	Session 1 –

Provision of Information and advice for landlords and agents from the council 

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	Emails

	Emailing takes a while to receive a response, when emailing Housing Benefits have to inevitably ring as no response.
Receipt of email into the mail box would be useful
Provide realistic response time to these enquiries


	Look at e-mail automated response – service standard to respond to these e-mails.
Automated response states:

Thank you for your recent e-mail concerning Housing Benefit. We aim to deal with your e-mail within the next 10 working days.

If however your enquiry is urgent please telephone our helpline on (01803) 207201, where you can speak to a customer service advisor.

Our helpline is available

Mon, Tues, Thurs & Friday 8.30 to 5.30

Weds 9.30 to 5.30

Sat 8.30 to 12.00

	Mail box used for urgent enquiries and time scale agreed for a response


	11 October 2010

	Email suspensions and other details to landlords would be easier


	Suspension letter being e-mailed – raises question of secure transfer of personal information – check with Information Governance Team


	Personal information sent via internet need to be clarified.


	Section currently are looking into ways of sending docs via email from generic mailbox -

11 October 2010



	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	Telephone

	Some advice and information through CSA incorrect or inconsistent – perhaps more training for CSA 
	Quality assurance against advice and information
	Regular Training and quality checking 
	Ongoing

	Response times for answering the phone can be long – difficult to get through at times
	Analysis of telephone response times – promotion of Saturday opening times
	promotion of Saturday opening times
	Completed

	Dedicated landlord helpline/section dealing  with queries from landlords from Benefits to Homelessness and Housing Standards 
	Bringing together landlord information and advice though one central point – at the moment queries covering two or three issues need to be “referred on”
	Landlord helpline and central point of reference for landlords was very common theme of the afternoon
	No current outcome on landlord helpline – ongoing

	Disclosure of information

	Promotion of authority to disclose at initial claim stage by council staff 

Authority to disclose information covering what elements of the claim? Initial claim, any further information required – subsequent changes in circumstances


	Current disclosure form is on paper/electronic claim form which may not coverall aspects of the claim. Some landlords include the authority as part of the tenancy agreement.

Version 2 of Torbay’s electronic claim form changes authority to disclose text  

Some CSA/Benefit assessments offices take different “views” on what can/cannot be disclosed to a third part. Needs to be consistent.

RSL verification authority covers other aspects of the claim process + subsequent changes

Housing needs team disclose quite freely which causes LL  confusion 
	Promotion of “standardised” authority to disclose information by all staff -

DP training and a Consistence authority form which is readily accessible to staff when answering queries.

Version 2 of on-line claim form to include updated authority to disclose

Arrange for specimen authority to disclose to be freely available for landlords and third parties  

{Devon Residential Landlords/Web site}

	Standard authority to  discuss with Information governance – 

22 October 2010

6 November 2010

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	Various

	If information is not available at first call, could we consider calling landlord back with all information?
	Call back made to third parties 
	If information is unavailable or unknown, call backs are raised
	Completed

	Overpayments can sometime be extremely high due to claims not being suspended straight away.
	Benefit claims are now suspended by CSA on the front desk /telephone and by the indexing team where it is apparent there has been a change which would lead to less entitlement 
	CSA’s suspend claims if detrimental change
	Completed

	Can we have the system send out the suspended letter to landlords also if authority is on the account (even if payments to tenants)
	Script change could state the following to alert advisors that we can inform landlord – 
Authority to disclose information could cover suspension of benefit (and other issues) even though payee is claimant {see disclosure of information}

Suspension letters are sent out by CSA on telephone and personal call – not through indexing team though, might take a while for suspension to be notified to claimant (and landlord if appropriate) 

Wording on suspension letters perhaps could reflect this?
	Need to ensure Customer Service advisors are also sending landlord suspend letters out if applicable
Highlight need to inform landlord 

Change wording on suspension letters
	Training (refresher) on suspension letters for CSA staff – 
12 October 2010
Completed 
Completed

	If tenant calls with a detrimental COC can staff direct tenant to tell landlord of this?
	CSA’s actively promote this when speaking with tenants.
	
	Ongoing

	Letters/ Leaflets and information in general

	Any new documents or leaflets that we have we could send to the Devon Residential Landlords Association for distribution as there are currently around 500 Landlords as members of this Association, can we send bi-monthly?
	Perfectly possible to do this, (IS) to liaise with DRLA
	DRLA web site to include leaflets and information (where possible) as a library for their members
	Contact DRLA to set up information page for members (IS)- 

30 October 2010

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	Any new policies on payment should be sent out to all landlords  as a rule 
	Perfectly possible to do this through our database of landlord/Housing News editions
	Housing News 
	Covered through quarterly “Housing News” plus web site (revised)

31 October 2010

	More information provided on making HUB referrals and housing support that is available 
	Promotion of the Hub (even this term is confusing) to landlords 
	Promote and make landlords aware of support available for tenants and the referral criteria and method of referral. 
	Targeted promotional material for the landlord - 
12 October 2010

	Too many leaflets should be scaled down to a few leaflets with all important information in an easy to read format for tenants and landlords.
	General perception was that there are too many leaflets covering a wide range of subjects – difficult to know where they are, what information they contain and how to get hold of them.

There was a view that we needed a few simple information guides for landlord and tenants with a basic “process map” (Benefit claim)
	Basic landlord and tenant information (pack)
	9 Nov 2010

	Landlords should be made aware of help tenants can get with deposits etc through Torbay Pound
	Review of information and advice to landlords and tenants about deposits available 

Torbay Pound /Torbay Council leaflet and presentation on TP loan scheme-next forum
	Simple information about deposits made available
	9 Nov 2010

	Notifications of benefit should be simplified
	Ongoing project to look at Benefit notification
	Ongoing Project
	Ongoing

	Information on Benefits and what people could be entitled to should be displayed in Hospitals, newspapers, billboards etc
Leaflet drops with local papers, demographically?
Categorise information for relevant people, elderly, disabled
	General conversation about awareness of potential entitlement to Housing benefit and the services offered by the council to landlords 

Torbay Council’s take up group and Worklessness Forum
	Action points for take up group to look at distribution of take up literature
	30 October 2010

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	Discretionary financial assistance leaflets sent to landlords 
	Revised information and advice on Discretionary Housing Payments   
	Current review of publicity for  DHP taking place
	Ongoing

	General

	Better support given from Housing Benefits (work with L/L’s not against)
	Partnership working need to be the theme- good quality, well managed accommodation where tenants (and landlords!) are supported by the council
	Consultant engaged to look at private sector 
	Consultant’s report on the Private Sector to be commissioned 1 Dec 2010

	Web Site

	Promote the use of electronic claim form, many tenants and landlords still do not know this is available and would be beneficial to use this method as can go through with tenant and complete so they know claim is in.
Electronic claim form promoted on home page of website

	Needs further promotion of online claim form with landlords and accommodation providers – bit more selling of the product! 
Publicity to promote further take-up of the online claim forms.

	Online claim form publicity

	30 Oct 2010


	Website is messy and hard to navigate
Council website needs to be more clearly sectioned – lots of information and all over place

	Difficult to navigate around web site and information is not easy to find 

	Review of information of web site 

	27 Nov 2010


	General issues not covered above

	Communicating with the council is slow and frustrating.

	From the general conversations this covered several issues being covered by different departments/sections within the council – being bounced around to different people

	Landlord helpline/point of contact 
	No current outcome on landlord helpline – ongoing

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	Benefits claiming process takes too long, 
	Delays in processing Benefit claims cause 
	Delays in processing HB claim 
	

	Landlords are left without money for 2 months and up!
	huge problems to landlords
	need to be resolved – Waiting times on the decrease (currently at 4 weeks)
	Ongoing

	Not being paid directly leads to losses, LHA needs to be looked at or ended.
	Local Housing Allowance is a national scheme so it’s not in the gift of the LA to opt out of LHA. Saying that the problems caused by tenants not paying their rent need to be minimised. Clear and concise information on the operation of LHA from the Local Authority 

	Representatives from Landlords (DRLA) write to DWP
	

	Landlords often assess a tenant on whether they are likely to pay benefit paid to them, if assessed that they won’t we should trust in landlords decision and pay direct.
	An extension of the “trusted source “for information about a tenant’s ability to pay their rent. DWP information and advice circular on homeless clients and LHA 
	Landlord and Landlord agent advice sought when dealing with LHA claim and acted upon
	Landlord training schedule in place for – 

Oct/Nov 2010.
Housing Needs now have LHA payment template as part of homeless interview

	Potential tenants signposted to agents should be made aware that there will be costs and future costs of renewing ASHT

	No information on this cost and the cost of setting up a tenancy (cost usually associated with landlord’s agent)

	More information on this from the council

	1 October 2010

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	Landlords not aware of support system (HUB, Floating support) should be advertised and made aware.
	Greater awareness of the role of the HUB and referral process
	More information on this from the council
	Targeted promotional material for the landlord-

12 October 2010

	Some smaller landlords do not know their rights and responsibilities 
(possible training of landlord “champion” line)
	Landlord training aimed at specific points for new and inexperienced landlords plus re-fresher sessions.
Landlord accreditation as standard. Working with DRL association.
Reference again to landlord “champion” line
	More landlord training and awareness 
Review of information and advice to landlords
	Landlord training schedule for Oct/Nov 2010

	Representatives from HB and Housing should go to DLA (Devon Landlord association) meetings.
	Presence at DRLA meetings with advice and information
	Already undertaken – Housing Needs presence
	Agreed and actioned

	Promote housing services and benefits service via radio advertisement.
	Further information and advice about Benefits and Housing services
	Riviera Radio (Community based radio?) 
	12 October 2010

	Bring back deposit guarantee scheme was a lot better then the slow Torbay pound scheme
	Perception is that TP process is slow -

Former DGS was better.

Why is process viewed as “slow”?
	Some proactive work needed to explain current system for rent deposits to landlords
	Consultant’s report on the Private Sector to be commissioned

- 1 Dec 2010

	Should encourage landlord to join DLA
Make LL aware of the accreditation scheme
	Promotion of Landlord Association – benefits for landlords – perhaps in the next newsletter

Further promotion of landlord accreditation scheme 

	Benefits of belonging to a landlord association 
Promotion of Torbay’s landlord Accreditation scheme 
	Winter “Housing News”

15 Nov 2010


	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	More Landlord training days and tenant training (rights and responsibilities)
	Range of ongoing training for landlords and tenants – to cover areas where knowledge is poor.
	Reduction in illegal evictions, evictions because of rent arrears due to increase landlord knowledge

Tenant training will increase knowledge of “first time lets” {mainly to young}
	Landlord training schedule for Oct/Nov 2010

	Receipt all information received from claimants 
	Receipt for information handed into the Council would be additional confirmation that tenant has engaged with Council about their Benefit claim.
	Receipt for information/ evidence can be given when requested.
	All tenants are offered a receipt when requested.

	Not happy that can only discuss 3 cases at a time 
	“Rule” limiting the number of enquiries can be made by a landlord at any one time.
	Need to ensure service is maintained and accessible to all.  Cannot have advisors not able to take calls from the general public for excessive periods of time because they are tied up with multiple cases
Multiple enquiries can be emailed in, as above we are looking into the timescales for replies to these.
	Ongoing

	4 weekly payments to not match with monthly tenancies….confuses tenants and complicates
	Perfectly possible to pay HB monthly as opposed to four weekly. Regulations 92 applies
	This could be done but would take a long time to be able to implement
	Ongoing

	Encourage claimants to open a chip and pin account
	Tenants need to be able to pay their rent to their landlord without recourse to cash or cheques. Basic bank account information. BACS letter to be amended
	More information available to customers about “chip and pin” accounts
	15 October 2010



	Tenants get turned away due to our bens back logs!
	Backlogs and delays in assessing HB claims have a serious impact on a tenants ability to find suitable accommodation in the private sector
	Solution to peaks and troughs of work and the ability to cope with higher demand 
	Ongoing

	Session 2 – 
How do we as a council go about increasing Landlords confidence in the service we offer to increase the number of privately rented properties we can access? {Top Ten} 

These responses came out of the question about securing more accommodation in the private rented sector. We looked at “top ten” but most tables produced more than ten although many were duplicated across the tables.


	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	· Ensure rent is paid regularly
	Relates mainly to Housing benefit as the vast majority of tenants moving into the private sector will be relaying on Benefit to pay their rent. LHA provisions/Safeguarding 
	Clear and consistent processing times for Benefit claims
	15 October 2010

	· Minimise the potential risk of damage to properties
	This involves support for tenants in privately rented accommodation – rights and responsibilities of the tenant. Tenants may need support and guidance to sustain the tenancy to a greater or lesser degree 
	Tenancy sustainment 

On-going support for homeless – prevention work important 
	19 October 2010

	· Better internal communication
	Not having going back and forth to various office/departments within the council to be updated on what’s going on – back to landlord “helpline”. Disclosure of information/authority to disclose information 
	Council’s provision of information and advice
	30 Sept 2010

	· Safeguard Landlord under LHA
	Further training both internal and external on LHA and Safeguarding.  
	Housing Benefit and LHA included in landlord training program
	Landlord training scheduled for Oct/Nov 2010

	· 1 point of contact – tenant champion
	The concept of “tenant champion” here covers “landlord champion” so back to one point of contact covering a range of enquiries from landlords 
	Landlord helpline or point of contact 
	Consideration being given to this – 

Ongoing

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	· scrutiny of letting agents regarding placement (must be registered)
	“Registered” here means accredited. Families who are  placed in the private sector (or helped to find accommodation) need to be confident that the accommodation meets basic standards and that the landlord is running the tenancy properly
	Placements of families and homeless clients are only with accredited landlords 
	30 Sept 2010

	· council to be proactive in looking at problematic tenants and making appropriate provisions through Housing needs team – tenancy sustainment 
	Support for families who are moved in the private sector or who are assisted in finding accommodation - but also advice and guidance where rent is not paid or where rent arrears are accruing
	On-going support for homeless – prevention work important 
	30 Sept 2010

	· direct payments to landlord (get rid of LHA) 
	Devon Residential Landlords need to pick this up as professional representative of local landlords
	Change of legislation 
	

	· Inform tenants of agent fees

	Tenant information leaflet. Web site. Greater awareness to fees that may be required (particularly by Agents)  
	Further tenant information about agents fees and costs 

{Tenant information booklet to revise}
	30 Oct 2010

	· speed up processing times
	Came up on every table! 
	Consistent claim clearance/C.C clearance times – Clearance time currently down to 4 weeks
	Ongoing

	· better support from Torbay Council in regards to difficult tenants
· have a way of flagging up potential problem tenants to landlords
· guarantee property will be returned in condition it was rented
	Support and tenancy sustainment but information about that tenant given to the landlord so they are aware of potential problems.  

Impossible to guarantee this but again this involves support and tenancy sustainment and a flow of information to pick up potential problems.
	On-going support for homeless – prevention work important 
	Ongoing

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	· more workshops and forums specifically for landlords to discuss these type of issues – it is good to work closely with Torbay council for a change instead of against
	Landlord Customer forums are now a regular part of our engagement program together with TAN training for landlords and tenants scheduled for later this year 
	Landlord Forums now quarterly.

Torbay Advice Network training for landlords will begin in the Autumn
	Next landlord customer forum 
2 Dec 2010

	· supply landlord with needs a tenant may have 
	Housing Needs team and referral hub need to exchange information so we can all work together to make sure tenancy is sustained and any problems are quickly addressed 
	On-going support for homeless – prevention work important 
	Landlord training Oct/Nov 2010

	· more tenants directed to Torbay pound for rent deposit plus savings schemes
	This is a real problem for most tenants who very often:

Cannot afford a deposit

Deposit for current property held in deposit guarantee scheme – delays in release of deposit 
	Increase profile of saving for a deposit
	11 October 2010

	· Promote landlord authority as helpful for tenant, council and LL
	There are a number of “authorities” to disclose information to third parties so we need to make sure if we promote a specific authority it covers all the right areas for tenant & landlord
	“Generic” disclosure from with Information governance team, (IS) to discuss
	15 October 2010

	· Allow landlords to discuss more cases during one call
	Discussed in section 1 of the Forum. Several landlords in the Bay have a substantial portfolio of properties. Whilst they may not take direct referrals from the Council’s homeless section they do play a significant role in providing accommodation
	Need to ensure service is maintained and accessible to all.  Cannot have advisors not able to take calls from the general public for excessive periods of time because they are tied up with multiple cases

Multiple enquiries can be emailed in, as above we are looking into the timescales for replies to these.


	12 October 2010

	Topic
	Measure/outcome anticipated
	Suggested

outcome
	Date to complete

	· Promote the email address’
	Easier to e-mail enquiries. Discussed as an item in section 1. Need to make sure that priorities set against dealing with e-mails coming into the LA are clear and monitored.
	See section 1 – we do promote the connections@torbay.gov.uk email address in which benefit queries can be emailed too.
	11 October 2010

	· More training for CSA’s
	There are no specific comments against this point. I suspect that it relates to the provision of information (“inconstant/incorrect  information” in section 1)
	We would need details of what training is needed.
No specific instances of wrong information
	Corporate complaints procedure would pick this up and identify problems

	· Advise landlords instantaneously when there is a detrimental change to benefit
	Proper disclosure authority would allow the Council to advise the landlord of a change in a tenants circumstances even when HB is paid to the tenant. This was covered in section 1
	Change wording on suspension letters
Highlight need to inform landlord 
	Done

	· Choice Based lettings – extension to the private sector 

	Working party looking at the extension of CBL to the private sector and this will include representations from the private sector 


	Extension of privately rented homes into Choice Based Lettings 
	Consultant’s report on the Private Sector to be commissioned

- 1 Dec 2010 




