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[bookmark: _Toc237596860]Purpose
Crisis Payments form part of the UK Government funded Crisis and Resilience Fund (CRF).
The scheme provides short term financial assistance to residents facing an immediate crisis where urgent action is needed to prevent or address serious hardship.
Its primary aim is to stabilise the situation and prevent problems from escalating into homelessness, safeguarding concerns or other significant risks to health, safety or wellbeing.
Crisis Payments act as a safety net when no other statutory, voluntary or charitable support is available or can meet the immediate need.
Where appropriate, the scheme promotes longer term financial resilience by helping residents maximise their income, improve financial stability and engage with relevant advice and support services.
The purpose of a Crisis Payment is to resolve or reduce immediate hardship. It is not intended to provide ongoing financial support or replace regular income.
[bookmark: _Toc237596861]Scope
The scheme provides one off emergency help for residents who face an immediate financial crisis and cannot meet essential living needs. Support covers urgent essentials such as food, energy or other basic items needed to protect health and safety.
The policy applies within the Reading Borough Council area. The Money Advice Team delivers Crisis Payments and Housing Payments. Housing Payments help residents receiving Housing Benefit or Universal Credit Housing Cost Element stay in their home or move to safer or more suitable accommodation where this prevents homelessness. Resilience Services and Community Coordination support residents to improve their financial stability and wellbeing. These services are provided by council teams and partner agencies.
The scheme does not cover ongoing financial support, rent or housing costs, debt payments or needs covered by other statutory services.
The policy sets out how applications are assessed, what evidence may be required and how decisions are reviewed.
[bookmark: _Toc237596862]Legal and policy context
The Crisis and Resilience Fund: Guidance for local authorities in England (1 April 2026 to 31 March 2029)
Welfare Reform Act 2012
Equality Act 2010
Data Protection Act 2018
UK General Data Protection Regulation
[bookmark: _Toc237596863]Roles and responsibilities
	Role
	Responsibility

	The Council
	Responsible for administering the Crisis Payment scheme, ensuring decisions are lawful, fair, and consistent and that public funds are used responsibly.

	Director 
	Responsible for policy sign off. 

	Assessment Officers
	Responsible to review applications, signposting applicants to support services, verify information, assess risk and vulnerability, and make decisions in line with this policy.

	Partner Agencies
	Responsible for accepting referrals and providing Resilience Services and to support residents to apply, provide evidence or deliver services on behalf of the council where agreed.

	Applicants
	Responsible for providing accurate information, supplying evidence when requested, accepting referrals for further resilience services, and reporting any changes that may affect their application. 


[bookmark: _Toc237596864]Policy principles
Crisis Payments are part of Reading’s Crisis and Resilience Fund (CRF) and will be delivered in line with The Crisis and Resilience Fund: Guidance for local authorities in England (1 April 2026 to 31 March 2029).
The scheme will be person centred and needs based, ensuring that people’s preferences, needs and values stay central to decisions and that support addresses underlying needs, not just the immediate crisis.
The Council will adopt a trauma informed approach when working with residents and families in crisis, recognising that experiences of trauma can make interacting with services difficult and potentially retraumatising. This approach means staff communicate calmly and sensitively, the applicant is not asked to repeat distressing information unnecessarily, appointments or evidence requests are flexible where distress is likely, and staff recognise behavioural responses linked to trauma.
Crisis Payments will be used to protect residents from immediate risks to their health, safety or wellbeing when no other reasonable support is available. They also help stop a financial shock turning into a wider financial crisis by meeting urgent essential needs straight away.
A crisis is defined as an immediate and exceptional situation where there is a risk to health, safety or wellbeing that requires urgent intervention and cannot reasonably be resolved by the applicant. Routine financial hardship or ongoing inability to meet everyday living costs does not in itself constitute a crisis.
The scheme uses a holistic, no wrong door approach. We will give details of the most appropriate services so applicants can get the right support in every case. If consent is given, we will make a warm referral. This means we will contact the service for you and share the information you want us to share so you do not need to repeat your situation.
The Council will promote financial resilience by referring applicants to appropriate Resilience Services, including income maximisation, debt advice, budgeting support and other preventative services, to reduce the occurrence, recurrence and escalation of crises.
Decisions will be fair, transparent, timely and based on individual circumstances, with public funds managed responsibly and in line with the CRF grant conditions and managing public money expectations.
[bookmark: _Toc237596865]Eligibility criteria
Applicants must meet the following eligibility conditions for their request to be considered under the Crisis Payment scheme:
Residency requirements:
Live in the Reading Borough Council area, have been placed in temporary accommodation by Reading Borough Council, or are sofa surfing/sleeping rough in the borough and supported by local services.
Have recourse to public funds. This means you are allowed to claim benefits or public support. Support maybe available through eligibility for alternative statutory powers that permits such support.
Not be a dependant, unless they are a young person without parental support.
Financial requirements:
Be on a low income, for example passported benefit, or not receiving benefits but the household income is lower than essential household costs based on benchmark figures. 
Have savings or other capital below £1,000.
Not have the money, resources or access to safe and affordable credit needed to deal with the immediate crisis and not go without essentials, taking on unmanageable debt or worsening your financial situation.
Not be able to get support from anyone else in your household
Need requirements:
Not receiving a Crisis Payment will put them or their household at risk.
The crisis cannot be avoided before they receive further income.
Not receiving support will worsen their financial situation.
They have not received a Crisis Payment within the previous 3 months, unless exceptional circumstances apply, there has been a material change in circumstances, and the need for further assistance is supported by substantial evidence.
The applicant must provide enough information for the Council to determine whether they meet the eligibility criteria.
The Council will consider the applicant’s full household circumstances, including non-dependant’s or grownup children living in the home. Their presence will not automatically reduce eligibility. Decisions will be based on actual resources available to the household and the applicant’s immediate needs.
A Crisis Payment will not normally be awarded more than once within a 3 month period where the application relates to the same underlying circumstances. Routine or ongoing financial hardship relating to everyday living costs will be treated as the same crisis. This includes, but is not limited to:
Food and essential household items  
Energy and utilities  
Clothing  
Travel and transport costs  
These needs are considered part of general financial hardship rather than separate crises and will not be treated as new events for the purpose of repeat applications.
[bookmark: _Toc237596866]What crisis payments can cover
Payments can be made for urgent and essential needs only. Examples include:
Access to food where no other provision exists.
Essential fuel or energy costs to prevent self-disconnection or maintain heating, lighting and cooking capability.
Necessary travel costs required for health, safety or employment.
Replacement of essential household furniture or appliances where their loss creates an immediate need affecting health or wellbeing (for example cooker, fridge, bed or basic furniture).
Clothing or basic hygiene products needed in situations of exceptional hardship (for example fleeing domestic abuse, fire or flood).
Items required to support personal safety (for example baby items, sanitary products, bedding).
Support following events such as fire, flood, theft or domestic abuse.
Essential costs required to maintain basic digital connectivity needed for safety, health, welfare contact.
Crisis Payments are based on current hardship and future risk, not whether a crisis could have been prevented. 
Crisis Payments should be the minimum necessary to address the immediate need.
[bookmark: _Toc237596867]What crisis payments cannot cover
The following cannot be funded:
Ongoing shortfalls in income or regular household bills.
Debts where the crisis is not immediate (credit cards, loans etc).
Non-essential household items or lifestyle costs.
Payments intended to compensate for benefit sanctions.
Items where another statutory body has responsibility (for example, social care equipment, DWP budgeting advances).
Needs that can reasonably be met through foodbanks, charitable provision, insurance, or existing support services.
Home repairs, maintenance, adaptations, improvements and capital works. However, the Council may consider the minimum work required to remove an immediate risk to health or safety where supported by professional evidence and no other funding source is available.
Housing related costs, including rent, rent arrears, tenancy deposits, rent in advance, service charges and removal costs, will normally be considered under the Crisis and Resilience Fund Housing Payment scheme.
Where an applicant is not eligible for a Housing Payment, or where a Housing Payment is not the most appropriate form of assistance, the Council may consider assistance with housing related costs through the Crisis Payment scheme in exceptional circumstances.
The Council will consider whether:
They are experiencing an immediate housing crisis.
All reasonable alternatives have been fully explored.
The award would meaningfully improve the housing outcome.
The proposed accommodation is considered affordable and capable of being sustained.
The Council is satisfied that a Crisis Payment is the most appropriate form of assistance in the circumstances.
 Any award remains discretionary and will be considered on the individual merits of the case.
[bookmark: _Toc237596868]Application process
Applications can be made online, by telephone, or with assisted support at the Civic Centre during office hours to ensure the process is accessible to residents who need help to apply.
The scheme accepts applications throughout the year and does not operate on a first come, first served basis. However, Crisis Payments are subject to the funding available, once the allocated Crisis and Resilience Fund budget has been fully used, no further Crisis Payments will be awarded.
Applications may be made by the applicant or by someone authorised to act on their behalf.
Applicants must provide accurate information and any evidence needed to determine whether they qualify for a Crisis Payment. Examples of evidence include:
Bank statements
Proof of income or benefits
Receipts or quotes for essential items
Documents showing the cause of the crisis (for example letters that show a loss of income, loss of work hours, or sudden change in circumstance)
Evidence of crime, such as a police incident number when the crisis relates to theft or similar events.
Evidence provided by an allocated support worker or other professional supporting the applicant.
Evidence requirements will be proportionate to the urgency of the situation. Where a crisis is evident, decisions may be made on the balance of probability, with further evidence requested where necessary.
The Council aims to make decisions within 48 hours of receiving all essential information.
Out of hours emergency pathways will be available or signposted where support is required urgently when the Council is closed.
Incomplete applications may be declined if essential information is requested but not provided.
Decision outcomes will be sent to the applicant in writing or by email and will explain whether the application has been approved or refused, the reasons for the decision, any award that has been given, and how to ask for an internal review if they disagree.
[bookmark: _Toc237596869]Assessment of applications
Each application will be considered on its own merits. In making a decision the Council will consider: 
The nature and immediacy of the crisis.
The likely impact of not providing assistance.
Whether the request is proportionate and reasonable.
Whether alternative support is available.
Previous awards and engagement with support services where relevant.
The limited and cash capped nature of the scheme’s budget.
If expenditure appears high or unusual, the Council may use reasonable benchmark figures to assess affordability and need. Benchmark figures are typical amounts for essential items such as food, energy or household goods. These figures are reviewed regularly and used to ensure awards are fair and consistent.
When assessing household income, Disability Living Allowance, Personal Independence Payment, Attendance Allowance and Armed Forces Compensation Scheme payments will not be treated as general income. These payments may be disregarded or matched against specific disability related or health related costs. This will be considered on a case‑by‑case basis to ensure the assessment reflects the resident’s actual financial situation.
Where a Crisis Payment award will exceed £500, the decision must be authorised by a manager before being agreed.
The Council aims to prevent Crisis Payment overpayments, but they may still happen. We may recover an overpayment if incorrect information was given, a relevant change was not reported, or an error occurred when the payment was made. We will write to the resident explaining what happened, the period covered and the amount owed.
We will not normally recover an overpayment caused only by official error unless the resident contributed to the mistake or knew the payment was wrong. Crisis Payment overpayments cannot be recovered from Housing Benefit or Universal Credit, so any recovery will be through an invoice.
The Council will expect a reasonable financial contribution from non-dependants or other adult household members where they have income and are capable of contributing. Where adults in the household are not working, have very low income, are financially dependent, or have vulnerabilities, the Council will not assume a contribution. Decisions will be based on actual household resources, not assumed support, and evidence requests will remain proportionate and trauma informed.
The Council will consider savings and other accessible funds when assessing whether an applicant can meet an immediate essential need. As a guide, applicants with savings under £1,000 will normally be considered to have low accessible resources. Where savings exceed this amount, support may still be provided if the applicant cannot reasonably access the funds quickly enough to prevent harm, or where access would cause hardship. The Council will take into account:
The immediacy of the crisis.
Whether funds are locked in, pending clearance, or otherwise not readily available.
Whether the applicant is already taking reasonable steps to access funds.
The impact on the applicant’s health, safety or wellbeing if required to use savings.
The Council will consider whether the applicant has access to credit but will not require applicants to take on new borrowing where this would be unsafe or unreasonable. The Council will only expect applicants to use available credit where:
The credit is affordable, suitable and low risk
Using it would not worsen financial hardship or increase the risk of a future crisis
The amount needed is short term and manageable
The applicant chooses to use the credit and understands the implications
The Council will not expect applicants to use high cost, harmful or inappropriate credit, including overdrafts they are already struggling with, buy now pay later arrangements, doorstep lending, payday loans or any borrowing that could cause or escalate problem debt.
Applications will normally be refused where:
The need is not immediate or does not present a risk to health or safety  
The request relates to ongoing financial hardship rather than a specific crisis  
The applicant has access to other suitable support  
A payment would not resolve or stabilise the crisis
[bookmark: _Toc237596870]Award types and payment method
Crisis Payments will be delivered using a cash‑first approach, meaning cash support will be the default option where this is safe and appropriate. Cash gives residents dignity, flexibility and choice.
Cash‑first does not mean cash‑only. In addition to bank transfer, the Council may provide vouchers or payment in kind (for example essential furniture or appliances) where this better meets the applicant’s needs or reduces risk.
Awards will generally be made as a single payment. Repeat applications will only be considered with exceptional circumstances, or when there has been a material change in circumstances, and the need for further assistance is supported by substantial evidence.
[bookmark: _Toc237596871]Referrals to Resilience Support
Applicants will be offered referrals of support to help prevent future crises, including income maximisation, debt advice, welfare benefits guidance, housing advice or safeguarding support.
Participation in Resilience Services is voluntary, and decisions about Crisis Payments are not dependent on engagement.
Applicants have the option to consent to referral being made to Resilience Services, where consent is given warm referrals will be made to relevant resilience services that will remove the need to explain the support need again. 
The council will encourage applicants to access help where it is likely to improve financial resilience or prevent repeat crises.
[bookmark: _Toc237596872]Disputes and internal review process 
If an applicant disagrees with a decision, they can ask the Council to carry out a review. The review request must be made within one month and should explain why the applicant believes the decision is wrong or incomplete.
The review will be completed by an officer who was not involved in the original decision.
If the applicant disagrees with the review decision they can request a second review with a senior officer carrying out a final review where this is required. The review will look again at the information provided and consider any new information the applicant wishes to give.
The outcome of the review will be sent to the applicant in writing or by email within one month from the date of the review being received.
The second review decision is final and does not carry a right of appeal to a Social Security Tribunal. Applicants who remain dissatisfied can still use the Council’s complaints process or contact the Local Government and Social Care Ombudsman if there is an allegation of maladministration or service failure.
[bookmark: _Toc237596873]Equality Impact Assessment
The Equality Impact Assessment (Appendix A) shows that the Crisis Resilience Fund Crisis Payments scheme is inclusive, accessible and compliant with the Public Sector Equality Duty. 
The scheme is expected to have positive impacts across all protected characteristics and for residents experiencing socio‑economic disadvantage. No discriminatory impacts have been identified, and the approach is designed to promote equality, remove barriers, and support equitable access to crisis assistance.
Potential risks, such as accessibility barriers or re-traumatisation, are addressed through actions including assisted applications, accessible formats, translated materials, and trauma‑informed practice. Ongoing monitoring will ensure equitable outcomes and continuous improvement.
[bookmark: _Toc237596874]Data protection and information governance
The Council will use personal information to assess Crisis Payment applications and provide support. We will only collect information that is needed for this purpose, and we will keep it safe and secure. 
Your information will be stored and handled in line with data protection law, including UK GDPR and the Data Protection Act 2018.
We may share information with other council teams or partner organisations when this is necessary to provide support, and only where the law allows it or you have agreed to it.
A Data Protection Impact Assessment (DPIA) will be completed for this scheme and the Council’s privacy notice will explain how your information is used and what your rights are.
[bookmark: _Toc237596875]Promotion and communications
The Council will make information about the Crisis Payment scheme clear and easy to find, so residents, staff and partners understand how the scheme works and how to apply. 
Information will be published on the Council’s website and shared through partner organisations, community groups and relevant council services. 
Any changes to the scheme will be communicated promptly and updated in all public information.
[bookmark: _Toc237596876]Monitoring, compliance and assurance
The Council will monitor how the Crisis Payment scheme is used to ensure support is delivered fairly, consistently and in line with this policy. We will review information on applications, awards and refusals so we can understand demand, identify issues and improve the service. 
The Council will complete the government’s required Management Information (MI) returns and provide accurate data on spending and activity to meet national reporting obligations. 
Fraud checks may include verification of identity, cross‑checking information already held by the Council, or confirming details with partner agencies. These checks will be proportionate and only carried out when necessary.
The Council takes fraud seriously, and any suspected fraudulent application will be investigated, and may be referred for criminal action under the Fraud Act 2006.
The Council will monitor applications, awards and outcomes to ensure consistency, fairness and effective use of funds. The policy may be reviewed and amended in response to demand and emerging trends.
[bookmark: _Toc237596877]Contact information 
Residents can contact Reading Borough Council for advice, support or questions about Crisis Payments or Housing Payments using the details below.
Money Advice Team
Reading Borough Council
Civic Offices
Bridge Street
Reading
RG1 2LU

Telephone: 0118 937 2197 Monday, Tuesday, Thursday, Friday 9am–5pm, Wednesday 10am–5pm.
Email: moneyadvice@reading.gov.uk 
Online: www.reading.gov.uk/moneyadvice 
[bookmark: _Toc237596878]Review schedule and governance
	Review frequency
	Quarterly

	Next scheduled review
	October 2026


[bookmark: _Toc237596879]Definitions and abbreviations
	CRF
	Crisis Resilience Fund

	CP
	Crisis Payment

	HP
	Housing Payment

	DWP
	Department for Work and Pensions

	Immediate crisis
	A situation where you face an urgent risk to your health, safety or wellbeing and need support straight away. This could be because you cannot buy food, heat your home or meet another essential need.

	Essential items
	Basic things you need to keep yourself or your household safe and well. These include food, energy, clothing, bedding, or essential household items like a cooker, fridge or bed.

	Low‑income household
	A household that does not have enough income to meet basic living costs. This can include people with low wages, irregular work, high essential costs or people not receiving benefits.

	Warm referral
	A referral you agree to where we contact another service on your behalf. We share only the required information for the referral, so you do not need to repeat your situation.

	Resilience services
	Support that helps you improve your financial stability and reduce the risk of future crises. This includes budgeting help, debt advice, income maximisation and other practical support.

	Benchmark figures
	Typical amounts for essential costs such as food, energy or household goods. We use them to help make fair and consistent decisions about awards.

	Passported benefit 
	These include:
Jobseekers Allowance (income-based)
Employment and Support Allowance (income-related)
Pension Credit (guarantee credit)
Universal Credit if net earnings are £435 per month or less if none of the below apply, or £935 per month or less if your award includes an element for:
Receive Child Element
Have a Limited Capability for Work (LCW)
Receive Limited Capability for Work and Work-Related Activity (LCWRA) Element
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Equality Impact Assessment: Crisis Resilience Fund Crisis Payments
A. Information about the policy
	Policy title
	Equality Impact Assessment Crisis Payments

	Lead officer
	Jamie Webb, Debt Advice and Financial Inclusion Manager

	Date of assessment
	11/03/2026

	Summary of the policy
	Reading Borough Council will implement a Crisis Payment scheme funded through the Crisis and Resilience Fund (CRF), offering cash first, needs-based support to low income households experiencing a financial shock or at risk of entering crisis. 
The scheme will be open to applications all year round, provide multiple access routes and act as a gateway to Resilience Services.
It aims to prevent escalation of financial hardship, promote dignity, enhance financial resilience, and ensure timely, trauma-informed support for residents.
This aligns with CRF requirements for person-centred practice, needs-based decision making, cash first delivery, trauma-informed approaches and warm referrals to Resilience Services.


B. Initial assessment
	
	Assessment

	PSED Aim 1 (unlawful behaviour):
· Could your policy lead to direct or indirect discrimination, harassment, victimisation, or any other conduct prohibited by the Equality Act 2010?
	No, with mitigations in place.
The scheme is designed to be inclusive, accessible and non-discriminatory. 
The policy includes measures to avoid disadvantaging people with protected characteristics by ensuring multiple application routes, accessible information formats and trauma-informed practice, as required by CRF guidance on accessibility.

	PSED Aim 2 (equal opportunities):
· Could your policy affect how service users or employees access services or participate in activities relevant to your policy area?
· Could it impact people with particular protected characteristics who have a disproportionately low level of access to services, participation in public life, or other activities?
· Could it create or worsen disadvantages and inequalities in your community?
· Could it remove or minimise disadvantages and inequalities in your community?
	No.
The scheme provides improved access to crisis support and financial resilience services for low income, vulnerable and marginalised groups. It is explicitly designed to reduce material deprivation and financial exclusion.

	PSED Aim 3 (good relations):
· Could your policy affect how people perceive or interact with others?
· Could it help tackle prejudice and promote understanding between people with different protected characteristics?
· Could it lead to prejudice, community tensions, conflicts, isolation, or segregation?
	No.
The scheme supports a no wrong door approach, promotes dignity, reduces stigma through cash first support and strengthens community referral pathways.



C. Full assessment
i. Impact on protected characteristics
	Protected characteristic
	Expected impact
	Evidence

	Age
	Positive. 
Crisis Payments address essential costs and improve access for pension age residents and families with children. 
Applications available year round and via multiple channels reduce digital barriers often experienced by older adults.
	CRF guidance emphasises year round applications and multi-channel access, it also recognises varying needs of older adults and families.

	Disability
	Positive with potential risks mitigated. 
People with physical, mental health or learning disabilities may have higher essential costs and barriers to navigating support. 
Scheme design must ensure accessible formats, reasonable adjustments and assisted applications.
	CRF guidance addresses accessibility requirements and recognition of higher expenditure for disabled people.

	Gender reassignment
	Neutral to positive. 
No differential treatment. Trauma-informed and non-discriminatory practice reduces risk of exclusion.
	CRF guidance states we must use a trauma-informed approach.

	Pregnancy and maternity
	Positive. 
Crisis Payments may prevent crisis among households with newborns or pregnant women who face higher essential costs.
	Cash first support allows flexibility to address varied needs.

	Race
	Positive with mitigation.
Some ethnic minority groups face higher poverty risk, digital exclusion or language barriers. Accessible formats and assisted routes reduce inequalities.
	CRF guidance emphasises accessibility and flexible application methods.

	Religion or belief
	Neutral. 
No policy elements likely to affect groups differently. Cash first approach allows autonomy that avoids conflict with religious dietary or cultural needs.
	Cash first approach allowing dignity and choice.

	Sex
	Positive. 
Women experience disproportionate levels of poverty, economic abuse and unpaid care responsibilities. 
Crisis Payments provide timely support, with trauma‑informed practice reducing risk of re-traumatisation.
	CRF recognition of applicants experiencing domestic abuse and risk factors.

	Sexual orientation
	Neutral to positive. 
No elements likely to disadvantage LGBTQ+ residents.
Trauma informed approaches reduce barriers to disclosure and support.
	CRF guidance emphasises trauma-informed practice applicable to all groups.

	Marriage and civil partnership
	Neutral. 
No expected impact.
	Not applicable

	Membership of the armed forces community*
	Positive. Crisis support addresses financial shocks that could disproportionately affect veterans or households in transition. Warm referrals enhance access to wider support.
	Wraparound support and referral pathways.

	Socio-economic disadvantage*
	Strong positive impact. The scheme is explicitly designed to respond to financial shocks, material deprivation and low incomes, with outcomes including income maximisation and reduced priority debts.
	CRF guidance primary objectives and resilience outcomes.

	Experience of care*
	Positive. Care leavers are at higher risk of crisis. Trauma‑informed, person-centred support prevents escalation.
	CRF guidance trauma-informed and needs-based approach.


*Additional characteristics identified by the Council to be considered in Equality Impact Assessments.
ii. Mitigating Actions
	Negative impact
	Mitigating action

	Potential accessibility barriers for disabled, older or digitally excluded residents.
	Provide telephone and face to face application options, Easy Read formats, assisted applications, and reasonable adjustments. Ensure staff understand accessibility requirements.

	Risk of re-traumatisation for applicants with trauma histories (e.g. domestic abuse, homelessness).
	Staff training in trauma‑informed practice. Warm referrals. Reduce need to repeat information through coordinated pathways.

	Risk of unequal outcomes if referral pathways are inconsistent.
	Develop clear, documented referral processes to Resilience Services. Monitor uptake across demographics.

	Risk that language or literacy barriers disadvantage some ethnic groups.
	Provide translated materials, interpreter access and community‑based application support.

	Potential stigma or distress associated with crisis support.
	Implement cash first principle to promote dignity and choice.



iii. Monitoring and Review
	Monitor application volumes, approvals, repeat applications, demographics and reasons for refusal to identify disparities.
Review quarterly whether protected groups receive equitable outcomes.
Engage local voluntary/community partners to report feedback on accessibility and unmet needs.
Review scheme annually in line with CRF reporting requirements.
Collect anonymised feedback from applicants to improve service design.
Use monitoring to refine accessibility materials and staff training.
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