Bromford

Lettings Policy

Policy Statement & Purpose

The purpose of this Lettings policy is to set out how Bromford lets its vacant homes to meet
legislative, regulatory and Local Authority requirements and meets our Strategy.

It sets out how customers may find a home with Bromford, the criteria we apply when
determining whether a customer is eligible for a home with Bromford and what a customer
can do if unhappy with decisions made about a potential letting.

The lettings policy aims to:

e Provide affordable homes for people who cannot access market housing

e Provide our customers with a home from which they can thrive

e Be easy to understand, with a fair and transparent decision making, appeals and lettings
process.

e Create communities and tenancies that are sustainable

e Contribute to the efficient letting of our homes, with minimal lost income whilst taking
into account individual customer circumstances

e Contribute to the fulfilment of local authorities’ strategic housing functions and of their
statutory duties to meet local housing need and homelessness.

e Make best use of our available housing stock and to provide opportunities for customers
to move across local authority boundaries.

e Prevent and detect fraud

Scope

Bromford owns and manages a diverse housing stock over an extensive geography in the
midlands and the south west, working with a significant number of local authority partners.

This policy encompasses all of Bromford social and affordable, including supported and
specialist, housing regulated by the Regulator of Social Housing.

Homes that are owned by Bromford Assured Homes are let at market rents and this policy does
not apply to the lettings of these homes.

Reference Documents
List of Referenced Documents

Lettings How To
Empty Homes How To
Tenure Policy
Mutual Exchange Policy
Right to Rent Procedure
Data Protection Policy
Decant — Moving Customers Temporarily and Permanently Policy
Adaptations Policy
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https://bromford.sharepoint.com/:w:/r/sites/EdmLive/Corporate%20Documents/Empty%20Homes%20How%20To.docx?d=wfaab2459e6e741a3becf3a0d772c6a67&csf=1&web=1&e=06ORpr
https://bromford.sharepoint.com/:w:/r/sites/EdmLive/Corporate%20Documents/Tenancy%20Policy.docx?d=wb4412d06f6264fe8965aa2dc51157ce6&csf=1&web=1&e=SoNHqJ
https://bromford.sharepoint.com/:w:/r/sites/EdmLive/Corporate%20Documents/Mutual%20Exchange%20Policy.docx?d=wfccf1ec6911543979d5545d9672a668a&csf=1&web=1&e=XcUS7x
https://bromford.sharepoint.com/:w:/r/sites/EdmLive/Corporate%20Documents/Right%20to%20Rent%20Immigration%20Checks.docx?d=wcdbd15ae9afb481dbbc684682f7392a6&csf=1&web=1&e=4IJmgz
https://bromford.sharepoint.com/:w:/r/sites/EdmLive/Corporate%20Documents/Data%20Protection%20Policy%20v1.docx?d=w45fd8593165343ac8c399775297bb521&csf=1&web=1&e=TPmuBd
https://bromford.sharepoint.com/:w:/r/sites/EdmLive/Corporate%20Documents/Decant%20Moving%20Customers%20Temporarily%20and%20Permanently%20Policy.docx?d=w92f9949fe3ec407a99d5770df44c5cef&csf=1&web=1&e=AOG7kH

Complaints Policy

Responsibilities

The Director of Income and Lettings has overall responsibility for this policy including
responsibility for the preparation of this policy, oversight of its implementation, and
maintenance of supporting risk management and internal control systems and processes.

Head of Lettings and Lettings Team Leaders are responsible for the day-to-day operation of
the policy and ensuring it is adhered to.

All colleagues are responsible for acting in line with the principles of this policy and
associated methodology, tools, and systems.

Legislative and Regulatory Requirements
The policy has been developed with regard to following legislative and regulatory framework:

e Housing Acts 1985; 1996

e Homelessness Act 2002

e Equality Act 2010

e General Data Protection Regulation and Data Protection Act 2018
e Human Rights Act 1998

e The Localism Act 2011

e The Welfare Reform Act 2012

e Immigration Acts 2014 and 2016

e Homelessness Reduction Act 2017

e Homes (Fitness for Human Habitation) Act 2018
e The National Planning Policy Framework 2018 Annexe 2

e The Regulator of Social Housing’s Regulatory Standards

How we find Customers for General Needs homes

The arrangements for finding customers for our homes can vary from one local authority area
to another and also depends on the type of home we have available for letting.

a. Nominations
A nomination is a term defined in the Housing Act 1996; it is an allocation made in
accordance with the allocation scheme of the relevant local authority! and is, therefore,
governed by the local authorities’ published allocation schemes rather than this Lettings
policy. An allocation to a home owned by a Registered Provider via a nomination is
classed as a publicly funded service and, therefore, homes let via a nomination may not
be let to someone who has no recourse to public funds regardless of whether there is a
Right to Rent. This restriction does not apply when Bromford lets homes outside of any

1 Housing Act 1996 s159 (2)
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nomination agreements. It is the responsibility of the nominating authority to verify
recourse to public funds.

Bromford has nomination agreements or service level agreements (in place of
nomination agreements) with all local authorities where we have an obligation to
accept nominations for housing in compliance with the statutory requirements?. A
nomination agreement sets out how many homes Bromford will offer to a local
authority for nomination (expressed as a percentage of vacant homes per annum), as
well as other things such as timescales, acceptable reasons for refusing a nomination
and how disputes will be resolved. We will ensure the correct percentage of lets are
offered to local authorities in accordance with the nomination agreement.

b. Direct applications to Bromford

Where nomination agreements allow us to, up to 50% of lettings are not required to
be allocated to the local authority. This means we will have the ability to advertise and
allocate properties directly, we will determine the appropriate route by which to
allocate the property based upon local housing demand and previous successful
advertising routes, such as Bromford website, social media platforms, advertising in
the local communities. We will ensure applications are managed fairly and
transparently for direct applications in the same way nominations from local
authorities are.

c. Management Moves

There may be exceptional circumstances where there is an overriding urgent housing need to
allocate an alternative home to existing customers, examples are but not limited to:

e serious risks posed by remaining in their existing home, such as a threat to life or serious
harm because of domestic abuse or harassment.
e acustomer’s existing home is in disrepair due to fire or flood or other disaster.

Where approval has been granted for a management move, Bromford will make one
reasonable offer of a suitable property to a customer.

Priority for management moves is given to customers who are required by Bromford to move
to facilitate a regeneration programme. We will also consider chain moves to facilitate the
regeneration programme, so that we can agree to move a customer not directly impacted by
the regeneration programme in order for a regeneration customer to move into the vacated
home. In accordance with the Regeneration Policy, we will determine relative priority
between customers affected by regeneration by having regard to the length of tenancy with
Bromford.

Each case will be considered on its own merits and will require supporting evidence, the
request will be made by the Neighbourhood & Community Operations Manager and
approved by the Letting Team Leader.

Management moves will typically form 10% or less of overall lettings in any one year. The usual
route for existing tenants to secure an alternative home will be via the choice-based lettings

2 Housing Act 1996 s170 and s213



scheme or through an application to join a local authority’s housing register where the
customer may fall into one of the reasonable preference categories as set out in the Housing
Act 19963. Neighbourhood Coaches are aware of the local authority allocation scheme and
waiting list access in their Locality.

d. Low demand homes

On occasion, we are unable to find a suitable customer through our usual nomination
or direct application process. When this happens, we may choose to source a customer
via an alternative route (assuming the nomination agreement (if any) permits this). As
we move to a Place Based working model, we will look at the needs of the community
and join up with external agencies to support creating communities where our
customers can thrive.

Finding customers for Supported Housing

Bromford has a number of supported housing schemes in a number of local authority areas.
For some of our Supported Housing we have specific referral arrangements with various
external agencies, for example the local authority or a third sector organisation such as
MENCAP.

Our supported housing schemes are varied and include:

e Retirement Living for older people in need of additional support and care provided by
partners

e My Place Schemes offering safe and secure accommodation for adults with a learning
or physical disability or enduring mental health diagnosis

e Temporary accommodation for households who have applied to a local authority as
homeless or who are at risk of homelessness

The Lettings criteria arrangements for each scheme are individual to the scheme and are usually
developed in partnership with the local authority or other commissioning body.

Customers applying for Bromford’s supported housing schemes will be required to meet our
supported housing criteria, set out within the Supported Housing Policy.

Mutual Exchange Scheme

We encourage existing customers who wish to move home to seek to find an exchange with
another social housing customer. We subscribe to Home Swapper, a web-based mobility
scheme through which customers can advertise details about their own home and the type of
home and the area they would like to move to. The Home Swapper Scheme is free of charge
to Bromford customers and offers matching facilities, suggesting potentially suitable
exchange partners.

Mutual Exchanges are not lettings. Bromford has a Mutual Exchange policy which sets out the
rules* we apply when deciding whether to approve a mutual exchange application.

33 Housing Act 1996 Part 6 (amended)
4 Localism Act 2011



Making the best use of homes and Property Eligibility

Bromford has a broad variety of homes. Some homes have been built by Bromford, some were
purchased on the open market and some have been transferred into Bromford ownership from
local authority voluntary transfer agreements. As a result of this some of our homes are subject
to different rules about who can live in them.

This section sets out some of the rules which we may apply when assessing who is eligible for
the types and sizes of homes we have available for letting.

Whenever we advertise our homes on a Choice Based Lettings platform, or by any other
medium we will make clear any restrictions on property eligibility.

a. Social size criteria-
We are required by the Regulator of Social Housing to make best use of our available
housing®. We make the best use of our homes by applying the rules used by the
Department for Work and Pensions when calculating what size homes a household is
eligible for. This standard is known as social size criteria.

The social size criteria allow one bedroom for:

e Every adult couple

e Any other adult aged 16 or over

e Any two children of the same sex aged under 16

e Any two children aged under 10

e Any other child

e A carer (or team of carers) who do not live with the customer but who provide
overnight care

An extra room may be allowed for foster carers, households with disabled children or if
someone in the household is in the armed forces.

Where a member of the household is pregnant, the unborn child will be considered for
social size criteria once the household member is 24 weeks pregnant.

When considering whether children form part of the household eligibility for additional
bedrooms, we will only consider allowing a bedroom for children where the child
benefit is paid to a member of the household applying for housing or where an
appropriate court order is in place.

The social housing criteria is a minimum occupancy requirement and we may agree to
let a home where older children (over 16) or household members of the same gender
are required to share a room, providing there would be no breach of statutory
overcrowding definitions.

Property eligibility and the assessment of whether a household is overcrowded are
different. Having a household where two same gender children share a bedroom does
not necessarily constitute overcrowding.

The social housing criteria set out a minimum standard of occupation; we will consider
under occupying one of our homes where the property is of low demand and we have

5 The Tenancy Standard



been unable to let the home to capacity via a local authority nomination or through a
direct application.

In order to support our Place Based Strategy, we may also choose to under occupy a
property in order to support the longer-term future, sustainability or balance of a
community.

b. Adapted homes
We aim to make the best use of homes that have been adapted to meet the
requirements of customers with mobility needs. We may do this by advertising a
property and stating that priority will be given to customers who require the
adaptations on medical grounds. We may seek professional advice from the customer’s
Occupational Therapist or an Occupational Therapist appointed by a local authority in
order to assess the suitability of a vacant home.

Where a local authority has no one suitable on their housing register we will seek direct
referrals from Adult Social Care or from any other similar organisation in the district that
works with households in need of adapted properties.

c. Bungalows
Some of our bungalows have minimum age requirements. Where this is the case we will
make this clear on nomination requests or advertisements.

Two-bedroom bungalows will be let to households that are in need of two bedrooms.
This could be a couple who are unable to share a bedroom for medical reasons or a
single person who requires an overnight carer. We may agree to under-occupy a two-
bedroom bungalow where there is no demand from anyone in need of two bedrooms.

d. Section 106 requirements
Some of our homes were built with planning permission that had conditions attached
toit. Where this is the case this is known as a Section 106 site which refers to the section
in the relevant legislation.®

These requirements are site specific and will override any aspects of this policy that may
conflict with them.

The most common features of a S106 agreement relate to the requirement for
Bromford to seek nominations from the local authority and to restrict eligibility for the
homes to those with an established local connection to the area.

The local connection requirements vary from site to site but Bromford will make clear
the requirements in all advertisements for homes affected by a s106.

e. New build homes
Where a new development is subject to planning constraints, such as a S106 Agreement
or where Bromford has received funding to assist in developing new homes, there is a
usually a requirement for all first lets of the new homes to be offered to the local
authority for nomination from their housing register.

6 Town and Country Planning Act 1990



Occasionally we have an agreement with a local authority to house some existing
Bromford customers into the new homes where those customers are affected by
demolition or regeneration plans or where the customers used to live on the site and
an agreement was made that they would be able to return to a suitable home on the
new development.

f. Local lettings plans
We occasionally develop a Local Lettings Plan with a local authority for new
developments and for existing housing schemes within a Locality.

As Bromford move to a Place Base way of working, we will work closely with our
Neighbourhood & Communities team to support creating communities where new and
existing customers can thrive. We will achieve this by understanding the local
community, the demand for the homes there and what we can do to support addressing
any challenges within the community by working closely with external partners and
agencies to influence change needed through Local Lettings Plans when allocating new
and existing homes.

Local Lettings Plans will be time limited and reviewed. Where there is a nominations
agreement in place, these will be developed in conjunction with the local authority.

Starting Well

We want to get our relationship with customers off to the best start and ensure that the offer
of a home is the right step for the customer to start their journey with us. This involves getting
to know our customers and ensuring that they are ready to move and making sure the property
they are being considered for suits their needs.

To do this, we will ask customers to:

e Complete a customer questionnaire online or by telephone

e Agree to Bromford carrying out any appropriate checks such as credit checks and home
ownership searches

e Provide us with clear income and expenditure details including showing us bank statements

e Agree to pay rent by Direct Debit or an alternative payment method agreed with the
Neighbourhood Coach

e Provide proof of identity for all household members and evidence that household members
over the age of 18 have the right to rent

e Provide proof of National Insurance number for the applicant and joint applicant

e Provide references or contact details from previous landlords or agencies that they are
working with

e Agree to meet with us in their current home where this is safe and appropriate to do so

Where customers have difficulty with any of the above due to support needs, language barriers
or lack of internet access, we will offer assistance to them.

Deciding not to offer a home to a customer
Bromford aims to house those that are selected for an offer or nominated to us by a local

authority. We use best endeavours to find solutions to barriers to housing for customers,
however, there will be occasions when we decide that we are unable to offer a home to a direct



applicant or accept a nomination from a local authority because the property in question is not
suitable or because the customer is not suitable or ready for housing with Bromford.

We will consider every customer's individual circumstances before making any decisions; each
one will be based on its own merits. However, if we decide not to offer a home to a customer
we will explain our reasons clearly, as well as what the customer needs to do in order to be re-
considered in future, we will also confirm our decision in writing.

A decision not to offer a home may be recommended by a Lettings Advisor or a Neighbourhood
Coach and will be subject to final approval by a Lettings Team Leader. Where it is a
Neighbourhood Coach who recommends an offer is not made the Lettings Team Leader will
liaise with the Neighbourhood & Community Manager to reach a fair and transparent decision.

Any proposed rejection of a nomination will be discussed where required with the nominating
authority to ensure the rejection is in accordance with the authority’s allocation scheme and
the relevant nomination agreement.

The list below is not exhaustive and merely provides some examples of what we consider when
making our decision to offer:

a. Affordability
Both new and existing customers will be required to demonstrate that the tenancy will
be sustainable and that they can afford to pay the rent and service charges.

With new tenants we will carry out a credit check or affordability assessment on the
applicant and joint applicant to help us in our decision making. For existing customers
moving to another Bromford home we may carry out a credit check where necessary.
The purpose of a credit check is to gather information about a customer’s current
financial circumstances and in particular to highlight any unmanaged debt that may
impact future rent payments. In a scenario of unmanaged debt we will encourage the
customer to seek advice and assistance, coming to payment arrangements with
creditors. If the level of unmanaged debt is such that it would impact the ability to pay
rent, we may decide not to offer a home at that time. We will advise a customer refused
housing on the grounds of affordability of the steps they need to take before applying
to be considered for housing with Bromford again.

At the home visit the Neighbourhood Coach will carry out a detailed income and
expenditure assessment based on estimated expenditure in the new home. The
Neighbourhood Coach will also discuss the amount of rent to be paid at the time of
signing for the tenancy. Bromford expect a minimum of one month’s rent to be paid at
sign up and future payments to be made by direct debit. Where paying a month’s rent
at sign up would cause significant hardship for the household, the Neighbourhood
Coach will require a minimum payment of 1 weeks rent and will explore alternative
options with the customer to address the shortfall through an application for
Discretionary Housing Payment (DHP) or a payment plan to bring the rent account into
one month’s credit.

We may refuse to offer a home or to reject a nomination if the customer would have
insufficient money left to live on after housing costs are paid.

We may refuse to offer a home or to reject a nomination if a customer has agreed with
the Neighbourhood Coach to pay a sum at sign up and then fails to do so without
exceptional or extenuating circumstances.
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b. Anti-social or unacceptable behaviour
If any of the following apply to an applicant or a member of the household and we
consider that the letting or allocation of housing would be detrimental to neighbours or
the local community, we may reject a nomination or application. Any proposed
rejection of a nomination will be discussed with the nominating authority to ensure the
rejection is in accordance with the authority’s allocation scheme and the relevant
nomination agreement.

When making our decision we will consider all relevant circumstances and we will
examine the strength of the evidence against the customer and his or her household.
We will gather evidence and information from all available sources including but not
limited to: probation officers, support workers, the police and previous landlords.

An unspent conviction will not result in an automatic rejection, each case will be
considered on its merits, taking all circumstances into account.

We may decide not to offer a customer a home due to anti-social behaviour if (but
not limited to):

e There are unspent convictions for offences that would make them unsuitable to be
a tenant. All unspent convictions must be declared by the customer at telephone
interview. If we later discover that information of this nature was withheld by the
customer we may also decide to not to offer a home or, if already offered, take
appropriate action to repossess the home. Examples of convictions that may make
someone unsuitable to be a tenant include assault, causing damage to property,
burglary, handling stolen goods, carrying offensive weapons, drugs offences and
keeping dangerous dogs. These are stated for illustrative purposes and not intended
to be an exhaustive list.

e The applicant or joint applicant has been evicted or had a possession order
(suspended or outright) or an injunction made against them for anti -social
behaviour, including harassment, intimidation, domestic violence whilst a tenant
with a previous landlord and there is no evidence that the applicant has engaged
with support services and/or there has been an insufficient passage of time to
demonstrate a change in behaviour.

e The applicant or a household member has been verbally or physically abusive
towards any Bromford colleague or any other person whilst a tenant with Bromford
or through the Lettings process.

e The applicant or member of the household or guests or visitors to a previous home
have perpetrated anti-social behaviour, harassment, domestic violence or other
unacceptable behaviour including causing a nuisance or annoyance to neighbours
and had tenancy enforcement action taken against them.

c. Housing related debt

If an applicant or joint applicant has any housing related arrears, for example: rent or mortgage
arrears, Housing Benefit Overpayments, service charge arrears, rechargeable repairs charges,
court costs or any other arrears owed to a landlord, Bromford will take this into account when
determining whether to offer a home.



We will not make an offer of housing where someone:
e has outstanding housing related arrears and no payment plan is in place or
where a planis in place but has not been maintained for a minimum of 6 months
e owes any arrears to Bromford

Where an existing Bromford customer is in housing arrears as a result of the impact of
welfare reform (such as through an under occupancy charge, a shortfall in housing
benefit payments due to the local housing allowance cap or the benefit cap for families
with children) and if rehousing would ameliorate their financial circumstances and
present an opportunity to repay the debts, this will be taken into account when deciding
whether to offer a home.

Any decision not to offer a home to an applicant or nomination due to housing related
arrears will be communicated in writing along with the steps that should be taken
before being able to be considered again for rehousing with Bromford.

Property condition and allowing access

As part of the Lettings process, we will carry out a home visit at the applicants existing
home. Where it is evident the applicant has caused damage to the property or not
reporting repairs to maintain their home, or the applicant is hoarding for example, we
will review these cases to see if there are any potential tenancy breaches or
safeguarding concerns. Bromford may decide not to proceed with the application if we
feel that the applicant needs to resolve these issues to evidence that they can maintain
a property in satisfactory manner. Where there are safeguarding concerns not
addressed Bromford will discuss these cases with the applicants existing landlord and
relevant agencies where appropriate to decide the best course of action.

Where concerns are raised that an applicant has not allowed access for required
landlord safety checks or property inspections we may decide not to continue with their
application if we feel the applicant is not demonstrating engagement and allowing
access for compliance with required landlord safety checks.

Sex offenders and prolific offenders subject to MAPPA
As part of our statutory duty to assist local authorities, Bromford may consider housing
a sex offender or a prolific offender via a nomination.

Bromford aims to create safe, secure and sustainable communities and will have regard
to the best interests of existing customers in the community. We may restrict offers of
housing that are considered to be inappropriate in relation to any information gained
via a risk assessment or support needs assessment.

We will work with relevant agencies to make a full assessment and carefully consider
any risks before making a decision to offer a home to a sex offender or any other
offender subject to MAPPA arrangements. The final decision not to offer a particular

home will be made by a Lettings Team Leader and Locality Manager.

Existing customers transferring
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We will not normally offer a home to an existing customer until they have lived in their
current home for at least 12 months. We will not agree to transfer an existing customer
who has caused damage or not maintained their current home to at least the required
Home Standard, or if there are current breaches of their tenancy conditions. Any
customer selected for consideration for an offer whether by nomination from the local
authority or by direct application to Bromford will be subject to an inspection of the
current home and must not owe any arrears to Bromford.

g. Immigration status
We are required by law’ to ensure that everyone aged 18 or over in a household has
the right to rent a home in the UK. We will verify the right to rent either at the
application stage or at home visit. We will ensure every adult over 18 has the legal right
to rent or live in one of our homes.

The right to rent is distinct from having no recourse to public funds. If a customer has
no recourse to public funds and is nominated to us by a local authority we will reject
the nomination and return it to the local authority since housing via a nomination is
classed a publicly funded service. If a joint application has been made and one of the
applicants has no recourse to public funds we may still agree to house the household as
long as one applicant has both recourse to public funds and the right to rent in the UK.

h. Sufficient financial means assets and home ownership
We will not normally consider offering a home to someone who owns a property in the
UK or abroad or to someone who has sufficient income or assets to be able to rent a
home on the open market.

Consideration will be given for homeowners who are unable to access housing in the
private sector for example:

e They are in negative equity and or repossession proceedings are in place.

e They have a medical condition or disability which requires substantial
adaptations to their property which cannot be made in their current home orin
the private sector and social housing is the only realistic option

e They have a specific care need or require specialist support

e The local authority has accepted a duty due for example fleeing domestic
violence, we will need to see that steps are in place to remove their interests
from the property

We may carry out Land Registry and Credit checks and any other sources of information
available to us to establish current or previous property ownership.

i. Availability of appropriate support
We will only offer a home to vulnerable customers where adequate support
arrangements are in place. We will work with agencies to seek the required support
before making the final decision. We will not offer a home where the customer refuses
to or has demonstrated that they are unlikely to engage with any support that is put in
place.

j-  Minors (under 18 year olds)

77 Immigration Acts 2014 and 2016
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Anyone under 18 cannot legally hold a tenancy. We will only offer accommodation to
under 18s if the tenancy is held in trust by a recognised agency or a friend or relative
who can sign as guarantor and the customer has relevant support in place.

A guarantor will be required to complete affordability checks to evidence they can meet
the obligations on behalf of the minor.

We will work with Local Authorities where they have a corporate parenting duty to
assist in the housing of Care Leavers.

Bromford employees and their relatives

The Director of Income & Lettings or a delegated senior colleague must authorise offers of
housing to existing or former employees, their close relatives, members of our Customer and
Community Influence Network or Non-Executive Directors regardless of the source of the
application.

Fraudulent applications or withholding information

Social housing is a valuable and scarce resource. We aim to ensure that our homes go to those
who are in need of a secure home from which to build or rebuild their lives. We will not tolerate
those who seek to defraud the system by obtaining a home for which they are not eligible or
for personal gain such as subletting. Nor will we allow anyone to hold more than one tenancy
within the social housing sector.

Social housing fraud is a criminal offence. Anyone found to have deliberately lied, provided
false information or withheld information as part of an application will not be accepted as an
eligible applicant by us. A tenancy obtained by deception will be subject to repossession action
and possible criminal prosecution by the local authority. If we discover any deception at
application or offer stage we will cancel the application or withdraw the offer. Any other
interested parties such as the local authority may be notified by us.

Appeals

Customers may appeal against our decision not to offer them a home, if they feel we have not
taken into account all relevant information or have made the decision unfairly.

Appeals must be made in writing within 5 working days from the date of notification of decision
not to accept an application or a decision not to make an offer. Bromford will not hold any
homes empty whilst the appeal is being considered. However, if the appeal is successful, we
will seek to offer a suitable alternative property.

The Head of Lettings will consider all appeals. Customers will be notified of the outcome in
writing within 15 working days or within a mutually agreed timescale. If customer remains
unhappy with the outcome of the appeal, then they should advise Bromford in writing of the
reasons and this will be considered under Stage Two of the Bromford Complaints Policy /
Procedure.

Recourse available to the customer, post Stage 2 complaint, is a complaint to the Housing
Ombudsman 8 weeks after outcome and within six months or an application for a judicial
review on a point of law.

Equality and Diversity
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In operating this Policy Bromford will have regard throughout to its obligations under the
Equality Act 2010 not to discriminate against any person with a protected characteristic
whether directly or indirectly and to comply with our duties under the public sector equality
duty to have had due regard to the need to eliminate discrimination, harassment, victimisation,
advance equality of opportunity and foster good relations between persons who share a
relevant protected characteristic and persons who do not share it.

Bromford values equality and diversity. We will encourage a culture that challenges prejudicial
behaviours and breaks down barriers to opportunities. We will ensure that our approach to
equality and diversity is incorporated in all aspects of our business and the services we provide
including application of this Policy.

This means that where applicants face difficulties accessing services because of a vulnerability
or disability or other protected characteristic we will take steps to ensure they can access their
rights by other suitable means.

Assurance Framework

Bromford has adopted the ‘three lines of assurance’ model. It is built upon Bromford’s strong
control culture and organisational delegation of responsibility. It is the responsibility of
managerial and supervisory colleagues within business units who use the policy to ensure that
the policy is communicated and effectively implemented, and to ensure colleagues are aware
of their responsibilities. Adhering to policy and underpinning procedures ensures we continue
to operate within our overall risk appetite as a business.

Monitoring and compliance
We will monitor the impact of this policy and associated procedures and processes:

e \Via Board Key Performance Indicators and other Performance Indicators including the
length of time to let our homes, void loss and customer advocacy

e Measuring and evaluating the number of rejections and reasons for rejections.

e Monitoring tenancy sustainment

e Through regular meetings with local authority partners

e The number of complaints, appeals and outcomes

Additionally, we will monitor compliance with this policy through Internal Audit, regular
reporting to the Customer Experience Forum and an annual report highlighting performance,
trends and lessons learnt.
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