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1.0
Introduction 
This is our first equality scheme.  It also fulfils the function of our equality and diversity strategy.  It describes the steps we will take to put equality and diversity at the heart of what we do.  We want to deliver excellent services - the best services that we can. We know that to achieve this we need to recruit and retain the most talented people to deliver services that are tailored to the needs of each individual customer.  
The scheme aims to take us beyond statutory compliance and moves us towards mainstreaming equality and diversity within our organisation and ensuring it becomes everyone’s responsibility.  

We intend to take practical steps to promote equality and our action plan reflects this.  This is not about increasing paperwork or ticking boxes, we want to take meaningful actions that deliver tangible outcomes for our customers, staff and stakeholders.
We want to promote equality and diversity because we are committed to developing an organisational culture that values people from all sections of the community and the contribution of each person to make our business successful.

This scheme sets out what we will do to: 

· meet the general and specific duties required for equality schemes

· work towards achieving best practice in this area (please see action plan in Appendix 1)

· be an inclusive organisation.

· abide by relevant legislation , and 

· comply with the requirements of our regulator, the Tenant Services Authority.
2.0
Strategic context 

2.1
Equality and diversity definition
Diversity is primarily about creating a culture that seeks to respect, value and harness differences.  Diversity recognises that those differences provide opportunities for a richer, more creative business environment that can better provide for the diverse nature of our customers.

A modern, high quality service recognises the importance of equality of access to services and employment opportunities.  Rather than assuming that customers should fit with existing service provision structures, services should be built around a robust analysis and understanding of diverse needs.
We often refer to the six strands of diversity:

· Age

· Disability

· Gender

· Race

· Religion or belief

· Sexual orientation
2.2
Corporate background

Bracknell Forest Homes was launched on 11 February 2008, when the housing stock of Bracknell Forest Council was transferred to the newly set up housing association. 5,598 dwellings transferred from the Council, together with 40 shared ownership properties, 3,330 garages, 1,069 leaseholders and certain open spaces, un-adopted estate roads, and footpaths.

The Housing Transfer Offer document, which set out in detail the proposals for the new organisation, is of fundamental importance to us and includes commitments to equality and diversity.  These commitments are addressed in our corporate plan and are incorporated in this scheme and action plan.

This scheme enables us to implement our corporate objective to 

ensure that our commitment to embracing equality and diversity is demonstrated in all aspects of our work
Equality and diversity is central to our work, it is one of our values: 

embracing equality and diversity

Our board has identified a number of key priorities in our Corporate Plan for 2010/2011 and equality and diversity part of them:

embed a culture that is can do and tailors services to the diverse needs of individual customers
Bracknell Forest Homes’ equality & diversity policy was reviewed in November 2009.    It sets out our approach to promoting equality & diversity and eliminating discrimination across the following areas:

	· service delivery

· access to information and advice

· customer involvement

· customer satisfaction and complaints

· dealing with incidents such as harassment (including incidents of

· domestic violence and abuse)
	· procurement and supply diversity

· governance

· staffing and employment; and
· asset management, development and regeneration


3.0
Local context 
3.1
Bracknell Forest

The population of Bracknell has grown considerably since it was designated as a new town in 1949. . In 1951, the population was 23,408. As at 2006, it was estimated to be 112,200.  The mean average age of the population in Bracknell Forest is 35, which is younger than the national average of 39 years.

The number of older people will rise.  By 2014, it is estimated that the number of older people in Bracknell Forest aged 65 and over will have increased by 16%, an additional 2,180 households and the number of older people aged between 65 and 74 years is expected to increase by 20%.

Bracknell has some ethnic diversity, but less than some of the neighbouring areas such as Slough. The 2001 census showed 95% of the population as white, 1% of mixed ethnic origin, 2% Asian, 1% Black, and 1% of Chinese or other ethnic origin. Taking into account those individuals classified as ‘White Irish’ and ‘White Other’ within the 2001 Census, the percentage of the population within Bracknell Forest who are part of a minority ethnic group (in this case, not ‘White British’), was 9.44%.  This was lower than the figure for England (13.0%).  Recent studies indicate that since the 2001 census, the ethnic profile of the Borough has changed further. Information from schools admissions shows that15% of children entering school were from BME backgrounds in 2010.

In 2001, 72.01% of residents within Bracknell Forest stated their religion as ‘Christian’.  17.96% said they had ‘no religion’ and 7.43% did not state any religion.  

In the Indices of Deprivation 2004, Bracknell Forest was ranked at 319 out of

354 local authorities in England, where 1 was the most deprived and 354 the least deprived. Bracknell Forest has an unemployment rate which is below both the UK and South East average. 
3.2
Our customers

The January 2009 report on our customer profile showed that we have data on 71% of our 5,600 tenants.  The census was carried out for leaseholders in 2009 and we are currently analysing the results.
More than one third of our customers live alone (36%) with a further third living in a two-person household.  This indicates that there is a high level of under-occupation when compared to the size of properties in our stock.

35% of customers stated that they have some form of disability with a further 15% of household members having a disability.  

More than two thirds of customers (68%) are economically inactive, in comparison with borough wide figures of 23%.  

The largest proportion of customers (32%) has a weekly income of £100-£159.  This is below the CORE average net weekly income of £224 for 2008/09.  CORE is the Continuous Recording system used to record information about social housing lettings across the UK.
Just 4.3% of customers are from a Black and Minority Ethnic (BME) background, in comparison with 9.4% for the borough in the 2001 census.  The picture differs even more from the 2010 schools admissions data which shows that 15% of entrants are BME children.  There are a number of factors which contribute to this disparity, including the history of Bracknell Forest as a new town and the age of our customers.  It is also likely that BME customers may be more highly represented in the 30% of customers from whom we have yet to collect the data.  All of our lettings (apart from internal transfers) are made to people nominated by the local authority.  In 2008/09, 5.5% of lettings were made to BME customers and 6.1% in 2010.
The majority of customers (67%) are Christian none of the other religions listed are practised by more than 0.5% of respondents.

Only 6.6% of customers asked for information to be provided in a different format, the largest requirement being large print (5.3%).  Four customers receive translated copies of our customer newsletter, Spotlight and there has been very low demand for interpretation services provided through Language Line.
4.0
Legal Context

Public authorities have specific legal duties to develop and publish equality schemes for gender, race and disability.  In many contexts, housing associations are not considered to be public bodies; however, the duties to publish equality schemes have been passed on by the Tenant Services Authority.
4.1 
Race equality duty
The Race Relations Amendment Act 2000 sets out a duty for public authorities to promote race equality.  The intention of the duty was to ensure that public authorities provide fair and accessible services and improve equal opportunities in employment.  The general duty for an organisation is to:
· Eliminate unlawful discrimination

· Promote equality of opportunity

· Promote good relations between persons of different racial groups.

There are also a series of specific duties which include the publication of a race equality scheme and an action plan to outline how the scheme would be delivered.
4.2
Disability equality duty

In 2005 a similar duty was introduced under the Disability Discrimination Act (DDA) to help change how we work with and for disabled people.  The DDA states that public organisations have a general duty to:
· promote equality of opportunity between disabled and other people

· eliminate discrimination that is unlawful under the DDA

· eliminate harassment of disabled people that is related to their disability

· encourage participation by disabled people in public life

· take steps to meet disabled people’s needs, even if the requires more favourable treatment

Again, organisations are required to publish a disability equality scheme and action plan.  The duty requires organisations to set out how they have involved and consulted with disabled people in developing the plan. 

4.3
Gender equality duty

The Sex Discrimination Act was introduced in 1975 and 30 years later, the Equality Act 2006 introduced a new gender equality duty to combat discrimination that is still taking place.  This new duty means that, rather than relying on individuals to make complaints about sexual discrimination, there is a legal responsibility on public authorities to show that they are treating men and women fairly.
4.4
Other equality strands

We welcome the equality duties as a way to improve our services to employees, customers and the community.  We want to go beyond the disability, gender and race equality scheme duties that currently exist.  We recognise that there are other laws and regulations that place duties on us and wish to address these and move beyond compliance.  As a result we have decided to produce this comprehensive equality scheme.  It provides a strategic overview of how we intend to meet our duties as well as providing a clear approach to equality in all strands of diversity:

· Age

· Disability

· Gender reassignment
· Race

· Religion or belief

· Sex

· Sexual orientation  
This comprehensive equality scheme contains commitment to actions in all of these areas.  The new Equality Act 2010 also introduces a single equality duty for public bodies.  
5.0
Target setting

Our board reviews the approach to target setting for equality and diversity annually.  We aim to set targets in line with regulatory requirements and to help us to identify areas where different groups are under-represented.  For 2010/11 we have set targets and/or report on performance in the following areas:
· staffing

· governance

· lettings

· customer representation

· response to harassment cases

· customer satisfaction.
6.0
Our achievements so far

Whilst we recognise that we have plenty more to do in this area, we are proud of the action we have taken so far and this is outlined below.
6.1
Leadership and governance

We believe that the key to ensuring that equality and diversity is embedded in all that we do rests in strong leadership and commitment from our board.  This has been demonstrated in the development of our corporate objectives and priorities which fully integrate equality and diversity into our business planning process.   Every board paper includes reference to how it supports our equality and diversity objectives or how they have been taken into account.
Our Chief Executive chairs the equality and diversity staff group.  This includes representatives from all areas of the business and coordinates our approach across the board.  This group meets quarterly.
We report to the board on equality and diversity every six months.
6.2
Employment and training 

We understand the importance of staff training on equality and diversity. A number of training sessions for all staff, from the Chief Executive to operational maintenance teams, was held in March 2009.  The sessions were designed to provide a business focus on the topic and feedback was very positive.  Follow up support is available to support individuals in implementing their personal action plans.  The course was also designed to provide an opportunity to consult with staff on actions for this scheme.  

As part of our induction process all new members of staff are required to take part in equality and diversity awareness training.  This clearly sets out our commitment to equality and aims to ensure that individuals feel confident that they will be supported and that they are aware of their responsibilities.  We also pick any needs for reasonable adjustments to work areas at this point and other diversity requirement such as access to prayer rooms.
One of the ways to embed equality is to ensure that it is clearly linked to personal objectives and performance reviews.  Our appraisal system includes assessment against a number of behaviours which support our values.  One of the behaviours is specifically linked to equality and diversity:

Treating customers and colleagues with dignity and respect

All of our staff have received appraisal training which includes reference to the assessment on this behaviour.

We operate a successful flexible working scheme.  When asked, 81% of staff said that they agreed with the statement - I have the flexibility that I need to balance my responsibilities at work and at home.

We make reasonable adjustments and provide support for disabled staff that require it.  These needs are identified at the work station assessments which are carried out.  For example, we provided deaf awareness training for colleagues in a team where a staff member has a hearing impairment.
Equality and diversity training has been delivered to board members.  Members of the Tenants’ and Leaseholders’ Panel and the Customer Involvement Group have also taken part in equality & diversity training.  One of the customers who attended was inspired to write a poem on the subject which was published in our customer newsletter, Spotlight.  

6.3
Knowing our customers
We believe that we need to know our customers in order to be able to deliver excellent services to them.  We have undertaken a customer census exercise and continue to collect important information about individual customers.  This includes their ethnic origin, whether or not they have a disability, as well as their preferred method of communication.

Our initial data gathering exercise asked about ethnic origin, gender, age and disability and we hold the most information on our systems about these strands, for example we know the ethnic origin of 79% of our customers (at April 2010).  This information and that on the other diversity strands is collected on an ongoing basis for new customers and for existing customers through a programme of contact.  
We use the information to provide targeted information such as our customer newsletter, Spotlight, in large print and to check access arrangements before visits.

We have used the information from the census to develop our action plan.
6.4
Equality Impact Assessments 

We aim to carry out an equality impact assessment on all policies and have completed assessments on a range of policies and functions.  The programme of assessments is continuing and the requirement for an impact assessment forms a stage in our policy review framework.  

The outcomes of the assessments are reviewed by the equality and diversity group and are included in our action plan.
6.5
Aids and adaptations

One of the promises we made in our Offer Document is to spend £400,000 each year for the first five years after the transfer on adaptations for disabled customers.  In our first year we completed around 350 installations of aids and adaptations including nearly 80 level access showers.  We completed over 400 jobs in 2009/10.  This service is in very high demand and to reflect the importance of it, we employ our own Occupational Therapist to deal with the demand for assessments, particularly around major works, that cannot be accommodated elsewhere.  We are also reviewing the service during 2010/11.
6.6
Assisted gardening, decorating and handy person schemes

We operate successful gardening, decorating and handyperson schemes for older and vulnerable customers.

The gardening scheme provides grass cutting and other gardening services, free of charge, to the individual homes of up to 700 customers.  This is a very valuable service that supports customers who would otherwise be unable to maintain their gardens.
Our assisted decoration scheme provides painting services to older and disabled customers; currently two rooms are decorated every five years.  This service is also in high demand and we are currently reviewing how to make the most effective use out of the dedicated resource available.

The handy person service has been newly introduced following the stock transfer.  We offer to carry out small jobs for older and disabled customers at no charge, for example, putting up shelves or hanging a curtain rail.  This service has proved very popular and over 860 jobs were carried out in 2009/10.
6.7
Access to information
We recognise the special requirements of our customers and aim to use the communications information we collect to deliver tailored services.  We subscribe to Language Line and provide translated information on request.  Rent statements and the customer newsletter are provided as a matter of course in large print to customers who have requested this service.  The newsletter is also provided in different languages and on audio tape.

We offer English as a Spoken Other Language (ESOL) classes for customers who currently request translation services.

An internet station has been installed in reception to give our customers access to web services such as Homeswapper and Homechoice, the local choice based lettings scheme.
6.8
Customer involvement

Customer involvement is at the heart of our work and services.  We realise that involvement and consultation must be carried out in a way that people find accessible and inclusive.  We offer a variety of options and opportunities for customers to get involved.  These include:

· Board membership

· Tenants and leaseholders panel

· Sheltered schemes residents association

· Leaseholder association

· Customer involvement group 

· Housing sounding board for surveys and focus groups

· Customer inspections and surveys

· Estate meetings and walkabouts

· Residents’ voice scheme

· Customers on interview panels

We support customers to get involved through training and observing meetings.   We pay travel and care costs for customers who attend meetings or events.  We also arrange travel and specifically provide wheelchair accessible transport for involved customers who request it.  We take diversity needs into account when hiring the venues, such as ensuring disabled access and that hearing loops are available.

Members of our tenants’ and leaseholders’ panel have been given laptops to help them to carry out their roles and we subsidise the costs of broad band.

6.9
Customer conference 

Nearly 70 customers attended our first customer conference in March 2009.  Equality and diversity was the theme for one of the consultation workshops which was run three times so that everyone could participate.  
6.10
Accessible offices and services

Our offices have been designed with our customers’ needs in mind.  The reception area is fully wheelchair accessible, with low counters and leaflet racks.  Facilities for young children are provided and there are a number of private interview rooms.
We offer a surgery service on our outlying estates.
7.0
How we developed the scheme
It was very important to us that this scheme was developed in consultation with our staff and customers and was based on robust evidence.  We have used a broad range of consultation and research to inform and develop this scheme.  
The scheme was developed in detail in the first year, 2009/10.  In 2010/11, the scheme was reviewed mainly for accuracy and the action plan was updated.

7.1
Analysis of our customer profile

We carried out an analysis of the 3933 census returns that had been completed by January 2009.  Where possible this information was compared to similar data for the Bracknell Forest local authority area, primarily from the census or more recent data sources where available.  We also looked at comparable social housing sector information such as CORE lettings data.  The themes that emerged from this work include:
· We need to continue to collect the data because it is likely that we are missing information about younger and BME customers.  There is a difference between the ethnic profile of our customers and that of the wider Bracknell Forest area.  We also need to investigate the impact of lettings on the diversity of our customers.

· There is a discrepancy between household sizes and our housing stock which indicates a degree of under-occupation.

· Although Bracknell Forest itself is relatively affluent, there is a high level of unemployment amongst our customers.  We will produce worklessness and financial inclusion strategies.
7.2
Consultation with customers 
We held a customer conference in March 2009 which was attended by nearly 70 customers.  One of the aims of the conference was to provide a forum to consult on our equality scheme and to identify if there were any barriers to us providing excellent services.  We commissioned a professional training company to hold theatre workshops at the conference.  The workshop was designed to engage customers in equality and diversity in an interesting and non-threatening fashion. The main issues that were raised, and which have been incorporated in the action plan were:

Letters from Bracknell Forest Homes  

· larger print on all letters; 
· use plain English and explain clearly what inspection/visit is about; 
· make it widely known through tenant groups that audio tape available; 
Visits from Bracknell Forest Homes  

· more face to face visits requested.
Our Tenants’ and Leaseholders’ Panel have also reviewed the scheme.

7.3
Consultation with staff 
We held 14 training sessions on equality and diversity in March 2009, attended by both office and non-office based staff.  The training providers were asked to use the sessions to pull together themes and actions that could be used to develop and inform this scheme.  In considering the areas that Bracknell Forest Homes needs to focus on most to improve its approach to diversity, staff cited very few employment related issues, many highlighting a strong approach to working with people, offering flexibility and a good place to work.  This reflects the evidence from our staff survey.  From a service delivery perspective there were a number of recurring themes and these have been incorporated into the action plan, including improving communications in this area. 

Our equality and diversity group have also reviewed and discussed the scheme.
7.4
Results from our equality impact assessments
We have undertaken a range of equality impact assessments on key policies and functions.  Any actions arising from the assessments have been included in our action plan.
7.5
Gap analysis against the Audit Commission’s Key Line of Enquiry (KLOE) on diversity 

In January 2009, an independent consultancy reviewed Bracknell Forest Homes’ performance against each of the Audit Commission’s KLOEs.  Diversity is a cross-cutting KLOE and a number of areas for improvement were identified.

7.6
Review of regulatory and legal requirements
We reviewed the requirements of the key legislation pertaining to equality & diversity and those set out in regulatory guidance.  We also researched a number of schemes from other social landlords and guiding bodies such as the Housing Corporation, Audit Commission and the Equality and Human Rights Commission.
8.0
Our key areas for action

The following priority areas for action have been identified through the consultation and research outlined above.  A full action plan setting out how we will deliver these priorities is given in appendix 1.  The plan has detailed timescales for the actions we can achieve in 2010/11 and longer term targets for other actions 
8.1
Build capacity and confidence

Our staff have identified a number of areas where they need further support to enable them to deliver fully inclusive services.  This includes providing guidance on challenging discriminatory behaviour, supporting people with dementia and mental health needs.  
8.2
Improve our communications

A key theme running through many of the actions relates to communications, both on an individual and corporate level.  As we develop our internal systems, we aim to be able to provide targeted communications in formats requested by customers.  We already do this but using complicated methods that we aim to improve over the coming year.

There is also a corporate level to our communications plans in terms of keeping our staff informed, ensuring that our board are aware of progress and feeding back results to our customers.
8.3
Gather and use information more effectively

We have already collected a lot of information about our rented customers and used it to inform this scheme.  We need to continue that collection to ensure that we find out about the remaining customers who may be the people experiencing barriers to our services.  We are extending collection of data to our leasehold customers.

Having collected the information, we will develop ways of using it more effectively to design and deliver services.  We already use the communication data as effectively as our systems allow but aim to improve this with the introduction of the new housing management system late in 2009.  We should also be able to analyse take up and impact of our services in a more structured fashion.

Our reporting systems are evolving and the introduction of a new payroll system will also enable more robust analysis of our workforce and focussed action to redress imbalances where appropriate.
8.4
Involve hard to reach customers
We have commissioned research into the needs of young people who live in our homes and need to take this to the next stage in terms of consulting and implementing programmes of work.

In line with many other social housing organisations, our involved customers tend to be older, white British people.  We will investigate more imaginative ways of engaging with other groups, including partnership working with other agencies such as the police and fire service within Bracknell Forest.
9.0
Putting the scheme into action and monitoring progress
Our equality & diversity group, which is chaired by the Chief Executive, monitors the implementation of this scheme.  Progress reports are reported to the board every six months and to our tenants’ and leaseholders’ panel at least annually.
This scheme is published on our website and available in other formats.  We will send copies to our involved customers and stakeholders and find other ways to make sure that people know about the scheme.
E&D Action plan 
	NO
	REF
	AREA FOR IMPROVEMENT
	OUTCOME
	ACTION
	LEAD PERSON & RESOURCES
	DUE DATE

	
	
	
	Customers
	Efficiency / VFM
	Measure of Success
	
	
	

	6.10
	RES7
	Ensure organisation is ready to comply with the Equality Bill
	Satisfaction with services same for different protected characteristics
	Being prepared to address legal changes in the most efficient manner
	Systems planned for and in place to deliver new duties
	Review Bill requirements and put appropriate measures in place
	Head of Policy and Customer Involvement
	31-Mar-11

	6.20
	HCS13
	Increasing the use of information we hold on our customers will help us to deliver individual services and support service planning
	% satisfaction with services is same or higher for minority customers as compared to those in the majority
	Providing services that fit our customers needs and ensures any waste has been designed out of the service
	Access and provision of services is appropriate for different customer groups.  Service take up (for example arrears or complaints) is proportionate
	Develop our analysis of diversity data to include new reporting and more comprehensive impact assessments  
	Head of Policy and Customer Involvement
	31-Dec-10

	6.30
	HCS18
	Implement new Aids and Adaptations Policy and monitor outcomes
	Customers are able to access adaptations services easily. Adaptations are delivered in a timely and cost effective manner.   
	Turn around times reduced.  Cost of provisions of individual adaptation types reduced.
	Number of adaptations completed.                                Customer satisfaction                             waiting times.
	Implement new Aids and Adaptations Policy and monitor outcomes
	Supportive Housing Manager
	31-Mar-11

	6.40
	SES
	Our customer profile data and STATUS survey indicate high levels of under-occupation
	Customers given options and supported to move
	Cost of TIS is less than notional cost of providing adaptations
	Number of incentive grants processed >15 
	Review options for dealing with under occupation including incentives
	Head of Policy and Customer Involvement
	30-Sep-10

	6.50
	SES
	Consider the new socio-economic duty
	Ensuring that we are providing opportunities for our customers, to deliver sustainable communities
	Maximising income for customers will ensure increased rental income for BFH
	Improved rental performance, preventing asb
	develop a worklessness strategy
	Head of Policy and Customer Involvement
	31-Dec-10

	6.60
	SES
	develop links with local organisations that represent minority and under represented groups
	services better reflect customer needs
	joint working means shared funding/resources for consultation events 
	consultation events held with key groups and outcomes used to inform 2011/12 SES
	Work with partners on BFP equality group to consult with representative groups
	Head of Policy and Customer Involvement
	31-Mar-11

	6.70
	CEH1
	increase staff understanding of diversity issues
	services better reflect customer needs
	Reducing waste in the services being provided to our customer which will drive down cost
	guide produced, improved tenant satisfaction with services provided
	develop equality guide including support on dealing with dementia and responding to meet the needs of customers with mental health issues.
	Head of Policy and Customer Involvement
	30-Sep-10

	6.80
	SES
	understanding of sexual orientation results from STATUS and staff profile
	increased confidence in our understanding of and response to LGB issues
	improved culture may lead to more productive working
	report considering issues and data reviewed and acted on by PPG/EDWG
	analyse results and present report
	Head of Policy and Customer Involvement
	30-Dec-10

	6.90
	SES
	Representation on TLP
	TLP operates in line with sound e&d principles
	quality decisions made in line with e&d
	code of conduct on e&d adopted
	consult with TLP and ask them to adopt code of conduct
	Head of Policy and Customer Involvement
	31-Jul-10

	6.10
	SES
	Review our system for reasonable adjustments for employees
	Staff better able tow work and respond to customers
	staff able to undertake work in efficient manner
	all requests considered and responded to 
	review system and process for reasonable adjustments
	Head of Human Resources
	31-Dec-10

	6.11
	SES
	Audit our estates to check accessibility and develop an improvement programme
	Improved movement around estates
	coordinated programme of works
	satisfaction with neighbourhood increased
	develop programme of audits
	Head of Housing Management
	31-Mar-11

	6.12
	SES
	Monitor satisfaction with our garden and decorating assistance  and handy person schemes
	improved services
	waste in process identified and more efficiency as a result
	% satisfaction with services
	in place for handyperson.  Set up for decoration and gardening
	Head of Policy and Customer Involvement
	30-Jun-10

	6.13
	SES
	monitor diversity of partnering contractors' workforces
	contractors deliver high quality services
	 
	workforces reflect customer diversity base as appropriate
	Working with contractors to provide.  2 only have at national level
	Assets and Business Dev Director
	30-Sep-10

	6.14
	SES
	analysis of literacy issues within customer groups and particularly travellers
	services tailored to customer needs.  Possible programme of training
	communication delivered in correct formats first time
	report considering issues and solutions
	report considering issues and solutions
	Comms Officer
	31-Dec-10

	6.15
	SES
	Deliver communications in formats requested (using Northgate)
	services tailored to customer needs
	communication delivered in correct formats first time
	ability to produce info in correct format directly from Northgate
	implement customer services module
	Head of Housing Management
	31-Dec-10



