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1. Purpose of This Report

1.1 	The purpose of the report is to provide key updates on the Operations Directorate covering any key regulatory or legislative impacts that may impact on service delivery.

1.2	It will cover the steps we are taking as an organisation to respond to these changes and aims to offer assurances to the board on such matters.

1.3 The report will also include an update on safeguarding, complaints and any other key service impacts or performance relating housing, safeguarding or youth related services.

1.4	Where applicable the report will seek the committee’s feedback, comments, or approval.

2.	Updates Since Last Meeting

2.1	Since the last committee meeting a number of planning meetings have taken place regarding the Community & Youth service with a view to removing the current financial pressures on the service, whilst we work towards delivering a more sustainable service in the long term.

2.2	The board have now subsequently supported the service by removing the current financial expectations on the service to achieve funding to cover all of its overheads, helping to safeguarding the service and its resources as we work towards a more strategic approach that will make the service sustainable and viable in the long term.

2.3	The new strategy will focus on developing a youth and community informed approach within YMCAHofE and work towards integrating community and youth Services across all of our provisions.
 

2.4	We have are currently working on developing a draft of a new community and youth strategy which will provide the road map for the service over the coming years.  This work will be shared with the Housing, Safeguarding and Youth committee as part of future committee meetings. 

2.5	As some of you may already be aware, Julia Nolan our current Head of Community and Youth Services is due to go on maternity leave in June.  We are currently in the process of appointing a replacement to cover for Julia and help navigate us through this critical phase for YMCAHofE and build upon the great work Julia has achieved so far.

2.6	In other news Eden Bailey, has now joined YMCAHofE as our new Head of Housing bringing lots of useful skills, knowledge and experience to the team and supporting us to move our housing and support services forward.

2.7	At the previous committee meeting we discussed the various forms we use across our housing and support service with trustees keen to understand if these complied with the new regulation.  

2.8	I can confirm that a review of all of our forms was conducted as part of our annual GDPR audit in 2025 and these received a full review in line with both data protection principles but also in ensuring that we were fully compliant with the RSH consumer standards.

2.8	We did identify scope for improvement across our estate inspections and health & safety / building safety checks.  As a result a focus group involving  our Health & Safety Manager and Housing Services Managers reviewed all of these forms which has led to a significant reduction in the number of forms we use, offering better efficiency and reducing duplication.



3.	Performance
3.1	For the latest KPI performance which covers performance across housing, community and youth, Nursery and PR, Comms and Engagement please refer to Appendix 1.






4.	Safeguarding
4.1	Between 1st April 2024 and 31st March 2025 there were a total of 45 reported Safeguarding cases.
4.2	A breakdown of the types of cases we have received across YMCAHofE is detailed below:
	Categories
	Number

	Domestic Abuse
	7

	Missing Person
	1

	Neglect or Acts of Omission
	12

	None
	2

	Psychological or Emotional Abuse
	2

	Physical Abuse
	5

	Psychological / Emotional Abuse
	1

	Self-Neglect
	2

	Sexual Abuse
	2

	(blank)
	11

	Grand Total
	45











4.3	This is a newly populated report and has identified some issues over data quality and reliability as the current sections highlighted have not been picked up under previous papers as data had been shared manually.

4.4	A key aspect of safeguarding is to ensure that things are adequately recorded and reported and so our systems should have a full record of any safeguarding cases and what category they fall into as a minimum.

4.5	As a result of these findings, work is currently being undertaken by our housing team to review the 13 cases listed, ensuring that these are appropriately categorised.  An update on this work will be shared at the committee meeting on 14th August 2025.	

4.6	In total we made 2 referral’s to the Local Authority in 2024/25. The first related to concerns of child abuse.  This was investigated by the Local Authority and subsequently closed and no further concerns have arisen.

4.7	The second occurred in Q4 after YMCAHofE received a whistleblowing allegation regarding Billy Bears Nursery which alleged serious safeguarding concerns about some of our staff team.

4.8	In response to this we worked with our external HR support team (Best Start HR) to investigate the reports and as part of our actions we notified the Local Authority Designated Officer (LADO) at Solihull Council of these concerns.

4.9	The allegations were not upheld and the investigation concluded that the allegations had been made with malicious intent towards individuals working at BBN.  A full outcome report confirming this was shared with LADO who were satisfied with our conclusive approach.

4.10	In regards to the information shared at the last committee regarding the complaint from a resident regarding the highly inappropriate behaviour of a contractor  who had obtained her telephone number under false pretences and sent inappropriate text messages to her.

4.11	We have since had a full report from the organisation in question who have taken the decision to dismiss the employee which is a positive result and demonstrates that they are organisation that takes safeguarding as seriously as we do.

4.12	In response to this incident we have also completed an audit of all of our existing contractors, to ensure that they have adequate safeguarding policies and procedures in place. All contractors have now supplied this information and we are confident in the information that has been provided to us.

4.13	We will aim to refresh this data as part of future safeguarding audits which will be picked up within our internal audit plans for the future.  


5. Complaints

5.1	Between 1st April 2024 and 31st March 2025 we received a total of 8 complaints.

5.2	These were categorised as follows: 4 quality of service 2 miscellaneous 2 complaints about staff members.

5.3	In total 6 of the complaints related to Housing and Support, 1 related to Billy Bears Nursery and 1 related to Community and Youth Services.

5.4	None of the complaints we received escalated beyond stage 1 of our complaints process and therefore no complaints were escalated to the Housing Ombudsman.

5.5	YTD we have received just 1 compliment with no compliments or feedback  received in Q4.   There are challenges with our existing Civica system making it difficult to record and report on such interactions which we hope to correct as we move back to In Form later this year.

5.6	YMCAHofE remains fully compliant with the Housing Ombudsman Complaint Handling Code and recently completed our annual self-assessment against the code to demonstrate this compliance.

5.7	The only minor point to note is the requirement to review our Compliments, Complaints and Feedback policy as this has a review date of December 2025.  We will aim to include this in the committee pack for the 6th November 2025 meeting so that we can ensure this is kept updated
6. Regulatory Updates

Tenant Satisfaction Measures

6.1	We have recently concluded our 2024/25 Tenant Satisfaction Measures survey, with the perception survey concluded in December 2024 and the system led data finalised in April 2025 following the conclusion of the financial year.  A copy of the full results is detailed in Appendix 2.

6.2	Overall the results are a significant improvement on the previous year’s result with particular highlights being the overall satisfaction (86%) satisfied that homes are safe (89%) and that YMCAHofE treats them fairly and with respect (89%).

6.3	As shared previously we have experienced less engagement this year with 61% of residents responding to the survey (vs 100% in 2023/24).  

6.4	This is something will be working to improve for the 2025/26 survey including amendments to the timing of the survey and more of a build-up campaign to ensure residents understand the importance of the survey and what we are doing response to feedback they have given us previously.

6.5	The 2024/25 results are a positive achievement nonetheless and demonstrate the fantastic improvements that we have made in the quality of the overall services we provide but also in the perception that our residents have about us as their landlord.


Renters (Reform) Bill

6.6	The Renters (Reform) began its first day at the committee stage in the House of Lords on 22nd April 2025, which will see peers scrutinise the wide-ranging legislation and debate any amendments prior to it being passed as law.

6.7	It is hoped that some of the many concerns raised by landlords, predominantly from the private sector are considered and amendments explored.  

6.8	There remains questions around fixed term tenancies which are essential for some sectors e.g. student accommodation or even organisations like the YMCAHofE who provide short term, temporary accommodation services and already have difficulties with moving on those who no longer need our services.

6.9	It remains to be seen what the final bill will look like, what impacts will be and when these will apply for YMCAHofE but we will continue to monitor this closely to ensure we remain ahead of any potential impacts.


6.10	For reference a summary of the bill is detailed below: 

· Removal of ‘no fault’ Section 21 notices for all tenancies
· A new mandatory Ombudsman for all landlords
· A mandatory private rental sector database of landlords
· Strict controls on rent bidding and offers during marketing a property for a tenant.
· Removal of fixed term tenancies, creating rolling tenancies from the outset.
· A 12-month protected tenancy period for tenants
· A ban from discriminating against tenants on benefits, or with children
· Tenants given strengthened rights for having a pet in a rented property
· Strict controls on rent reviews and a ban on in-tenancy rent review clauses
· Stricter possession grounds for landlords, with longer notice periods
· A new possession ground for landlords renting to students
· The Decent Homes Standard to be applied to the private rental sector
· The application of ‘Awaab’s Law’ to the private rental sector, setting timeframes for a property to be remedied of any health risks
· Strengthening of local authority enforcement powers and expanding civil penalties
· An expansion of Rent Repayment Orders

Supported Housing Regulation Consultation

6.11	The Government has recently launched a consultation on proposals to regulate Supported Housing by introducing National Supported Housing Standards and a requirement for all Supported Housing schemes to be licensed.

6.12	This consultation builds on legislation set out in the Supported Housing (Regulatory Oversight) Act 2023 which initially outlined plans to introduce a licencing regime largely off the back of a number of ‘rogue’ supported housing landlords that had been reported in the housing press.

6.13	This consultation essentially seeks views on how the Government will implement the new measures and inform the drafting of its regulations and accompanying guidance. 

6.14	It will also collate to work being done by the Department for Work and Pensions which will aim to link licensing to entitlement to claim Housing Benefit in England and any opportunities to link to existing frameworks in Scotland and Wales. 

6.15	It also includes work to define care, support and supervision in Housing Benefit regulations for Great Britain.
6.16	The standards being proposed have been set against 5 principles which are being used to underpin them. These 5 principles focus on the following areas which are all very related to YMCAHofE and the services we provide:

1) Person-centred
Residents can influence the support they receive, and their voices are respected and heard

2) Respectful
Residents are treated fairly and with dignity and respect, without discrimination

3) Safe and Responsive
The accommodation provides a safe environment with responsive, supportive staff

4) Effective
The supported housing provider takes a tailored approach to residents’ support needs and can demonstrate that the service delivers positive resident outcomes.

5) Well Led
Appropriate governance structures and organisational procedures are in place to enable the delivery of good quality supported housing and there is a designated responsible person.

6.17	The consultation also sets out that all supported housing that meets the definition of ‘supported exempt accommodation’ will require a licence. This includes the following:

· Extra Care housing for older people (also known as housing with care or assisted living)
· Supported living housing for people with a learning disability and/or autistic people
· Supported housing for people with mental ill health
· Supported housing for people with a physical disability
· Supported housing for young people leaving care or who are at risk of homelessness
· Supported housing (including hostels) for people experiencing or at risk of homelessness
· Supported housing for people with drug and alcohol dependency needs
· Supported housing for people with multiple complex needs
· Domestic abuse refuges and safe accommodation with support
6.18	To alleviate any concerns regarding these changes, this new approach shouldn’t be too dissimilar to the approach already in place in Birmingham where BCC complete a Supported Exempt Accommodation Quality Standards Assessment (SEQS) against supported housing providers.

6.19	On the 8th April 2025, following our latest assessment, YMCAHofE was awarded the Gold standard for the SEAQS Accreditation which is a fantastic achievement and demonstrates that we are meeting the highest level of the current standards in place which should put us in a good position as and when any changes are introduced.

6.20	The Supported Housing Regulation Consultation runs until 15th May 2025 and we will continue to monitor the developments of this and share any further updates as and when required as part of future committee meetings.



7. 	Legislation Updates

Awaabs Law
7.1 	On 6th February 2025, the Government confirmed that Awaab’s Law will come into force from October 2025.
7.2	The law will require social landlords to fix dangerous damp and mould in set time periods and repair all emergency hazards within 24 hours and is seen as a major step forward by the Government to transform housing safety and quality.
7.3	Awaab’s Law was first introduced by the Social Housing (Regulation) Act 2023 and focuses on the obligations of social landlords to ensure properties are free from damp and mould and also many other hazardous conditions. 
7.4	The new law effectively inserts into social housing tenancy agreements an additional term that will require landlords to comply with these new requirements. The law was introduced following the tragic death of two-year-old Awaab Ishak whose death was attributed to prolonged exposure to damp and mould in his family home and aims to avoid a repeat of this tragic occurrence.
7.5	In anticipation of the law coming into force and in line with good practice we will shortly be refreshing our Damp & Mould training for all front line colleagues and as part of this will be briefing them on the importance of raising and rectifying damp and mould issues or emergency repairs as set out within the new legislation.

Youth Services
7.5	The spring budget often referred to as the ‘mini budget’ as it does not contain major tax or spending changes was announced on 26th March 2025.
7.6	The spring budget included key announcements on cuts to welfare and departmental spending with further investment in defence and social housing. 
7.7	However there were no provisions in place to tackle the erosion of support services  for vulnerable young people and the indications of further cuts in the upcoming Spending Review will only serve to widen the challenges that young people face.
7.8	Unfortunately the cuts in welfare benefits and to departmental budgets are a damning sign of things to come for young people, with the Government seemingly placing future generations under a significant strain, with very little gain to be made from it.  
7.9	According to UK Youth a national youth agency the Government’s impact assessment of its welfare cuts suggests 250,000 more people – including 50,000 children – will be pushed into poverty as a result by 2030.
7.10	This goes against the mission that the Government set out when they came into power around breaking down barriers to opportunity for young people. This simply will not be achievable if young people are the ones who are continually impacted by cuts in the welfare system and they will be excluded from many key services including access to housing.
7.11	On a positive note the Department for Culture, Media and Sport has recently launched “Deliver You”  a national “listening exercise” across England inviting young people to have their say on the issues and solutions that matter most to them. 
7.12	The #iwill Movement powered by UK Youth and Volunteering Matters – is playing a key role in putting young people’s views at the centre of the National Youth Strategy that is still in the pipeline.
7.13	We hope that the voices of young people will help raises awareness of the challenges young people are facing off the back of the continued cuts to public and welfare funding.

Nursery Services
7.14	On 21st February 2025 the Government issued its statutory guidance on Early Education and Childcare which has since come into effect from 1st April 2025.
7.15	The guidance from the Department for Education is for English local authorities to follow on their duties pursuant to section 2 of the Childcare Act 2016.
7.16	This document provides updated guidance to early years settings to follow that provide funded places for children within their nurseries.
7.17	The key elements of the guidance are based around additional charges where some nurseries charge for meals or consumables such as nappies, wipes, creams etc. 
7.18	This is no longer something that can be made mandatory for parents and it should now be an optional charge which is invoiced separately. It is also important to note that the Government funding will not cover such charges.
7.19	In addition parents can now have the choice to provide children with a packed lunch, rather than insist on meals being included in the registration/fees that a parent pays. This place greater emphasis on nurseries monitoring packed lunches etc to avoid potential issues with allergies which are easier to avoid through catering services.
7.20	Billy Bears Nursery (BBN) is already ahead of this guidance and we do not charge for consumable items such as nappies or creams.  The lunch costs are also optional for parents and parents can opt to bring in pack lunches for their children.
7.20	Other key aspects to note are the need for transparency in the nurseries approach so clearly setting out its charges and a breakdown of option extras on the nurseries website and in any documentation issues to parents which is something that we already do at BBN.
7.21	The most important aspect of the guidance is the link to Ofsted ratings confirming that any nursery that is rated as ‘Inadequate’ or ‘less than good’ will see it access to Government funding removed. 
7.22	This poses a significant risk to the operations at BBN given its previous challenges with Ofsted so it is important that we maintain a robust monitoring system in place to ensure that the nursery continues to meet the standards set by Ofsted and demonstrate that we are doing all that we can to mitigate this potential risk.










8. Supported Housing Crisis

8.1 On the 25th April 2025 over a hundred and fifty cross-sector organisations, public bodies and charities have written to the Prime Minister and Chancellor of the Exchequer calling for urgent action to save the country’s supported housing sector.

8.2 The letter warns that the supported housing sector is in a financial crisis, with many schemes closing across the country and many more (circa 70,000 at risk of closure), due to a perfect storm of funding cuts and rising cost pressures in recent years.

8.3 It is reported that many providers are now at breaking point, with the recent increase in National Insurance Contributions wiping out what were already very tight operating margins. 

8.4 It is stated that without urgent action from the government to increase funding, providers responsible for a fifth (18%) of all supported homes, have said they may have to stop providing these services altogether. This would mean the loss of 70,000 supported homes across the country.

8.5 This comes at a time when it is already widely acknowledged that without supported housing an additional 71,000 people would be homeless or at risk of homelessness, there would need to be 14,000 more inpatient psychiatric places, 2,500 additional places in residential care and 2,000 more prison places demonstrating the vital role it plays in keeping people in the community and able to live independently.

8.6 Typically supported housing contracts are commissioned by councils, based on local need with Housing associations bidding for these contracts and providing homes with tailored support services similar the contract we have with BCC. 

8.7 The value of these contracts has continued to decrease year upon year, but the criteria and the amount they are expected to cover has increased year upon year making it increasingly difficult for providers to make supported housing work for them.

8.8 It is hoped that the pressure applied from the letter will garner attention and support for the sector which is close to failure and prompt the Government to explore sustainable, long-term funding arrangement that meet local needs.

8.9 Whilst there is no direct impact to YMCAHofE at this stage due to the diverse nature of our services / income streams, we are still a part of this network of landlords and there are knock on effects of these challenges being felt in our dealing with Local Authorities, particularly Housing Benefit departments so we welcome the call to action that has been issued and hope this prompts wholesale changes to the sector and availability /accessibility of funding for supported housing. 



9. Housing Benefit

9.1	In order to avoid the challenges of previous years where we experienced severe delays with setting our rents and service charges in Coventry we have taken a more proactive approach and wrote to both Birmingham City Council and Coventry City Council outlining our proposed rents and service charges in February 2025.

9.2	We are pleased to confirm that aside from a few minor alterations to our service charges which have now been agreed with both Coventry City Council and Birmingham City Council, the 2025/26 charges have been approved and processed by both Local Authorities which is a marked improvement on previous years.

9.3	One area of concern identified during the 2025/26 communication with both LA’s was the Life Coach role which is covered under additional housing management.  

9.4	Both LA’s identified concerns that this role is a ‘support’ role and as such should not be eligible for housing benefit.  We have been able to successfully argue that they have always covered this cost and that the role is no different to that of many other housing providers and that as social landlords we have a duty to support our residents in sustaining their tenancies.

9.5	However, whilst both have now confirmed that they would accept the claims for 2025/26 which is positive we suspect that this position will change in 2026/27.

9.6	The continuing challenges around supported housing as outlined above and the financial pressures that LA’s are facing means that they are going to heavily scrutinise future claims and avoid covering costs which government guidance deems ineligible e.g. support.

9.7	To pre-empt this challenge and overcome this we will be exploring a review of our staffing structure within housing and support and will review best practice and understand how other YMCA’s and supported housing providers are working to ensure that vital support based roles are protected and remain covered under housing benefit in the future.















10. Financial Information

10.1	For the financial information for Housing and Support as of 31st December 2024 please refer to Appendix 3 attached.

10.2 	For the financial information for Community, Youth and BBN as of 31st December 2024 please refer to Appendix 4 attached.

10.3 An update on the financial information will be provided at the committee meeting.

11. Risk Register

11.1 For discussion, items from the risk register that are specific to the Housing, Safeguarding and Youth Committee will be discussed at the meeting - refer to Appendix 5


12. Recommendations

12.1	That Trustees note the contents of this report.
















Appendix 1 – Operations KPI Report
**Document included in committee pack as an Excell document titled Appendix 1**
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[bookmark: _Hlk172643038]Appendix 2 – Tenant Satisfaction Measures – 2024 Results

	Code
	TSM
	Question
	Result

	Tenant Perception Data

	TP01
	Overall Satisfaction
	How satisfied overall are you with YMCA Heart of England as your landlord?  
	86%

	TP02
	Satisfaction with Repairs
	How satisfied are you with the repairs service you receive?  
	87%

	TP03
	Satisfaction with time taken to complete most recent repair
	How satisfied were you with the time taken to complete most recent repair?  
	83%

	TP04
	Satisfaction that the home is well maintained
	How satisfied are you that your home is well maintained by YMCA Heart of England?  
	88%

	TP05
	Satisfaction that the home is safe
	
How satisfied are you that your home is safe?  

	89%

	TP06
	Satisfaction that the landlord listens to tenant views and acts upon them
	How well do you feel YMCA Heart of England listens to your views and acts upon them?  
	82%

	TP07
	Satisfaction that the landlord keeps tenants informed about things that matter to them
	How well do you feel that YMCA Heart of England keep you informed about the things that matter to you?  
	85%

	TP08
	Agreement that the landlord treats tenants fairly and with respect
	Does YMCA Heart of England treat you fairly and with respect?  
	88%

	TP09
	Satisfaction with the landlord’s approach to handling of complaints
	How satisfied are you with YMCA Heart of England’s approach to handling complaints?  
	83%

	TP10
	Satisfaction that the landlord keeps communal areas clean and well maintained
	
How satisfied are you that the communal areas where you live are clean and well maintained?  

	86%

	TP11
	Satisfaction that the landlord makes a positive contribution to neighbourhoods
	
How happy are you that YMCA Heart of England makes a positive contribution to the neighbourhood?  


	81%

	TP12
	
Satisfaction with the landlord’s approach to handling antisocial behaviour


	How satisfied are you with YMCA Heart of England’s approach to handling anti-social behaviour?  

	84%




	Landlord System Data

	RP01
	Homes that do not meet the Decent Homes Standard
	Percentage of homes that do not meet the Decent Homes standard
	0%

	RP02
	Repairs completed within target timescale (Emergency)
	Based on percentage of emergency repairs the landlord has done within the target time they have set for themselves. 
	100%

	RP02
	Repairs completed within target timescale (non-emergency)
	Based on percentage of non-emergency repairs the landlord has done within the target time they have set for themselves. 
	97%

	BS01
	Gas safety checks
	This measure will be based on the percentage of homes that have had all the necessary gas safety checks
	100%

	BS02
	Fire safety checks
	This measure will be based on the percentage of homes in buildings that have had all the necessary fire risk assessments
	100%

	BS03
	Asbestos safety checks
	This measure will be based on the percentage of homes in buildings that have had all the necessary asbestos management surveys or re-inspections
	100%

	BS04
	Water safety checks
	This measure will be based on the percentage of homes that have had all the necessary legionella risk assessments
	100%

	BS05
	Lift safety checks
	This measure will be based on the percentage of homes in buildings where the communal passenger lifts have had all the necessary safety checks
	100%

	CH01
	Complaints relative to the size of the landlord
	This measure will be based on the number of complaints the landlord receives for each 1,000 homes they own and manage
	
17



	CH02
	Complaints responded to within Complaint Handling Code timescales
	This measure will be based on the percentage of complaints the landlord responds to within the times set by the Housing Ombudsman’s Complaint Handling Code. All social housing landlords must follow this Code.
	100%

	NM01
	Anti-social behaviour cases relative to the size of the landlord
	This measure will be based on the number of anti-social behaviour cases opened for each 1,000 homes the landlord owns, including the number of cases that involve hate incidents
	11





Appendix 3 – Financial Status (Housing and Support)
**Document attached as a PDF document, provided by Finance as part of committee pack named Appendix 3**


Appendix 4 – Financial Status (Community and Youth / Billy Bears Nursery)
**Document attached as a PDF document, provided by Finance as part of committee pack named Appendix 4**

Appendix 5 - Risk Register

**Document attached as part of committee pack named Appendix 5**
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