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Equality and Human Rights Impact Analysis Form 2022

\rsd Hull
\ 1 City Council

The purpose of carrying out this equality impact analysis is to provide evidence that you have paid ‘due regard’ to the different

protected characteristics when making your decision upon the policy, service, or function. It is also a tool that will enable you to

meet the 3 aims of the general equality duty:

1. Eliminating unlawful discrimination

2. Advancing equality of opportunity

3. Fostering good relations

Title of policy, project, service, function, or strategy?

Repairs and Maintenance Policy

Directorate:

Legal Services Directorate

Service: Neighbourhoods & Housing — Housing Investment Service
Lead Officer: Vicki Edwards, Practice Manager
Date: 21 March 2025
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Section 1. Introduction and Context

What is the aim of the policy, project, service, function, or strategy?

The Service was recently ordered by the Housing Ombudsman Service (HOS) to introduce a Repairs Policy as the service did
not have one in place. The aim of the Policy is to set out:

e EXxisting practices and our objectives in respect of the repairs and maintenance service, including cyclical and planned

maintenance

e compliance with legislative and regulatory requirements

e how we will meet our contractual obligations

e how we will deliver the service in a way that provides value for money

e tenant responsibilities

e how we will monitor and manage performance of the service
*Note that whilst a formal Policy did not previously exist our service standards were advertised on the HCC Website and

established processes (to which the Policy refers) have been in place for some time

What outcomes will be achieved with the policy, project, service, function, or strategy?

Compliance with the HOS order
Setting out existing practices in Policy

Defining our responsibilities and those of the tenant

Please list the main people or groups that this policy, project, service, function, or strategy is designed to benefit and

any other stakeholder involvement?
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This policy will be relevant for all tenants and their households residing in Housing Revenue Account owned and managed
residential premises and any leaseholders whereby HCC are responsible for maintaining communal areas within the buildings in
which they reside.

As at 5 March 2025 HCC had a stock of 22,973 properties, of those properties 22,244 are tenanted, and based on the household
information we hold there are a total of 51,856 people living in those properties.

All N&H Staff will be responsible for the application of the Policy in conjunction with contractors delivering the Repairs and

Maintenance Service on HCC behalf.

Are there any associated/ linked policies, services, or procedures? If yes, please detail: Yes XINo[]

Asbestos Management Plan

Asset Management Strategy

CDM

Compensation Policy

Customer Feedback Policy and Procedure
Code of conduct

Cyclical Maintenance

Data Protection and Confidentiality Policy
Damp, Mould and Condensation (DMC) Procedures
Decanting for Repairs

Fire Safety General Stock

Financial Assistance Policy

Gaining Access Outside Normal Working Hours
Health and Safety Warning Flags

Home Standard Scope of Works
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J Housing Disrepair Claims Protocol

. Leasehold Management Protocol

. Mutual Exchange Procedure (Contained within Tenant Procedure Manual)
. Personal Information Alerts Policy and Procedure

. Personal Injury Claim Protocol

J Pest Control in HRA Dwellings

. Planned Maintenance

. Recoverable Order Procedure

. Responsive Repairs Process Map

. Right to Buy Policy

o Tenancy Agreement

. Tenancy Management Procedure for Properties with Solar Panels
. Tenant Permissions and Alterations Procedure

Section 2. Data and Consultation Feedback

This section forms a critical part of your equality analysis in meeting the requirements of the Equality Act 2010. Therefore, please
ensure that there has been adequate and meaningful consultation undertaken with customers from protected groups. Please
ensure that when consulting people are fully informed of any decisions that will change, reduce, or withdraw a service or benefit.
Please remember to contact the Corporate Business Intelligence Team to register with them any consultation you may wish to
undertake, and to find any existing consultation and sources of data that the council may have which could assist your equality

analysis.

Please list and/or link to any recent and relevant consultation and engagement that can be used to demonstrate clear

understanding of those with a legitimate interest in the policy/ service and the relevant findings.

This Policy is the result of an order made by the HOS and is designed to reflect current established processes and as such,

stakeholder engagement has not taken place.
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If there is insufficient consultation or engagement information, please explain what action is being taken to obtain this

information and when this consultation/engagement will be completed and available.

Whilst this Policy has only recently been drafted, further changes are expected to take place during Financial Year 25/26 which

are detailed below, given these will be changes to the existing established processes, consultation with Stakeholders shall take

place with regards to these:

KWL Access Procedure Review

Review of repair timescales

Introduction of a new Urgent Appointable 5 Day Category (this has already been subject to customer consultation via the
Tenants Forum Repairs Group on 22 October 2024 — see attached minutes and powerpoint as evidence of this)
Improvements to how identified vulnerabilities will impact on those timescales, and introduction of vulnerability risk
factors/indicators

Review to consider the requirements of Awaab’s Law

Review of Risk Assessment Processes

Increased Compliance and Monitoring Arrangements

Please list or link to any relevant service user/ customer or employee monitoring data and what it shows in relation to

any Protected Characteristic

Age

As at 5 March 2025 the age profile of our tenants were:
16-17 — 0.03%

18-25-4.1%

26-35 — 15.02%
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36-45 — 20.34%
46-55 — 18.34%
56-65 - 18.72%
65+- 23.33%

Whilst we hold data for our tenants there are significant gaps in data relating to their households and as such we
are unable to report on the percentage of households with under 5’s or over 65’s whom might be deemed as

more vulnerable.

Disability

As at 5 March 2025 the disability profile of our tenants was; 87.21% had answered ‘no’ and 12.79% (2,333) ‘yes’
when asked if they had a disability. Those disabilities are broken down as follows:

e Physical — 1358

e Multiple — 348

e Mental — 175

e Sensory - 100

e Learning —40

e Other —-65

Whilst we hold data for our tenants there are significant gaps in data relating to their households and as such we

are unable to report on the percentage of households with a disabled household member(s).

OFFICIAL




OFFICIAL

Sex As at 5 March 2025 approximately 64% of the tenant gender profile was recorded as Female.

Gender As at 5 March 2025, of the 22,244 tenants only 14 were recorded as Transgender.

reassignment

Marriage and | N & H do not routinely collect information re a tenant’s marital status, therefore no information is held in regards
civil to the marital status. However, in Hull in 2021 (ONS 2021) 37.5% of the population were married, more than the
partnership 36.8% across Yorkshire and the Humber and less than the 46.6% in England.

Pregnancy This demographic information is not recorded by N&H so a breakdown of this data is not available.
and maternity

Race As at 5 March 2025 the Ethnicity profile of our tenants was:
White British - 85.28%

- Other White — 5.35%

- Black or Black British African — 1.75%

- Arab - 0.96%

- Bangladeshi or British Bangladeshi — 0.21%
- Black or Black British Caribbean — 0.19%

- Chinese — 0.06%

- Traveller — 0.07%

- Indian or British Indian — 0.03%

- Kurdish —1.32%
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- Other Asian or Other British Asian — 0.78%
- Other Black or Other Black British — 0.23%
- Other Ethnic Group — 0.67%

- Other Mixed — 0.23%

- Pakistani or British Pakistani — 0.16%

- White Irish — 0.10%

- White/Black African — 0.20%

- White/Black Asian — 0.19%

- White/Black Carribbean — 0.11%

- No Data/Not Answered 2.11%

Religion and
belief
including

non-belief

As at 5 March 2025 the Religion profile of our tenants was:
- No Religion — 42.65%
- Christian — 39.26%
- Not answered/No data — 11.75%
- Muslim — 4.49%
- Other 1.58%
- Buddhist — 0.09%
- Jewish — 0.06%
- Hindu — 0.03%
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Sexual As at 5 March 2025 the Sexuality profile of our tenants was:
orientation - Heterosexual — 56.29%

- No data/Prefer not to say — 42.15%

- Bisexual — 0.80%

- Same sex relationship — 0.76%
Non- This demographic information is not recorded by N&H so a breakdown of this data is not available. However, the
Statutory — Annual Population Survey (APS), a combined survey of households in Great Britain for 2021 shows that in Hull
Socio 77.4% of people aged 16 — 64 were economically active, this is lower than the 77.8% across Yorkshire and the
Economic Humber and England as a whole. The information for males in Hull aged 16 — 64 shows 74.3% were

economically active however in Yorkshire and the Humber this figure rose to 81.8% and 82.8% in England. The
average for females in Hull was much closer to the all England percentage at 74.6% for Hull and 75.9% for

England.

DWP stats for 2022 for Universal Credit (a single payment for each household to help with living costs for those
on a low income or out of work) show that 21.6% of people in Hull claim this benefit compared to 14.9% of

people in Yorkshire and the Humber and 14.1% of people across in England. unemployed’.
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Section 3. Analysing the Impacts

Use service information, customer feedback and other evidence to determine upon who the policy/ service and any proposed
changes will impact upon and how, highlighting where these are negative or positive, including where this could constitute unfair
treatment, additional inequality or disadvantage or result in hardship and exclusion.

Against any identified negative potential impacts you must provide details of any action or options which could mitigate against
this, and in serious cases, you should highlight where the Council would be advised not to proceed with a new or changing policy
or service, including any proposals which are being considered.

Please use your action plan attached to this analysis to record the action and the monitoring which will take place to deliver such

mitigation.

Protected Characteristic or | Actual or potential positive outcome/ impact Actual or potential negative outcome/

Group impact

Age: On-line accessibility may be an issue for our older | Those tenants aged 16/17 are likely to be
23.33% of our tenants are tenant group, whilst HCC encourage tenants to care leavers whom might require increased
aged 65 and over use the online ‘My Housing App’ to report repairs, | support to report repairs and could be more

as the preferred method, alternative options are susceptible to Domestic Abuse and being a
available including by telephone and face to face | victim and/or perpetrator of Anti-social
reporting. Behaviour. Finances for Care Leavers is also
an issue

Older tenants may require an adjustment to
service for specific repair issues. For example,

older tenants may be more susceptible to the cold

10
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and as such may require a more immediate
timescale for repairs such as to a broken radiator
in the bedroom as opposed to someone of
working age. Existing procedures allow for
discretion to be applied to adjust response times
and/or increase its service offering on a case-by-
case basis and as proportionate to the

circumstances.

Outside of normal working hours Call Centre
Operatives can contact an on-call surveyor to
apply discretion to timescales where this is

proportionate.

Disability
12.79% of tenants identified

as having a disability

Dependent on the disability On-line accessibility
may be an issue — As above whilst HCC
encourage tenants to use the online ‘My Housing
App’ to report repairs, alternative reporting options

are available.

See Data Gap’s below

Additionally, tenants who abuse Substances
/ have a substance dependency which could
be a manifestation of a disability (i.e. a
mental health condition) may require

additional support to report repairs.
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Those with a physical disability may require —
adjustments to service i.e; more time to get to the
door, a more immediate timeframe dependent on
the repair type, those with sensory or learning
differences may require more notice than the
typical 24 hours and/or for another person to be
present for the repair. Flags can be applied to the
Housing System to alert staff to disabilities and
existing procedures allow for discretion to be
applied to adjust response times and/or increase
its service offering on a case-by-case basis and

as proportionate to the circumstances.

Outside of normal working hours Call Centre
Operatives can contact an on-call surveyor to
apply discretion to timescales where this is

proportionate.

Information/Letters can be provided in easy read
format/ large print where requested.
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Gender (Sex)

Females are disproportionately affected by
Gender Based Violence. The Policy explicitly sets
out HCC commitment to providing a safe living
environment and supporting victims of domestic
abuse. Where repairs/works are necessary due to
domestic abuse, or to ensure the safety of a
resident, the Council will not charge the tenant for
the works. However, where a perpetrator has
been identified as being responsible for any
damage, HCC may take action to recover costs
incurred from them (irrespective of whether or not
they hold a tenancy with HCC). This applies to all
repairs directly related to incidents of domestic
abuse, including, but not limited to; lock changes,
damage caused by perpetrators (holes in
doors/walls, smashed windows), or any other

repairs required for safety reasons.

Whilst not explicit in the policy, existing
procedures allow for tenants to request a female

operative and in the event a female operative is

Females are often the primary carer of their
children as such female tenant households
could be more at risk of overcrowding which

could lead to increased condensation/mould.

Women often earn a lower salary than men
and work fewer hours which could create
financial restrictions meaning they may be
unable to adequately heat their homes which

in turn could lead to condensation/mould.

OFFICIAL
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not available, it can be requested that a female

member of staff attend any appointment.

Gender reassignment

Only 14 tenants (0.06%) are
recorded as Transgender

Warrier et. al. 2020, Elevated rates of autism,

other neurodevelopmental and psychiatric

diagnoses, and autistic traits in transgender and

gender-diverse individuals - PMC showed

transgender people are three to six times more

likely to be autistic than cisgender people.

Existing procedures allow for discretion to be
applied to adjust response times and/or increase
its service offering on a case-by-case basis and

as proportionate to the circumstances.

Outside of normal working hours Call Centre
Operatives can contact an on-call surveyor to
apply discretion to timescales where this is

proportionate.

Whilst this tenant profile is a very small

percentage, Transgender people may not be

as likely to report repairs due to concerns
over transphobia.

This may also be a dynamic state i.e. a
tenant may go through a long period of
transition which may not be complete until
years after the commencement of the

tenancy.
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Marriage and civil partnership

N/A

No anticipated negative impact

Pregnancy and maternity

N&H do not record this information as such this is
a gap in data. However, should a customer inform
us that they are pregnant or have an infant
residing in the property then, existing procedures
allow for discretion to be applied to adjust
response times and/or increase its service
offering on a case-by-case basis and as

proportionate to the circumstances.

Outside of normal working hours Call Centre
Operatives can contact an on-call surveyor to
apply discretion to timescales where this is

proportionate.

No anticipated negative impact

Race

For 20.8% of our tenants English is not their
spokenl/first language, as such this could be a
barrier to reporting repairs. However, when known
a flag can be applied to the Housing System to
alert staff to this and HCC can provide translation

It has been recognised that tenants from
some ethnic groups/cultures may not report
some repair issues such as Damp, Mould

and Condensation due to shame.

OFFICIAL
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services. The Policy also explicitly states that
consideration will be given to language barriers

and accessibility.

Generally, residents of Traveller sites have a
higher percentage of older tenants (aged 65 and
over). As at 26/07/2024 this was recorded as
30.0% compared to 23.2% for general needs
tenants at that time. Existing procedures allow for
discretion to be applied to adjust response times
and/or increase its service offering on a case-by-
case basis and as proportionate to the

circumstances.

Outside of normal working hours Call Centre
Operatives can contact an on-call surveyor to
apply discretion to timescales where this is

proportionate.

Religion and belief including

non-belief

Some religions may require specific adjustments

to service, for example it may be frowned upon for

Islam state that clean and clear water should

be used for bathing and as such prefer to

OFFICIAL

16



OFFICIAL

a muslim female to be alone in a property with a

male operative carrying out a repair.

Whilst not explicit in the policy, existing
procedures allow for tenants to request a female
operative and in the event a female operative is
not available, it can be requested that a female

member of staff attend any appointment.

The Policy explicitly states that consideration will
also be given to .... accessibility and cultural
issues and any reasonable adjustments shall take

account of individual beliefs and abilities.

use a shower for bathing. If an over bath
shower were to fail this may request a more
immediate timeframe might be requested by
the tenant instead of the standard 28 days (if
other bathing facilities are available).
However, current procedures do not

necessarily provide for this.

Sexual orientation

N/A

No anticipated negative impact

Non-Statutory — Socio

Economic

N/A

Those on low incomes and in receipt of
benefits may be more at risk of the property
falling into disrepair i.e. where they may be
unable to adequately heat their homes which

could result in Mould and Condensation

OFFICIAL
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In these cases the Tenancy Sustainment

to relevant services/agencies to help with
budgeting, additional support, correct
benefits, welfare rights teams following area
team involvement and maximisation of

income.

Team is available to support with signposting

Human Rights

N/A

No anticipated negative impact

Have any gaps been identified and understanding of the impact of your changes to policy/function/service on

customers? Please indicate whether you have identified ways of filling these gaps.

Gaps in Data

Action to deal with this

As highlighted above there are gaps in data relating to household

information which might provide us with information around

vulnerabilities i.e:

- Households with under 5’s and over 65’s (where they are not

the tenant)

- Households with a disabled person (where they are not the

tenant)

To support those tenants and their families with a
vulnerability, HCC Neighbourhoods and Housing operate
a Person Information Alerts Policy and Procedure to

advise staff, partners and contractors how to adjust its

service delivery in order to cater for the individual needs of

the tenant and their household. However, we recognise

that there have been some issues around the quality of

OFFICIAL
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Some tenants may choose not to inform us of a disability due to those flags i.e. noted a disability but not how to adjust the
concerns around perception, stigma and/or to avoid being ‘labelled’ | service.

for example; disclosing mental health issues
Routine tenancy visits are being undertaken at every

Disability can also be a dynamic state which can change over time property over a 3-year rolling period. This is a visit

I.e. a long-standing tenant may not have had a disability at the undertaken by the area teams in order to carry out a
outset of the tenancy, but a medical condition/disability may have welfare check of the tenant and inspection of the property.
developed over time or, a condition may improve over time. Through these visits; household information is being

updated, necessary repairs are being raised and
Gender reassignment, tenants may not inform us that they have inspections for any concerns such as Damp, Mould and
transitioned due to concerns around transphobia. Condensation.

A programme of Stock Condition Surveys is also being
carried out, which means that the internal and external
condition of every property is being inspected every 5
years. These surveys provide vital information about each
individual property and will ensure that properties meet the
decent homes standard by adding works coming out of the

surveys into planned/cyclical maintenance programmes.

19
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Regular contacts are also being carried out through Day-
to-Day general housing management functions and by
other Council Departments such as Social Services,
whom are able to report back any concerns regards to the

condition of the property

Customer feedback is also currently monitored both
through the Customer Feedback Corporate Procedure and
via repair receipts, and as such we are able to identify
where the repairs service did not meet the individual
customers needs and use this data to inform future

service improvements.

The Policy sets out that:

In the event that extensive works are required to a property, a tenant
has declared a specific vulnerability and/or the property conditions
(i.e. damp and mould), or the works required pose a health and
safety concern. A risk assessment should be carried out to
determine if it is necessary that the tenant (and their household) are
decanted for the duration of the works. In this event the decant

procedure should be followed

As part of the HOS case, the issue of risk assessments
(RA) was considered due to missed opportunities to carry
out RA’s. As such, recommendations have been made to
and agreed by the N&H Senior Management Team (SMT)
as to how this can be remedied, including; a review to
provide assurance that the relevant staff have the
necessary skills and training to undertake risk

assessments which include an assessment of

OFFICIAL

20



OFFICIAL

vulnerabilities. Additionally, that RA processes are

thorough, uniform and documented.

Summary of key findings, likely impacts and any mitigation

This Repairs & Maintenance Policy is being implemented due to an order placed on N&H by the HOS however, this Policy is
reflective of current, existing and established procedures and tenant/landlord obligations as set out in the tenancy agreement and
as such makes no changes to current practices.

There are however, a number of upcoming changes/actions relating to this Policy which are detailed in the below action plan.

Generally speaking, this Policy provides for proportionate discretion to be applied for the adjustment of the Repairs &
Maintenance Service according to the individual need/protected characteristic of the customer.

A number of gaps have been identified around customer data, this is due to the fact we currently do not hold this, it may be out of
date or, the customer may choose to withhold this information. However, actions are already taking place to improve the data we
hold such as the rolling programmes of RTV’s and Stock Condition Surveys which will also pick up any repairs/property condition

issues not already reported by the customer.

Section 4 - Equality Impact Action Plan

(Please complete this Action Plan for any negative or unknown impacts identified in the Analysis above).

21
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Issue identified

Action required to reduce

Impact/mitigate

Timescale and

responsibility

Monitoring and review

arrangements

Gaps in data

Implementation of a Knowledge &
Information Management (KIM)
Strategy and Associated Policies
and Procedures.

This will be a long term plan (3
years) to address data management

across the N&H service.

Aim to implement the KIM
Strategy by August 2025
and the Strategy itself
shall be a 3 year plan.
The Sponsor is Emma
Warwick, Head of
Business Development &

Change

N&H SMT are to receive
guarterly updates as to
progress on the development

of the Strategy.

KIM monitoring
arrangements shall be set
out in the Strategy and
subsequent Policy once

implemented

Gaps in data and adjustment

to Services

Vulnerability Strategy and
Associated Policies and Procedures
to include a Reasonable Adjustment

policy and procedure

This links heavily with and
should follow KIM, as such
the aim is to implement
this by December 2025.
The Sponsor is Ria
Toutountzi, Head of
Access & Wellbeing

N&H SMT are to receive
guarterly updates as to
progress on the development

of the Strategy.

Vulnerability monitoring

arrangements shall be set

out in the Strategy and

OFFICIAL
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subsequent Policy once

implemented

Gaps in data and adjustment

to Services

Review of Personal Alerts

Policy/Procedure

The review will need to
follow the KIM and
Vulnerability Strategies as
this is heavily linked.

The Sponsor is Emma
Warwick, Head of
Business Development &

Change

Currently there is Assurance
monitoring taking place
around the quality of alerts
relating to vulnerabilities
which is carried out by the
Practice Management Team
and reported on to SMT

periodically.

Conducting of Risk

Assessments

A review is to be carried out to
provide assurance that all Surveyors
(both those employed by HCC and
it's contractors delivering a repairs
and maintenance service on behalf
of HCC) have the necessary skills
and training to undertake risk
assessments which include an
assessment of vulnerabilities. A
report will be presented to SMT with
the findings, and in the event gaps
are identified, recommendations
made as to how that can be
addressed.

July 2025 for review to be
completed and report put
to SMT for consideration.
This is being carried out
by the Practice
Management Team for
which Vicki Edwards,
Practice Manager holds

responsibility.

N/A
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Conducting of Risk
Assessments

A review be carried out of existing
Risk Assessment processes to
ensure that a thorough, uniform and
documented approach is taken by
both HCC Staff and Contractors
which takes into account
vulnerabilities as well as property
condition/scope of works required. A
report will be presented to SMT with
the findings, and in the event gaps
are identified, recommendations
made as to how that can be

addressed.

July 2025 for review to be
completed and report put
to SMT for consideration.
This is being carried out
by the Practice
Management Team for
which Vicki Edwards,
Practice Manager holds

responsibility.

N/A

Repair Timescales

Introduction of a new Urgent
Appointable 5 Day Category

Expected May 2025
Responsibility: Clare
Leader, Operations

Manager

Via existing contract
management arrangements

with contractor KWL

Procedures to address Damp
Mould & Condensation

KWL Access Procedure Review

Expected May 2025
Responsibility: Clare
Leader, Operations

Manager

Via existing contract
management arrangements

with contractor KWL
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Procedures to address Damp
Mould & Condensation, and
compliance with new legal
requirements

Review of existing policies and
procedures relating to repairs and
maintenance (i.e. Repairs &
Maintenance Policy, Damp Mould
and Condensation Procedure,
Decant Procedure) to consider the

requirements of Awaab’s Law.

Working group has been
established comprised of
key staff across the
services. Implementation
to meet legal requirements
in October 2025.
Responsibility: Brad
Smith, Head of Service
Housing Investment

Service

Via existing contract
management arrangements

with contractor KWL

Section 5. Quality assurance and publishing

Please ensure that before the finalised analysis is signed off by an officer of at least Assistant Head of Service level that it has

been quality assured by a member of the Equality Team.

Senior Officer

Clare Leader — Maintenance &

Improvements Manager

Date:

1 April 2025
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Equality Officer

Simon Heard — Equality Acc

Manager

N

€Sss

Date:

1 April 2025
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