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This report demonstrates Solihull Community Housing’s (SCH) equality journey during 2023 and how we meet the Public Sector Equality Duty.  We set out some background information, the context in which we work and show achievements against our Equality, Diversity and Inclusion (EDI) Policy and Strategy for 2022/2024.
Solihull Community Housing
About us and where we operate
SCH manages around 11,000 tenanted homes and leasehold properties on behalf of Solihull Metropolitan Borough Council (SMBC).  Our role is to maintain and relet homes, look after estates and communal areas, collect rent and manage arrears and support people to live independently and manage tenancies. We also support people who are homeless or are threatened with homelessness.   
We are governed by a Board of ten comprising an independent Chair, three tenants, three councillors and three independent members and employ over 300 people.
The majority of the tenanted homes we manage are in North Solihull, an area with significant levels of deprivation compared with the rest of the Borough. North Solihull has:
· A younger than the Borough average with more than half of the residents are under 40 years.
· 31% of the working age population claiming Universal Credit.
· 29% of children aged 0-15 years living in ow income households;
· 47% of homes are owner-occupied and 40% are socially rented
· 16% of households are lone parent families compared with 7% across Solihull households. 41% of all lone parent families with dependent children in Solihull. 
· The highest proportions of residents with an Education, Health and Care Plan (EHCP).

Solihull’s Communities
[bookmark: _Hlk158096287]The 2021 Census found that Sollihull is home to 216,236 people across over 89,500 households.  More information about Solihull’s residents is presented 2021 Census Profile for areas in England and Wales - Nomis (nomisweb.co.uk)
The overall profile of Solihull’s residents is:
· 51.5% are female.
· 23% are aged 19 and under, Over 55% are aged between 20 and 64 years, nearly 18% are aged between 65 and 84 and over 3% are aged 85+.
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· 18% of residents describe themselves as non-White.
· 92% are heterosexual and just under 2% are Lesbian, Gay or Bisexual, Pansexual, and other. 
· 51% are Christians, 33% have no religion or belief and just over 11% are Buddhists, Hindu, Jewish, Muslims, Sikhs and Hindus and other religions.
· 10% of people aged 5+ are carers.
· English is the main language for 96%.  Around 0.6% of residents cannot speak English well or at all.

Housing in Solihull
The 2021 Census found that in Solihull:
· Over 73% live in owner-occupied homes.
· 14% live in socially rented housing.
· 13% live in privately rented homes or rent-free. 
· Over 28% of homes are detached, 38% are semi-detached, 15% are terraced and the majority of the rest are apartment blocks

Commitment to EDI
Equality, Diversity and Inclusion (EDI) is integral to our culture and vision to create better homes and thriving communities and our HEART values of Honesty, Excellence, Achieving together, Respect and Transparency.
Being fair and inclusive is central to the way we work. We tailor services to provide equal chances and equitable outcomes for people.  We know that fairness, inclusion and equity help us to become stronger, support us to celebrate diversity and contribute to society.
[bookmark: _Hlk158219812]Everyone at SCH and partners with whom we work are expected to abide by our Equality, Diversity and Inclusion policy. Our culture is to be the best we can for people and demonstrate clear accountability. 
Our legal duties cover the protected characteristics of age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex and sexual orientation. We consider other factors that create disadvantages and stigma, such as poverty, social exclusion, and economic disadvantage when delivering our services. 
Our Risk Management Policy ensures that we identify and manage risks which might impact on the outcomes we want to achieve. 
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We want to continue to create a culture of safety and trust where people feel valued and heard and where EDI remains central to decision-making.
Board diversity and conduct
50% of our Board members are female and 50% are male. Given the very small number of members, information about other protected characteristics is not published to protect against disclosure of personal information. However, there is a broad age range and representation of disabilities and ethnicity.
The Board has adopted the National Federation of Housing’s (NHF) Governance Code of Conduct which requires Boards to demonstrate an active commitment to EDI and ensure meaningful demonstration through setting policies, strategies, priorities and objectives.  Reasonable adjustments are made for members to enable full participation and effective contributions.
Board and Committee members are appointed via an open and transparent recruitment process. Two new committee members recruited in 2023 are co-opted to strengthen experience and expertise in risk and compliance assurance at committee levels and to provide a potential pathway to full membership. The advertising for the two roles focussed on reaching beyond traditional audiences to encourage diverse applicants.
EDI leadership
Our Board members, including those who are tenants, bring their lived and work experiences and consider issues from the perspective of diverse customers.  
Formal reports presented to the Board and Committees include a section for report authors to give due consideration to equality and diversity implications and provide information to decision-makers.  
The Human Resources and Equalities Committee is responsible for monitoring the delivery of EDI Action Plan. It receives written reports on progress.
Setting EDI strategy
The Board has set the following EDI objectives for 2022-2024:
· Nurture and strengthen EDI leadership.
· Know our residents and communities better.
· Ensure that our employees are broadly representative of our locality and region.
· Enable diverse customers to give their views and opinions and enable diverse voices to shape and improve services.
· Continue to publish EDI achievements annually and champion and celebrate diversity.
[bookmark: _Hlk158224951]Assessing equality impact
Fair Treatment Assessments (FTAs) are completed when we review policies, strategies and key processes that affect customers, residents and our people. Our FTA principles are to ‘go beyond the law’ so that the process covers the impact on people who share protected characteristics as well as other factors such as care and family responsibilities and health and wellbeing. Guidance and information about conducting FTAs is to enable a consistent approach to the methodology and record-keeping. Managers assess the need for FTAs and conduct them as appropriate.  Training for managers has been supplemented by an online course. SMBC’s Equalities Team provides advice and internal challenge.  
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An example of an FTA that has influenced our approach is the OneSCH Transformation Programme. The project encompasses data, systems, processes, integration and digital arrangements which collectively will help to transform service delivery through joined up working across diverse teams. The FTA has reaffirmed the need to ensure that the customer relationship module in the IT system is capable of holding relevant information about customer needs and in ways that can be easily shared with colleagues and relevant contractors.
Reflecting EDI in commissioning
Prior to procuring new or recommissioning major contracts a Project Approval Document is completed by the relevant service team. The process enables the relevant team to work with the Corporate Procurement Team to consider reasons for the spend, budget implications, procurement options and impact on wide-ranging aspects such as social value and equalities. The pre-procurement process considers how the economic, social and environmental well-being of service users and the Borough may be improved through procuring services from external parties. 
The Council’s Corporate Procurement Team coordinates all aspects of work that is procured via competitive tendering.  Tender documents for completion by tenderers include a range of questions about the suppliers’ Equality and Diversity policies, their assurance processes for ensuring fairness and inclusion when using sub-contractors and their overall record on equalities. SMBC’s corporate Equalities Team is checks the quality of information supplied by tenderers and advised the Procurement Team.
Hearing the voices of diverse staff
Listening to and learning from our staff is via two key bodies: the Staff Engagement Group (SEG) and the Staff EDI Champions.
Both the groups have people from across SCH and from wide-ranging roles and backgrounds. A range of initiatives that the groups have influenced include the 2023 Staff Conference, Employee Awards, Disability-related reasonable adjustments, setting up a Multi-Faith Room in our main office and celebrating diversity.
Protecting our staff
We recognise the importance of protecting staff, especially those who work in the community and come across people who, due to a range of reasons, could pose threats for workers. We share SMBC’s Corporate Warning Marker Register that provides a centralised database of names and addresses that staff check prior to visiting households so that risks are minimised. Staff are expected to report any health and safety concerns so that issues are investigated and appropriate action is taken. The Corporate Warning Marker Register is regularly reviewed to ensure fairness to individuals and their households.  
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Based on the information voluntarily provided about the main tenant, the overall profile of our tenants is:

Objective: Know our residents


	Age
	5.5% are aged between 17 and 26, 70% are aged between 27 and 66, 14% are aged between 67 and 76, 10% are aged between 77 and 96 and fewer than 1% are aged over 97

	Disability
	29% are disabled

	Ethnicity
	82% are White, Less than 2% are Asian, 3.5% are Black and 3% are Mixed

	Sex
	62% are female and 38% are male

	Marital status
	50% are single, 23% are married, in civil partnership, living with a partner or cohabiting, 11.5% are divorced or separated and 4% are widowed

	Sexual orientation
	51% are heterosexual and 1% are Lesbian, Gay, Bisexual, Transgender or other

	Religion
	26% are Christian, 16% have no religion or belief, Fewer than 3% are Buddhist, Hindu, Jewish, Muslim and from other religions



Everyone Matters campaign
Work is currently underway to capture more information about tenants and members of their households through our Everyone Matters Campaign so that we can shape services to meet diverse needs.  The campaign builds on the current Inclusive Services Register that helps us to deliver more personalised services and support for individual households. The Everyone Matters Campaign is linked the OneSCH Transformation Programme to have a ‘single view’ of tenants and their needs so that they do not have to repeatedly give vital information when they access our services.
Accessible services and communication
Encouraging those customers who can contact us via the ’MyAccount’ portal and email to conduct routine transitions such as pay rent, view and download rent statements, report repairs and book or cancel appointments, creates greater capacity for the Contact Centre to handle telephone calls from people who do not have access to digital technology.  Our Customer Contact Centre operates from 9am to 5pm each weekday. Customers can contact us by phone 24/7 to report repair emergencies.  
Home visits are offered to customers who need them. Individual needs are met, for example, by allowing more time for disabled and older people to get to the front door for repairs teams and offering choices for repairs appointments so tenants can keep hospital appointments and school runs.
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Description automatically generated with medium confidence]The ‘Google Translate’ facility on the website and My SCH portal enables users to translate information in more than 50 languages.  Our public-facing offices have accessible facilities and portable hearing loops.  Customers can request information in different formats such as large print, audio, Braille and other languages and via interpreters. Where we know a customer’s needs, we automatically send routine information such as rent statements in different formats. We aim to use Plain English and explain unavoidable jargon. 
Physical adaptations
Our role is to enable people to live independently and safely in their current home for as long as possible through property adaptations required due to reasons of physical and other disabilities and where there are age or frailty related needs.
We carry out two types of adaptations: minor and major, for our tenants and other residents living in the Borough, including people who own their own homes or live in homes rented from other landlords and the private sector.  
Examples of minor adaptations are small items such as grad rails, half-steps and stair rails.  Minor adaptations are fast tracked to support tenants and to remove barriers that prevent people to live fuller lives.  Major adaptations involve more complex work such as door widening, ramps, walk-in showers, stairlifts and extensions. 
SCH funds work to Council-owned tenanted properties. Funding for other residents is usually funded by SMBC through Disabled Facilities Grants, depending on the individual’s financial circumstances. Such work is done in consultation with qualified Occupational Therapists. Depending on the extent of the work, major works can often take much longer periods, especially where planning permission is required.
We completed 1,921 property adaptations to support tenants to remain in their current property, compared with 1,372 in 2022.  Examples of major projects undertaken done include:
· Enabling a resident who has a progressive neurological condition by installing a wash-dry toilet to help maintain dignity and hygiene.
· Remodelling a resident’s living area to create a sleeping facility and installing a ground floor shower room with a ceiling hoist.
Following a serious fall, working with the resident and her carers to access sleeping and bathing facilities on the first floor via a through lift that accommodates the use of wheelchair. 
Safe and Sound Service
Our Wellbeing Service supports more than 1,900 people under the Safe and Sound Service. The service is available to anyone who lives in Solihull who would benefit from receiving dedicated support in emergencies. Service users are given an alarm pendent to access the 24/7 service in the event of issues such as falls and trips in the home. The alarm works digitally and the service user is immediately connected to a trained operator at a press of a button. The operator can quick assess the situation, call emergency services and the caller’s nominated family, friends or carers.  
We also offer a free home visit to check for home hazards so that people can live safely. Small items of equipment, such as perching stools, toilet frames, bed levers and chair raisers can be provided to enable people to maintain independence.
Handyperson Home Support Service
We provide a Handyperson Service to support older, frailer, and disabled residents. The most common item fitted is a keysafe. A keysafe is a mechanical metal box that is fitted on the outside of a property, usually by the front door. It holds a key to the property. The key is accessed via a combination lock, enabling easy access for carers and family members.  Key safes are usually fitted to facilitate hospital discharge.
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Description automatically generated with medium confidence]The Handyperson Service can also deal with odd jobs around the home, such as putting up curtain rails and shelves, changing lightbulbs and assembling flat pack furniture.  Operatives are trained and undergo security checks. Charges start from just over £22.73 per hour. Referrals are accepted from residents, their families and carers and others such as social workers. 
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The Handyperson Service can also deal with odd jobs around the home, such as putting up curtain rails and shelves, changing lightbulbs and assembling flat pack furniture.  Operatives are trained and undergo security checks. Charges start from just over £22.73 per hour. Referrals are accepted from residents, their families and carers and others such as social workers. 
[bookmark: _Hlk158282765]Supported living
We offer modern living for older, disabled and frailer residents aged 55+ at Saxon Court, a purpose-built development of 51 flats at affordable rent where residents can live in a supported environment offering a variety of social activities and leisure facilities. 
Financial and debt management support
Our Money Advice Team works with people who need financial advice and support with money and debt management. A significant proportion of our work is with tenants and other borough residents who can claim welfare benefits, Council Tax reduction and Discretionary Housing Benefit. More recently, we have been working with more residents needing help with the current cost of living crisis, including energy costs.
We continue to support residents who get into rent arrears and other debt to prevent tenants from being evicted due to non-payment of rent. Examples of cases handled include:
· A tenant who was diagnosed with severe mental health conditions, resulting in non-payment of rent and other financial issues. We worked with SMBC who awarded Discretionary Housing Benefit payments for a short period due to the special circumstances and needs of the tenant. We worked with the tenant to apply for and successfully claim welfare benefits. 
· We worked with AgeUk to support a tenant to remain in our property despite having built up significant arrears. The partnership resulted in a Universal Credit claim and Housing Benefit of over £2,600 to help clear the rent arrears.
Supporting victims of domestic abuse
During 2023, 51 incidents of domestic abuse were reported to SCH. Cases are handled sensitively and in consultation with relevant agencies to ensure that the victims are well-supported and safeguarded.  An example includes a case where neighbours regularly heard shouting and arguing in a property. Joint working with Police, the Council’s Childrens Services Team and other agencies resulted in a Domestic Violence Protection Order being obtained to keep the victims safe. The perpetrator was sentenced to 6 weeks in prison for breaching the Domestic Violence Protection Order.  Further work between the agencies resulted in obtaining a Restraining Order to protect the victim and her home, following which we rehoused the tenant.
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During 2023 there were 34 incidents where residents were being exploited and coerced into illegal or inappropriate activities. An example includes a case of a young person with learning disabilities and drug addiction. She was being supported by a range of statutory and voluntary agencies who found out that another person had moved to live with the tenant. The person who had moved in had changed the locks to the tenant’s home and it appeared that her home had been taken over by the ‘visitor’. Following extensive work we found that the person who had moved in was a known drug user and supplier and had abandoned his permanent home where he had set up a cannabis factory. Further interrogations from our partnership work with the Police revealed that the tenant was being exploited and was physically abused by the person who had moved in with them. We moved to tenant to a safer property.
Access to affordable housing
We work in partnership with organisations such as St Basils and the Birmingham and Solihull Domestic Abuse service to ensure that people have somewhere to live.
Between April 202 and March 2023, over 2,800 people approached us because they were either homeless or at risk of becoming homeless. We worked with 1006 households to prevent them from becoming homeless. Interventions ranged from working with families to let their household members to remain at home and working with victims of domestic abuse to stay put by ensuring their safety by working with the police and other partners. 
People who were immediately homeless were placed in temporary accommodation, including in our own empty homes and in budget hotels. Between January 2023 and December 2023, we placed 506 households in temporary accommodation, including 93 who faced domestic abuse.
Between January and December 2023 we relet 585 Council homes that had become vacant.  Of these, 183 were one and two-bedroom flats in high-rise apartment blocks and 116 flats in low-rise apartment blocks.  We also let 130 bungalows Low-rise flats and bungalows are usually let to 0lder and frailer applicants and people who have significant mobility needs.
Of the 585 homes let:
· 54% were let to people on the Housing Register, 28% were let to existing tenants who needed to be transferred and the balance were let to homeless applicants.  59% were let to households headed by a female and 41% were let to male headed households.
· 66% of homes were let to White households and the balance to Black, Asian and Minority Ethnic households.
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corridors and circulation spaces to support wheelchair users and dedicated wide-bay parking bays to support people with mobility impairments.  All new homes provide modern facilities with energy efficient boilers and solar panels.

Building new homes
SCH’s development programme to build new homes is funded by SMBC and Homes England, a government agency.  Although our newbuild programme is small compared with many other social landlords, we are proud of the quality of homes being built. All new properties meet ‘Lifetime Homes Standards’ which allows homes to be made easily adaptable at minimum cost.  
Examples of criteria for lifetime homes include level access entrances at the front door, wider internal 
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We want to ensure that our employees are representative of our locality and region and that we strengthen employees’ appreciation and understanding of equality and diversity.
Employee statistics
On 30 March 2023, SCH employed 291 staff, of who over 81% worked full-time and 19% worked part-time. Nearly 20% of employees had joined SCH in the last two years and a similar percentage had been with SCH for between 2 and 5 years. Around 15% of staff had been with SCH for between 5 and 10 years, more than 27% for between 10 and 20 years and almost one in five people have been with SCH for over 20 years.
Employees provide their profiles on a voluntary basis. The profiles below reflect the information we know for each protected characteristic. Where figures are less than 100% the balance reflects information not known or where the staff member preferred not to declare.
 
 
 


	Age
	Under 3.5% are aged between 16 and 24, 32% are aged between 24 and 44, 26% are aged between 45 and 54, 34% are between 55 and 64 and just under 5% are aged 65+ 

	Disability
	Just over 4% of staff who have declared their status are disabled

	Ethnicity
	84% are White, 10.5% are Black & Minority Ethnic), including Asian, Black, Chinese, Mixed and Other

	Sex
	56% are female and 44% are male

	Sexual orientation
	76% are heterosexual and 1% are Lesbian, Gay, Bisexual, Transgender or other

	Religion
	46% are Christian, 24% have no religion or belief, Fewer than 6.5% are Buddhist, Hindu, Jewish, Muslim and from other religions
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Accessible and fair recruitment
The IT system used to support our recruitment process enables job applicants to complete diversity data and state if they wish to be considered under our Disability Confident Scheme criteria. Reasonable adjustments are made for applicants who are selected for interview, such as ensuring accessible rooms and facilities and giving extra time to complete tests where appropriate. 
 Blended Ways of Working (BWOW)
SCH continues hybrid working arrangements to enable staff to operate from different offices and from home.  The scheme is designed to provide a more flexible approach to achieving a healthy work-life balance. An example of positive outcomes includes changing the working pattern for a full-time employee to take short breaks around school drop-off and collection times. Working hours adjustments have also been made for three staff to consider their health needs.
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As a carer-friendly employer we recognise the valuable role that carers provide to support their family, friends and the community. Some employees work different patterns to meet their caring responsibilities. Additionally, two members of staff have taken short term carers’ leave to deal with specific circumstances. Our approach is one where employees are supported to strike the right balance between the demands of their role and personal caring responsibilities. Ten staff have benefitted from the Carers’ Policy, including making formal changes to their job role and taking emergency leave.
Equality and Diversity Training
We access SMBC’s on-line training platform, Learning Pool, which offers extensive mandatory and other training to new and existing colleagues. Staff can learn at their own pace and can refresh learning. Courses include introduction to Equality and Diversity, Unconscious Bias, Fair Treatment Assessments and dedicated training for managers on areas such as Recruitment and Selection and Performance Management. This includes mandatory training on Equality and Diversity, and other courses delivered such as Unconscious Bias and Marginalisation, Autism, Mental Health, Dementia, LGBTQ+, Trans Awareness and Domestic Abuse. 
As part of the refreshed Learning Pool offer, the range of content was widened to include areas such as LGBTQ+ Inclusion in Practice and neurodiversity Inclusion 
Career development opportunities
We offer a range of career development opportunities for staff. An example includes the Apex Training that is designed to support leadership development.  Trainees can gain a range of skills including coaching. Managing and leading change, Improving and managing performance and managing diverse teams.  Jatinder Matharu recently successfully completed Solihull Council’s Apex Leadership and Management Development programme. Sheer reflected that the ‘course teaches you that a person does not have to be born a leader to become one, and with the appropriate training anyone can become an effective leader. These are my view’.
Apprenticeships
SCH employ apprentices in a variety of roles and across different teams. One apprentice joined our Repairs Team. As a female in a male-dominated workforce, she is inspiring other women and is continuing her journey to get a qualification in Property Maintenance. She continues to thrive and has undertaken work in re-letting empty homes, property adaptations, fire safety and customer care. She has gained many skills in highly complex areas such as kitchen and bathroom installations.
A second apprentice works in our Customer Engagement Team. She has already obtained a Diploma in Customer Services Practitioners and is currently working towards a Diploma in Business Support. She plays a key role in engaging tenants and supporting tenants. Her contributions in making and delivering food parcels to vulnerable residents, signposting people for financial support and taking an active role in a range of events across SCH has been exemplary.
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Description automatically generated with medium confidence]Employee related policies developed or refreshed in 2023 include Carers, Flexible working, Flexible retirement, Maternity, Paternity and Adoption leave, Corporate Warning Marker and Health and Safety. Guidance provided for managers includes Pregnancy Loss, Foster Carers Career Break and Disability-related Reasonable Adjustments so that employees are well-supported.

Embedding EDI in policies and processes
Fair Treatment Assessments help embed equality principles in polices includes employee experience. For example human resources policies are routinely reviewed to meet changes in legislation, national guidance and reflect good practice. 

 

The Occupational Health service focuses on pro-active intervention to help support employees stay in work or to assist those rehabilitating after a period of long-term sickness absence. For colleagues with a musculoskeletal (MSK) condition, there is a weekly MSK clinic. 

The revised Guidance promotes the use of a Reasonable Adjustments Agreement form, designed as a live document to record individual needs and reasonable adjustments made. It provides flexibility and support for managers and employees to recognise changes in needs and make further reasonable adjustments. The records can be used by the employee if they change jobs within the Council or if their manager changes. Wider services including our Occupational Health Service and Musculoskeletal Clinic are available at the Council for staff to access the service. 

[bookmark: _Hlk158124661]Making reasonable adjustments for staff
SCH is accredited by the Department of Works and Pensions (DWP) as a Disability Committed Employer which recognises our commitment to attracting applicants and supporting and retaining workers with physical and mental disabilities. The Disabled Confident Scheme logo is placed on our website and the WM Jobs website where SCH jobs are advertised, to signal our commitment to employing people with disabilities and meeting disability-related needs including providing reasonable adjustments. 
During the Disability History Month 2023 we launched revised information to support managers and employees with requesting and making reasonable adjustments in the workplace. The Disability and Reasonable Adjustments Guidance provides practical guide for employee employees who have disabilities covered under the Equality Act 2010. The guide focuses on the Council’s reasonable responsibilities for supporting current employees. It was informed by current legislation and the contributions of our Employee Networks 
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We have continued to recognise people through our Seasonal Stars Awards. The initiative is driven by the Staff Engagement Group, and the awards are given to employees who ‘go the extra mile’ in their role.

Employee health and wellbeing
Our aim is to have a healthy, happy engaged and thriving workforce. We continue to prioritise employee mental health and wellbeing.  Wide-ranging resources and support for employees. Events marked as shown below:
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[bookmark: _Hlk158302526]Customer engagement
Our Customer Engagement Strategy is designed to hear the voice of diverse customer. We have been recognised as an example of best practice by Tpas, the experts on tenant engagement in the social housing sector. 

 
 

Equality objective: Enable diverse customers to help shape services






[bookmark: _Hlk162339876]Customers have a wide range of ways in which they can participate in local activities such as estate walkabouts and attend consultation events. For example, we completed a door-knocking exercise to capture the views of people affected by the fire sprinkler programme in the high rise blocks. Information gathered was used to ensure systematic processes for sharing relevant information with individuals and take into account specific needs.  
471, just under 5% of all residents, are formally involved in engagement activities. Of this group, 82% are White, 5% are Black and 8% are from various other minority groups. 
In 2023 we carried out 58 consultations about our services, 46 engagement actitivities relating to wider community issues and 33 dedicated exercises such as the ‘Big Conversation’, walkabouts and pop-ups. 
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Residents priorities from the Big Coversation are for SCH to:
· Listen to and act on residents’ views and concerns.
· Maintain good levels of communication with them when we deliver services.
· Provide good customer service.
· Ensure that homes are safe.
· Offer a good quality and timely repairs service.
· Deal with antisocial behaviour quickly and effectively.
· Maintain commual areas.

Dedicated outreach work
We worked with a local youth project throughout 2023 to understand issues from a housing and community perspective.
The Customer Engagement Team supports the organisation to deal with emergencies, such as calling vulnerable residents to check their wellbeing when sprinklers are activated and other health and safety issues need to be considered.


During the summer of 2023, senior staff visited estates and highrise apartment blocks to provide tenants with direct opportunities to speak with them. The purpose was two-fold: identify any immediate issues and get people’s views to inform SCH’s Delilvery Plan for 2024/25. We held more than 50 events in our localities, spoke with 838 residents and received 418 responses to a survey

 








13

[image: A close-up of a logo

Description automatically generated with medium confidence]Customer scrutiny
Our scrutiny panel (known as SCHape), has 8 customers who consider our overall performance and coduct in-depth service reviews. Their reports are then considered by our Housing Operations Committee. 
The SCHAPE Panel reflects diversity from difference perspectives, and include five members who are white and three residents from BAME communities. Some members have specific needs relating to their disabilities. We make reasonable adjustments such as accessible taxis and provision of inforation in alternative formats.
The SCHAPE Panel has conducted two reviews in 2023 on Damp and Mould and Communal Areas. The Panel obtains the views of other customers via the Virtual Improvement Panel (VIP), the membership of which can fluctuate. 

Customer satisfaction
Customers with recent experience of our services are randomly contacted by external specialists to get views about the quality of service.  We ensure that people contacted are representative of our customer base. The questionnaire and the methololgy used to get tenants’ views is industry standard and covers the information required by the Regulator of Social Housing’s Tenant Satisfaction Measures. 
A sample of the surey results for the period October to December 2023 shows that the overall scores are lower for Asian and Mixed ethnicity households compared with others and especially those who are aged under 55 years. Asian tenants rate SCH lower for the standard of buildings, safety, repairs and SCH being easy to deal with.
Once we have statistics for April 2023 to March 2024 we will interrogate it more comprehensively to understand the variation in satisfaction levels between different communities.
Complaints and compliments
Our Complaints Policy and Procedures were last reviewed in 2022 to meet the new requirements of the Housing Ombudsman’s Complaints Handling Code. Our self-assessment  against the Code was postive and strengthened our procedures for making reasonable adjustments when handling complaints from people with disabilities and from people with literacy issues 
Our Contact Centre staff ask complainants if they need reasonable adjustments during the complaints process so that investigators can meet their needs.  
The complaints monitoring process considers any variations relating to people’s protected characteristic. Each reviewed case considers fair treatment. 
Examples of reasonable adjustments made when handling complaints include:
· Provision of information on coloured paper and large print to meet the tenants needs.
· Adapting the way we communicated with a complainant to reduce their anxiety.
· Appointing a single officer to deal with a complainant as they had mental health issues. This enabled a holistic approach to consider a range of concerns expressed by the tenant.
· Helping a homeless applicant to overcome communication barriers so that they fully understood the implications of their legal status to remain in the UK.
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We want to continue to publish EDI objectives and achievements annually and celebrate diversity.
Publishing our achievements
EDI is regularly featured in our publications, including tenants’ magazines, the annual report and financial statements to reinforce our values and culture. 
Since 2013 SCH has published a dedicated report demonstrating how we deliver the Public Sector Equality Duty. Reports are published on our website and summaries are included in the tenant’s magazine.
The SCH website contains a range of information, including policies and processes and service standards for 21 different aspects of our overall service.
The Tenants Handbook provides information about our role and responsibilities and what we expect from tenants. Examples of information includes being considerate to other neighbours, what to do in the event of neighbour disputes and anti-social behavior and health and safety.
[bookmark: _Hlk157580691]Celebrating diversity and inclusion
Throughout 2023 we promoted inclusion and celebrated the rich diversity our tenants, employees and Solihull’s residents.  Our digital calendar sets out major cultural, religious and diversity-related events. The following events were marked in partnership with SMBC, including those celebrated with community involvement and others where information was shared internally to colleagues.
· Holocaust Memorial Day
· Domestic abuse faced by LGBTQ+ communities
· Dementia Action Week 
· International Women’s Day and Women’s History Month. 
· International Day Against Homophobia, Biphobia and Transphobia
· Refugee Week 
· Southeast Asian Heritage Month
· World Alzheimer’s Month 
· World Elder Abuse Awareness Day
· Black History Month 
· Craft Fair at Saxon Court
· National Customer Week
· MacMillan Coffee morning
· World Café
· Handsworth Heritage Trail
· International Day for People with Disabilities 
· ‘Here to Help’ guide to enable people prepare for Winter 2023 
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Description automatically generated with medium confidence]Faith events marked included Eid al-Fitr, Easter, Vaisakhi, Diwali and Bandi Chhor, Anniversary of the Crowning of Haile Selassie, Birthday of Guru Nanak Dev Ji, Hanukkah and Christmas.
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The Equality and Diversity Plan is directly linked to SCH’s strategic priorities and the annual Delivery Plan for 2023/24.  
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2 February
Time To Talk Day

Getting people to talk
about mental health
and by doing 5o help
change tives.

4 February
World Cancer Day

17 February
Random Acts of
Kindness Day

Make kindness the norm.

27 February - 5 March
Eating Disorder
Awareness Week

©Ovarian Cancer
Awareness Month

People all over the world show
their support for everyone
affected by breast cancer.
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’ SCH Wellbeing Calendar

Wellbeing dates for your diary
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‘wellbeing in health and social care. -Q-

17 March
14 June
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1 April SAM4 R

Walk To Work Day Talk to Us Month ITANS
Samaritans are challenging the UK to be
better listeners by sharing expert tips.

Stress Awareness Month

Raise awareness of the causes 3-9 July
and cures for our modern Py
stress epidemic. Week ~

1BS Awareness Month i

All you need to know about

Iritable Bowel Syndrome (185) ‘Awareness Day

25 April - 1 May
Multiple Sclerosis (MS)
Awareness Week

May
° National walking month

\. My is National Walking
e
15-21 May

90od for our minds, our bodies
and the environment.
Mental Health

Awareness Week

To— )

10 October
World Mental Health Day
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18 October
Menopause Awareness Day

September

30 October—3 November

November

aimed ot raising awareness.

18-24 September
Organ Donation Week Ay -8
Encouraging people to join G
the NHS Organ Donor Register Movember
Raising awareness of men's.
health Issues, such as
24 September prostate cancer, testicular
Macmillan Coffee Morning cancar, and men's sulcide.
The biggest fundraising event
o e 2-5 November
19-25 September Awareness Week
Jeans for Genes
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important for all types o
diabetes.

Breast Cancer Awareness
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Paople all over the world show

December

their support for everyone
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Day
Black History Month Y s
A nationwide celebration C

of Black History, Arts and
Cutture throughout the UK.
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Getting the
basics right:
responding to

customer

priorities, and
meeting the
requirements of
social housing
regulation

Providing accessible, affordable housing solutions for those in need

Providing safe
homes: ensuring
building safety

and undertaking
regular
compliance
checks

Supporting
people to live
well:an all-age
prevention -
focused
partnership
approach that
promotes financial
inclusion and
good health and
wellbeing

Delivering safer

neighbourhoods:

investing in

communities,
enhancing places
where people live,
and tackling anti-
social behaviour,

domestic and

other forms of

abuse

Investing in new

and existing
homes:

improving existing

stock, reducing
environmental

impact and
providing quality
green homes by
deweloping and
acquiring new
property
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Get in touch

Join us on social media:

n Solihull Community Housing

’ @solihullhousing

d solihullcommunityhousing

° Solihull Community Housing

Freepost RLSS-UEBA-RTUZ
Solihull Community Housing
Endeavour House

Meriden Drive

Solihull

B37 6BX

Phone: 0121 717 1515
Typetalk: 18001 0121 717 1515
Text: 07781 474 722

Website: www.solihullcommunityhousing.org.uk

=
s

Visit the contact us page on our website to complete an online form with details of your enquiry.

Contact us if you need this document in a large print, different language or alternative format.
For details about how we use your information please refer to our Privacy Notice on our website.
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