
 
THE SOCIAL HOUSING EQUALITY FRAMEWORK 
Knowing your customers 
 

Developing 
Understanding the importance of equality 

Achieving  
Delivering better outcomes 

Excellent 
 Making a difference 

Collecting information 

1.1 The organisation has in place plans to 
gather information on the profile of their 
service users covering all the protected 
characteristics as well as other relevant 
factors such as literacy, rural isolation, 
digital inclusion etc.  

2.1 Relevant and proportionate information about 
service users/communities  is gathered efficiently 
using a range of techniques This informs the 
organisation’s policy and strategy and helps to 
identify key gaps in service delivery 

3.1 The organisation has good quality information 
on the equality profile and needs of their 
customers, both individually and as a community.  
The evidence is regularly used and updated to 
take account of any changes. 
 

Analysing and using information 

1.2 Systems are being developed to collect 
and analyse data / intelligence about  
service users,  their needs and aspirations 
and to store data with appropriate 
safeguards and policies to ensure 
confidentiality 
 

2.2 Information and data are broken down and 
analysed to monitor and assess and to set 
equality objectives and targets. The information 
is used in assessing the impact of new and 
existing policies 

3.2 Equality objectives, targets and outcomes are 
reviewed and evaluated regularly promoting the 
use of equality data to deliver better services for all 
community groups? 
 

Sharing information between partners 

1.3 Plans and protocols are in place to 
collect, share and use equality information 
about the area with contractors, other 
agencies and partners. 

2.3 Relevant and appropriate customer 
information and data is collected, shared and 
used with contractors to deliver responsive and 
planned repairs, other agencies and partners, to 
set and review equality objectives.  

3.3 The organisation and partners work together 
and share data to identify how individual needs 
and communities are changing and the impact this 
may have on shared equality priorities 
 
 

 
 
 
 

Questions to ask in self assessment for 
Knowing your customers – ‘Developing’ 
organisation 

Questions to ask in self assessment for 
Knowing your customers – ‘Achieving’ 
organisation 

Questions to ask in self assessment for 
Knowing your customers – ‘Excellent’ 
organisation 

 Have we drawn up an action plan and 
guidance in place to collect customer 
profiling data? 

 Have we collected at least 60% of our 
customer profiling data across all of the 
relevant protected characteristics? 

 Have we collected and logged at least 90% of 
our customer profiling data across all of the 
relevant protected characteristics to help 

 



 Does this cover leaseholders and other 
service users as well as residents? 

 Have we set up systems to store 
customer profiling data safely and 
securely? 

 Are we clear how we will use the 
customer profiling data once it has 
been collected? 

 Is there a programme in place to brief 
staff and customers on why we need to 
collect this information, how it will 
stored and how it will be used? 

 Are protocols in place with partners and 
contractors to share and use equality 
related data? 

 Is the organisation ensuring Data 
Protection Act, Freedom of Information 
and relevant equality duty/transparency 
agenda are being met? 

 

 Does this figure cover leaseholders and other 
service users as well as residents? 

 Have we plans in place to collect the 
remaining 40% of customer profiling data? 

 Have we begun to use the customer profiling 
data collected to tailor our services better to 
the needs of our service users? 

 Have we begun to use the customer profiling 
data when conducting an equality analysis? 

 Are we regularly sharing customer profiling 
data with our partners and contractors? 

 Are we making effective use of customer 
contacts to update customer profile 
information 

better inform services?  

 Are you using relevant  statistics including 
census data, deprivation, poverty, health etc 
are understood and used to target service 
provision? 

 Do we have in place systems to keep this data 
up to date? 

 Are we using our customer profiling and other 
relevant data to identify trends and 
demographic trends to aid medium and longer 
term investment planning? 

  Do we review our equality aims, objectives 
and outcomes at least every four years to take 
account of significant changes in the 
communities we serve? 

 Do these reviews also include our main 
partners and contractors? 

 Are access and communication needs cross 
referenced to better understand customers; 
For example vulnerability issues and non 
access for gas servicing and cyclical planned 
maintenance? 

 

 
 
 

 
 
 

 


