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EDE Scrutiny
18th September 2017

The Gold Standard for Homelessness Services Diagnostic Peer Review

1. Background

1.1 The Council has a statutory duty to provide homelessness and housing advice services. 
These functions are delivered by Newcastle Housing Advice service and are contracted to 
Midland Heart. 

1.2 This report provides an update on the DCLG Gold Standard Peer Review Assessment, as 
reported previously at Cabinet on the 7th January 2016. Participation of the Gold Standard 
Process is considered to be a key process to support the continuous improvement of the 
homelessness / housing services at the Council.

1.3 In February 2017 the Council’s Housing Strategy Team and Newcastle Housing Advice 
Service participated in a housing sector led Diagnostic Peer Review (‘DPR’).  The DPR is 
the first step Local Authorities take when participating in the Homeless Gold Standard 
Challenge, which is designed to help local authorities deliver more efficient and cost effective 
homelessness prevention services. The challenge follows a 10 step continuous improvement 
approach that starts with a pledge for local authorities aspiring to ‘strive for continuous 
improvement in front line housing services’ and culminates in an application for the Gold 
Standard Challenge.

1.4 The DPR was conducted over a four day period by a Lead Reviewer from the National 
Practitioner Service and a shared second reviewer role by Officers from Amber Valley and 
South Derbyshire Councils.

1.5 The DPR included investigation of core housing options and homelessness services. The 
sub-categories which were assessed were: Homeless Prevention Strategy; Website; 
Reception & Interview Room Facilities; Customer Interview Observation; Housing Options 
File Reviews; Homelessness File Reviews; Staff; Managers; Partners; Visits (Temporary 
Accommodation); Quality of Housing Options.

1.6 Upon completion of the DPR a Continuous Improvement Plan (‘CIP’) was drafted by NPSS. 
The Continuous Improvement Plan considers all areas of the review and provides 
recommendations and actions for the areas of the review which were deemed to have room 
for improvement.

2. Issues

2.1 Newcastle achieved an overall score of 67%, which represents a solid pass rate (60% being 
the threshold). This means that the Council has successfully passed the first stage of the 
Gold Standard process.

2.2 There were a number of key recommendations within the ‘Continuous Improvement Plan’ 
these related to the website, reception & interview facilities, homelessness case files and the 
overall quality of the housing options.  

2.3 The Website: The review identified that the NHA Options website is a key area for people to 
self-help and it could be improved further by increasing the range of accessibility options 
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available on the site. It was also recommended that Officers review the information currently 
available on the site to ensure that it is fit for purpose and user friendly.

2.4 Reception & Interview Room Facilities: These facilities at NHA were identified as sub-
standard and subsequently were scored well below the required benchmark. The reception 
area and the interview room were deemed to be small and unsuitable, giving rise to disability 
and safety concerns. It was also noted that the lack of available ICT equipment within the 
interview room was inefficient and could lead to delays in service provision. Confidentiality 
issues were also raised in relation to both areas (e.g. lack of screens/booths or private 
areas).

2.5 Homelessness Case Files: The review identified that there was a requirement for better 
case file management systems and improved consistency for the Homelessness Case Files.

2.6 Overall Quality of the Housing Options Service: The review identified that the service 
was particular weak at being able to demonstrate that good practice systems are in place 
and confirmation of advice is provided.

2.7 There were also a number areas within the report highlighted as ‘good practice which 
included;

 An excellent Homelessness Strategy
 Skilled an professional staff
 Prevention ethos demonstrated throughout service
 Established relationships with partners
 One of payments Pot
 Customers Service
 Fully furnished self-contained Temporary accommodation units

3. Options Considered 

3.1 There are two stages to the Gold Standard process, the DPR, followed by further 
assessment against the 10 local challenges, leading to the award of Bronze, Silver and 
ultimately Gold Standard Status. 

3.2 Having achieved more than the minimum 60% required to pass, the DPR assessment, the 
Council has the following options:

3.3 Option 1
For the Council to pursue the next stage of the Gold Standard Challenge.

3.3 Option 2
For the Council to consider and implement actions from the improvement plan prior to 
pursuing the challenges.

3.4 Option 3
For the Council to note the findings of the review, but take no further action. 

4. Proposal and Reasons for Preferred Solution
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4.1 Officers recommend Option 2, which in the first instance gives priority to addressing the 
findings of the review and considering the recommendations and actions from the 
Continuous Improvement Plan.  

4.2 By doing this, service delivery can be enhanced and any improvements made will go some 
way in supporting the measures, which will need to be taken in the coming months to ensure 
that the housing service is able to meet the statutory requirements of the Homelessness 
Reduction Act 2017, when enacted (expected to be April 2018) (Please see The 
Homelessness Reduction Act 2017 report in this pack for further information).

4.3 Once the Council is satisfied that the Housing Service is meeting the new statutory 
requirements for the Homelessness Reduction Act 2017, Officers can commence the 
assessment stage of the Gold Standard Challenges.

5. Outcomes Linked to Sustainable Community Strategy and Corporate Priorities

5.1 The provision of a homelessness and housing advice service enables the Council to prevent 
homelessness which assists in meeting the Corporate Priorities to provide  a Clean, Safe 
and Sustainable Borough,  a Borough of Opportunity, a Healthy Active Community and 
Becoming a Co-operative Council by delivering high quality community driven services. 

6. Legal and Statutory Implications 

6.1 Local Authority obligations to homeless people are set out in statute and are the subject of a 
Code of Guidance.

6.2 The Council has a statutory duty to assist all persons who are homeless or threatened with 
homelessness under the Housing Act 1996 (as amended 2002) part 7 Homelessness.

6.3 The Homelessness Reduction Act 2017 when enacted will place a new duty on Local 
Authorities to help to prevent homelessness in all client groups, rather than those with 
specific eligibility status.

7. Background Papers

7.1 Further information about the ten Gold Standard Challenges is available from the Housing 
Strategy team on request.
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