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People with hearing difficulties who have a Minicom can contact us through the 
typetalk operator by putting 18001 01942 in front of any of our telephone numbers. 
We can also be contacted by sending a mobile phone text to our contact centre on 
07797806546 
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Our vision  
 
At Wigan & Leigh Housing we are committed to Equali ty & Diversity. We 
are determined to make sure that: 
 

·  our policies, procedures and working practices, in both 
employment and service delivery reflect this 

 
·  we comply with legal requirements and good practice  guidance 

such as the Sex Discrimination, Disability, and Rac e Relations 
Acts, and the CRE Code of Practice in Rented Housin g. 

 
All our policies and procedures will be applied fai rly, consistently and 
respectfully to all people, making Wigan Borough a place for all. 
 

 
We welcome feedback from employees and customers regarding how well we 
are meeting this commitment. 
 
How to let us know: 
 

 
By post:  
 
Equality & Diversity Team  
Wigan & Leigh Housing 
Freepost WN 5327 
PO Box 48 
Wigan 
WB1 1ZY 

By phone: 
  
Equality & Diversity Team 01942  486604 
 
Tenant Participation Freephone: 
 
Wigan Homes:  0800 389 7652 
 
By e-mail : equality@walh.co.uk 
 
By Text : 07797806546  
 
or to staff at any of our offices 

 
 

This strategy also mentions a wide range of supporting information. If you 
would like copies of that information please contact us on the above numbers. 
 
Some of the information is available on our website. We have marked which 
information is available in this way in the strategy. 
 
 
 



  �
 

�����	����	
 �

 
Contents Page 
 
Our Vision 

 
1 

 
Foreword by the Joint Chairs of Wigan & Leigh Housing Board 

 
3 

 
Introduction 

 
4 

 
What this strategy is about 

 
4 

 
The things we need to get right to provide a fair service and 
respect for all: 

 
 
 

 

·  Leadership and commitment 
 

4 
 

·  Meeting our legal obligations and good practice standards 
 

5 
 

·  Consultation and joint working 
 

6 
 

·  Being an Employer of Choice 
 

7 
 

·  Mainstreaming 
 

8 
 

·  Monitoring and checking how well we are doing 
 

11 
 

·  Training and awareness raising 
 

13 
 

·  A Service Action Plan 
 

14 
 
Conclusion 

 
14 

 
Contact information 
 

 
14 

Diagram 1. The groups that are involved in taking forward our    
                    equality and diversity plans 
 

 
15 

Diagram 2. Links with Council strategies, other organisations and  
                   agencies 
 

 
16 

Appendix 1.  Other documents that support this strategy 
 

17 

Appendix 2.  The 2006/7 Service Plans 
 

17 

Appendix 3.  Service Delivery and Employment Monitoring  
  Reports 
 
Appendix 4.  Performance indicators and targets for the current 
  year. 

 
18 

 
 

19 
 
Glossary - explaining some of the words we use in this document. 

 
23 

 
 
 



  �
 

����������	
 �

1. Foreword from the joint chairs of Wigan & Leigh Housing Board  
 
 

Wigan & Leigh Housing is an Arms Length Management Company totally 
owned by Wigan Council.  We manage almost 24,000 Council properties and 
provide a range of services some 29,000 tenants and many other customers. 
To do this we employ over 500 people and have an annual budget in excess 
of £15 million. 
 
Not all services are provided by our staff, so we have a wide range of 
partnership agreements, and some contracts with large national 
organisations.  
 
We are part of the Wigan Borough Partnership, and work with a number of 
agencies, voluntary, private, and statutory organisations including the Primary 
Care Trust, the Police, and the various departments of Wigan Council. 
 
How we conduct ourselves and the way in which we work has an effect on a 
wide range of people and organisations.  
 
We are committed to achieving excellence in equality & diversity in both our 
service delivery and employment practices. This means making a real 
commitment to valuing all types of people and proving it by including them and 
their ideas in how we deliver and develop our services.  
 
It’s about setting standards, being a good example and treating everyone with 
respect. Making sure that services are provided fairly and with respect is the 
right thing to do. It’s good for the community and it’s good for the company. 
 
Equality & Diversity Legislation and good practice is an area that is continually 
changing, and as a Company we are determined to keep pace with and 
contribute to that change.   
 
In December 2002 the Audit Commission commented that Wigan & Leigh 
Housing “needs to improve its practices in diversity”, by February 2005 they 
commented “This is an area with more strengths than weaknesses”. For the 
future… we are aiming to be excellent. 
 
We feel that this strategy, our Service Action Plan, our progress to date, and a 
willingness to learn has set us well on the way to achieving excellence in 
equality & diversity at Wigan & Leigh Housing. 
 
 
 
John Roe                Tom Frost 
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2.   Introduction  
 
2.1  Our vision or aim  

 
Our full vision is included on page 1. In simple terms we are aiming to provide 
“a fair service and respect for all”. 

 
2.2  What we mean by a fair service and respect for all  
 

Providing a fair service and respect for all is about achieving equality and 
respecting diversity. 

 
• Equality is creating a fair environment, challenging discrimination and 

removing obstacles that stop people or groups using services. 
 
• Diversity is respecting the differences between people.  Differences that 

you may be able to see like age, disability, ethnicity and those that are 
invisible like sexuality, background, and ways of working.  It’s about valuing 
and tying together those differences to create a better organisation and 
community. 

 
2.3 What is this strategy about?  
 

This strategy is about pulling together the work we are doing to improve our 
approach to equality & diversity.  It sets out what we believe and how we will 
improve things.  It offers everyone, including you the reader,  the opportunity 
to tell us what you think we are getting right and what you think we are getting 
wrong. 
 
Other documents which support this strategy and may be of interest are 
shown in Appendix 1. 

 
3.  The things that we think we need to get right t o provide a fair service 

and respect for all 
 
3.1 Leadership and commitment  
 

An essential ingredient in making things happen in any organisation is the 
commitment, drive and good leadership of senior people.  This means elected 
Board Members and the company’s Management Team.  We believe that we 
have demonstrated this commitment in a number of ways: 
 
·  Wigan & Leigh Housing Board has made a clear commitment to achieving 

successive levels of the Equality Standard in Local Government. 
·  Our Equality & Diversity objectives have been written into our Business & 

Delivery Plan. They are to: 
o Remove unlawful discrimination, against individuals or groups 
o Promote Equality & Diversity 
o Promote good relations between all social groups 
o Meet our legal and good practice responsibilities 
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o Involve all types of people in how we deliver our service and measure 
how well we are doing. 

 
·  We have set up an Equality & Diversity Committee to support and drive 

forward our equality & diversity plans 
·  A senior Director has been made responsible for making sure we meet 

our equality & diversity commitments 
·  An Equality & Diversity Team has been set up to develop and progress 

plans that will make sure that best practice is included in all our service 
delivery and employment practices 

·  We comply with a number of best practice standards in both employment 
and service delivery 

·  Our membership of, joint working with, and contribution to, a range of 
Council and other partnership and agency meetings, and activities 

·  We encourage employees and customers to set up special interest groups 
 

The groups that are taking forward our equality & diversity plans are show at 
diagram 1, on page 15.  

 
3.2 Making sure we meet our legal obligations and good practice standards 

in employment and service delivery  
 

We are committed to meeting our legal obligations and following good practice 
standards.  Examples of the types of legislation and the good practice 
standards we follow are shown below.  Many of our policies and procedures 
are based on the requirements of these Acts and standards. 
 
Relevant legislation: 
 

·  Equal Pay Act 1970 
·  Sex Discrimination Act 1975 & 1986 
·  Sex Discrimination (Gender reassignment) regulations 1999 
·  Race Relations Act 1976 
·  Race Relations (Amendment) Act 2000 
·  Disability Discrimination Act 1995 
·  Disability Rights Commission Act 1995 & 1999 
·  Protection from Harassment Act 1997 
·  Employment Relations Act 1999 
·  Human Rights Act 1998 
·  Employment Equality Regulations: 

 Religion or Belief - 2003 
Sexual Orientation - 2003 

 Age – 2006 
 
Good Practice Standards: 
 

·  The Commission for Racial Equality Code of Practice in Rented 
Housing 

·  The Equality Standard for Local Government 
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Legislation and good practice is changing all the time and we are continually 
looking for ways to improve. 

 
Our future plans in this area: 
 

·  Continue to review our policies and procedures as new legislation 
comes into force. 

·  Continue to develop strategies and plans to make sure that we 
comply with our legal requirements.  Examples are included in the 
list of documents that supports this strategy on page 17.      

·  Look carefully at any new ways of working to make sure that they do 
not disadvantage any particular group of people. 

·  Publish a set of equal opportunity policy statements to make plain 
our approach to issues like age, gender, disability, religion and 
sexuality. 

·  Follow Audit Commission guidance on how to become excellent at 
Equality & Diversity. 

 
 

3.3 Consultation and Joint Working  – with a range of interested people . 
 

This is about listening to and working with our customers, employees, the 
community, other agencies and partners. This helps us to check how well we 
are doing and make sure that we are doing the right things to meet people’s 
needs.  
 
Details of how people can get involved are included in our Communication 
Framework, which includes our Customer Contact Plan, Tenant Participation 
Compact, and Sheltered Housing Agreement.  
 
People who are hard to reach 
 
Everyone could be considered hard to reach under certain circumstances, but 
we are aware that certain groups are less easy to involve than others. 
Examples include: 
  

·  Black & Minority Ethnic communities (including asylum seekers and 
refugees) 

·  Disabled people 
·  The homeless  
·  Older people 
·  Lesbian, gay and bisexual people (LGB)   
·  The vulnerable (including people with mental health and learning 

difficulties) 
·  Young people 
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We are continually trying to encourage people from these groups to get 
involved.  Further information is available in our Hard to Reach Strategy which 
is on our website at www.walh.co.uk.  
 
We are also part of the Wigan Borough Partnership.  We need to make sure 
that wherever possible we are working in harmony with the Council and other 
partners.  And making sure that we use our resources (money, employees 
and expertise) wisely to bring about the best possible improvements, at the 
lowest cost. 
 
Members of our Equality & Diversity Team and other Service Managers 
attend, and contribute to a range of Council and partnership groups dealing 
with equality & diversity and looking at ways of helping communities to work 
together and become better places for us all to live in (community cohesion). 
  
Our main links with Council strategies, other organisations and agencies is 
shown in diagram 2, on page 16. 
 
Our future plans in this area include: 
 

·  Sharing our plans as widely as possible through consultation, 
publication and the use of our website. 

·  Making sure that employees have the guidance and tools (such as a 
comprehensive Customer Profile) to make sure we consult with the 
widest range of relevant people in the Borough. 

·  Developing consultation groups for people who are currently not 
represented. 

·  Wherever possible arranging meetings and events out of normal 
working hours so that people who work can attend. 

·  Developing our Hard to Reach Strategy. 
·  Ensuring that people from hard to reach groups are represented on 

the Company’s Equality & Diversity Committee.  
·  Consulting with Black & Minority Ethnic (BME) groups on the 

possible development of a BME Agreement or Compact. 
·  Publishing an annual report on how well we involve difficult to reach 

groups. 
·  Continue working in partnership and wherever possible support and 

contribute to the Council, other agencies and organisations plans 
especially around community cohesion. 

 
 

3.4 Being an Employer of Choice  – This is about us becoming the type of 
employer that all types of people want to work for. 

 
We want to provide the best possible services.  To do this we need to employ 
the most competent and innovative people for the job.  It makes good 
business sense to employ people because of their ability and competency, 
and not discount or discriminate against anyone on the grounds of personal 
differences such as age, disability, gender, ethnicity, religion, sexuality, etc. 
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We want to be an employer that people want to continue to work for.  We 
want an environment of mutual respect, where employees are valued, free 
from harassment and promoted and rewarded according to their ability and 
performance. We will make this happen by ensuring that all employees 
receive the training and support they need to be able to carry out their duties 
effectively. And that as an employer we are aware of, and meet, our legal and 
best practice responsibilities. 
 
Our future plans in this area: 
 

·  Taking “positive action” to attract all types of people to work with us.  
·  Making sure that our employees pay is based on the skills and 

knowledge needed for the job and not on factors like race or gender. 
·  Maintaining our entitlement to use “good practice” endorsement 

marks such as Charter Mark, Investors in People, Disability Users 
symbol that are included on booklets and other documents. 

·  Continuing to develop appropriate training and employee 
development programmes. 

·  Promoting the rights of staff to equal treatment and freedom from 
harassment and discrimination. 

·  Supporting employees by maintaining and developing fair and 
flexible management practices. 

 

 
3.5  Mainstreaming equality & diversity into business pl anning and delivery  

  
We need to make sure that treating everyone fairly and with respect becomes 
a natural part of the way we do things at Wigan & Leigh Housing.   We call 
this ‘Mainstreaming’. 
 
This involves employees at all levels thinking about whether we are being fair 
and respectful to different types of people during normal work activities.  This 
includes when they are: 
 

·  Delivering existing services 
·  Developing new services 
·  Reviewing existing policies and procedures 
·  Arranging consultation events and questionnaires 
·  Procuring goods and services 
·  Undertaking Best Value reviews 
·  Dealing with comments and complaints 

 
One of the ways of making sure this happens is to include equality & diversity 
in our Business and Delivery Plan and make sure that actions which support 
our equality & diversity objectives are included in individual service plans. 
 
Our Business and Delivery Plan reflects the Company’s main values and 
goals.  It sets out our priorities for the current and future years.  The Plan 
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shows the “golden thread” that links the Council’s plans and policies, such as 
the Community Plan and Race Equality Scheme, with our Company strategies 
and our individual service plans that determine the way we do things on a day 
by day basis.  
 
Writing an activity into our Business Plan (and individual service plans) makes 
sure that it gets done.  The areas covered by our 2006/7 service plans are 
shown at Appendix 2, on page 17. 
 
To help us include equality & diversity into everything we do, we use a 
number of tools. These include: 
 
1. The Equality Standard for Local Government.   
 

This is used by local authorities to make sure that equality & diversity is 
included in everything they do. It has five levels. 
 
1. Commitment to a comprehensive equality policy 
2. Assessment and consultation 
3. Setting equality objectives and targets 
4. Information systems and monitoring against targets 
5. Achieving and reviewing outcomes 
 
We have achieved level 3, and are making sure that what we have done is 
firmly in place before moving on to Level 4.  
 
The Equality Standard is about continually improving our approach to 
equality and diversity. We make sure that we are improving by self-
assessment (which is explained below in the monitoring section) and 
carrying out Service Needs and Impact Assessments. 

 
2. Service Needs Assessments 
 

To do a Service Needs Assessment we look at all the information we have 
on individual services to see if: 

 
·  we have made any special arrangements for different groups of people, 

such as people with disabilities, older people, people from different 
racial groups, lesbian, gay and bisexual people and so on 

·  anything we do disadvantages these groups 
·  we can identify any unmet needs, for example providing hearing loops 

and signers, for people with sensory disability at consultation events 
 

We need to be sure that the information is good enough to answer these 
questions and if it is not, we work out ways of collecting or improving it. 
 
Then we share, with a wide range of people, what we have found, how we 
think we should improve and which improvements we think are the most 
important.  The agreed improvements, objectives and targets are added to 
our service plans.  
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Every three months, our service managers, the Company’s Management 
Team and our Service Improvement Group look at how well we are 
achieving our service plans. They identify the service areas that we need to 
improve in order to meet our objectives. 
 
We are also committed to supporting Wigan Council’s Race Equality 
Scheme. To do this we carry out Relevance Reviews, which are about 
looking at the services that we provide and how what we do affects the 
Council’s duties under the Race Relations Amendment Act. Service Needs 
Assessments and Relevance Reviews look at similar issues. 
 
Service Needs Assessments are carried out every two years. Relevance 
Reviews must be carried out every three years.  
 

3. Impact Assessments 
 

Impact Assessments are carried out whenever we take on new areas of 
work, or change things we already do.  We look at how the new work or 
changes may affect different groups to make sure that no one is unfairly 
disadvantaged.  
 
We report to the appropriate service area steering group that we have 
done an Impact Assessment, and how it has changed the way we are 
intending to work. When the group has agreed the changes, they are 
added to the service plan.  Many of these steering groups included 
customer representatives. 
 
We also make sure that a wide range of people are consulted about what 
we are proposing and whenever possible include their suggestions in 
what we do. 
 

Examples of the actions that have resulted from our Impact Assessments are 
included on our website at www.walh.co.uk.  
 
Our future plans in this area: 
 

·  Consolidating our current position then reviewing our approach to 
achieving successive levels of the Equality Standard for Local 
Government. 

·  Including Relevance Reviews and Service Needs Assessments in 
the same document. 

·  Improving our Impact Assessment procedure. 
·  Monitoring service plans to ensure that equality & diversity plans are 

completed. 
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3.6  Monitoring Service Delivery and Employment - setting targets and 

checking how well we are doing 
 
We think that our services are provided fairly and that we are respectful to 
people, but we need to be sure.  The first step in doing this was to make sure 
we know who our customers are. 
 
In July 2004 we sent a questionnaire to all 29,000 Council tenants.  We asked 
them to let us know (in confidence) which groups: age, disability, ethnicity, 
gender, religion, sexuality, they belonged to.  This information makes up the 
different elements in a person’s social identity.  33% (over 9,000 people) 
responded to the survey. We are also collecting this information from new 
customers.  Using this and other information we have developed a Customer 
Profile, a copy of which can be found on our website at  www.walh.co.uk 
 
Knowing who our customers are and the groups they come from, and 
comparing this to the different groups in the Borough provides an insight into 
who is using our services.  This helps us identify which types of people are 
not using our services, so that we can check why they are not and if they are 
being disadvantaged in some way. 
 
Having information on individual customers helps us identify if particular 
people or groups are receiving a worse service or being discriminated against. 
It also helps identify people’s needs.  For example requiring information in 
large print or on an audio tape.   
 
If individual customers agree to information being shared with partners and 
contractors this can help to provide a better service. For example, making 
sure that if someone with hearing difficulties needs to communicate through a 
signer, the contractor arranges this before they visit. 
 
Our equality & diversity monitoring is divided into four categories:  
 

1. Service delivery and employment monitoring. 
  

These checks are designed to make sure that we are being fair to a 
wide range of people, or social identities. We look at our employment 
practices and day to day service delivery to see if anyone is being 
discriminated against, or receiving a worse service than everyone else.  
 
The results are reported to our Equality & Diversity Committee who are 
responsible for making sure that we set up good monitoring systems, in 
respect of ethnicity, disability and gender, etc and that the information 
is used to help us with our needs/requirements and impact 
assessments (see above). 
 
Comments on these reports and, where necessary, recommendations 
for improvement are passed from the Equality & Diversity Committee to 
the Company’s Board for information and approval. 
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The Boards are provided with a Diversity Monitoring Report every six 
months, and we have set up a Diversity Monitoring Group to make sure 
that our service and employment monitoring is continually improving. 
 
Examples and an explanation of our current monitoring reports and 
how often they are looked at by our Equality & Diversity Committee are 
included in Appendix 3, on page 18. 

 
2. Measuring performance against targets.  

 

We regularly check how well we are performing against: 
 

·  A list of targets set up by, and reported to, central government. We 
call these Best Value performance indicators. 

·  Targets we have agreed with, and report to, the Council.  We call 
these, local performance indicators.  

·  Management targets.  These include key service standards and 
things we have to produce to prove we are meeting our aims and 
objectives.  For example, in order to meet our legal obligations we 
had to produce a plan to make sure our offices comply with the 
Disability Discrimination Act. 

 
Whenever possible we involve our partners and customers in agreeing 
our local and management targets.  These targets are then written into 
individual service plans, and progress checked every three months.   
 
The Best Value performance indicators are especially important to us, 
as how well we perform affects the Company and Council’s overall 
performance.  Examples of the Best Value and main local targets 
(including our employment targets) are included in Appendix 4, which 
starts on page 19. 
 

3. Self assessment and scrutiny 
 

Self assessment and scrutiny involves the Company looking very 
carefully at itself, making sure that we are providing services fairly and 
with respect.  This type of checking is usually done in partnership with 
internal auditors, colleagues from Council departments, and customers 
involved in the Tenant Auditors Group, or “mystery shopper” reality 
checks. 
 

4. External assessment 
 

External assessment is similar to self assessment and scrutiny except 
the people doing the checking are from organisations outside the 
Company and the Council.  This includes the Audit Commission, or 
consultants that we have asked to look at how we are performing.  
 
During 2005/06 we worked with an external consultant to confirm that 
we follow the Commission for Racial Equality Code of Practice in 
Rented Housing, and included experts from other organisations in the 
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panel that confirmed we had achieved Level 3 of the Equality Standard 
for Local Government.  

 
Our future plans in this area: 
 

·  Expanding our Customer Profile information. 
·  Extending our service delivery monitoring to make sure that we are 

being fair to a wide range of social identities, across all service 
areas, by looking at who is: 
o using the service.  
o satisfied with or complaining about the service. 
o getting a good or poor standard of service. 
o leaving the service. 
We will make sure that the above reports are included in existing 
service performance monitoring reports to Committees and the 
Boards.  And that the information is shared with stakeholders, 
customers, employees, contractors and partners. 

·  Using the information from monitoring reports to develop 
challenging, yet achievable targets. 

·   Asking more customers to get involved in, “mystery shopping” reality 
checking exercises. 

·  Involving customers in the external assessment of whether we have 
achieved our goals. 

·  Comparing our performance against other organisations and 
learning how they are monitoring equality & diversity. 

·  Learning from and doing something about the constructive criticisms 
made by the Audit Commission, external consultants, customers and 
employees. 

 
 
 
3.7 Training & Awareness Raising 
 

One of the most important things that we have to get right in providing a fair 
service and respect for all, is the training of employees at all levels. 
Employees are our most important resource.  It is they who deliver services to 
customers on a day to day basis.  
 
We feel that awareness raising is another important part of influencing the 
way we do things.  For example presentations from gay and lesbian groups at 
tenant consultation events and employee training helps people understand 
different life styles.  As does sharing information on various religious festivities 
and so on. 
  
We also provide training and awareness raising for Board Members and 
customers. 
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Our future plans in this area: 
 

·  Continuing to provide a range of equality & diversity training 
packages and awareness raising opportunities for employees, Board 
Members and customers and extending this to contractors.  

 
  

3.8 A Service Action Plan . 
 

This document outlines the key areas that we need to get right to make sure 
that we provide a fair service and respect for all.  It includes our ideas on how 
these areas should be developed, and provides us with a way of sharing 
these ideas with a range of stakeholders (customers, partners and 
contractors), so that they can tell us if they think we are doing the right things 
and help us to improve what we are doing. 
 
The details on how we will turn our ideas and commitments into actions are 
included in a Service Action Plan.  The plan is agreed by our Equality & 
Diversity Committee at  the beginning of each financial year, monitored 
through a regularly updated Position Statement, and subject to a year end 
report, which gives details of how well we have done. 
 
All these reports are available on our website at www.walh.co.uk. 
 

4. Conclusion  
 
We feel that this strategy, our Service Action Plan, progress to date, and a 
willingness to learn has set us well on the way to achieving excellence in 
equality & diversity at Wigan & Leigh Housing. 
 
If you have any comments on our plans or want more information please 
contact us.  
 

5.  Contact information 
 
By post:  
 
Equality & Diversity Team  
Wigan & Leigh Housing 
Freepost WN 5327 
PO Box 48 
Wigan 
WB1 1ZY 

By phone: 
  
Equality & Diversity Team 01942  486604 
 
Tenant Participation Freephone: 
 
Leigh Homes:  0800 032 1451 
Wigan Homes:  0800 389 7652 
 
By e-mail : equality@walh.co.uk 
 
By Text : 07797806546 
 
or to staff at any of our offices 
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6. Diagrams and Appendices 
 
Diagram 1. The groups that are involved in taking forwards our equality & diversity 
plans. 
  . 

Stakeholders
Customers, staff, contractors and partner agencies

Meetings with
appropriate Principal

Officers
Ad Hoc Service Area
Groups as required.
Including an open

invitation to members
of the

Equality & DIversity
Committee to attend.

Meetings with
appropriate Principal

Officers
Ad Hoc Service Area
Groups as required.
Including an open

invitation to members of
the

Equality & DIversity
Committee to attend.

Information/Training

Wigan & Leigh Housing Boards

Parent Board:
� Identifies a Member as a Diversity Champion.
� Agrees recommendations from the Equality & Diversity Committee.
� Receives six-monthly Diversity Monitoring Reports.

All Board reports include an "equality & diversity implications" section

Wigan & Leigh Housing Management Team

� Championed by: Director of Housing Needs.

EQ/D Officer
Working Group

- Director Housing Needs
- Human Resources
  Manager
- Special Projects
  Manager
- Deputy SPM
- Tenant Participation-
  Manager
-Tenancy Relations
  Manager

WALH enabled Special interest Groups

Disability Action
Group

Tenant Auditor
Group

Sheltered
Housing Forum

Employee
"Ambassadors"

Group

Equality & Diversity Committee

� Board Member led group.
� Co-opted Members from special interest groups, tenants, BME, Disabled, etc.
� Periodic attendance by staff, relevant Council officers and other agencies.

� Remit: to champion and drive forwards the diversity and equality agenda for
Wigan & Leigh Housing (see membership, constitution and aims.).

    Federation of Tenants' & Residents Association; Tenants &
        Residents Groups and the consultation process/mechanisms.

Equality &
Diversity Strategy,

Action Plan
& Evidence File

Service Delivery
Lead Officer

Training &
Employment Lead

Officer

WALH DIVERSITY FRAMEWORK July 2006
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Diagram 2. Links with Council strategies, other organisations and agencies. 

WALH

The Council

Community Protection

Individual Services
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involvement

Strategic Partnership
Team
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Cabinet

Extended Group

Tenant Participation
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Forum

Community Cohesion
Working Group

Social Inclusion
Officers Group
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Providers Forum

 Minority Communities
Partnership

CVS

BME Network

Faith Network

Wigan & Leigh Against
Racism

Wigan Access
Committee

Age Concern

Managing Diversity
Action Plan

HRA Business Plan

Housing Strategy

WALH EQ/D Action
Plan

Departmental Action
Plans

Equality Scheme

Community Plan

WALH Individual
Service Plans

WALH Business and
Delivery Plan

WALH Boards

WALH Management
Team

WALH EQ/D
Committee

Groups

Strategies/plans

Corporate Groups

Council

WALH

Voluntary

KEY

Community Groups
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Appendix 1. Other documents that support this strat egy. 
 

·  Equality & Diversity Service Action Plan 
·  Service Plan Position Statement 
·  Disability Strategy 
·  Disability Discrimination Act Compliance Plan 
·  Diversity Impact Assessment Policy 
·  Tenant Participation Compact 
·  WALH Equal Opportunity Policy Statements 

 
 
Appendix 2. The 2006/7 Service Plans. 
 

1. Allocations  
2. Gateway 
3. Business Management Services 
4. Contact Centre  
5. Day to Day Repairs  
6. Estate Management 
7. Equality & Diversity  
8. Finance & Administration 
9. Furnished Tenancies  
10. Homeless Accommodation & Resettlement Team  
11. Homelessness 
12. Housing Link 
13. Human Resources  
14. Income Management  
15. Information Technology 
16. Programmed Works  
17. Rents & Home Sales  
18. Sheltered Housing Service  
19. Tenancy Relations  
20. Tenant Participation  
21. Void Properties  
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Appendix 3. Service Delivery and Employment Monitor ing Reports. 
  

Report title 
 

Purpose of the report Monitoring period 

Customer Profile 
& Monitoring 
Report 

To provide Members with regular 
updates on the progress being made to 
extend the Company’s Customer 
Profile and Diversity Monitoring 
arrangements. 
 

 
·  April to September 
  
·  October to March 

Diversity 
Monitoring Report 
 

To provide Committee and Board with 
continuously improving diversity 
information to indicate whether or not 
WALH is providing a fair service for all. 
 

 
·  April to September 
  
·  October to March 

Discrimination 
Report 
 

To provide Committee with quarterly 
information on the number and type of 
hate crime incidents, and details of 
alleged employment harassment or 
discrimination.  

·  April to June 
 
·  July to September 
 
·  October to December 
 
·  January to March 
 

Workforce Profile 
and Employment 
Equality 
Monitoring Report 

To update Committee on progress 
against employment equality targets. 

·  April to June 
 
·  July to September 
 
·  October to December 
 
·  January to March 

Recruitment 
Equality 
Monitoring Report  
 

To provide Committee Members with 
monitoring information to identify 
potential discrimination in recruitment 
and assess the impact of positive 
action work. 

 
·  April to September 
  
·  October to March 
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Appendix 4. Performance indicators and targets for the current year. 
 
Equality & Diversity Strategic  
 
Type Ref 

no.  
Frequency Details Actual 

2006/7 
Target 
2007/8 

BV 2 Annual The level of Equality Standard for 
Local Government to which the 
Company complies. 

 
Level 3 

 
Level 3 

BV 156 Annual Proportion of public buildings with 
access for the disabled 

 
54% 

 
78% 
 

BV 164 Annual Whether the organisation follows 
the CRE Code of Practice in 
Rented Housing 

 
Yes 

 
Yes 

 
Corporate Health 
 
Type Ref 

no.  
Frequency Details Actual 

2006/7 
Target 
2007/8 

BV  11(a) Annual The percentage of top 5% 
earners that are women 

 
44.7% 

 
46% 
 

BV 11(c) Annual Percentage of top 5% of staff who 
have a disability 

 
New 
indicator 

 
4.8% 
 

BV 16 Annual The percentage of employees 
declaring that they meet the 
Disability Discrimination Act 1995 
disability definition 

 
2.0% 

 
3.2% 

BV 17 Annual The percentage of employees 
from minority ethnic communities 
compared with community 
population. 

 
1.6% 

 
1.8% 

 
Customer Care  
 
Type Ref 

no.  
Frequency Details Actual 

2006/7 
Target 
2009/10 

BV 74 Tri Annual Satisfaction of tenants with 
overall service  
 

 
83.47% 

 
83% 

BV 74(a) Tri Annual Satisfaction of tenants with 
overall service – ethnic and 
minority tenants  

 
79.20% 

 
80% 

BV 74(b) Tri Annual Satisfaction of tenants with 
overall service – non-ethnic and 
minority ethnic tenants  

 
83.71 

 
83% 

These targets are measured every three years. 
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Tenant Participation 
 
Type Ref 

no.  
Frequency Details Actual 

2006/7 
Target 
2009/10 

BV 75(a) Tri Annual Satisfaction of tenants with 
opportunities for participation in 
management – black and 
minority ethnic tenants  

 
73.28% 

 
73% 

BV 75(b) Tri Annual As above, but for non-black and 
minority ethnic tenants  

 
72.95% 

 
73% 
 

 
These targets are measured every three years. 

 
Homelessness & Support 
 

Type Ref 
no.  

Frequency Details Actual 
2006/7 

Target 
2007/8 

L 38 Quarterly Proportion of homeless cases 
which comply with Quality 
Standard 

 
94.09% 

 
95% 

L 
 

39 Quarterly Proportion of homelessness 
applications on which 
decisions/written notification 
goes to applicant within 33 
working days 

 
84.30% 

 
85% 

L  40 Quarterly Average length of stay in 
temporary accommodation 
 

 
63.41 days 

 
55 days 

L 41 Annual (Housing Link) Percentage of 
successful tenancies 6 months 
after support ends 

 
98.48% 

 
99% 

BV  183(a) Annual The average length of stay in 
Bed and Breakfast 

 
1 week 

 
1 week 
 

BV  202 Annual Number of people sleeping 
rough on a single night in the 
area of Wigan 

 
0 

 
0 

BV  213 Quarterly Households considering 
themselves homeless who 
approach for housing advice 
and housing advice casework 
intervention resolves their 
situation (per 1000 households 
in the authority). 

 
1 

 
3 

BV  214 Quarterly Proportion of households 
accepted as homeless who 
were accepted as homeless 
within last two years 

 
3.61% 

 
3% 
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Employment Targets 
 
 
Workforce profile - Ethnicity 
 

 
Actual 2006/7 

 
Target 2007/8 

 
White British 

 
96% 

 
96% 

 
Asian or Asian British 

 
0.2% 

 
0.2% 

 
Black or Black British 

 
0.4% 

 
0.6% 

 
Mixed: White and Black & White and Asian 

 
0.6% 

 
0.6% 

 
Chinese 

 
0.0% 

 
0.2% 

 
White Irish 

 
0.2% 

 
0.2% 

 
 
 
Workforce profile – Disability & Gender 
 

 
Actual 2006/7 

 
Target 2007/8 

Disability 
 

 
2.0% 

 
3.2% 

Gender – men into: 
 

·  Apprenticeships 

 
 
50% 

 
 
50% 

 
·  Housing Assistant/Contact Centre Advisor 

 
13.0% 

 
18.5% 

 
·  Estate Management Officer 

 
39.3% 

 
40% 

Gender – women into: 
 

·  Top 5% of earners 

 
 
44.7% 

 
 
46% 

 
·  Project Officers 

 
20% 

 
13.3% 
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7. Glossary  - explaining some of the words we use in this document.  
 
Commission for Racial Equality Code of Practice in Rented Housing 
 
The aim of the Code is the elimination of racial discrimination and the promotion of 
equal opportunities to services and in employment. It provides guidance and 
examples of good practice with which housing organisations can choose to comply.  
 
Customer Profile 
 
Organisations need to have information on who is using or wanting to make use of 
their services. This helps them to meet current and future customers’ needs and 
preferences. 
 
Knowing which groups (age, disability, ethnicity, gender, faith or religion, sexuality 
etc.) customers belong to also helps you to make sure that you are being fair to 
everyone 
 
Disability 
 
The Disability Discrimination Act 1995 defines disability as a “physical or mental 
impairment, which has a substantial and long term adverse effect on a person’s 
ability to carry out normal day-to-day activities”.  
 
Disabled people’s organisations prefer to define disability as the “loss or limitation of 
opportunities that prevent people who have impairments from taking part in the life of 
the community on an equal level with others because of physical and social barriers”. 
 
Discrimination 
 
Direct discrimination 
 
This is when someone or an organisation treats people less favourably because of 
their age, disability, ethnicity, faith or religion, gender. sexuality etc. 
 
Indirect discrimination 
 
This is when a rule, condition, or practice puts the members of a group at a 
disadvantage. For example a security firm may insist that all its workers must be at 
least six feet tall.  This is something that most women could not comply with, even 
though they may well possess the skills necessary to do the job. 
 
Ethnicity 
 
Is an individual identifying themselves with a group that shares any or all of the 
following: customs and language, lifestyle, nationality, place of birth and religion. 
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Gender 
 
This is about what society believes are the differences between men and women. 
These beliefs are learned, change over time and can be different between cultures. 
The term is quite often used to indicate a difference from “sex” which refers to 
biological differences.  
 
Impact assessments 
 
Impact Assessments are checks that we carry out when we take on new areas of 
work, or change things we already do.  We look at how the new work or changes 
may affect different groups to make sure that no one is unfairly disadvantaged. We 
share what we have found with a wide range of people, to check what they think, 
then change how we are going to do things, making sure that any potential 
unfairness is removed. 
 
Mystery Shopping   
 
Good organisations train their employees to provide services fairly and respectfully 
to all customers. One way of making sure that this is happening is to ask someone to 
act as a customer and see what sort of service they get. People who do this for 
organisations are called “mystery shoppers”. The mystery shopper reports back on 
what they have found, helping the organisation to improve. 
 
Positive Action 
 
Positive action is a way of describing  the things organisations can do to eliminate 
the effects of past discrimination, and to help make sure that it does not happen 
again in future. An example would be to set aside a number of apprentice training 
opportunities for young people with a disability or from black & minority ethnic 
groups.  
 
Legislation allows us to do this sort of thing, for example, the Disability Discrimination 
Act Code of Practice and Section 37 of the Race Relations Act 1976. 
 
Race Relations Equality Scheme 
 
The Race Relations (Amendment) Act 2000, creates a general and specific duty on 
all public authorities. One of the specific duties is to produce a Race Equality 
Scheme. 
 
The Race Equality Scheme is basically an action plan of how the Council plans to 
meet the general and specific duties. The aim of the scheme is to ensure that the 
Council carries out the general duty - the elimination of unlawful racial discrimination, 
promotion of equal opportunities and good relations between people from different 
racial groups, in a systematic way, and considers all activities in order to develop 
ways of working that can deal with racial inequality and institutional racism.   
 
The scheme should be reviewed every three years. 
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Relevance Reviews 
 
Reviewing the Race Equality Scheme involves looking at the services the Council 
provides and how relevant they are to eliminating unlawful racial discrimination, 
promoting equal opportunities and good relations between people from different 
racial groups 
 
We call these Relevance Reviews. Wigan & Leigh Housing contributes to the review. 
The checks are similar to the Service Needs Assessment checks that we carry out. 
 
Service Needs Assessments 
 
Impact Assessment are carried out every time we take on new areas of work and 
when we change things. Service Needs Assessments are an equalities check on all 
of our services at a particular point in time. The check includes whether our services 
are promoting equality, or contributing to inequality, and what unmet needs we know 
about. The assessment makes us take a serious look at whether we have enough 
information to really know how well we are doing. 
 
We share the results with a wide range of people, ask them if they think we’ve got it 
right, and with their help identify the things we need to change first and how we can 
do them.  
 
We assess all our service this way every two years. 
 
Sexuality 
 
Sexuality is a person’s emotional, physical and/or sexual attraction and the 
expression of that attraction. It is generally thought that sexuality is not a choice 
people make, but something that they are born with. 
 
Sexuality refers to both gay and heterosexual (where a person is attracted to 
someone of the opposite sex) people. 
 
Equality Standard for Local Government 
 
The Equality Standard for Local Government is designed to ensure that local 
authorities consider gender, race and disability equality issues at all levels in their 
policy and practices. 
 
Local authorities are able to assess their progress on five levels: 
 
1. Commitment to a Comprehensive Equality Policy. 
2. Assessment and consultation. 
3. Setting equality objectives and targets. 
4. Information systems and monitoring against targets 
5. Achieving and reviewing outcomes 
 


