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2.2.

Positive Action Fund
Procedure

Introduction

This procedure details how we will administer our Positive Action Fund (PAF) to help
and support our customers as part of the Customer and Financial Inclusion Strategies,
in line with the Value for Money Strategy.

Definitions

Positive Action Fund — a budgeted sum of money available to the Housing team to make
discretionary payments in exceptional circumstances of financial hardship to provide small-
scale, short-term support for customers. Examples might include:

Help with school or work costs such as travel or clothing

Emergency gas and electricity payments to prevent disconnection
Help with moving costs to enable downsizing

Provision of essential furniture and white goods

Food vouchers for supermarkets to assist with immediate food needs
Other discretionary payment

Note: Referrals to food banks for access to emergency food parcels are treated as separate
forms of assistance and are not funded through the PAF.

Financial hardship — when someone is unable to meet the cost of regular weekly or monthly
bills and debt repayments or has little or no disposable income available after bills and any
debt repayments have been made. All cases will be considered on an individual basis
depending on household composition and any other extenuating circumstances.

Roles and responsibilities

Role Responsibility

Customer Service Officer Responsible for advising HOs of any customers
(CSO) identified as a possible applicant for the fund.
Housing Officer (HO) Responsible for making and recording applications,

assessing income and expenditure, and approving
applications up to £250.

Housing Manager (HM) or in | Responsible for reviewing and approving
their absence, Customer applications up to £500 and monitoring cases.
Service Manager (CSM)

Head of Customer Responsible for reviewing and approving high value
Experience (HoCE) applications over £500 and monitoring spend
against budget.
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Procedure

Potential applicants for the PAF are likely to be identified by the CSOs or HOs through
conversation or during a home visit, and could also be identified by colleagues in the
Property team during conversation or following a visit to the home. Customers may also
contact the Customer Services Team (CST) direct to enquire about the fund. Details of
applicants should be passed promptly onto the relevant HO to complete the following
application process.

Cases should be initially assessed as either:

e Urgent — assistance is required within 24 hours (for example where there is no electric
or food available) — the application process should be completed (or attempted) within
one working day

e Non-urgent — all other cases — application to be completed within five working days

The HO will open a PAF CRM case in Cx and complete the required fields, detailing the
tenant’s current living situation, need for the referral and an overview of their income and
expenditure. For repeat referrals, a more thorough income and expenditure should be
completed.

All decisions will be based on the applicant’s individual circumstances as shared with us. In
completing the application, the HO will assess the following:

e The income and expenditure to evidence there is financial hardship preventing the
customer from making the purchase themselves

e Whether referrals to other agencies are required for ongoing support, for example to
assist with debt and benefit advice or employment support

e Whether alternative funding can be accessed externally, for example through a grant
application — if so, this will be pursued rather than the PAF application

e If the customer has accessed the PAF previously — where three or more successful
applications have been made in the last 12 months, the application should be passed to
the HM/CSM for review and approval, regardless of the amount required

e Any application relating to a tenant Board or Committee member, or an involved
resident will be passed to the HM/CSM who will assess any potential conflict of interest,
with guidance from the Governance Manager where required.

For amounts under £250 the HO has authority to approve the case with no further review
provided the above has been considered.

Where the application is for an amount over £250, the HO will assign the case to the HM or,
in their absence, the CSM for review and approval within 24 hours. For amounts over £500
the HM/CSM will review and assign to the HOCE (or in their absence to another Head of
Service or the Governance Manager) for additional review and approval within a further 24
hours.

If additional information is required to make a decision, the case will be re-assigned to the
HO with explanatory notes.

Where an application is declined, the case will be updated and re-assigned to the HO who
will communicate the decision to the customer. Any appeals should be made following the
HHS Complaints Policy.
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Approved applications will be re-assigned to the HO who will arrange the purchase of the
item/voucher and communicate with the customer before closing the CRM case. For cash
vouchers, energy top ups and supermarket vouchers, the purchase will be made through
the Charis Shop — an online platform providing 24/7 access to products and enabling
immediate support to be made available to customers www.charisgrants.com/about/ - or E-
Vouchers- an online site allowing us to securely procure, assign and distribute vouchers
from leading retailers to provide support, welfare and rewards to tenants
www.evouchers.com/organisation- and sent direct to the customer via text message or
email. For white goods and furniture, items will be sourced taking into account value for
money, and ordered for delivery to the customer’s home.

The HM will monitor all cases monthly, reporting number of applications, approvals,
average value and type of award and secondary referrals; and reporting to the HOCE who
will review and compare with actual expenditure, flagging any irregularities to be
investigated.

Process map
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6. Equality and Inclusion

HHS treats all customers fairly and provides tailored services which consider needs and
requirements based on the information customers have shared with us. HHS is committed
to ensuring equal access to services, and the needs of customers will be considered in line
with the Equality Act 2010 when delivering activities in line with this procedure.
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Where to find us
Hundred Houses Society,
51 Scotland Road, Cambridge, CB4 1QW

0300 303 5770
info@hhs.org.uk
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