
 
Appendix: Customer First Analysis - Hyndburn Rough Sleeping Accommodation 
Programme (RSAP) Project  
 
 

1. Purpose 

 What are you trying to achieve with the policy / service / function? 
 

 
The Government’s Rough Sleeping accommodation    programme (RSAP) provides grant 
funding   for move on accommodation and support for vulnerable people who are rough 
sleeping or at risk of rough sleeping and homelessness. 
HBC has been  awarded   revenue grant funding in 2021   to  provide support   for   
vulnerable rough sleeper cases in the Borough who   occupy  5 designated move on 
homes provided by Onward Homes 
RSAP provision will: 
Assist HBC to carry out   its duty to assist people who are homeless or at risk of 
homelessness. 
Support the Government’s objective to   provide move on accommodation to achieve a 
sustainable reduction in rough sleeping. 
 
 
 

 Who defines and manages it? 
The Hyndburn RSAP project has been developed by HBC with inputs from Stepping 
Stone Projects and Onward Homes. 
 
Stepping Stone Projects will enhance their existing support service to support vulnerable 
rough sleeper case who occupy 5 designated   move on homes provided by Onward 
Homes. 
Stepping Stone Projects will have operational responsibility for delivering their support 
services and  HBC will  monitor and oversee delivery of project  deliverables 
 

 Who do you intend to benefit from it and how? 
 
The RSAP project will provide support and accommodation for rough sleepers and those 
at risk of rough sleeping 
 
Accommodation  will be offered (with a tenancy awarded for up to  a maximum  duration of 
2 years)   coupled with support  to occupants as a pathway  to settled accommodation  

 
 

 What could prevent people from getting the most out of the policy / service / 
function? 
 
A project risk log will be in place to identify any key risks and mitigation steps. 
 
 

 How will you get your customers involved in the analysis and how will you tell 
people about it? 
 
Information about the RSAP project will be made available to customers and local 
agencies. 
The impact of the RSAP project will be assessed and reported on by Stepping 



Stone Projects This will include service user feedback.  
 
 

 
 

2. Evidence 
 

 How will you know if the policy delivers its intended outcome / benefits? 
 

HBC have put in place monitoring requirements which Stepping Stone Projects must 
report on monthly. 
HBC  will oversee delivery of  project deliverables 

 
 

 How satisfied are your customers and how do you know? 
 
Stepping Stone Projects will provide information on customer satisfaction with  the 
service including complaints 
 

 What existing data do you have on the people that use the service and the wider 
population? 

 
HBC has data for homelessness cases through its on line portal for homelessness 
applications. 

 What other information would it be useful to have?  How could you get this? 
 
None 
 
 

 Are you breaking down data by equality groups where relevant (such as by 
gender, age, disability, ethnicity, sexual orientation, marital status, religion and 
belief, pregnancy and maternity)? 

 
Stepping Stone Projects  equalities monitoring forms will provide  occupants 
details   
 

 Are you using partners, stakeholders, and councillors to get information and 
feedback? 

 
Feedback on  the RSAP  project  from partners and stakeholders  will  emerge 
from  quarterly Hyndburn homelessness meetings 

 
 
 

3. Impact 
 

 Are some people benefiting more – or less - than others?  If so, why might this 
be? 

 
RSAP grant funding is conditional on meeting the needs of rough sleepers and those at 
risk of rough sleeping .So the beneficiaries of this service are this cohort 

4. Actions 
 

 If the evidence suggests that the policy / service / function benefits a particular 



group – or disadvantages another - is there a justifiable reason for this and if so, 
what is it? 

 
RSAP grant funding is conditional on meeting the needs of rough sleepers and 
those at risk of rough sleeping. 
Stepping Stone Projects  Equality and Diversity policy has been  obtained 
There will conditions within the funding agreement between HBC  and Stepping 
Stone Projects  to ensure that RSAP  is only used for the purpose for which it is 
provided 
 

 Is it discriminatory in any way? 
No 

 Is there a possible impact in relationships or perceptions between different parts 
of the community? 

 
Information can be made available to explain the purpose the RSAP project. 

 What measures can you put in place to reduce disadvantages? 
           The project aims to provide rough sleepers or those at risk of rough sleeping 
access to housing with support and therefore overcome the disadvantages            
associated with rough sleeping and homelessness. 

 
 

 Do you need to consult further? 
No 
 

 Have you identified any potential improvements to customer service? 
Onward, Stepping Stones and HBC will keep the project under review and implement 
any identified service improvements.  The specific areas we will look at include 
access to the service, housing support, and move-on arrangements. 

 

 Who should you tell about the outcomes of this analysis? 
We will share the analysis with Stepping Stone Projects to assist with any service 
improvements.  We will also report service analysis to the Homeless in Hyndburn 
Forum and the Regeneration and Housing Panel 

 Have you built the actions into your Business Plan with a clear timescale? 
No 

 When will this assessment need to be repeated? 
No further assessment is envisaged 
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