Housing Competence Policy

What is this policy about?

We want all our housing staff to have
the right skills, knowledge and training to
do their jobs well.

This helps us make sure that:

¢ Tenants are treated fairly and with
respect

Q Homes are safe and well managed

€2 services are high quality

€ staff understand their
responsibilities

€5 We keep improving what we do

This policy explains how we make sure
housing staff are trained, supported and
competent in their roles.

How do we check that
staff are competent?

We regularly review how staff are
performing through:

« Recruitment and interviews

« Induction training

« Probation reviews

« One-to-one meetings with managers
« Annual performance reviews

« Professional qualifications

« Feedback from tenants and residents

Why is staff training

important?

Housing staff make decisions that affect
tenants’ homes and lives.

To do this well, staff need:
The right knowledge

The right skills
The right behaviour
Ongoing training and support

We believe well-trained staff provide
better services and better outcomes for
tenants.

This policy also helps East Suffolk Council
meet national standards for social
housing, including requirements for staff
knowledge, skills and behaviour.

What do we expect from
housing staff?

All housing staff should:

o Complete required training

o Keep their knowledge up to date

e Take partinlearning and
development

 Follow council policies and
procedures

o Treattenants with respect

o Behave professionally

« Listentotenant concerns

o Deliver what they say they will do

o Keep tenants informed and updated




Do some staff need
housing qualifications?

Some housing roles require staff to
achieve professional housing
qualifications.

Where a qualification is required, East
Suffolk Council will:
 Support staff to gain the
qualification
» Monitor progress towards
completion
e Help staff maintain their
professional knowledge and skills

This helps make sure tenants receive

services from qualified and competent
housing professionals.

How can tenants help?

Tenant feedback is very important to us.

We use feedback from:
e Tenantengagement activities
e Surveys
o Compliments
o Complaints
o Tenant Satisfaction Measures

This information helps us:
o Improve services
« Identify training needs
» Recognise good performance
e Improve the customer experience

In Summary:

East Suffolk Council wants all housing staff to be: Skilled,

Knowledgeable, Professional, & Well trained
By supporting staff learning and development, we aim to provide safe,
fair and high-quality housing services for all tenants and residents.

What happens if a staff
member needs more
support?

If a staff member needs to improve their
knowledge or skills, we will provide support
such as:

Extra training

Coaching or mentoring

Refresher courses

Additional supervision

Professional development
opportunities
We aim to help staff improve and succeed
in their role.

How can tenants give
feedback about this
policy?

If you have comments about this policy or
how housing services are delivered, you
can contact East Suffolk Council Housing
Services.
Your views can help us improve our
services, staff training and this policy. You
can share your views through:

Tenant engagement activities

Surveys

Scrutiny and consultation opportunities

Complaints and compliments

Customer Feedback channels
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