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Initial Approach: Approach from person threatened with homelessness.  Duty to 

provide a Personal Housing Plan (PHP) if eligible and homeless within 56 days.  Duty 

lasts 56 days or longer is still in accommodation from which is threatened.

Information collected to determine cause of homeless.  PHP must be meaningful and 

monitored regularly with actions for both the Client and Council. 

NB: duty is brought to an end if refuse a final offer or becomes homeless.

Homeless or 

threatened with 

homelessness within 

56 days?

No application taken and general advice 

provided.

End of Process

No

Duty to create PHP if eligible and currently homeless.

Yes

Provide temporary accommodation during the 56 days, if required.

Provide storage to any applicants requiring the same.

Unintentionally Homeless and Priority Need MAIN DUTY 

(s193): The Council has a duty to provide temporary (emergency 

accommodation) until suitable alternative accommodation is found

Priority Need and Intentionally Homeless 

(S190(2))

No Priority Need

Does client have a 

priority need? And are 

they intentionally 

homeless?

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

Duty to provide advice and assistance.

End of Process

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

Offer.

Client Accepts 

Accommodation

Client Requests a 

Review

Client Refuses 

Accommodation

End of Process Review Process
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Homelessness New Approach (Page 1)
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Client Housing Options

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

No application taken and general advice 

provided.

Reason to believe 

homeless or threatened 

with homelessness 

within 56 days?

Update HAS with outcome.

5 minutes

End of Process

No – 328Yes - 994

Investigation starts into the clients situation.  Questions client to establish the reason for being: 1. 

Legally Homelessness 2. Eligible for Assistance 3. In Priority Need  

A = 20 mins, S = 70 mins and E = 90 mins

Yes - 89
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Homeless tonight?

Go to Page 5 

No - 905

Start of Process.  Duty Officer meets with client in an interview room at the CSC.  General advice 

provided under S179.

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

1322

Threat of homelessness within 56 days.

No - 7

No - 76

Yes - 822

Yes - 898

Not eligible S.184 decision and general advice provided.  

NB: Decision is reviewable.

End of ProcessSatisfied threatened 

with homelessness?

S.175-177

Eligible but not homeless S.184.  

NB: Decision is reviewable.

Eligible under S.186?

Update HAS with outcome.  5 minutes

Update HAS with outcome.  5 minutes

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.

NB: Assessment under S.189A.  5 minutes
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A = Average Case, S = Severe Case and E = Extreme Case

Out of Office Hours

21

388 924
31

Phone message on Housing 

Options answer phone provides 

an out of hours number

Client dials out of hours number

Phone

Client contacts Housing Options 

Letter / Email

Visiting CSC

367

Continued on Page 2



 

Homelessness New Approach (Page 2)

Housing OptionsClient

Within 5 Working Days

No - 247

Yes - 575

Does client turn up 

for appointment?

Completes a paper based application form with client. Details from 

HAS are imported into Homeless Management System (HMS) and 

further information entered including reason threatened with 

homelessness and the level of risk.  A = 45 mins, S = 70 mins and E 

= 90 mins

Client not contacted.  Update HAS and wait for 

client to contact.  2 minutes

Client completes a statement explaining 

reasons for homelessness and a medical 

questionnaire. (Time included in the 

application process.)

End of Process

Continued from Page 1

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

Threatened

With

Homelessness - 546

Homeless - 29

Prevention 

(Page 3)

Relief

(Page 4)



 

Homelessness New Approach (Page 3)

Housing OptionsClient

Prevention S.195

(Continued From Page 2)

Threatened with homelessness S.175(4). Prevention duty S.195.  

Issue S.184 decision.

NB: Decision is reviewable.  A = 10 mins, S = 

15 mins, E = 40 mins 

Determine and try to agree steps for Local Authority (LA) and client.  Issue S.184 decision.

NB: Decision is reviewable.  A = 30 mins, S = 50 mins, E = 90 mins

Have steps been 

agreed?

Issue plan (to be kept under review) clearly 

showing not agreed and reasons setting out: 

(1) Why plan not agreed? (2) Steps LA 

consider reasonable for client to take; and (3) 

Steps for LA to take.  .

NB: Decision is reviewable.  

A = 15 mins, S = 20 mins, E = 25 mins

Within 10 Days

No - 136

Issue agreed plan (to be kept under review) 

detailing steps to be taken.

A = 5 mins, S = 10 mins, E = 15 mins

Yes - 410

Notify client duty has come to an end as a 

result of the following:  A = 5 mins, S = 10 

mins, E = 20 mins

S.195(8) (a) 

Suitable 

accommodation 

and reasonable 

prospect of being 

available for at 

least 6 months.

NB: Decision is 

reviewable.  

S.195(b)) 56 days 

expires.  If the client 

has been served with 

a valid S.21 notice 

then they may remain 

threatened with 

homelessness.

NB: Decision is 

reviewable.  

S.195(8)(d)) Refused 

suitable 

accommodation that 

had a reasonable 

prospect of being 

available for at least 6 

months.  

NB: Decision is 

reviewable.  

S.195(8)(e)) Client 

becomes homeless 

intentionally from any 

accommodation made 

available as a result of 

the LA’s exercise of 

their functions under 

this Act.

NB: Decision is 

reviewable.  

S.193B Client is 

notified that he or she 

has deliberately and 

unreasonably refused 

to co-operate.

NB: Decision is 

reviewable.  

See Page 7

S.195(8)(g)) 

Application 

withdrawn.

NB: Decision is 

reviewable.  

S.195(8)(c) 

Homelessness.  

Become homeless 

through no fault of 

their own prior to 

the 56 days 

ending.

NB: Decision is 

reviewable.   

S.195(8)(f) 

Ceases to be 

eligible.

NB: Decision is 

reviewable.  

Client

137

Housing Options
Client /

Housing OptionsClient

1
Client

Housing Options

11
Housing Options

0

Client

137
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Monitor for 7 days

56 Days Prevention Duty S.195(2)

Housing Register Keep Current 

Accommodation

Private Rent 

Sector
Any Other

If single supported 

scheme

Timings highlighted in blue are estimated because this part of the process is new and never been 

done.

Keep the plan under review and carrying out 

the necessary steps agreed as part of the 

plan.  

A = 30 mins, S = 120 mins, E = 180 mins

546

See Page 6

(260) 



 

Homelessness New Approach (Page 4)

Housing OptionsClient

Relief S.189B (Client has become homeless)

(Continued From Page 3)

Homeless SS.175-177

Referral to another Local Authority 

s.198 (A1).  NB: Decision is 

reviewable. A = 10 mins, S = 15 

mins, E = 40 mins

End of Process

1

Relief duty S.189B.  Issue S.184 decision.

A = 10 mins, S = 15 mins, E = 40 mins 

378

Relief Personalised Housing 

Plan (to be kept under review).

NB: Decision is reviewable.    

A = 30 mins, S = 120 mins, E 

= 180 mins

56 days relief duty – help to secure accommodation ends

Notify client duty has come to an end as a result of one of:

S.189B(7)(a) Suitable 

accommodation and 

reasonable prospect of 

being available for at least 

6 months.

NB: Decision is 

reviewable.  

S.198(7)(b) 56 

days expires.

NB: Decision is 

reviewable. 

See Page 5  

S.189B(7) (c) Refused 

suitable accommodation 

that had a reasonable 

prospect of being available 

for at least 6 months.

NB: Decision is reviewable.   

S193B Client is notified that he 

or she has deliberately and 

unreasonable refused to co-

operate.

NB: Decision is reviewable.   

See Page 7

S.189b(7) (d) Client becomes 

homeless intentionally from 

accommodation made 

available as a result of the 

LA’s exercise of their 

functions.

NB: Decision is reviewable.   

S.189B(7) (e) 

Cease to be 

eligible.

NB: Decision is 

reviewable.   

S.189B(7)(f) Client 

withdrawn.

NB: Decision is 

reviewable.   
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Do they require 

storage?

No -364 

See Page 7 for Storage Process

Yes - 14

20

Reason to believe 

priority need? S.188(1)

Homeless Requires Temporary Accommodation (S188)

Continued on Page 4

No - 55

Yes – 323

Relief Personalised Housing Plan (to be 

kept under review).

NB: Decision is reviewable.    

A = 30 mins, S = 120 mins, E = 180 mins



 

 Homeless in Temporary Accommodation (Page 5)

Housing OptionsClient
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No - 296

No - 199

Yes - 147

Yes - 27

During Office and Outside Hours

323

323

Yes - 292

No - 31

Yes - 1

Client stays at Grail Court / Beacon Hotel

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

Reviews all the information gathered /  provided.  Decision made.  

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

Client stays at leased unit

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

· Not suitable for disabled clients

VAT Receipt given to Julie 

Byrne.

Homelessness Case Continues: Whilst client is in interim accommodation, Housing Options investigate the 

client’s case e.g. do they have any rights to property / income to pay rent arrears etc to come to decision on level 

of duty owed.  A = 150 mins, S = 300 mins and E = 400 mins

Homeless Requires Temporary Accommodation (S188)

Continued From Page 3

Invite client with immediate effect to the CSC to make a statement of their 

version of events.  20 minutes

Telephone / email accommodation provider asking for their statement. 10 

minutes

Update HMS with relevant details.  5 minutes

Temporary accommodation secured.  Confirm booking with 

accommodation provider and pay via credit card.  Request VAT receipt.  

Is client abiding by 

the 

accommodation 

providers rules?

NB: Client moved if suitable leased unit becomes 

available.

A. Are any of the 3 leased homeless units available and suitable?

A = 40 mins, S = 80 mins

· 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

· 1 unit is fully adapted for disabled

Has client lost 

accommodation due 

to unreasonable 

behaviour?

Write and issue letter with reasonable notice to 

leave accommodation (48 hours).  A = 30 mins, S 

= 60 mins and E = 80 mins

C. Hotels further afield, E.g. Derby

Update spreadsheet with relevant details.  Spreadsheet helps track the 

costs.  5 minutes

Employ Burton Domestics to make unit habitable (require 

cleaning &/or new furnishings) (approx av 10 days)

Written Statement made and passed to 

Housing Options.

56 days relief duty go to Page 6

No - 30



 

Homelessness New Approach (Page 6)

Housing Options

S.189B duty automatically ends when satisfied in 

priority need and not homeless intentionally.
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Yes - 71
No - 4

Yes – 1

Monitor Trent & Dove lets online and make contact 

with Allocations Manager notifying details of client.  15 

Minutes

Request direct let with Trent & Dove.  15 Minutes

Allocations Policy states Trent & Dove would 

have to take client.

Update HMS with details of offer letter.  15 minutes

Create Offer Letter (template).  Post 1st class to 

client.  10 minutes

Offer Received from Trent & Dove

Does client 

accept offer?

S.193(1) Priority need and not intentionally 

homeless.

End of Process

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

decision made.  A = 60 mins, S = 120 mins and E = 150 mins

Cancel any temporary accommodation with the 

provider.  

A = 10 mins, S = 60 mins and E = 120 mins

Arrange sign up.  

Is decision 

upheld?

Arrange viewing with Trent & Dove.  10 minutes

Issue intentionally homeless letter to client with 

a reasonable time period to leave any temporary 

accommodation.  Posted.

75

End of Process
Secure accommodation until one of events at at 

S.193(5) – (7AA) occurs.

NB: Decision is reviewable. 

Update HMS with relevant details.  10 

Minutes

Issue appropriate S184 decision to client with a reasonable 

time period to leave any temporary accommodation.  Posted.

NB: Decision is reviewable.

 A = 10 mins, S = 15 mins, E = 40 mins 

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

Priority Need and Intentionally Homeless (S190(2))

Continued Page 5

Relief S.189B Continued from Page 3

29

Update HMS with relevant details.  10 minutes

End of Process

Issue appropriate S184 decision to client with a 

reasonable time period to leave any temporary 

accommodation.  Posted.

NB: Decision is reviewable.  A = 10 mins, S = 15 mins, E 

= 40 mins 

S.189B(7)(b) 56 days expires.

NB: Decision is reviewable. 

No priority need

17

No - 1



 

Homelessness New Approach (Page 7)

Housing OptionsClient

Deliberate and Unreasonable Refusal to Co-operate 

S.193A and S.193B (Continued from Page 3)

S.189(b)(2) Relief DutyS.195(2) Prevention Duty

Issue warning with notification of what the client 

should do and in what period S.193B(4).  A = 10 

mins, S = 15 mins, E = 25 mins 

Issue written notice S.193B.

NB: Decision is reviewable. A = 10 mins, 

S = 15 mins, E = 25 mins 

Prevention duty ends.  If applicant becomes 

homeless a relief duty will be owed.

See Page 3 A = 5 mins, S = 10 mins, E = 15 

mins 

End of Process

Issue written notice S.193B.

NB: Decision is reviewable.A = 10 mins, S 

= 15 mins, E = 25 mins 

Issue warning with notification of what the client 

should do and in what period S.193B(4).

Relief duty ends. A = 10 mins, S = 15 mins, E = 

25 mins 

Would the main 

duty have been 

owed?

Issue non-priority or intentionally homeless S.184 

decision and provide advice.

NB: Decision is reviewable. 

No – 50%

Duty to secure accommodation is available for occupation by the client S193C(4).

End of Process

Yes – 50%

Duty ends on notification of: A = 10 mins, S = 15 mins, E = 25 mins 

S.193C(5)(a) 

Ceasing to be eligible.

NB: Decision is 

reviewable.

S.193C(5)(b)

Becoming homeless 

intentionally from 

accommodation made 

available for client’s 

occupation.

NB: Decision is 

reviewable.

S193C(5)(c)

Accepting an offer of 

assured short hold 

tenancy from private 

landlord.

NB: Decision is 

reviewable.

S.193C(5)(d) 

Voluntarily ceasing to 

occupy as only or principal 

home accommodation 

made available for his or 

her occupation.

NB: Decision is reviewable.

S193C(6)(a) 

Client accepts or 

refuses final 

accommodation offer

NB: Decision is 

reviewable.

S.193C(6)(b)

Client accepts or 

refuses final Part 6 

offer.

NB: Decision is 

reviewable.
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Storage (Page 8)

Housing OptionsClient

Informs they have belongings they are struggling to store.

Encourage client to make own arrangements and monitor.  10 Minutes14

Does client find 

somewhere to 

store belongings?

End of Process

Yes - 0Contacts to say they are unable to make their own arrangements and belongings 
at risk.

No - 14

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.

Is client accepted 

for s.189B relief 

Duty?

End of Process

No - 0Yes - 14

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

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

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.

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 

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.

Client accepted for the full duty and is re-

housed and co-operates.

10 Minutes

Client is re-housed and can 

therefore store belongings, or 

secures income which would 

enable them to pay for their own 

storage.

5 Minutes

Client fails to maintain payments as detailed on 

the agreement

A = 60 mins, S = 70 mins, E = 100 Mins

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


