
Scrutiny Pool Action Plan: Under occupancy  
June 2014 
 

Our Findings  Our 
recommendations 

Agree (Yes 
or No) 

Staff Response Proposed 
Actions  

Timescales Responsibility  Update 
MARCH 
2015 

There is a lack 
of information in 
neighbourhoods 
on under 
occupancy (We 
did find 
information on 
Universal 
Credit). We 
found no 
information in 
PHG Offices, 
local council 
offices and 
community 
centres. 
Tenants who 
have become 
affected by 
under 
occupancy 
cannot easily 
find information 
on how it will 

Ensure information 
on under 
occupancy is 
available in PHG 
offices. Identify key 
venues in 
neighbourhoods 
and ask if PHG can 
distribute leaflets 
on under 
occupancy and 
welfare reform. For 
example 
community 
centres, doctor’s 
surgery, jobcentres 
and council offices. 

Yes, we 
have 
identified 
key offices 
and 
community 
centres to 
place 
information.  
 
 

Consideration to 
posters in local 
shops   

Will ensure 
that leaflets 
are placed in 
reception and 
community 
centres.  
Will encourage 
other agencies 
to provide 
similar 
information 
(especially the 
council 
offices);  

End of 
September 

FBarnowski  / 
N Burrell 

Leaflets 
distributed to 
Kingsfold 
Community 
Centre, The 
Base, and 
The Place in 
July/August. 
 
Feedback to 
South Ribble 
Welfare 
Reform 
Scrutiny 
panel in 
June. 
 
Action 
Complete.  



affect them and 
the support that 
is available. 

Social media 
such as 
Facebook and 
Twitter is not 
used to 
communicate 
information to 
tenants on 
these issues. 

Utilise social media 
to get information 
out to tenants on 
under occupancy 
and welfare reform. 
 

Yes. Will consider 
Facebook, 
Twitter, “Leyland 
Houseswaps” 
website 

First UC 
Facebook 
Q&A session 
held on 
10.7.14, linked 
to Progress 
Twitter 
account. 

10.7.14 
then on-
going 

FBarnowski / 
Marketing 

Facebook 
Q&As – 
10.7.14 and 
15.10.14 
 
Action 
Complete 

Anecdotally we 
know that some 
tenants will not 
respond to 
letters or visits 
from staff.  

Consider training 
local volunteers on 
issues relating to 
under occupancy 
and welfare reform 
so that they can 
signpost tenants to 
help and support.  
 

Yes to 
awareness 
raising 

Need to draw a 
line between 
raising 
awareness and 
becoming an 
adviser; already 
discussed at UC 
scrutiny panel. 

Will discuss 
with the Digital 
champions, 
and other 
engaged 
tenants, as 
well as key 
staff at other 
agencies 
(CAB) and 
community 
centres.  

By end of 
September 
then 
ongoing 

Community 
involvement 
team / 
Marketing / F 
Barnowski 

Initial 
meeting 
29.9.14 – 
next step to 
agree and 
arrange 
training 
 
Action 
complete – 
Champions 
have 
attended 
training 
with the 
CAB on this 
area.  



When the under 
occupancy 
rules were 
introduced 
there was lots 
of information 
available from 
PHG about the 
issue. Now the 
rules are in 
place there is 
less information 
available about 
it, even though 
tenants will 
continuously to 
be affected by 
these rules. For 
example on the 
website, it is 
easy to find lots 
of information 
about Universal 
Credit, but it is 
not easy to 
access 
information on 
under 
occupancy. 
 

Ensure regular 
continuous 
information is 
easily available on 
under occupancy, 
in print and online 
so that tenants 
who become 
affected can 
access information 
on the help and 
support available. 

Yes  Put number 
indicator on 
scrolling page 
of website; 
provide list of 
leaflets for 
reception (so 
know to keep 
stocked and 
up to date); 
provide leaflets 
in interview 
rooms also 

End of 
September 

Marketing/ F 
Barnowski/ J 
Faulkner 

Limitations 
on existing 
website do 
not allow 
indicator on 
scrolling 
page; 
amendments 
to layout of 
web pages 
to make 
easier to 
read 
completed 
September 
2014. 
 
Action 
Complete 



We feel the 
current leaflet 
on under 
occupancy is 
too wordy and 
gives confusing 
messages. We 
note there is no 
leaflet for PCHA 
tenants. 
 

With a group of 
tenants re-write the 
leaflet to make it 
simpler and clearer 
for all PHG 
tenants. 

Yes.  
 

UO is part of UC 
so continued 
need for 
information 

Staff to redraft 
leaflet and 
present to 
scrutiny. 
PCHA are very 
unlikely to be 
“under 
occupying”.  In 
the rare 
occurrence of 
this, PCHA 
staff manage 
this 
individually.  
No 
requirement 
for leaflets 
tailored for 
PCHA tenants.  

End of 
September 

F Barnowski / 
Community 
Involvement / 
Marketing 

Redrafted 
23.9.14 with 
Comms 
panel. 
 
Action 
Complete 

Letters sent by 
PHG to those at 
risk of under 
occupying 
request that 
tenants make 
contact with 
PHG by phone. 
Tenants who 
are working 
may find it 

Consider how 
tenants can 
communicate with 
PHG outside of 
office hours, and 
make it clear on 
letters the contact 
options that are 
available to 
tenants if they 
cannot phone in 

Yes 
 
 

Not aware that 
this has been an 
issue. 

Letters will 
advise tenants 
that messages 
can be left out 
of hours on the 
telephone 
number, email 
address, 
Facebook and 
Twitter 
addresses on 

  Action 
complete 



difficult to 
contact PHG 
within office 
hours.  
 

working hours. the letterhead, 
and that  
prompt 
responses will 
be provided 
within the 
timescales 
agreed as part 
of our service 
standards.  

We could find 
no evidence 
that tenants 
have been 
involved in 
advising on 
letters and 
leaflets that 
have been sent 
out.  
 

Utilise involved 
tenants to gain 
their views on the 
information that is 
being sent out by 
PHG on under 
occupancy and 
welfare reform. 

Yes Incorporated as 
response to 
scrutiny panel’s 
recommendations 

Include tenant 
feedback as 
part of all 
communication 
strategies 
related to 
Welfare 
Reform 

On-going F Barnowski Tenant 
feedback 
has been 
sought out 
since 
scrutiny 
panel 
comments – 
see above 
 
Action 
complete 

On some 
information that 
is sent out, staff 
contact details 
are given but no 
specific details 
on what they 

If detailing names 
of staff in 
publications, 
outline what they 
can help with. 

Yes Redraft 
information 

 On-going F Barnowski Information 
included in 
redrafted 
information 
 
Action 
complete 



can do to help. 

We note PHG 
are involved 
with lots of 
events and 
training which 
tenants who are 
affected by 
under 
occupancy and 
welfare reform 
may attend. 

Utilise events and 
training to give out 
information on 
under occupancy 
and universal 
credit. 

Yes Agree that this 
should be a 
primary function 
of all tenant 
contact 

Take up with 
Customer 
Involvement 
team  

End of 
September 
then on-
going 

F Barnowski / 
Customer 
Involvement 
team 

Included in 
Customer 
Involvement 
Team’s 
action plans. 
 
Action 
complete 

 


