Overview

25 Days from Approach to Decision

Approach

Investigation

Decision

Housed

Initial Approach: Approach from person threatened with
homelessness in 28 days or who is homeless. General advice unless
homeless in 28 days. If homeless in 28 days take formal application.

v

Information collected to determine cause of homeless.

person priori

homeless?

need and

.

Client believed to be eligible, homeless
and priority need

v

HA 1996 S183: Application for Assistance.
Temporary Accommodation.

\—\

4

Client believed to be threatened with
homelessness

.

Client either not eligible, not homeless or not
priority need

v

Housing Options have duty to provide advice and
assistance and client may be entitled to reasonable
preference on Housing Register if applicable.

v

Collect and evaluate evidence. Determine whether applicant is eligible, homeless,
priority need, intentionally homeless, has a local connection to the borough.

Does client have a
priority need? And are
they intentionally
homeless?

End of Process )

.

Unintentionally Homeless and Priority Need MAIN DUTY
(s193): The Council has a duty to provide temporary (emergency
accommodation) until suitable alternative accommodation is found

4

.

Intentionally Homeless but in Priority Need

(S190)

4

; ;

Unintentionally Intentionally
Homeless but no Priority Homeless and No
Need Priority Need

:

Client entitled to 4 weeks of choice to express interest in social
housing on the Housing Register and will be offered a house when
they have been on the register the longest with the highest need.

4

Offer.

After 4 weeks client is offered the next suitable property as a Final

. ,

.

Client Accepts
Accommodation

Client Requests a
Review

Client Refuses
Accommodation

Client allowed ‘reasonable period of time’ to remain in
interim accommodation whilst they make their own
arrangements for alternative accommodation:

Housing Options generally allow between 4-6 weeks
for client to remain in interim accommodation but the
length of time should be based on the client’s
circumstances/local housing market

If children are involved Housing Options notify
Children’s services that the temporary
accommodation is coming to an end

Housing Options do not get involved in trying to seek
private rented accommodation for the client as the
Council could be considered liable for any tenancy
problems further down the line

Client advised not eligible for temporary
accommodation — given 7 days notice to leave the
accommodation provided

v

(End of Process) (Review Process)

A

Duty to provide advice and assistance.

v

( End of Process )




Initial Approach to Housing Options (Page 1)

Client

Housing Options Officer

Client contacts Housing Options

A = Average Case, S = Severe Case and E = Extreme Case

l 285

Phone message on Housing
Options answer phone provides
an out of hours number

1 I
v 301 ‘ 716 v
Phone 24 Visiting CSC
- ‘ » |Start of Process. Take client into an interview room at the CSC.
Letter / Email
716
Out of Office Hours 24 . K . - K .
16 \ During Office Hours .| Details recorded on Housing Advice System (HAS): Recording name, address, circumstances and
'\ categorise their need as low, medium or high. A =30 mins, S =55 mins and E = 70 mins

1025

Advice provided to client. Provide information on how to apply for the Housing Register at Trent & Dove together
with the application form. A =5 mins, S =10 mins and E = 15 mins

v

Client dials out of hours number }J

Client is responsible for applying to Housing Register

Investigation starts into the clients situation. Questions client to establish whether there is reason to believe they
are: 1. Legally Homeless 2. Eligible for assistance 3. In Priority Need. A =20 mins, S =70 mins and E = 90 mins

69 256 714
! y .

Client believed to be threatened with
homelessness

Client believed to be eligible,
homeless and priority need

Client either not eligible, not
homeless or not priority need

% ¢ Housing Options have duty to
I provide advice and assistance and
o See Page 6 Duty to provide interim client may be entitled to
— Housing Register accommodation reasonable preference on Housing
% ¢ Register if applicable
<
c
= .

c Client accepts
—_ homeless

application?
If Storage is required go to Page
7
Yes - 429
Update HAS with
outcome. 5 minutes
Y ( End of Process )
Arrange a meeting to complete application form. Go into the Outlook
calendar to check availability. Agree a date and time with client. Book
appointment. 3 minutes
< Update HAS with relevant details of appointment. 2 minutes <
Generate mail merge letter and give
to client showing date and time of
appointment. 5 minutes
Within 5 Working Days
Does client turn up
for appointment?
No - 129
A
Yes - 300 : -
Client not contacted. Update HAS and wait for
client to contact. 2 minutes
(_ Endof Process )
- — Completes a paper based application form with client. Details from
Client completes a statement explaining HAS are imported into Homeless Management System (HMS) and
reasons for homelessness and a medical further information entered including reason threatened with
questionnaire. (Time included in the homelessness and the level of risk. A = 45 mins, S =70 mins and E
() application process.) =90 mins
=
—
@®
(&]
o
o
< »|Create sub folder on F Drive for client which will be used to scan

and save emails / documents used / created in the process. 2
minutes

<Scan and save in sub folder application form completed with <

client. A =15 mins, S =25 mins and E =35 mins

v

‘ Continued on Page 2 ‘




Initial Approach to Housing Options continued (Page 2)

Client

Housing Options

Investigation

Investigation includes calling, emailing or writing to agencies, such as, Housing

Continued from Page 1

300

Benefits, Medical Professionals, Probation Officer or family / friends to ascertain -«
background of the client.

Investigation continues using completed application form.

Establish whether client may be able to make their own arrangements or whether there is anything
Housing Options can do to help secure an alternative arrangement on their behalf and check suitability.

A =90 mins, S = 150 mins and E = 200 mins

an client make own
arrangements?

Yes

A

Client makes own arrangements (majority) e.g. stay with family / friends

‘ ‘ 266
27

Y
‘ Client finds own settled accommodation }—

Arrangement in places comes to an end. NB: can
be for many reasons but that accommodation is no
longer suitable or available.

293

Update HAS / HMS system with details.
5 minutes

Decision Go to Page 4

Call Received
Out of Hours
%




Homeless in Temporary Accommodation (Page 3)

v

NB: Client moved if suitable leased unit becomes
available.

Client Housing Options
During Office and Outside Hours
103
Make arrangements for interim accommodation A =5 mins, S = 15 mins and E = 25 mins
Housing Options have to take into account any special requirements when arranging for accommodation e.g.
health issues / schools/ client behaviour risks
Update spreadsheet with relevant details. Spreadsheet helps track the
costs. 5 minutes
A. Are any of the 3 leased homeless units available and suitable?
A =40 mins, S =80 mins
» e Unit not usually available as aim to fill these first to cover costs
. Unit may not be suitable if the client is a risk e.g. drug user/ arsonist/ paedophile
e 1unitis fully adapted for disabled
‘ \
Yes -8 No - 95
4{ Client stavs at leased unit P Employ Burton Domestics to make unit habitable (require
4 [~ cleaning &/or new furnishings) (approx av 10 days)
B. Is the Grail Court or Beacon Hotel available and suitable?
A =25 mins, S =50 mins
These are the cheapest accommodation available (after the units) for
people who need to stay local e.g. due to school travel arrangements
. May not be suitable if the client is a risk
e  Not suitable for disabled clients
Client stays at Grail Court / Beacon Hotel ‘ﬁ Yes - 48

No - 47

‘ C. Hotels further afield, E.g. Derby

:

Temporary accommodation secured. Confirm booking with accommodation VAT Receipt given to Julie

[ee]

"I provider and pay via credit card. Request VAT receipt. Byrne.

l
95

lient aiding
the

Homeless in Temporary Accommodation

Written Statement made and passed to
Housing Options. <

v

accommodation
oviders rules?

No - 10

Accommodation Provider contacts via telephone or email Housing Options
informing client is not abiding by the accommodation providers rules / procedures
placing them at risk of losing the accommodation. 15 minutes

¢ Yes

Invite client with immediate effect to the CSC to make a statement of their version 85+9

of events. 20 minutes

»| Telephone / email accommodation provider asking for their statement. 10 minutes

v

Reviews all the information gathered / provided. Decision made.

Write and issue letter with reasonable
notice to leave accommodation (48 hours).
A =30 mins, S =60 mins and E = 80 mins

4

J Update HMS with relevant details.
- 5 minutes

Decision Go to Page 4




Homelessness Decision (Page 4)

Threatened or Homeless

Housing Options

Decision

Continued from Page 2

property / income to pay rent arrears etc to come to decision on level of duty owed.

Made Homelessness Investigation:
within ——p|
28 Days A = 150 mins, S = 300 mins and E = 360 Mins

Whilst client is in interim accommodation, Housing Options investigate the client’s case e.g. do they have any rights to

NB: Found Suitable Alternative Accommodation by time they get to
the end of this process on this page =32 (figure is based on average
and rounding up). Only 62 go through to the next page.

o
=

DECISION
Does the client have a
priority need?
And are they
tionally homel

20

L 4

38 72

v v

Unintentionally homeless and priority need =
FULL DUTY (s193) The Council has a duty to provide temporary (emergency
accommodation) until suitable alternative accommodation is found

Intentionally homeless but in priority
need (s190)
A =60 mins, S =90 mins and E =120
mins

A

v

Unintentionally
homeless but no
priority need
A =60 mins, S =90
mins and E = 120 mins

Intentionally
homeless and no
priority need

NB: Includes if client refuses offer of
social housing.

?

Threatened with Possession
Order
A =60 mins, S =180 mins

Client Becomes Threatened with Notice
Homeless 10 minutes

10 minutes ¢

A

Request direct let with Trent &

¢ Client remains in property.

v

Monitor Trent & Dove
properties online.

Dove. 15 minutes

v

Monitor Trent & Dove lets online

and make contact with Allocations

Manager notifying details of client.
15 minutes

v

Allocations Policy states
Trent & Dove would have to
take client.

v

Offer Received from Trent &

Dove

v

Create Offer Letter (template).
Post 1%t class to client. 10
minutes

|

Update HMS with details of offer
letter. 5 minutes

Does client
except offer?

Yes'-60
v

Arrange viewing with Trent &
Dove. 10 minutes

v

Arrange sign up.

v

Cancel any temporary
accommodation with the

i provider. A =10 mins, S =60
mins and E =120 mins
¢ Client appeals decision. If in temporary
( =6 oft Bioeass ) accommodation they can remain until decision
made. A =60 mins, S =90 mins and E = 120

mins

Is decision

v

Client allowed ‘reasonable period of time’ to
remain in interim accommodation whilst
they make their own arrangements for
alternative accommodation:

. Housing Options generally allow
between 4-6 weeks for client to
remain in interim accommodation but
the length of time should be based on
the client’s circumstances/local
housing market

. If children are involved Housing
Options notify Children’s services that
the temporary accommodation is
coming to an end

e  Housing Options do not get involved
in trying to seek private rented
accommodation for the client as the
Council could be considered liable for
any tenancy problems further down
the line

Client advised not eligible for temporary
accommodation — given 7 days notice to leave the

accommodation provided

upheld?

Yes-1

Issue intentionally homeless letter to client with
a reasonable time period to leave any temporary
accommodation. Posted. 10 Minutes

4

Have duty to provide advice and assistance

v

< Update HMS with relevant details. 10 minutes <

v

¢

End of Process )




Decision: Unintentionally homeless and priority need = Full Duty (s193) (Page 5)

Client

Housing Options

Trent & Dove

Social Housing
Providers

‘ The Council has a duty to provide temporary (emergency accommodation) until the client has found suitable alternative accommodation

Client receives letter from Housing Options.

4

4

A

Client does not
register on Housing
Register

Client does not bid for
social housing on
Housing Register

Client places bids for
social housing on
Housing Register

v

Temporary
accommodation
cancelled.

Homeless in Temporary Accommodation

End of Process

Client engages

H

Decision letter received from Housing
Options

60

Identifies clients who have not registered.

Liaises with Housing Options on a weekly

A

basis.

Pursues client to register. 10 minutes

Does client

Lost Contact
With
Client

A

except offer?

Yes - 46

Arrange viewing provider. 5
Minutes

v

Arrange sign up. 5 Minutes

Cancel any temporary
accommodation with the
provider. A= 10 Minutes, S =20
Minutes and E = 90 mins

v

g

Client leaves accommodation.

v

( End of Process )

No

Client appeals decision. If in temporary
accommodation they can remain until decision
made.

»u

9‘ Bid received for social housing.

v

(as per Allocations Policy)

Bids ranked in order of applicant’s priority

48 12

v v
Trent and Dove

Housing Provider

Other Social
y v

Have a
requirement to
take the number 1
priority applicant

Send shortlist of
top 5 priority
applicants.

i for their properties

Property offered to applicant

A
Chooses their
preferred

No Begin New Application
1

A

bidder to be a
tenant

Yes—-1

Issue intentionally homeless letter to client
with a reasonable time period to leave any
temporary accommodation. Posted.

( End of Process )




Housing Register (Page 6)

Client Housing Options Trent and Dove

Accepts a main duty and notifies Trent and Dove

Contipyed from Page 1 (client automatically accepted on to housing register,
Initial Approach council to supply explanation, completed application
and information)
A =10 minutes, S = 60 minutes and E = 120 minutes
94
Client applies to be on East Staffordshire’s Housing Register } 9‘ Review application ‘
Contacts client to explain process. ‘
} Request further information from client. ‘
A
Supplies further information. }— ————————————————————————
Adds client to Housing Register list _
(Applicant becomes ‘Active’) h
Client ‘bids’ for social housing }4— ———————————————————————— ]

A
Email Housing Register to ESBC each week

Identifies clients who have not registered on Housing | I
Register (see page 5) - |

ﬁ‘ Collates and prioritise bids according to Allocations Policy.




Storage (Page 7)

Client

Housing Options

Informs they have belongings they are struggling to store.

10

at risk.

Contacts to say they are unable to make their own arrangements and belongings

v

Encourage client to make own arrangements and monitor. 10 Minutes

No - 10

Does client find
somewhere to
ore belongings?

Y

client accept
for s.189B relief
Duty?

< End of Process >

Yes

No

( End of F"rocess )

There is a duty to act if:

(a) the goods are at risk of damage or loss; (b) no suitable provisions have
been made; (c) the authority has accepted a duty towards the household.

y

S211(4) Entered into signed agreement detailing items to be stored and
conditions of storage, any charges that can reasonably be made based on

client’s income.

A =20 Mins, S =40 Mins, E = 60 Mins

4

Client accepted for the full duty and is re-
housed and co-operates.
10 Minutes

v

S212(2) Client requests delivery of their
belongings to a particular location and it is
reasonable to do so. Duty terminates.

Client is re-housed and can
therefore store belongings, or
secures income which would

enable them to pay for their own
storage. 5 Minutes

v

A

S212(3) there is no longer any
reason to believe that there is a
danger of loss of or damage to a
person’s personal property.
Following several written
notifications, Duty terminates.

Client fails to maintain payments as detailed on
the agreement
A =60 Mins, S =70 Mins, E =100 Mins

v

S212(4) Following several notifications setting out

the reasons duty no longer applies (typically based

on agreement under S211(4) above). Collection or

disposal, duty terminates. NB. Potential private law

challenge for damages (breach of duty), conversion
and/or

Client maintains regular affordable payments, and no
reason to believe that they are able to meet the full
cost, or able to take delivery of the items.

A =15 Mins, S = 20 Mins, E = 30 Mins

v

S.211 (2) “..whether or not they are still subject to a
duty, they may take any steps they consider
reasonable for that purpose.” Potential to exercise
longer term responsibility.




