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ISHA and Lien Viet work in the heart of London, and we are committed to recognising diversity and 

embracing the opportunities and challenges it provides for us as a landlord, service provider and 

employer.  

The Diversity Action Plan outlines the key tasks ISHA will implement to deliver ISHA's Diversity Strategy and to make sure that ISHA works within the all current 

legislation and codes of practice, to achieve equality of access and provision within our services.   In carrying out the Diversity Strategy, ISHA actively assists 

disadvantaged groups to benefit from our services.

In particular, we monitor our service delivery by race, ethnicity, gender, gender identification, sexual orientation, socio-economic status, age, disability, and religious 

beliefs. 

ISHA also works in partnership with statutory and voluntary agencies to assist the needs of disadvantaged groups within the community.

As an employer, ISHA encourages job applicants from all sections of the community and seeks to maintain a workforce that reflects the composition of the 

communities and areas we work in.

The Plan Explained

The Key objectives within the Diversity Strategy are summarised on the next page.

Where text is shaded denotes this action has been completed, and no new action has been identified 

Objective 1. Service delivery

To ensure the service is accessible to all sections of the community ISHA serves

To ensure all customers have good quality services and that staff are aware of their obligations

Lead Officer abbreviations  DOC= Director of Customer Operations; HoPOD=Head of People and Organisational Development; CEO = Chief 

Executive; HoCH= Head of Cuatomer Homes; HoCN = Head of Customer Neighbourhoods HoCS=Head of Customer Services; DD=Development 

Director, CC=Customer Champion; SHM=Specialist Housing Manager

Tasks                                           Outcomes                              Lead Officer       Review Target            Progress/Further Actions

Progress/Further Actions 
Progress describes what has been 
done 
Further Actions describes what 
needs to be done and is shown 
in bold and red text  

Heading of one of the 10 
key Diversity Strategy 
objectives 

What the key objective 
will do 

Tasks are the things 
ISHA and Lien Viet 
will do to meet the 

Outcomes describe 
what will be achieved 
when the task is 
complete 

Lead Officer 
means who in 
ISHA is going to 
do this 

Review target means date 
next action will be complete 



Objective 8. Governance

To ensure that ISHA has clear procedures for recruiting board members and advertises posts as widely as possible.

To ensure there are formal procedures in place for all staff in decision making roles including board members.

To ensure that ISHA’s commitment to equalities and diversity is given high priority

Objective 3. Customer engagement

To ensure there is physical access to the service

To ensure there are high levels of satisfaction with the service, improving on 80% (2014)

To ensure there are high levels of satisfaction by customers for opportunities to participate in management and decision making in 

relation to housing services.

Objective 4. Anti-social behaviour, harassment and domestic violence

To deal effectively with all cases of asb, harassment and domestic violence to support the victim and take action against the 

perpetrator;  Ensure that customers understand ISHA’s approach in dealing with asb, harassment and domestic violence  Working 

with other agencies to prevent and challenge bullying, harassment and discrimination

A Diversity Action plan with 8 objectives has been developed to deliver the equality and diversity 

strategy as follows:

Objective 1. Service delivery

To ensure the service is accessible to all sections of the community ISHA serves

To ensure all customers have good quality services and that staff are aware of their obligations

Objective 2. Access to information and services

To ensure ISHA effectively communicates and consults with customers and stakeholders; To ensure all customers have good 

quality services and that staff are aware of their obligations.

Objective 5. Contractors and procurement

Contractors to demonstrate their commitment to equality and diversity.  To ensure that contractors are aware of what is expected of 

them in the area of equality and diversity. 

To ensure that all contractors are aware of the cultural needs of ISHA’s customersObjective 6. Speaking up for Housing 

Work with stakeholders and other Housing Associations to: ensure the needs of customers from minority or isolated groups are 

met;  ensure ISHA adopts a multi-agency approach when dealing with individual and collective minority group issues;  promote 

community cohesion and social inclusion in our key community areas

Objective 7. Employment

To ensure that ISHA is an equal opportunities employer and that positive action is taken to continue to have a workforce that 

reflects the composition of local communities with regard to recruitment and retention;  To ensure that no person is directly or 

indirectly discriminated against and that appropriate support is given and appropriate action taken in any such case.

To ensure that no person is harassed and that appropriate support is given and suitable action taken in any such case.
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Objective 1. Service delivery

To ensure the service is accessible to all sections of the community ISHA and Lien Viet serves; 

To ensure all residents have good quality services and that staff are aware of their obligations

1.1 Ensure  Kypera system 

contains information 

relating to customers' age, 

ethnicity, language, gender 

identification, sexuality, 

faith, disability and gender.

Ensuring a clear understanding 

of the customer base so that 

resources can be accurately 

targeted – aim for 100% data 

population.

HoCS Mar-17 Identify clear process for updating customers diversity 

data at various touchpoints. Customer portal to prompt 

the updating of diversity information by the customer 

and customer services to check missing diversity 

during calls.    

1.2 Develop proposals for 

better use of our data

Improved customer satisfaction 

including:

Satisfaction of different diversity 

groups within 3% of overall 

satisfaction;diversity 

satisfaction.

DCO Sep-17 Now collecting data on customer satisfaction via 

telephone surveys.  Cumulative surveys are analysed 

by diversity strands and service delivered and action 

plans developed to deal with poor performance or lack 

of clarity.

1.3 Ensure all new staff 

receive equalities and 

diversity training.

All staff are up to date and 

aware of current equality and 

diversity issues 

HoPOD Sep-17 Understanding is part of our behaviours and values 

and included in interview questions/Probation 

documentation to be updated to incorporate 

behaviours.  Explore e-learning packages on Equality 

and Diversity as an option for all new starters.

Progress/Further ActionsTasks Outcomes Lead 

Officer

Review 

Target
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Progress/Further ActionsTasks Outcomes Lead 

Officer

Review 

Target

1.4 Ensure all appropriate 

staff receive training and 

are able to access 

services to support 

customers with additional 

needs (for instance 

language, hearing , sight, 

physical access)

Appropriate use of facilities to 

ensure the best service to 

customers

HoPOD Sep-17 update HR system with all essential induction 

elements, and validated that all existing staff, as well 

as new joiners, are refreshed or inducted on an annual 

basis.

1.5 Undertake customer 

satisfaction surveys to 

ascertian satisfaction 

levels of groups of 

customers

Identify relative satisfaction by 

group and take any corrective 

action to improve customer 

satisfaction with the services 

provided. 

DCO Mar-18 Survey outcomes shared with colleagues at Risk & 

Planning Meetings, Management Team and Staff 

meetings. 

1.6 Monitor and take steps 

to encourage at least 50% 

of lettings are to BME 

communities

Equal access to housing for 

BME groups

HoCH Mar-18 Allocations to BME communities to be monitored and 

reported to HSSC but due to local authority 

nominations and choice based lettings it is not possible 

to deliver against a target

1.7 Ensure there continues 

to be referrals for floating 

support services as and 

when necessary at the 

beginning of and during 

the tenancy

Reduction in tenancy turnover 

and evictions

DCO Mar-18 Set baseline data on evicitions and tenancy turnover 

and monitor via Outreach and Support Surveys. 

Analysis reason for termination and identify key risks to 

tenancy sustainment and put in place action plan to 

mitigate. 
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Progress/Further ActionsTasks Outcomes Lead 

Officer

Review 

Target

1.8 Ensure that all 

customers referred for 

floating support services 

receives a feedback 

questionnaire.

Ensure these are broken 

down into ethnicity, gender 

and disability.

Evaluate the effectiveness of 

service delivery to ensure 

customers are receiving the 

support they need

SHM Jul-17 Survey carried out at entry and exit/or 6 months of 

service. These surveys will be analysed and reported 

back to customers and stakeholders.

Profile of satisfaction by diversity strand reported to 

July Housing Services Committee 

1.9 Ensure  that ISHA 

offers a range of suitable 

access points for all of its 

customers taking into 

account their diverse 

needs

All customers can access and 

benefit from services  

HoCS Mar-18 Carry out desk top review of access points and put in 

place access strategy 
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

2.1 Draw up a 

programme and carry 

out Diversity Impact 

Assessments (DIA) in 

all key areas of the 

service. 

Undertake the Impact 

assessments and use the 

results to improve and tailor 

services to resident 

communities.

CEO Mar-17 Policy and procedure review programme 

includes DIA monitor  Evidence of how this 

has changed our services reported in annual 

diversity report to Board annually,

review programme to ensure all staff involved 

in at least one DIA per year

Results of DIA to be included in 'What we 

know about our residents' section of DIA'

Quality of impact reporting in Board reports 

has improved.  Next Review Mar 17

2.2  Ensure relevant 

information available for 

customers in a variety of 

formats, including large 

print, translations and 

kept up to date on 

website

Effective communication in 

place to meet the diversity of 

needs of our residents

HoPOD Jul-17 all documents produced ariel 12, unjustified 

(mencap standard) and translations and other 

formats offered; Languages spoken by our 

customers updated on Kypera; 

Website reviewed Jul 16 and improved 

version in place Sep 16.

Customer Portal being developed for Launch 

April 2017 

Objective 2. Access to information and services

To ensure ISHA effectively communicates and consults with customers and stakeholders; To ensure all customers have good 

quality services and that staff are aware of their obligations.
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

3.1 Develop and maintain 

balanced particpation by 

diversity groups in 

customer enagement with 

ISHA and Lien Viet

Customer Involvement 

representative of ISHA and 

Lien Viet profile

CC Mar-17 participation reviewed quarterly by age, gender, race and 

disability, borough and tenure
Profile of involved residents ISHA  15/16        Lien Viet 13/14

% residents involved            19%                   30%

% BME involved                  57%                   100%

% females/ % males           59%/41%            56%/43%

Most under-represented group 25-34 year olds.  

Review of Customer engagement to be completed by 

Mar 17

3.2 Progress priorities for 

improved engagement with 

groups identified through 

customer impact 

assessment and customer 

insight analysis

Engagement of ‘hard to 

reach’ groups

CC Mar-17 Interested customers have been recruited to form the 

Customer Involvement Steering Group. This is a small 

group of actively involved customers who will:

• Meet four times – twice before the 1 December 

Residents’ forum, and twice before the January Housing 

Subcommittee meeting;

• Discuss and develop new and improved methods for 

customer involvement with ISHA, with the guidance of 

the Customer Champion and the draft Customer 

Involvement Discussion Paper;

• Report findings to the Residents’ Forum (1 December 

2016 and 2 February 2017) and incorporate other 

residents’ feedback;

• Report findings and recommendations to the Housing 

Subcommittee in January 2017.

Roll out changes from March 2017

Objective 3. Customer engagement

To ensure there is physical access to the service

To ensure there are high levels of satisfaction with the service, improving on 80% (2014)

To ensure there are high levels of satisfaction by customers for opportunities to participate in management and decision making in 
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

3.3 Ensure that all 

strategies, policies and 

procedures take account 

of the cultural 

backgrounds, gender and 

disability  needs of all 

residents and involve or 

consult them when 

appropriate.

All strategies, policies and 

procedures take account of 

the cultural backgrounds and 

needs of all residents

All Dec-16 Sign off to be included in annual diversity report to Board 

December
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

4.1 Review  and publicise 

the comprehensive ASB 

policy and procedure 

ASB policy and procedure 

complies with current legislation 

and regulatory requirements

HoCN Apr-17 Policy needs to be reviewed in light of Crime & 

Policing Act 2014, structure changes and introduction 

of Noise Policy

4.2 Ensure that floating 

support mechanisms are 

used to assist the victims 

and perpetrators of ASB.

Reduction in evictions SHM Apr-17 Efficacy of ISHA's Outreach & Support Service to be 

reviewed and reported to Housing Services.

4.3 Record incidents of 

ASB, harassment, and 

domestic violence and 

monitor follow up action 

to ensure these are dealt 

with within established 

timescales.

Swift and appropriate action is 

taken to deal with incidents of 

ASB, harassment and 

domestic violence.

HoCN Jan-17 Kypera phase 2 to include casework module and 

training rolled out to staff. Structure changed to 

include casework approach to range of issues. ASB 

reported to Housing Sub July 2016 and annually there 

after.

Objective 4. Anti-social behaviour, harassment and domestic violence

To deal effectively with all cases of asb, harassment and domestic violence to support the victim and take action against the 

perpetrator;  Ensure that customers understand ISHA’s approach in dealing with asb, harassment and domestic violence  Working 

with other agencies to prevent and challenge bullying, harassment and discrimination
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

4.4 Review the Domestic 

Violence policy and 

procedure in conjunction 

with customers and 

outside organisations, 

implement and publicise.

Ensure this is reviewed 

as and when there is a 

change in legislation and 

regulations.

All staff understand their 

responsibilities in relation to 

domestic violence and their 

actions are monitored on a 

regular basis.

HoCN Jun-17 All customer facing staff will have received annual 

safeguarding training. Policy will be reviewed with 

customers by June 2017. 
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

5.1 Ensure that all 

contractors supply a 

copy of their equality 

strategy and/or code of 

conduct when submitting 

tenders for works.

Contractors demonstrate their 

commitment to equality and 

diversity within their work and 

business.

DOC 

DD

Mar-17 Annual monitoring of contractors diversity in place.  Repairs 

contract requires reporting against equality & diversity targets 

and and standard item on contractor  agenda. Profile of 

repairs contractor employees reported quarterly

London Living Wage validation of contractors completed and 

requirement of all procurement contracts 

Equality strategy supplied by contractors and consultants as 

part of assesment for NRA framework. Annual update 

required before tender list completed.

Last reviewed by Dev Sub  July 2016

5.2 Ensure that all 

contractors, sub-

contractors and 

consultants are aware of 

and comply with ISHA’s 

Equal Opportunities 

statement.

Compliance with ISHA’s Equal 

Opportunities statement.

DOC

 DD

Mar-17 Part of new procurement literature for any new contracts. 

Monitored via Customer Operations Leadership Team. Core 

Groups will annually review compliance against standard   

Completed at point of award of tender, responsive repairs, 

planned works tenders and contracts let through framework 

agreement.

Last reviewed by Dev Sub  July 2016

Objective 5. Contractors and procurement

Contractors to demonstrate their commitment to equality and diversity.  To ensure that contractors are aware of what is expected of them in 

the area of equality and diversity. 

To ensure that all contractors are aware of the cultural needs of ISHA’s and Lien Viet's customers
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

5.3 Enable ISHA to 

recruit under-

represented groups such 

as minority and female 

contractors, sub 

contractors and 

consultants 

Better engagement with and use 

of BME contractors.

DOC

DD

Mar-17 Repairs contract procurement looked at diversity and the use 

of nominated sub-contractors such as social enterprises.  

Procurement process improved and now includes 

qualification criteria in relation to equality and diversity and 

employment options

1% of Development programme invested in London wide 

construction apprenticehsips  

On site monitoring forms reviewed monthly from July 14

NRA to review involvement in CTI scheme and collate 

ethnicity and gender of consultants working on NRA 

sites Sept 14

5.4 Annual report to the 

Development sub 

committee outlining the 

opportunities given to 

BME/SME contractors, 

sub contractors and 

consultants

Monitor the use of BME/SME 

contractors, sub contractors and 

consultants

DD Jul-17  NRA Action Plan for increasing diversity in procurement of 

development framework reported to Development Sub 

Committee   Last report July 2016 highlighted need for better 

information re procurement of sub contractors

5.5 Annual report to the 

Development sub 

committee outlining the 

use of local labour 

schemes in the 

boroughs in which we 

work.

Support and encourage the 

development of local labour 

schemes in the boroughs in 

which we work.

DD Jul-17  NRA Diversity Action plan amended to include local labour in 

monthly diversity monitoring form.  Last reviewed Jul 16.
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

6.1 Target of 20 % of 

general needs rented 

programme to be 

developed for BME 

associations.

Continue to work with other 

members of the North River 

Alliance (NRA) to ensure that 

general needs are provided for 

vulnerable and high priority 

groups.

DD Mar-17 To date 22% of units have been developed for 

BME assocaitions. Going forward may no longer 

be appropriate to have a set target. However NRA  

widely recognised as vehicle for assisting small 

HAs to develop. ISHA regularly acts as 

development agent for BME partners to help them 

achieve their growth targets.

6.2 NRA design brief has 

incorporated good 

practice from BME 

associations. Where 

specific cultural 

requirements are needed 

they can be incorporated 

for each BME 

association.

Ensure that when developing 

accommodation, the design brief 

is compatible with the needs of 

BME, disabled and other 

minority groups.

DD Dec-17 design brief is updated to reflect changes in 

standards. Amore fundamental review involving all 

our NRA partners is planed for 2017/18

Objective 6. Work with other Housing Associations and partners 

Work with stakeholders and other Housing Associations to: ensure the needs of customers from minority or isolated groups are 

met;  Ensure ISHA adopts a multi-agency approach when dealing with individual and collective minority group issues;  

Promote community cohesion and social inclusion in our key community areas
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

6.3  To engage with our 

customers and 

communities to identify 

and develop projects, 

initiatives and activities 

that offer opportunities 

that address needs and 

aspirations

Implementation of Community 

Development Plan, through multi 

agency partnership working, that 

makes sure that ISHA and Lien 

Viet have permanent offer of 

sustainablity activities and 

initiatives that are accessible to 

all communities

DOC Sep-17 St Mary’s Secret Garden Project 11 Customers; 

1 Apprentice opportunity; Lien Viet Women’s 

and Men’s Groups; Vietnamese Housing 

Advice drop-in sessions 341 people advised; 

Lunar New Year celebrated Year of the Monkey 

on 17 February 2016; Moving home advice given 

to 67 customers; Income maximisation advice 

given to 375 customers. Activities to be reviewed 

as part of Customer Operation's service plans

6.4 Engage with 

community and local 

authority groups on 

specialist issues

A range of multi-agency 

solutions in place to support 

ISHA and Lien Viet customers

HofCN Mar-18 Mapping key partnership across key boroughs 

and establish reasons for participation and 

outcomes
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

7.1 Ensure ISHA’s Equal 

Opportunities policy is reviewed 

on an annual basis and all staff 

are aware of this.

Equal Opportunities policy to  

comply with current legislation 

and codes of practice and all 

staff are aware

CEO Dec-17 Reviewed and reported to Board December 

cycle

7.2 Staff composition to reflect 

the weighted diversity profiles of 

ISHA population profile

Staff composition reflects the 

diversity profiles of ISHA 

resident profile 

HoPOD Apr-17 Targets reviewed April 16 51% of ISHA staff are 

women. (53% in 2014/15)

backgrounds (63% in 2014/15)

2014/15)

Reported to Board quarterly.  Staff continue to 

reflect the diversity of ISHA population profile

7.3 Ensure that ISHA complies 

with the Equality Act 2010 

Equal access to employment 

and services by all groups.

HoPOD Apr-17 All managers provided with recruitment and 

selection training .  Middle managers trained 

July 2016.  HR involvement throughout 

recruitment cycle/update Recruitment and 

Selection Policy and brief all managers.

Data on staff collected by 10 diversity strands

Objective 7. Employment

To ensure that ISHA is an equal opportunities employer and that positive action is taken to continue to have a workforce that reflects 

the composition of local communities with regard to recruitment and retention 

To ensure that no person is directly or indirectly discriminated against and that appropriate support is given and appropriate action 

taken in any such case.

To ensure that no person is harassed and that appropriate support is given and suitable action taken in any such case.
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

7.4 Ensure that vacancies 

continue to be advertised via 

the TV in reception, on the 

website and other media which 

facilitate recruitment among the 

local communities.

A better reflection of local 

communities within the staff 

group.

HoPOD Ongoing All permanent recruitment complies with this 

requirement

7.6 Continue to offer 

placements to young people 

from local schools and colleges.

Opportunities for young people 

from diverse backgrounds to 

gain experience in the work 

place.

HoPOD Jul-17 Placement in 2016 of ISHA resident at a local 

college.  Have regular contact with local 

school placement service about work 

experience
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Tasks Outcomes Lead 

Officer

Review 

Target

Comments/Further Actions

8.1 Maintain current levels of 

BME and female 

representation on the board 

and sub committees

To ensure BME and female 

representation reflects local 

communities 

CEO Ongoing Board profile Sep 16
45% Female

22% BME

0% with disability

88% live or work in area

22% board members who are residents

22% under 40  2 Resident members

8.2  Appropriate induction 

training to ensure that board 

members are able to develop 

their skills to the benefit of all 

ISHA and Lien Viet residents 

and staff

Board members ability to lead 

the association are optimised

HoPOD Apr 17

Jul 17

Jul 17

Jul 18

Governance Committee review training and 

succession for members Induction training 

provided to new members, and training 

programme for all members to in place

Annnual Appraisal with Chair

Board self appraisal every 2 years

External appraisal every 3 years 

8.3 Ensure the board and 

Housing sub committee 

approves the Diversity Strategy 

and reviews this on annual 

basis with officers. Housing 

sub committee also to be 

provided with regular updates 

on achieving the aims and 

targets within the Diversity 

Strategy.

Board and all sub committees 

understand and are signed up to 

the Diversity Strategy.

CEO & 

DOC

Dec 16

Jul 16

Nov 16

Feb 17

Board approved strategy

Reviewed annually by

 Development Sub Committee

Finance Sub Committee

Housing Services Sub Committee

Objective 8. Governance

To ensure that ISHA has clear procedures for recruiting board members and advertises posts as widely as possible.

To ensure there are formal procedures in place for all staff in decision making roles including board members.

To ensure that ISHA’s commitment to equalities and diversity is given high priority


