us.

Who can apply for our homes

Anyone can register for housing with us if you are aged 16 years or over,
providing that you are not prevented from doing so by immigration or other
relevant legislation.

Registering for housing

The registration form should be completed on our website but our customer
service and allocations staff can provide assistance if you ask for it.

We can provide an interpretation service if English is not your first language or
assistance if you have a hearing or visual impairment.

Please ask a relative, friend or someone who is providing you with support to
contact 0141 577 3001 to request assistance.

If you receive housing support or support from a statutory or voluntary agency,
they will also be able to assist you and can contact us if they have any
queries.



6.4

6.5

7.2

137

The form asks you for personal details about you and your housing
circumstances, including about anyone you are currently living with and those
you wish to be housed with you. However, you cannot include two or more
people who are not relatives to be housed with you. If we rented a home to
three or more unrelated persons, we would be creating a House of Multiple
Occupation, which has to meet different legal rules.

Depending on the information provided by you, we may request further
information whilst we are processing your registration. This may include either
a character reference or a reference from a previous or current landlord, either
during the registration process or when we are making you an offer of
housing.

Assessing your need for housing

We will assess your need for housing and will let you know the level of priority
pass that we have awarded. We will need to carry out a further assessment
for some categories of housing need, e.g. those related to medical, disability
or mental health need, or where you wish to move on from supported
accommodation or are leaving care, or where you are subject to the Multi-
Agency Public Protection Arrangements (MAPPA). We are reviewing our
approach to medical and disability assessment to include consideration of
mental health issues that could be improved by re-housing.
In the assessment of your need for housing, we will take account of:
e If you are being harassed or abused where you currently stay;
If you are homeless or about to be homeless;
If you currently live, or have recently lived, in East Renfrewshire, or
o If you have a social or medical/disability need to move to East
Renfrewshire;
o If you are employed, or have been offered employment, in the
area,;
o If you can show us that you are looking for employment in this
area,;
o If you want to move into the area to avoid harassment or
domestic abuse
o If you want to move into the area to be near a relative or carer
e If you or anyone who will be living with you own any property;
e Age, if you need sheltered housing;
¢ If you owe a landlord more than one-twelfth of your annual rent, have
not made a repayment arrangement or have not made three monthly
payments in line with any repayment arrangement;
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In the assessment of your need for housing, by law we must ignore:

The length of time you have lived in East Renfrewshire;

Any outstanding tenancy-related debt at a house where you were not a
tenant;

Any tenancy-related debt that you have repaid;

Any tenancy-related debt that is less than one twelfth of the annual
amount, or where you have an agreed repayment arrangement, have
made at least three months’ payments under the arrangement and are
still keeping to the arrangement;

Any non-housing debt, e.g. Council Tax, owed by you or someone
moving with you;

Your household income, including any welfare benefits;

Whether you are legally separated or divorced;

Who you are living with when you register for housing, e.g. you may still
be living in the same house as an ex-partner.

We aim to write to you confirming your registration and level of priority within
twenty one days of receiving your completed registration. This will be
dependent upon us receiving all of the information that we need in order to
complete the registration process.
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Priority passes

There are five levels of priority passes, in recognition of the range of housing
and other needs that exist in East Renfrewshire:

Priority Pass A (time limited to three months with a review after that)

You have been assessed as unintentionally homeless, including if you are
at risk of harassment and abuse ;

You have been assessed as unintentionally threatened with homelessness
within two months and our intervention has failed to prevent imminent
homelessness (including those at risk of harassment and abuse);

You are living in our Connor Road Young Persons’ Supported
Accommodation or are a Care Experienced Young Person and have been
assessed as ready to move on;

Special cases®

Priority Pass B

You are homeless or about to be homeless and have been assessed as
intentionally homeless [this priority level will be time limited to three
months with a review after that];

You have been assessed as unintentionally homeless but following the
three month review, we have made you a direct offer which you have
refused, but have refused an offer (this priority level will be time limited to
three months with a review after that);

You are currently living in East Renfrewshire or have a local connection 2
and:

! Very occasionally, you may have housing circumstances requiring urgent rehousing that do not fit
with our published policy. Such cases will be assessed by the Senior Officer within Housing Services
and awarded a time limited Priority Pass A if appropriate. Please be aware that this is not a route for
appealing the level of priority awarded to you. Where you feel that your priority may have been
incorrectly assessed, you should use our Appeals procedure

2 Definition of local connection:

You are not currently living in East Renfrewshire but want to move to East Renfrewshire
because:

0 You are working in East Renfrewshire;

You have been offered employment in East Renfrewshire;

You are looking for work in the area and can provide evidence of this;

You want to be near a relative or carer;

You have social or medical/disability/mental health reasons for requiring to be housed
in the area;

You have a relative living in the area (blood relatives and relations through
marriage/civil partnership, including parent, grandparent, child, adopted child,
stepchild, grandchild, brother, sister, uncle, aunt, niece, nephew and any of those of
your spouse);

O o0o0oOo

o
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You are living in unsatisfactory housing (defined in Annex C) and have
housing needs which are not capable of being met by the other
housing options which are available; or

You are a social housing tenant and you have two or more bedrooms
than you need in terms of our house size rules (see Annex A of this
policy); or

You are leaving the Armed Forces and have been issued with a
cessation of entitlement to occupy Armed Forces accommodation; or
Your existing home is unsuitable and is delaying your discharge from
hospital; or

Your existing home is significantly overcrowded and you need two or
more additional bedrooms in line with our house size rules;

You have been assessed by our assessment panel as:

having a severe or debilitating illness or disability and you require
urgent rehousing as your home cannot be adapted,;

having a medical/disability need and requiring to be re-housed quickly
but not urgently;

having a non-serious medical/disability condition which may benefit
from alternative suitable accommodation;

You are living in one of our adapted homes and no longer require the
adaptations.

Priority Pass C

You need to move to provide or receive support and can provide sufficient
confirmation to support this;
You are living in East Renfrewshire or have a local connection and

You are currently sharing amenities with people who are not members
of your household and do not have your own bed space, i.e. you are
sleeping on a sofa or similiar;

Your existing home is overcrowded and your household requires one
more bedroom than you have in terms of our house size rules,
excluding any lodgers;

You are a social housing tenant, you have one bedroom more than you
need and you would like to move to a smaller home;

You are experiencing harassment in your current home but are safe to
remain in your current home for a period, subject to regular review

You are an existing ERC tenant and wish to combine households with
another existing ERC tenant;

Priority Pass D

You are currently living in East Renfrewshire or have a local connection
and
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You are currently sharing amenities with people who are not members
of your household but you have your own bed space, i.e. you are not
sleeping on a sofa or similiar (an example of this would be where you
and your children are living with your parent(s)); or

You have regular overnight access to children whose family home is
elsewhere and do not have suitable accommodation, e.g. are sharing
facilities or have insufficient bedrooms; or

You are living in a private let and have a private residential tenancy
agreement;

* You are not currently living in East Renfrewshire but want to move to East
Renfrewshire because:

You are working in East Renfrewshire;

You have been offered employment in East Renfrewshire;

You are looking for work in the area and can provide evidence of this;
You want to be near a relative or carer;

You have social or medical/disability/mental health reasons for
requiring to be housed in the area;

You have a relative living in the area (blood relatives and relations
through marriage/civil partnership, including parent, grandparent, child,
adopted child, stepchild, grandchild, brother, sister, uncle, aunt, niece,
nephew and any of those of your spouse);

Priority Pass E

You will be awarded this if none of the circumstances in A-D above apply. Priority
will be given to bidders who are already living in the area.

10
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If your housing needs fall into more than one priority pass grouping, you will be
awarded the highest priority that your needs fall into.

We will use percentage targets (or “quotas”) for each priority pass to ensure
that we give relative priority both to the sets of circumstances that the law
requires us to prioritise balanced with a percentage of lets to other priority
passes. We will use a separate set of percentage targets for our new council
properties. Both sets of percentage targets or “quotas” will be reviewed
annually and published in an annual lettings plan.

The reason for the two sets of targets is to ensure that we recognise the
diverse range of needs of existing tenants alongside the housing needs of
others on the housing register. We will monitor the impact of the targets closely,
reviewing the outcomes of both choice based lettings and direct matches

How we let our homes

We are introducing a new approach to letting our homes that will offer you
more choice and which places you at the centre of the process. Each week, we
will advertise on our website (and in local facilities, e.g. community facilities,
libraries) the homes that are available to let, with a photograph of the outside of
the building and a description of the key features, e.g. number and size of
bedrooms, electric or gas heating and cooking, double glazing etc. Each
available home will be labelled as to which priority pass(es) can “bid” for it. This
will reflect the percentage targets that we have agreed and published in our
annual lettings plan.

We use percentage targets (or “quotas”) for each priority pass to ensure that
we give relative priority both to the sets of circumstances that the law requires
us to prioritise balanced with a percentage of lets to other circumstances. We
have two sets of percentage targets (or “quotas”) in our annual lettings plan.
One set is used for homes being advertised for re-let following the departure of
the current tenant. The other set is used for new East Renfrewshire Councll
homes being let for the first time, where, with the exception of the quota for
homeless households, we will give first priority to existing tenants. This does
not mean that other applicants in the groups will be excluded from bidding for
new council homes. We will ask for up to two references from all successful
bidders for new council homes. The new Council homes will be advertised
alongside all of the other available homes, including those from other social
landlords with whom we have agreements to advertise a proportion of their new
housing.

We will advertise vacant homes on a specified day each week with a closing
date of one week later. If you have not heard from us within three days of the
closing date, then you have been unsuccessful and should continue to bid for
other homes.

11
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The bidder with the highest priority and which will make best use of the home
will be offered it. Where there are bidders of equal priority and who would all
make best use of the home, the one with the earliest registration date will be
offered it. The term “best use” means the match between your housing needs
and the suitability of the home you are bidding for, e.g. ground floor homes
are most needed by people with mobility or accessibility needs, the best use
for an adapted home is for it to continue to be occupied by someone with
similar needs, letting a smaller home to a household who have more
bedrooms than they need frees up a larger home for a household in need of it.
We aim to contact you within two working days of the closing date if your bid
for a home has been successful. If you have bid and do not hear from us, your
bid has been unsuccessful and you should continue to make further bids.

We will publish the results on our website on a weekly basis so that it is easy
for you see which priority groups the successful bidders were in and how
many bids there were per available home. This will help your understanding of
your likelihood of success in further bids and in time will give you information
about which types of properties in which areas become available most often.
Circumstances where direct matches may be made, rather than bidding:

e Where the MAPPA have made a recommendation about
accommodation and the Responsible Authorities have recommended a
restriction of choice;

e Where a Priority Pass A’s time limit has expired and we consider that
poor use was made of the priority through the bidding process. Where
this is the case, we will have a discussion with you about your bidding
pattern prior to deciding whether or not to make a direct match. We will
try to ensure that any direct match in these circumstances will be in the
nearest geographical area to your preferred area, dependent upon
availability;

e Where you require a very specifically adapted property, we will work with
the support you receive from Health and Social Care Teams to identify
an appropriate match.

e Where we require to use a property to temporarily house an existing
tenant whose home is in need of major repair.

Sensitive lets

There are other circumstances (in addition to direct matching) where we may
depart from the routine letting process. In some situations, instead of making
an offer to the bidder at the top of the list, we may give consideration to the
suitability of that bidder for a specific home, using documented information we
have available about the bidder and our knowledge about the home, its location
or neighbours. It is good practice for us to consider whether a particular
home/location will be a stable and long term solution for the household. In
some cases this may result in us by-passing the bidder at the top of the list. We
may also ask for references stating your suitability as a tenant. We can give
assurance that any such decisions will be based upon clear and accountable
processes and their use will be carefully monitored.

12
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Tenancy related debt

Where you have made a bid but have an outstanding tenancy related debt of
more than one-twelfth of your annual rent which you have not agreed an
arrangement to repay or have not maintained an arrangement for at least three
months (this includes situations where your landlord has written off the debt so
that it is no longer outstanding), we will not consider your bid. However, we will
take into account the reason the debt has arisen and refer you to local advice
services who can work with you to manage repayments. Your bids will be
considered once you have maintained a repayment arrangement for at least
three months.

Types and sizes of homes

You should be aware that, given the limited supply of social housing in East
Renfrewshire, and particularly in the Eastwood area, you should try to be as
realistic as possible in making your bids. The information we publish each
week about available vacancies and about which priority passes were
successful in bidding for each vacancy will assist you in developing an
understanding of which types of home are vacant most often and in which
areas.
If you have been assessed as unintentionally homeless or unintentionally about
to be homeless within two months, then we would expect you to consider all
property types and areas. However, you will be able to specify your preferred
area choice for the first three months after you have been registered on the list.
In very specific situations, we may agree to extending this period. .
Due to the limited supply of ERC homes available and the need for us to make
best use of it, we cannot offer you any choice about the size of home you can
bid for. Our rules about house sizes are summarised in Annex A of this policy.
We may make exceptions to this e.g.
e Where there is limited demand for particular properties,
e Where you have access to children who do not live with you on a full
time basis,
e Where you are a foster carer or have been approved to adopt,
e where you need an extra bedroom due to a medical condition or
disability,
e Where you are pregnant and your midwife or doctor can confirm this,
e Exceptional circumstances e.g. you are in a witness protection
programme.

Adapted homes

Adapted homes will be advertised alongside all other vacant homes and will be
clearly labelled as suitable for those on the register awaiting the specified
adaptations.

13
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Sheltered homes

12.1 Sheltered homes will be advertised alongside all other empty homes and will be
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clearly labelled as suitable for those meeting the specific criteria for sheltered
housing, e.g. that you are aged 60 years or over.

Special cases

Very occasionally, you may have housing circumstances requiring urgent
rehousing that do not fit with our published policy. Such cases will be assessed
by the Senior Officer within Housing Services and awarded a time limited
Priority Pass A if appropriate. Please be aware that this is not a route for
appealing the level of priority awarded to you. Where you feel that your priority
may have been incorrectly assessed, you should use our Appeals procedure
(see section 24 of this policy).

Support for bidding

Support is available if you need help to make regular bids for vacant homes. A
list of available sources of support is outlined in Annex D of this policy.

Offering you a home

If you have been successful in your bid for a home, we will be in contact with
you shortly after the closing date to discuss your offer. Please be aware that, as
we seek to advertise homes as soon as we know that they are going to be
available, the existing tenant may not have moved out yet. Where this is the
case, we will put the viewing on hold until the tenant has moved and until our
staff inspect the home to see if any repairs are required. We will maintain
contact with you so that you are updated on progress.

When viewing the property, you will be accompanied by a Housing Officer who
will be able to answer any questions you may have. If you have a support
worker, they will be invited to the viewing too. The Housing Officer will be able
to provide you with details of local schools, transport availability and will also
want to discuss with you the affordability of the home, i.e. not only the rent but
also heating costs, travel costs etc. With your permission, the Housing Officer
will arrange for an estimate to be made of the likelihood of you being entitled to
help with your rent.

East Renfrewshire Council tenants who are re-housed because they have at
least two bedrooms more than they need will be offered a £1000 disturbance
allowance. However, if you have rent arrears or owe any other debt to Housing
Services, the amount of the debt will be deducted from the disturbance
payment. We would expect that, as you had a choice about which homes to bid
for, that you will accept the offer following the viewing.

Following acceptance of the offer, you will be invited to a pre-sign up discussion
(which may take place on the telephone). This will confirm that you have all of
the information that you require and that you are clear about any actions that
you need to take, e.g. redirecting your mail, contacting utility companies,
applying for benefit etc. You will also be advised of any repairs that are still to
be carried out.

14
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15.5 When the home is ready for you to move in, you will be contacted to arrange to
sign your tenancy agreement. At the sign up meeting, you will be advised which
Housing Officer will be your main point of contact for all issues in the first month
of your tenancy. Following this, the Housing Officer will be your main contact for
issues such as estate management and neighbour disputes.

15.6 In the majority of cases, you will be offered a Scottish Secure Tenancy
agreement. However, in the following circumstances, you may be offered a
Short Scottish Secure Tenancy (SSST) agreement:

e Inthe last three years you have been evicted from a previous tenancy
because of anti-social behaviour or you or anyone who member of your
household has been served an anti-social behaviour order (ASBO) —
including where we have a legal duty to house you because you are
unintentionally homeless;

e You are taking up employment in the area;

e You need to move out of your current home temporarily and are unable
to access other sources of temporary housing, e.g. while repairs are
carried out to make your home safe or adaptations so that you can
continue to live in your home independently;

e You need extensive support to make a success of your tenancy (e.g.
counselling, support from a statutory or voluntary agency, or debt and
financial advice), which we want to monitor for a six month period before
considering converting your tenancy to a Scottish Secure Tenancy;

(In all of the above cases, you have a right of appeal to the Sheriff Court
if you don’t think you should have been offered an SSST).

16 Home visits

16.1 In some circumstances, a Housing Officer may visit you in your current home to
verify details prior to you signing the tenancy for your new home.

16.2 Once you have moved in to your new home, a Housing Officer will visit you
during the first month to find out if there are any issues you want to discuss.
You will be able to arrange a suitable date for this when you are signing the
tenancy agreement.

15
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Refusal of offers

If you refuse an offer following a successful bid and have been assessed as
unintentionally homeless or about to be homeless, we will want to discuss with
you the reason(s) for your refusal and if we deem the reason(s) to be not
valid, we may remove your priority pass from you and make you an offer of re-
housing separate from the bidding system. If you refuse this offer, we will
consider that we have met our legal obligations and you will be re-assessed
as a Priority Pass B. If you refuse a property, you may appeal using our
Complaints and Appeals procedure (see section 21 of this policy). If you are
living in our temporary accommodation and we remove your Priority Pass, you
will be given notice to leave.

If you have a non-time limited pass and have refused more than two offers,
we will remove your pass and suspend you from making bids for a six month
period. You may ask to be re-assessed at the end of the six month period.

Suspensions from bidding

In certain circumstances, which we have listed below, we may suspend you
from being able to bid for homes once you have registered:
¢ Where we have evidence that, within the previous three years (or longer
in exceptional circumstances), you or anyone who will be living with you
has been evicted for antisocial behaviour or is currently, or has been,
subject to an Antisocial Behaviour Order;

e Where you have outstanding rent arrears for a previous tenancy than is
more than one month’s rent or there is no appropriate repayment
arrangement in place which has been paid for at least the previous three
months

e Where you have knowingly or recklessly made a false statement on your
registration form - we will take into account the extent to which you have
misled in considering whether to impose a suspension and for how long

e Where you have a non-time-limited pass and have unreasonably refused

two previous offers of housing

18.2 We will not impose a suspension from bidding where we have assessed you as

unintentionally homeless or threatened with homelessness, but we will offer

you support to make suitable bids. If you continue to make poor use of your
time limited Priority A Pass, we will make you one direct offer of housing, after
which we will consider that we have discharged our duty to house you. If you

refuse the direct offer unreasonably, you will lose your priority pass and we will
re-assess you as Priority Pass B.

18.3 We will not suspend you from bidding if we have previously used the same

18.4

evidence to suspend you or anyone who will be living with you.
In considering whether to suspend your ability to bid on the basis of antisocial
behaviour, we will consider:
- The nature frequency and length of the conduct
- The extent to which the conduct arises because of acts or omissions of
people other than the tenant
- The effect the conduct is having on other people
- Any other action taken, or capable of being taken, by your existing
landlord to address the conduct

16
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- Whether there are any alternatives to imposing a suspension, e.g. by
agreeing a support package and offering a Short Scottish Secure
Tenancy for a minimum period of twelve months when you make a
successful bid.
18.5 Where we have decided to suspend you from bidding for vacant homes, we will
explain to you clearly in writing:
why we are suspending you from bidding;
what this means, e.g. you will not receive offers of housing;
how long your suspension will last;
what you have to do to have the suspension lifted; and
your right to appeal.
18.6 We will monitor all suspensions on a regular basis to ensure that we are
applying the policy fairly. We will contact you to confirm when your suspension
has been lifted.

19 Reviewing the register

19.1 Please contact us immediately if anything you have stated on your registration
form changes.

19.2 We will contact you once each year to check if your circumstances remain as
stated and whether you wish to remain on the Register. If you do not respond
by the deadline stated in your review letter, we will assume that you no longer
wish to remain on the Register and we will cancel your application.

20 Cancelled Registrations

20.1 Your registration will also be cancelled when:

e You ask us in writing to do so because you no longer wish to remain on
the Register;

e We receive notification from your next of kin that you are deceased,;

e You fail to respond to a request from us for further information that we
need to process your registration, assess your housing need or review
your registration;

e We receive returned correspondence from your address stating that you
no longer live there;

e You are rehoused by us, although you will be offered a new application
form to complete during your tenancy sign —up. It is your choice about
whether to complete a new application — if you do not, you will be asked
to sign confirming that you were offered the opportunity to do so.

20.2 Where you contact us following your registration being cancelled, you will be
able to re-register without completing a new form, providing that your
circumstances are broadly the same. Your registration date will be from the
date of the new registration being made.

20.3 Where your registration has been cancelled because you failed to respond to
several requests from us for further information or to review your registration,
we will give consideration to the reason for the failures and may agree to
reinstate your original registration.

17
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21 Complaints and appeals

21.1 East Renfrewshire Council is committed to providing high-quality customer
services. However, we do understand that sometimes things can go wrong. We
value complaints and use the information from them to help us improve our
services. In 2013 we changed how we handled customer complaints. All
Scottish councils now follow the same procedure to ensure that complaints are
dealt with consistently.

21.2 We regard a complaint as any expression of dissatisfaction about our action or
lack of action, or about the standard of service provided by us or on our behalf.

21.3 You can complain in person at any of our offices, by phone, in writing, email or
via our online complaints form at www.eastrenfrewshire.gov.uk/complaints ,
where you can also download a helpful leaflet to assist you in making your
complaint, which includes information about where you can get assistance in
making your complaint. Copies of the leaflet are also available in any of our
offices.

21.4 There are some things we can’t deal with through our complaints handling
procedure. This includes things that are covered by a right of appeal, e.g. if you
are dissatisfied with the level of priority you have been given when registering
for housing, you have the right to appeal against the decision.

21.5 We have an appeals process for you to use if you think that:

the Priority Pass we have given you does not reflect the needs that you
have described to us;

your Priority Pass has been removed and replaced with a lower one
unfairly;

your registration has been suspended or cancelled unfairly;

the home you made a successful bid for is in an unacceptable letting
condition;

where we have directly matched you to a property for any of the reasons
covered by this policy, we have done so unfairly and without taking
account of any specific valid location needs.

21.6 You should outline in writing the reason you want to appeal and send it to
Housing Services at East Renfrewshire Council Offices, 211 Main St.,
Barrhead, G78 1SY within twenty one days of:

Your priority pass being removed and replaced with a lower one;
Your registration having been suspended or cancelled,;

Your viewing of the home that you have made a successful bid for;
Our notification to you that we have directly matched you to a home.

21.7 If you need help with preparing your appeal, support is available from the East
Renfrewshire Citizens Advice Bureau, 216 Main Street, Barrhead, G78 1SN.
Please telephone 0141 881 2032 to book an appointment.

21.8 If we cannot make a full response to you within five working days, we will send
an acknowledgement of your appeal. You will receive a detailed response
within fifteen working days of us receiving your appeal, outlining whether your
appeal has been successful and, if not, the reasons why it has been
unsuccessful.
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21.9 If you are dissatisfied with the outcome of your appeal, you can request that
the Senior Officer within Housing Services reviews your case. This is the
second and final stage in the appeals process. You must notify us within
seven working days of receiving the appeal decision that you wish a second
stage review.

22 Monitoring arrangements

22.1 We will use a quarterly monitoring framework to track whether the new
approach to lettings is delivering the expected outcomes for both you as the
customer and for us in terms of increased efficiency and transparency in our
lettings process. The information will inform future reviews of this policy.

22.2 The monitoring framework will include:

Customer satisfaction

- of successful bidders

- of those who haven’t been successful yet (ease of understanding,
usefulness of published results)

- of those who haven’t submitted any bids yet (ease of understanding,
any support needed)

Housing management performance;

Profile of those registering for housing;

Effectiveness of the support arrangements for bidding;

Patterns of bidding — including those not bidding and reasons for not

doing so;

Proportion of lets going to each Priority Pass grouping;

Tenancy sustainment rates, i.e. is the new approach offering more

choice resulting in improved tenancy sustainment.

23 Review of this policy

23.1 This policy will be reviewed regularly in consultation with those who have
registered for housing, our tenants, registered tenants’ organisations in the
area, other housing providers and voluntary organisations operating in East
Renfrewshire.

24 Contact information
24.1 For further advice, assistance or general information, please contact

Customer First in the first instance on 0141 577 3001, who will answer
your query if it is a general one or re-direct you to the relevant member
of staff in Housing Services in the Barrhead Office.

Tel:xxxxxxxx if your query relates to this policy

Tel xxxxx if you want to discuss your housing options and have already
completed our online housing options assessment form, or if you need
help in completing it.

East Renfrewshire Council Website: www.eastrenfrewshire.gov.uk
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24.2 If you require independent advice or assistance, you may wish to contact:
Citizen’s Advice Bureau
216 Main Street
Barrhead
East Renfrewshire
Tel: 0141 881 2032
24.3 If you have exhausted our appeals process, you may wish to get advice from:
Scottish Public Service Ombudsman
4 Melville Street
Edinburgh
EH3 7NS
Tel: 0800 377 7330
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Annex A: Number of bedrooms you will be considered for
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Annex B: Legal, regulatory and good practice requirements
Legal
This policy meets the requirements of the following legislation:

Housing (Scotland) Act 1987
Housing (Scotland ) Act 2001
Homelessness etc. (Scotland) Act 2003
Housing (Scotland) Act 2006
Housing (Scotland) Act 2010
Housing (Scotland) Act 2014

In using this policy to let our homes, we will also take account of the following
legislation:

Matrimonial Homes (Family Protection) (Scotland) Act 1981
Children Scotland Act 1995

Protection from Harassment Act 1997

Human Rights Act 1998

Data Protection Act 1998

Immigration and Asylum Act 1999

Civil Partnership Act 2004

Management of Offenders etc. (Scotland) Act 2005

Adult Support and Protection (Scotland) Act 2007

Equality Act 2010

Regulatory

The Scottish Housing Regulator checks the performance of social landlords against
the standards and outcomes outlined in the Scottish Government’s Scottish Social
Housing Charter. The outcomes that this policy must meet are:

Outcome 1

Every tenant and other customer has their individual needs recognised, is treated
fairly and with respect, and receives fair access to housing and housing services.

Outcome 2

Tenants and other customers find it easy to communicate with their landlord and get
the information they need about their landlord, how and why it makes decisions and
the services it provides.

Outcome 7

People looking for housing get information that helps them make informed choices
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Outcome 8

Tenants and people on the housing list can review their housing options
Outcome 9

People at risk of losing their homes get advice on preventing homelessness
Outcome 10

People looking for housing find it easy to apply for the widest choice of social
housing available and get the information they need on how the landlord allocates
homes and their prospects of being housed.

Outcome 11

Tenants get the information they need on how to obtain support to remain in their
home; and ensure suitable support is available, including services provided directly
by the landlord and by other organisations.

Outcome 12

Homeless people get prompt and easy access to help and advice; are provided with
suitable, good-quality temporary or emergency accommodation when this is needed;
and are offered continuing support to help them get and keep the home they are
entitled to.

Good Practice
Scottish Government

Guidance on the social housing provisions of the Housing (Scotland) Act 2014 (final
drafts of various chapters published in November 2016 and November 2017)

Housing Options Protocols for Care Leavers (October 2013) 3

Social Housing Allocations: A Practice Guide (March 2011)

COSLA/Scottish Government

Housing Options Guidance (March 2016)

% East Renfrewshire Council and Health and Social Care Partnership are signatories of the Scottish
Care Leavers Covenant. This policy is informed by the Covenant and by these Protocols.
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ANNEX C: Definition of unsatisfactory housing

Circumstances where we would view your home as being unsatisfactory include:

Living in a home in poor physical condition e.g. if one or more of the
following applies:

Is structurally unstable

Has rising or penetrating damp

Unsatisfactory provision of natural and artificial lighting, or for
ventilation, or for heating

Inadequate piped supply of wholesome water available in the house
Unsatisfactory supply of both hot and cold water in the house

Lacks a WC for exclusive use of the household or is unsuitable
located in the house

Lacks an effective system for drainage and disposal of foul and
surface water

Unsatisfactory facilities for cooking

Unsatisfactory access to all external doors and outbuildings

Lack of a fixed bath or shower and wash basin, each provided with a
satisfactory supply of both hot and cold water and suitably located in
the house

Lacks satisfactory thermal insulation

Does not comply with relevant requirements for installation of
electricity supply and is inadequate and unsafe to use

Unsuitable due to a medical condition or disability in the household
Unsatisfactory living arrangements, e.g. significant overcrowding and
needing two or more additional bedrooms

Significant problems with neighbours where intervention has failed
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Annex D: Sources of support for bidding

1.

If you do not have internet access at home, you can use a computer terminal in
either our Barrhead or Eastwood Customer First offices:

Eastwood Park 211 Main Street
Rouken Glen Road Barrhead
Glasgow G46 6UG G78 1FY

Hard copies of the adverts for each week’s vacant homes will be available in
each of the above offices.

You can also access the internet in any of our libraries.

If you are living in our Connor Road supported accommodation, your support
worker will have weekly conversations with you about the vacant homes
available and will help you to make your bids.

If we have assessed you as unintentionally homeless or threatened with
homelessness, our housing services staff will be in regular contact with you and
will help you make bids.

If you are receiving support from a statutory or voluntary agency, you can ask
them to help you with your weekly bids. We would be happy to talk them
through the process, either on the telephone or online. We are alerting them in
advance to our new approach and how it will work.

You can tell us that you have given permission to a specific friend or family
member to bid on your behalf.

Information about available homes and assistance to bid will be available from
our staff by telephone if you are experiencing difficulty using the online bidding
system or if you have notified us that you have difficulty leaving home due to
illness or disability and do not have a family member or friend whom you could
nominate to bid on your behalf.
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Annex E: Quotas to be applied to Priority Passes

This will not form part of the Allocation Policy but will be reviewed annually
and published separately

Each year, Housing Services will publish a lettings plan outlining the percentage
targets (or “quotas”) of available homes that will be allocated to each priority group.
This will ensure that a variety of people are rehoused and a range of local needs
met. There will be two sets of percentage targets, one for existing council homes
becoming available for re-let and one for our new council homes. These will be
reviewed annually and the outcomes monitored closely. The proposed lettings plan
for the first year of the new allocations policy is:

For new council homes

Priority Pass | Proportion of annual Proportion of annual lets
lets if no homeless applicants

A 25%

B 45% 60%

C 15% 20%

D 11% 15%

E 4% 5%

In line with the existing policy for new council homes, with the exception of the
homeless households needs group, Housing Services is proposing to continue to
give first priority to existing council tenants within each of the remaining four housing
need groups. If there are no bidders in the target priority pass groups who can
provide up to two references, we will move on to the bidders from the next priority

group.

For homes that become available after the
existing tenant moves out

Priority Proportion of annual lets
Pass

A 55%

B 28%

C 8%

D 8%

E 1%
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	Cabinet Item 08 Part 1 of 4 - 21 June 2018
	Cabinet Item 08 Part 2 of 4 - 21 June 2018
	Appendix 1
	Priority passes
	There are five levels of priority passes, in recognition of the range of housing and other needs that exist in East Renfrewshire:


	Cabinet Item 08 Part 3 of 4 - 21 June 2018
	Cabinet Item 08 Part 4 of 4 - 21 June 2018
	1 Why we are changing the policy on letting our homes
	1.1 There is a very small supply of council homes in East Renfrewshire.  We are proposing a new way of letting our homes that will provide more flexibility for our customers and allows us to make best use of our available homes.
	1.2 East Renfrewshire has faced a shortage of affordable housing over a number of years. The local housing needs assessment shows that there are not enough homes available to rent and to buy locally.
	1.3 As background, our current Local Housing Strategy has identified that we need more social rented homes of every size and type in Eastwood, with homes of certain types and sizes required in Levern Valley. There is a particular shortage of:
	 one bedroom homes;
	 ground floor, accessible and adapted homes;
	 family sized homes to replace those sold through the Right to Buy;
	 temporary and permanent homes for homeless households;
	 mid-market rented homes and opportunities for low cost home ownership.
	1.4 In addition, the proposed policy:
	 Provides our customers with more choice from among our available homes;
	 Ensures that customers are aware of what homes are available across our area at any point in time;
	 Assists our customers in considering all suitable housing options in the area;
	 Is written in a way that makes our letting of our available homes easier for our customers to understand;
	 Simplifies the way we let our homes, making it more efficient and providing better value for money for our customers;
	 Helps us to make best use of our limited supply of homes by taking account of what types of housing need each home is most suitable for;
	 Assists in supporting successful tenancies;
	 Ensures that we are able to respond quickly to those in urgent housing need, e.g. by assisting people to keep their existing homes;
	 Makes the letting of our homes more transparent, reducing customer frustration.

	2 Aim of this policy
	2.1 We aim to let our homes in a fair, easy-to-understand way and help find suitable housing options for those in housing need.
	2.2  We will do this by:
	 Giving highest priority to those in greatest housing need;
	 Our priorities include those we have a legal duty to give “reasonable preference” to:
	 Introducing a new way of letting our homes which allows you to see all of the homes that are available and to show an interest in those that meet your housing need;
	 Providing personalised advice on housing options so that you can make informed decisions about which are right for you. This includes;
	2.3   We are committed to:
	 Providing you with clear, open and honest information and advice about what we can and cannot do for you;
	 Ensuring that you will not be treated unfairly because of age, physical ability or mental health, gender, marital status, race, colour, ethnic or national origin, language, religion, belief, sexual orientation, family circumstances, or employment st...
	 Keeping your personal information safe and secure;
	 Meeting all of the legal requirements in letting our homes and in assisting those who are homeless or about to be homeless;
	 Meeting all of the requirements of the Scottish Social Housing Charter;
	 Following Scottish Government guidance and good practice in letting our homes, providing advice and information and assisting those who are homeless or about to be homeless;
	 Ensuring the promotion of equal opportunities by publishing information and documentation in different languages and other formats such as large print, tape, and braille, as required.

	3 Service Standards
	3.1 We aim to write to you confirming your registration and level of priority within twenty one days of receiving your completed registration, providing that we receive all of the information that we need in order to complete the process.
	3.2 We aim to write to you within five days of the Assessment Panel making a decision about your medical/disability priority or considering your appeal about medical/disability priority.
	3.3 We aim to contact you within two working days of the closing date if your bid for a home has been successful.
	3.4 We will arrange for one of our Housing Officers to visit you within a month of your tenancy start date.

	4 Information and advice
	4.1 Before you register for housing with us, we will encourage you to complete a Housing Options self-assessment on our website. We can provide assistance with this if you require it.
	4.2 When you complete the self-assessment, we will ask you to book a housing options discussion with us, either in our offices or on the telephone, whichever you prefer. During the discussion, we will give you full information and advice on the practi...
	4.3 If you are about to lose your current home, we will assist you where possible to stay or delay leaving, e.g. by negotiating with your landlord or lender on your behalf and in getting specialist advice if you need it. If we are unable to help you t...
	4.4 If you are already homeless or under immediate threat of homelessness, please contact us without delay on 0141 577 3001 (during office hours) or 0800 052 0180 (evenings, weekends and public holidays).
	4.5 If your current home is unsuitable for you due to illness and/or disability, or mobility issues, we will help you to organise an assessment to find out if it can be adapted to suit your needs or to find suitable alternative housing.
	4.6 We will also assist you in getting support to allow you to continue to live in your current home, e.g. housing support, welfare benefits, budgeting and debt advice.
	4.7 Our aim in a housing options discussion is to provide you with all of the advice and information you need to help you make an informed choice about the option or options that are right for you. Some of these options might include:
	 Mutual exchanges
	If you are an existing tenant of either a Council or a housing association and want to swap homes with another council or housing association tenant in East Renfrewshire, or anywhere in the country, you should contact your landlord to discuss this. Bo...
	 Nomination to a housing association
	The Council has agreements with housing associations that have stock in East Renfrewshire that we can nominate people on our housing list for some of their properties, usually in new housing developments or in homes recently purchased but also some ex...
	 Homeless Referrals
	We can also refer to housing associations a proportion of homeless applicants to whom we have a legal duty to provide permanent accommodation. Where we have the agreement of the housing association, we will advertise the housing association homes that...
	 Referrals to other agencies for support
	We can also make referrals for you to seek advice and/or support from other agencies, e.g. with financial, health, employability issues.
	4.8 After considering all of the advice and information we have provided, if you want to apply for one of our homes, then you will need to register with us.

	5 Who can apply for our homes
	5.1  Anyone can register for housing with us if you are aged 16 years or over, providing that you are not prevented from doing so by immigration or other relevant legislation.

	6 Registering for housing
	6.1 The registration form should be completed on our website but our customer service and allocations staff can provide assistance if you ask for it.
	6.2 We can provide an interpretation service if English is not your first language or assistance if you have a hearing or visual impairment.
	Please ask a relative, friend or someone who is providing you with support to contact 0141 577 3001 to request assistance.
	6.3 If you receive housing support or support from a statutory or voluntary agency, they will also be able to assist you and can contact us if they have any queries.
	6.4 The form asks you for personal details about you and your housing circumstances, including about anyone you are currently living with and those you wish to be housed with you. However, you cannot include two or more people who are not relatives to...
	6.5 Depending on the information provided by you, we may request further information whilst we are processing your registration. This may include either a character reference or a reference from a previous or current landlord, either during the regist...

	7 Assessing your need for housing
	7.1 We will assess your need for housing and will let you know the level of priority pass that we have awarded. We will need to carry out a further assessment for some categories of housing need, e.g. those related to medical, disability or mental hea...
	7.2 In the assessment of your need for housing, we will take account of:
	 If you are being harassed or abused where you currently stay;
	 If you are homeless or about to be homeless;
	 If you currently live, or have recently lived, in East Renfrewshire, or
	o If you have a social or medical/disability need to move to East Renfrewshire;
	 If you or anyone who will be living with you own any property;
	 Age, if you need sheltered housing;
	 If you owe a landlord more than one-twelfth of your annual rent, have not made a repayment arrangement or have not made three monthly payments in line with any repayment arrangement;
	7.3 In the assessment of your need for housing, by law we must ignore:
	 The length of time you have lived in East Renfrewshire;
	 Any outstanding tenancy-related debt at a house where you were not a tenant;
	 Any tenancy-related debt that you have repaid;
	 Any tenancy-related debt that is less than one twelfth of the annual amount, or where you have an agreed repayment arrangement, have made at least three months’ payments under the arrangement and are still keeping to the arrangement;
	 Any non-housing debt, e.g. Council Tax, owed by you or someone moving with you;
	 Your household income, including any welfare benefits;
	 Whether you are legally separated or divorced;
	 Who you are living with when you register for housing, e.g. you may still be living in the same house as an ex-partner.
	7.4 We aim to write to you confirming your registration and level of priority within twenty one days of receiving your completed registration. This will be dependent upon us receiving all of the information that we need in order to complete the regist...

	8 Priority passes
	8.1 There are five levels of priority passes, in recognition of the range of housing and other needs that exist in East Renfrewshire:
	8.2 If your housing needs fall into more than one priority pass grouping, you will be awarded the highest priority that your needs fall into.
	8.3 We will use percentage targets (or “quotas”) for each priority pass to ensure that we give relative priority both to the sets of circumstances that the law requires us to prioritise balanced with a percentage of lets to other priority passes. We w...
	8.4 The reason for the two sets of targets is to ensure that we recognise the diverse range of needs of existing tenants alongside the housing needs of others on the housing register. We will monitor the impact of the targets closely, reviewing the ou...

	9 How we let our homes
	9.1 We are introducing a new approach to letting our homes that will offer you   more choice and which places you at the centre of the process. Each week, we will advertise on our website (and in local facilities, e.g. community facilities, libraries)...
	9.2 We use percentage targets (or “quotas”) for each priority pass to ensure that we give relative priority both to the sets of circumstances that the law requires us to prioritise balanced with a percentage of lets to other circumstances. We have two...
	9.3 We will advertise vacant homes on a specified day each week with a closing date of one week later. If you have not heard from us within three days of the closing date, then you have been unsuccessful and should continue to bid for other homes.
	9.4 The bidder with the highest priority and which will make best use of the home will be offered it. Where there are bidders of equal priority and who would all make best use of the home, the one with the earliest registration date will be offered it...
	9.5 We aim to contact you within two working days of the closing date if your bid for a home has been successful. If you have bid and do not hear from us, your bid has been unsuccessful and you should continue to make further bids.
	9.6 We will publish the results on our website on a weekly basis so that it is easy for you see which priority groups the successful bidders were in and how many bids there were per available home. This will help your understanding of your likelihood ...
	9.7 Circumstances where direct matches may be made, rather than bidding:
	 Where the MAPPA have made a recommendation about accommodation and the Responsible Authorities have recommended a restriction of choice;
	 Where a Priority Pass A’s time limit has expired and we consider that poor use was made of the priority through the bidding process. Where this is the case, we will have a discussion with you about your bidding pattern prior to deciding whether or n...
	 Where you require a very specifically adapted property, we will work with the support you receive from Health and Social Care Teams to identify an appropriate match.
	 Where we require to use a property to temporarily house an existing tenant whose home is in need of major repair.
	Sensitive lets
	9.8 There are other circumstances (in addition to direct matching) where we may depart from the routine letting process. In some situations, instead of making an offer to the bidder at the top of the list, we may give consideration to the suitability ...
	9.9
	Tenancy related debt
	9.10 Where you have made a bid but have an outstanding tenancy related debt of more than one-twelfth of your annual rent which you have not agreed an arrangement to repay or have not maintained an arrangement for at least three months (this includes s...

	10 Types and sizes of homes
	10.1 You should be aware that, given the limited supply of social housing in East Renfrewshire, and particularly in the Eastwood area, you should try to be as realistic as possible in making your bids.  The information we publish each week about avail...
	10.2 If you have been assessed as unintentionally homeless or unintentionally about to be homeless within two months, then we would expect you to consider all property types and areas. However, you will be able to specify your preferred area choice fo...
	10.3 Due to the limited supply of ERC homes available and the need for us to make best use of it, we cannot offer you any choice about the size of home you can bid for. Our rules about house sizes are summarised in Annex A of this policy. We may make ...
	 Where there is limited demand for particular properties,
	 Where you have access to children who do not live with you on a full time basis,
	 Where you are a foster carer or have been approved to adopt,
	 where you need an extra bedroom due to a medical condition or disability,
	 Where you are pregnant and your midwife or doctor can confirm this,
	 Exceptional circumstances e.g. you are in a witness protection programme.

	11 Adapted homes
	11.1 Adapted homes will be advertised alongside all other vacant homes and will be clearly labelled as suitable for those on the register awaiting the specified adaptations.

	12 Sheltered homes
	12.1 Sheltered homes will be advertised alongside all other empty homes and will be clearly labelled as suitable for those meeting the specific criteria for sheltered housing, e.g. that you are aged 60 years or over.

	13 Special cases
	13.1 Very occasionally, you may have housing circumstances requiring urgent rehousing that do not fit with our published policy. Such cases will be assessed by the Senior Officer within Housing Services  and awarded a time limited Priority Pass A if a...

	14 Support for bidding
	14.1 Support is available if you need help to make regular bids for vacant homes. A list of available sources of support is outlined in Annex D of this policy.

	15 Offering you a home
	15.1 If you have been successful in your bid for a home, we will be in contact with you shortly after the closing date to discuss your offer. Please be aware that, as we seek to advertise homes as soon as we know that they are going to be available, t...
	15.2 When viewing the property, you will be accompanied by a Housing Officer who will be able to answer any questions you may have. If you have a support worker, they will be invited to the viewing too. The Housing Officer will be able to provide you ...
	15.3 East Renfrewshire Council tenants who are re-housed because they have at least two bedrooms more than they need will be offered a £1000 disturbance allowance. However, if you have rent arrears or owe any other debt to Housing Services, the amount...
	15.4 Following acceptance of the offer, you will be invited to a pre-sign up discussion (which may take place on the telephone). This will confirm that you have all of the information that you require and that you are clear about any actions that you ...
	15.5 When the home is ready for you to move in, you will be contacted to arrange to sign your tenancy agreement. At the sign up meeting, you will be advised which Housing Officer will be your main point of contact for all issues in the first month of ...
	15.6 In the majority of cases, you will be offered a Scottish Secure Tenancy agreement. However, in the following circumstances, you may be offered a Short Scottish Secure Tenancy (SSST) agreement:
	 In the last three years you have been evicted from a previous tenancy because of anti-social behaviour or you or anyone who  member of your household has been served an anti-social behaviour order (ASBO) – including where we have a legal duty to hou...
	 You are taking up employment in the area;
	 You need to move out of your current home temporarily and are unable to access other sources of temporary housing, e.g. while repairs are carried out to make your home safe or adaptations so that you can continue to live in your home independently;
	 You need extensive support to make a success of your tenancy (e.g. counselling, support from a statutory or voluntary agency, or debt and financial advice), which we want to monitor for a six month period before considering converting your tenancy t...
	(In all of the above cases, you have a right of appeal to the Sheriff Court if you don’t think you should have been offered an SSST).

	16 Home visits
	16.1 In some circumstances, a Housing Officer may visit you in your current home to verify details prior to you signing the tenancy for your new home.
	16.2 Once you have moved in to your new home, a Housing Officer will visit you during the first month to find out if there are any issues you want to discuss. You will be able to arrange a suitable date for this when you are signing the tenancy agreem...

	17 Refusal of offers
	17.1 If you refuse an offer following a successful bid and have been assessed as unintentionally homeless or about to be homeless, we will want to discuss with you the reason(s) for your refusal and if we deem the reason(s) to be not valid, we may rem...
	17.2 If you have a non-time limited pass and have refused more than two offers, we will remove your pass and suspend you from making bids for a six month period. You may ask to be re-assessed at the end of the six month period.

	18 Suspensions from bidding
	18.1 In certain circumstances, which we have listed below, we may suspend you from being able to bid for homes once you have registered:
	 Where we have evidence that, within the previous three years (or longer in exceptional circumstances), you or anyone who will be living with you has been evicted for antisocial behaviour or is currently, or has been, subject to an Antisocial Behavio...
	 Where you have outstanding rent arrears for a previous tenancy than is more than one month’s rent or there is no appropriate repayment arrangement in place which has been paid for at least the previous three months
	 Where you have knowingly or recklessly made a false statement on your registration form - we will take into account the extent to which you have misled in considering whether to impose a suspension and for how long
	 Where you have a non-time-limited pass and have unreasonably refused two previous offers of housing
	18.2 We will not impose a suspension from bidding where we have assessed you as unintentionally homeless or threatened with homelessness, but we will offer you support to make suitable bids. If you continue to make poor use of your time limited Priori...
	18.3 We will not suspend you from bidding if we have previously used the same evidence to suspend you or anyone who will be living with you.
	18.4 In considering whether to suspend your ability to bid on the basis of antisocial behaviour, we will consider:
	­ The nature frequency and length of the conduct
	­ The extent to which the conduct arises because of acts or omissions of people other than the tenant
	­ The effect the conduct is having on other people
	­ Any other action taken, or capable of being taken, by your existing landlord to address the conduct
	­ Whether there are any alternatives to imposing a suspension, e.g. by agreeing a support package and offering a Short Scottish Secure Tenancy for a minimum period of twelve months when you make a successful bid.
	18.5 Where we have decided to suspend you from bidding for vacant homes, we will explain to you clearly in writing:
	 why we are suspending you from bidding;
	 what this means, e.g. you will not receive offers of housing;
	 how long your suspension will last;
	 what you have to do to have the suspension lifted; and
	your right to appeal.
	18.6 We will monitor all suspensions on a regular basis to ensure that we are applying the policy fairly. We will contact you to confirm when your suspension has been lifted.

	19 Reviewing the register
	19.1 Please contact us immediately if anything you have stated on your registration form changes.
	19.2 We will contact you once each year to check if your circumstances remain as stated and whether you wish to remain on the Register. If you do not respond by the deadline stated in your review letter, we will assume that you no longer wish to remai...

	20 Cancelled Registrations
	20.1 Your registration will also be cancelled when:
	 You ask us in writing to do so because you no longer wish to remain on the Register;
	 We receive notification from your next of kin that you are deceased;
	 You fail to respond to a request from us for further information that we need to process your registration, assess your housing need or review your registration;
	 We receive returned correspondence from your address stating that you no longer live there;
	 You are rehoused by us, although you will be offered a new application form to complete during your tenancy sign –up. It is your choice about whether to complete a new application – if you do not, you will be asked to sign confirming that you were o...
	20.2 Where you contact us following your registration being cancelled, you will be able to re-register without completing a new form, providing that your circumstances are broadly the same. Your registration date will be from the date of the new regis...
	20.3 Where your registration has been cancelled because you failed to respond to several requests from us for further information or to review your registration, we will give consideration to the reason for the failures and may agree to reinstate your...

	21 Complaints and appeals
	21.1 East Renfrewshire Council is committed to providing high-quality customer services. However, we do understand that sometimes things can go wrong. We value complaints and use the information from them to help us improve our services.  In 2013 we c...
	21.2 We regard a complaint as any expression of dissatisfaction about our action or lack of action, or about the standard of service provided by us or on our behalf.
	21.3 You can complain in person at any of our offices, by phone, in writing, email or via our online complaints form at www.eastrenfrewshire.gov.uk/complaints , where you can also download a helpful leaflet to assist you in making your complaint, whic...
	21.4 There are some things we can’t deal with through our complaints handling procedure. This includes things that are covered by a right of appeal, e.g. if you are dissatisfied with the level of priority you have been given when registering for housi...
	21.5 We have an appeals process for you to use if you think that:
	 the Priority Pass we have given you does not reflect the needs that you have described to us;
	 your Priority Pass has been removed and replaced with a lower one unfairly;
	 your registration has been suspended or cancelled unfairly;
	 the home you made a successful bid for is in an unacceptable letting condition;
	 where we have directly matched you to a property for any of the reasons covered by this policy, we have done so unfairly and without taking account of any specific valid location needs.
	21.6 You should outline in writing the reason you want to appeal and send it to Housing Services at East Renfrewshire Council Offices, 211 Main St., Barrhead, G78 1SY within twenty one days of:
	 Your priority pass being removed and replaced with a lower one;
	 Your registration having been suspended or cancelled;
	 Your viewing of the home that you have made a successful bid for;
	 Our notification to you that we have directly matched you to a home.
	21.7 If you need help with preparing your appeal, support is available from the East Renfrewshire Citizens Advice Bureau, 216 Main Street, Barrhead, G78 1SN. Please telephone 0141 881 2032 to book an appointment.
	21.8 If we cannot make a full response to you within five working days, we will send an acknowledgement of your appeal. You will receive a detailed response within fifteen working days of us receiving your appeal, outlining whether your appeal has bee...
	21.9 If you are dissatisfied with the outcome of your appeal, you can request that the Senior Officer within Housing Services reviews your case. This is the second and final stage in the appeals process. You must notify us within seven working days of...

	22 Monitoring arrangements
	22.1 We will use a quarterly monitoring framework to track whether the new approach to lettings is delivering the expected outcomes for both you as the customer and for us in terms of increased efficiency and transparency in our lettings process. The ...
	22.2 The monitoring framework will include:
	 Customer satisfaction

	23 Review of this policy
	23.1 This policy will be reviewed regularly in consultation with those who have registered for housing, our tenants, registered tenants’ organisations in the area, other housing providers and voluntary organisations operating in East Renfrewshire.

	24 Contact information
	24.1 For further advice, assistance or general information, please contact
	 Customer First in the first instance on 0141 577 3001, who will answer your query if it is a general one or re-direct you to the relevant member of staff in Housing Services in the Barrhead Office.
	 Tel:xxxxxxxx if your query relates to this policy
	 Tel xxxxx if you want to discuss your housing options and have already completed our online housing options assessment form, or if you need help in completing it.
	 East Renfrewshire Council Website: www.eastrenfrewshire.gov.uk
	24.2 If you require independent advice or assistance, you may wish to contact:
	24.3 If you have exhausted our appeals process, you may wish to get advice from:
	 Housing (Scotland) Act 1987
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