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1.0
Purpose of the Agreement
The purpose of this Service Level Agreement is to describe the key services and the quality standards that have been agreed in terms of service delivery. 
This Agreement is intended to:
· Clarify the roles and responsibilities of the parties

· Set out working practices and expectations around allocations and tenancy sustainment

· Support effective communication and liaison between the parties
1.1 
Future reviews and amendments to this Service Level Agreement 

This agreement will be reviewed annually as part of the annual planning process and any changes will be agreed with clients. Changes made to this agreement will be signed off by all parties annually.
The Housing First service will initially be funded until DATE at which point Commissioner will review further funding streams in order to extend the agreement for a further term. 

2.0       Partner Organisations 
· This is a voluntary partnership established between, Support Provider, Local Authority and Housing Provider to provide clients of the Housing First service the opportunity of secure tenancies in good quality accommodation with wrap around support.

· Support Provider will co-ordinate the partnership working.
· Support Provider offer good quality homeless services including accommodation with support and resettlement. They provide support to vulnerable clients with the mission to significantly improve the lives of those who are homeless, vulnerable or in need of support by providing high quality, effective and reliable housing and support. Support Provider will provide the support to the clients throughout the period of this agreement. 
· Housing Provider is a registered provider of social housing Company. Housing Provider are responsible for the tenancy and property management for any property that has been designated for Housing First services. 
2.1 Statement of Understanding 
· Housing First is an internationally evidence-based approach, which uses independent, stable housing as a platform to enable individuals with multiple and complex needs to begin recovery and move away from homelessness.
· The Housing First client group is substantially different to that of general needs in a number of ways, including levels and types of support needed, personal history, housing history, social capital, financial status, and many others. It is therefore acknowledged and accepted that the expectations held and the approach taken by Support Provider, Local Authority and Housing Provider should be correspondingly different. All parties recognise the needs of this client group and will adapt their approach to reflect this.
· It is expected that levels of identified risk may, for this client group, be higher than typically expected, but that this is off-set by the wrap around intensive individual client support and risk management plans provided by Housing First. 
3.0
Key Principles of Housing First 

1. People have a right to a home 

2. Flexible support is provided for as long as is needed 

3. Housing and support are separated 

4. Individuals have choice and control 

5. An active engagement approach is used 

6. People are supported to identify their strengths, goals and aspirations 

7. A harm reduction approach is used 

4.0
Description of Key Services 


Housing First has a recovery-oriented approach to ending homelessness that centres on quickly moving people experiencing homelessness into housing and then providing additional supports and services as needed. Housing First provides immediate access to permanent housing with no housing readiness requirement, Key objectives include: 
· Proactively working with clients to ensure that their tenancy is sustained, including maintaining their benefit claims and rent payments, reporting repairs in a timely manner and abstain from behaving in an anti-social manner.

· Creating innovative steps engage with clients 

· Working with clients to ensure that they maintain their home to an appropriate standard of cleanliness providing practical assistance where necessary. 

· Support Provider, Local Authority and Housing Provider will build and maintain strong working relationships throughout.
· Develop strong relationships with external agencies in order to achieve a positive outcome with the service user.

· Intensive support to be structured around individual clients spread across multiple contacts per week. 

5.0 
Properties
· This Agreement covers all properties owned by Housing Provider which have a Housing First designation. It’s agreed that between 5- 6 self-contained units will be allocated as part of the Housing First Project. The specific addresses that make up this total may change over time as units are withdrawn or replaced.
· It is agreed that the type of property offered will be either studio or one bed flat and not shared accommodation.
6.0
When a tenancy fails
· The philosophy underpinning Housing First is to provide unconditional positive regard to individuals being supported. Services acknowledge that the individual may struggle to maintain a tenancy but reinforce the message that they will always be there to support the person to try again should something go wrong.

· All partners should be mindful of this and work to ensure that individuals are supported should they be at risk of losing their accommodation.
· Support Provider will agree an agreed exit strategy at the beginning of the tenancy with client, if the placement fails  

· However, there may be situations where it becomes apparent that Housing First is not the most appropriate option for the person, for instance if they are clearly unable to maintain a tenancy with Housing First support after repeated attempts and little improvement. In such circumstances, it may be more appropriate to agree to terminate the tenancy and return to temporary accommodation until such a time that they are more motivated and willing to try and maintain a tenancy. 
· If either partner recognises the risk of tenancy breakdown they will alert the other and jointly plan alternative support interventions

· If interventions fail, dependent on the circumstance, Housing Provider may consider to provide access to the option of an internal transfer in their own stock. This will be subject to Housing Provider’s own transfer policy and the process managed by them. 
· The Housing First worker would lead on supporting the client to seek alternative accommodation if the above isn’t an option. 
7.0
Monitoring and Evaluation 

7.1
Fidelity to the principles
· Ensure that the design and delivery of the housing first service is in line with the principles. There is no particular assessment tool to check fidelity, but the principles document is designed to allow providers to self-assess.
7.2
Outcomes for individuals
· The evidence base for Housing First provides information on outcomes in three domains: tenancy sustainment, health and wellbeing, and community and financial integration.

7.3
Sustaining housing
· Number of people who have sustained a tenancy for one year 

· Instances of anti-social behaviour before and during Housing First service support 

7.4
Health and wellbeing 
Housing is defined as a ‘health related service’. 

Positive outcomes may include engagement with primary health services to meet their physical and mental well-being needs, as well as referral to specialist services and reductions in unplanned hospital presentations, healthy eating and cooking skills as well as harm reduction. This will be monitored but obtain data for hospital admissions and engagement with the Health Outreach Support Team. 
7.5
Social integration
Indicators of social integration may include social support such as family and friends, community integration such as positive relationships with neighbours and economic integration, including paid work and participating in informal and formal education, training and job seeking. Expectations of progress in this area should be realistic for the individual and their current state of health and wellbeing. Progress will be monitored by reviewing individual support plans over a set time. 
8.0
Table of Responsibilities

	Responsibilities
	Housing Provider
	Support Provider

	Collect and maintain relevant information for the nominees; assess suitability based on this information; provide Housing Provider with this information at the point of nomination 
	
	x

	Information sharing consent form signed by tenant
	
	x

	Support Client to set up tenancy 
	x
	x

	Joint sign up - supporting the client to have a clear understanding on the rights and responsibilities of the tenancy
	x
	x

	Support the client to apply for documentation if related i.e. ID, inform the client on how to obtain the documentation, liaison and advocacy to support them around it. 
	
	x

	Support the client to apply for Housing Benefit or Universal credit as appropriate
	x
	x

	Support the client to learn the skills around effective administration and management of their utility bills and rent payments.
	
	x

	Support liaison between Housing Provider and the tenant for all issues that may occur after tenancy sign up, e.g. repairs, arrears, ASB etc. 
	
	x

	Collate a business case for each client to present to the steering group. 
	
	x

	Ensuring agreed stock levels for the project are maintained by substituting homes where necessary to ensure the scheme quota is met.
	x
	

	Completion of voids works and ensuring properties meet lettable standards
	x
	

	Coordination of viewings and tenancy sign-up in partnership with Housing First Support Officer

Arrange for the Direct Payments of the housing element of the clients Universal Credit claim 
	X
x
	

	Complete day-to-day Housing Management task including rent collection, repairs, maintenance and legal enforcement. 
	x
	

	Acknowledge that there are no conditions placed on the client, other than a willingness to maintain a tenancy agreement 
	x
	

	Attend quarterly Steering Groups
	x
	x

	Determine Strategic direction of the Housing First project
	
	x

	Develop the Housing First project in line with the needs of the service users and good practice
	
	x

	Monitor Service Data needs and resources
	
	x

	To have an overview of new legislation and good practice which may impact on this Housing First Project
	x
	x

	To ensure strong partnership working between relevant agencies
	x
	x

	Attend ad hoc meetings to process, assess new referrals, and discuss new allocations. 
	x
	x

	Coordinate the referral process
	
	x

	Monitor the quality and progress of the service on a quarterly basis. 
	
	x


9.0
Referrals
Clients for the service will be identified through the Support Provider via the steering group. It is important that those involved in deciding who to offer the service to avoid making judgements about a person’s ability to maintain a tenancy, based on their existing knowledge or experience of the individual.
10.
Potential Exclusions
· Inability to manage a tenancy due to severely ill health were hospitalisation or alternative housing is required.

· Where an individual is acutely mentally unwell and where a duty to accommodate and support lies with mental health services or learning disability services. 

· There are no exclusions for age, past behaviour or offending history. Each referral will be looked at in detail by the ‘Housing First Operational and Panel Group’.
11. 
Voids, Allocations, Nominations and Lettings
· The partnership recognises that the Voids, Allocations, Nominations and Lettings processes must address the challenges that each partner faces and achieve their specific goals. 
· The overall aim of the partnership is to provide people with accommodation that meets their needs and which they would not otherwise be able to access and by doing so prevents the need to sleep rough.

· It will remain the responsibility of Housing Provider, as the landlord, to ensure that all properties are offered to let in an acceptable and legally compliant state of repair, including up to date checks and certificates for gas, electricity, fire safety, etc.

· Expected timeframes for Support Provider to make a suitable nomination will be agreed at operational level. All time frames will fit in with Housing Provider’s void process to ensure that there is not rent loss. 
· Support Provider will assess and support nominees to ensure that they have access to sufficient funds to be able to maintain a tenancy and are in possession of acceptable forms of identification for the purpose of signing a tenancy agreement.

· In preparation for sign up, the Housing First worker will liaise with the Housing Provider’s housing officer and provide a comprehensive risk assessment and documentation and will equally take time to ensure the client fully understands their rights and responsibilities within the tenancy agreement.  We would therefore expect the ‘sign up’ stage to be brief.

· Housing Provider agrees to issue a fixed term Assured Shorthold Tenancies (or equivalent) to new tenants with a view to renew after their probationary period for a fixed term of 1 year.
12.
Communication and liaison
· Housing Provider’s housing officers and the Housing First workers will liaise as and when needed in relation to the management of the tenancy 
· Housing Provider agrees to appoint one named person at manager level or above to act as the principal contact for Support Provider in relation to service related issues. Housing Provider to provide Support Provider with up-to-date contact information for the principal contact.
· Support Provider appoints the Contract and Performance Manager to act as the principal point of contact for Support Provider in relation to service related issues. Support Provider to provide Housing Provider with up-to-date contact information for the principal contact.
· Support Provider to provide bespoke training for Housing Provider regarding the needs of the client group and the principles of the Housing First model if required.
13. 
Information Sharing Data Protection

Both Support Provider and Housing Provider collect, share, store and process data with regards to clients for this project; both of a personally and commercially sensitive nature, in line with all Data Protection and safeguarding laws, and specifically the changes made by the General Data Protection Regulation. As such, robust systems and practices are required to ensure compliance with legislation and best practice in regard to confidentiality, Data Protection and Information Sharing arrangements.
Housing Provider and Support Provider agree not to use data shared except for the specific purposes for which it is provided.
Housing Provider and Support Provider will report any identified breaches of information security to each other as soon as reasonably possible.
Each organisation is responsible:
· For ensuring, that their organisational and security measures protect the lawful use of information shared under the Data Protection Act.
· In ensuring a reasonable level of security on personal information and process the information accordingly.
· To have a written policy for retention and disposal of information.
· Personal data should only be shared for a specific lawful purpose or where appropriate consent has been obtained.  
· Staff should only be given access to personal data where there is a legal right, in order for them to perform their duties in connection with the services they are there to deliver.
· Each signatory organisation is responsible for ensuring every member of its staff is aware and complies with the independent and permanent obligation to protect confidentiality and a duty to disclose information only to those who have a right to see it.
14.
Complaints
Wherever possible complaints and grievances will be resolved informally at an operational level, however both parties have their own complaints processes which are to be used in the event that informal resolution is not possible
On request, each party will provide the other with names and contact details for identified escalation routes.

A complaint is defined as ‘an expression of dissatisfaction about an organisation or its services’. 

Date of Agreement 

Signatories to Agreement
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