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	This policy provides guidance in relation to the definition of vulnerability and sets out the approach that we will adopt regarding the provision of neighbourhood services to residents in these circumstances.
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Regulatory Standards, Legislation and Codes of practice
	Regulator:
	Regulator of Social Housing’s Consumer Standards · 
Tenancy Standard
Safety and Quality Standard


	Legislation:
	Principal Legislation

Housing Act 1980, 1985, 1988, 1996 · Allocation of Housing (England) Regulations 2000
Homeless Act 2002
Mental Capacity Act 2005
Equality Act 2010
Regulator of Social Housing’s Tenancy Standard
Safeguarding Vulnerable Groups Act 2006 · Domestic Abuse Act 2021
Children Act 1989
Care Act 2014

Additional Legislation
Data Protection Act 2018
Social Housing (Regulation) Act 2023


	Codes of practice:
	The Housing Ombudsman Complaints Handling Code 2024 and the RSH Consumer standards code of Practice.


	The policy also operates in the context of:
	Safeguarding Policy and procedure
Lettings Policy
Anti-Social Behaviour Policy
Repairs Policy
Reasonable Adjustments Policy
Decants Procedure
Access Procedure 

Local Authorities (Executive Arrangements) (Access to Information) (England) Regulations 2012 
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[bookmark: _Toc216791095]Introduction and Objectives
[bookmark: _Hlk60741059]The Council is committed to assisting vulnerable people living in its homes who rent on a secure/probationary tenancy or are leaseholders to access our management services and to sustain their tenancy/lease.

This policy provides guidance in relation to the definition of vulnerability and sets out the approach that we will adopt regarding the provision of neighbourhood services to residents in these circumstances.

The policy is clear that the fair treatment of vulnerable residents will be embedded as part of an inclusive culture across our services, and supporting people to live well in their home is a core responsibility for everyone working in any capacity in the Council’s housing management teams. It will be saved on our shared drive and distributed to all relevant members of staff.

For further context, changes to the RSH’s Safety and Quality Standard in February 2024 requires all registered providers from 1 April 2024 to publish clear and accessible policies which outline their approach to tenancy management. This includes interventions to sustain tenancies and prevent unnecessary evictions and setting out their plan on taking into account the needs of those households who are vulnerable by reason of age, disability or illness, and those with children. 
 
This policy aims to: 
 
Ensure a consistent approach to identifying, assessing, & recording vulnerability 
Provide, where possible, a service that best fits the need of our residents
Set out a clear framework for the management of vulnerable residents.

[bookmark: _Toc216791096]Scope
This policy does not apply to tenants in temporary accommodation, sheltered or supported housing whose needs are addressed within specific policies and procedures.

Tenants and leaseholders have obligations they must meet to fulfil the conditions of their agreement or lease. We recognise that being vulnerable can impact on a resident’s ability to meet these responsibilities and will give additional support to those that need it.

[bookmark: _Toc216791097]Roles and Responsibilities
The Housing Management Cabinet Sub Committee has overall governance responsibility for ensuring this policy is fully implemented to ensure full compliance with legislation and regulatory standards. As such, the Housing Management Cabinet Sub Committee will formally approve this policy and review it every three years (or sooner if there is a change in legislation or regulation). 
 
It is important that all staff who come into contact are trained and understand their responsibilities in identifying and recording vulnerabilities, this includes for example repairs contractors, cleaners, caretakers and grounds maintenance staff. 

[bookmark: _Toc216791098]Legislation, Guidance and Regulatory Standards		
[bookmark: _Toc216791099]Legislation
The principal legislation applicable to this policy is:
Housing Act 1980, 1985, 1988, 1996 
Allocation of Housing (England) Regulations 2000 
Homeless Act 2002 
Mental Capacity Act 2005  
Equality Act 2010 
Regulator of Social Housing’s Tenancy Standard 
Safeguarding Vulnerable Groups Act 2006 
Domestic Abuse Act 2021 
Children Act 1989 
Care Act 2014
[bookmark: _Toc216791100]Approved Code of Practice (ACoP)
The Housing Ombudsman Complaints Handling Code 2024 and the RSH Consumer Standards Code of Practice.
[bookmark: _Toc216791101]Guidance
The principle guidance applicable to this policy is:

The Care and Support Statutory Guidance (under the Care Act 2014), issued by the Department of Health and Social Care.  
Information Commissioner's Office (ICO) – Data Protection and Safeguarding Guidance.
[bookmark: _Toc216791102]Regulatory Standards
We must ensure we comply with the Regulator of Social Housing’s regulatory framework and consumer standards for social housing in England; the Safety and Quality Standard and the Tenancy Standard are the primary ones applicable to this policy. 
[bookmark: _Toc216791103]Sanctions
The Social Housing (Regulation) Act 2023 laid the foundation for changes to how social housing is managed. It includes increased regulation and new rules for protecting tenants in their homes. To hold housing providers accountable, the RSH will inspect larger landlords (those with more than 1,000 properties) regularly, scrutinise tenant satisfaction data and use enforcement powers when necessary. 
 
If the Council fails to take account of the diverse needs of its tenants and to make reasonable adjustments, it would be non-compliant with the Consumer Standards and the Equality Act 2010, and therefore at risk of consequential measures, such as fines and reputational damage.

[bookmark: _Toc216791104]Definition of Vulnerability
A vulnerable resident is anyone who has a condition, disability, or a personal circumstance, which means that without support or intervention, any of the following may be true: 

They are at higher risk of abuse or neglect 
There is detriment to their overall wellbeing 
Their tenancy/lease is put at risk.
  
We also recognise that vulnerability is not always permanent, and that a person’s needs may change over time. The factors listed above will help the Council determine what additional assistance an individual may require sustaining their tenancy or lease.   
Further, we will not make assumptions and will consider individual circumstances to determine whether someone might have a vulnerability or support need, either temporarily or permanently.

[bookmark: _Toc216791105]Vulnerable residents lacking mental capacity
For residents who lack mental capacity, we make provisions under the Mental Capacity Act 2005 to liaise with individuals who have a legal authority to act on the resident’s behalf.

Examples of these instances are not limited to but include:

Court of Protection appointing a Deputy following application. (Property and financial affairs Deputy) and (Personal welfare Deputy)   
Emergency or urgent court order 
Lasting Power of Attorney (LPA) or Enduring Power of Attorney (EPA) 
Independent Mental Capacity Advocate (IMCA) 
Litigation friend appointed by Court. 

[bookmark: _Toc216791106]Recording Vulnerability
Where a resident has been identified as vulnerable, we capture this information on our resident record. This includes details of any communication or access needs or working with their appointed representative where someone has provided delegated authority on their behalf, such as a support worker or carer.

Safeguarding concerns are addressed in a separate policy which details our referral process and support services available where there is a concern.

We use the following sources of information/routes to identify vulnerability:

Internal data held by the Council 
Responsive reports 
Formal assessment

Internal data 
The Council holds data from multiple sources of contact with our residents. To ensure we can support our vulnerable residents as effectively as possible, we use information on people living in Council homes held by departments other than housing, such as Social Care services to alert us to any housing-related needs or to identify tenants or leaseholders facing financial pressures. Access to this data is provided to colleagues across departments where applicable to ensure the relevant teams and individuals are empowered to best support our vulnerable residents. 
 
As part of our robust sign-up process, residents are provided with a Privacy notice outlining how we use data collected and how we ensure residents’ privacy is protected. This data will also include any vulnerabilities disclosed and how we may use this information to tailor our service to better meet the needs of our residents.
    
In addition, our terms and conditions of our tenancy agreements outline the collection and processing of personal information and by signing the tenancy agreement, residents agree that LBTH can use the personal information provided in accordance with the GDPR 2018.

Responsive reporting 
Responsive reporting includes the following channels:

The resident telling us directly 
A neighbour, family member or friend of the resident informing us 
A professional such as a GP, social worker, or support worker telling us  
Referrals from Council officers or our contractors who have raised concerns.
 
We actively encourage contractors and officers from across the Council to raise concerns about vulnerable residents using the Resident at Risk process.

Formal assessment 
At key stages, the Council undertakes formal assessments to determine whether a resident requires specific adaptations, priority access to accommodation or additional support to help them maintain their tenancy (and lease). These stages include:

Homelessness and housing register assessments 
Housing allocations process 
Tenancy sign-ups and settling in visits 
Tenancy audits 
Right to Buy process 
During discussions about rent (including economic abuse risk identification) or service charge arrears or other leasehold management matters 
Enforcement action 
During investigations such as ASB reports 
Building safety visits.

[bookmark: _Toc216791107]Services available for vulnerable residents
The Council’s Neighbourhood Services department are responsible for managing and monitoring tenancies and leases. We also have a specialist Neighbourhood Safeguarding Officer who takes the lead where there is a safeguarding concern or risk and a robust safeguarding referral process. 
 
Each department will consider what additional support or variation in usual service provision is appropriate for vulnerable residents. This may vary but some examples are:

Providing aids and adaptations to the property
Arranging joint visits for servicing engineers
More visits in person where we would normally provide a phone service 
Dealing with health and safety issues such as hoarding
Giving additional support in enforcement action cases where mental health issues are a factor
Applying for an injunction instead of possession action when the resident’s vulnerability would become a barrier in securing suitable accommodation 
Referring to the financial inclusion team for welfare benefit advice, as well as Domestic Abuse easements
Tailoring support plans and creating individualised support agreements for vulnerable tenants, including but not limited to older people, people with disabilities, care leavers and those fleeing domestic abuse.
[bookmark: _Toc216791108]Lettings
The Council’s lettings policy sets out how we allocate homes to those on the housing register. It includes provision for ensuring vulnerable people are given reasonable preference depending on their circumstances.

More information about our lettings scheme can be found on the Council's website. We also have a Residents Hub at the Town Hall where we can offer support in making bids. Access to computers is available at Idea Stores throughout the borough.

[bookmark: _Toc216791109]Tenancy Sign-up
During sign-up, residents will have the opportunity to discuss their needs or that of any vulnerable household member and any existing care and support services they are in receipt of. As part of our commitment to help sustain long-term tenancies, we will assess any information on vulnerability received from relevant agencies to assist in ensuring the housing offer is suitable for the individual or family.

[bookmark: _Toc216791110]Communications
Residents are asked about any communication needs on sign-up and during other opportunities to ensure they able to access our services. Where English is not a first language, we offer to provide documents in other languages and formats such as large print, braille or engage an interpreter.  


[bookmark: _Toc216791111]Rent/Service Charge Arrears and Financial
All tenants and leaseholders must pay their rent/service charges on time, and we will advise and support those who are struggling to make these payments. We recognise that many vulnerable residents may struggle with money management and will refer tenants and leaseholders who approach us for help or who fall into arrears to our welfare benefits team/financial inclusion advisors. 
 
We also respond to rent arrears as a possible indicator of financial abuse and improve awareness of the support available to residents. 

[bookmark: _Toc216791112]Repairs
We recognise that vulnerable residents may find it more difficult to manage if something goes wrong in their home and they need a repair. When a resident reports a repair, our Housing Service Centre advisor will confirm if there are any support needs which should be taken into account. This is recorded on the resident’s record so that the service can be delivered appropriately.

We require all our contractors to behave sensitively and responsively when visiting a resident’s home, and to identify anything that may give cause for concern. Such as a property that is cluttered or repeatedly requires certain repairs to be carried out. These concerns are reported via the Resident at Risk process and explored further.

Where a resident is identified as being vulnerable, this information is included as an alert on their record to notify services that we may need to alter our approach to suit the resident’s individual needs. For example, allowing more time for an appointment if the resident has mobility issues. 

[bookmark: _Toc216791113]Gas Capping
The annual Landlord gas safety inspection is a responsibility that LBTH must carry out to fulfil its legal duties as a landlord under Regulation 36 of the Gas Safety (Installation and Use) Regulations 1998.  LBTH must take all reasonable steps to carry out the annual gas safety inspection. In order to ensure that such steps are taken consistently with all tenants, THH will follow robust procedures to encourage tenants to arrange an appointment for their annual gas safety inspection. 
 
As part of the gas capping and disconnection process, operatives will make relevant referrals to include any vulnerabilities identified, in conjunction with the Resident at Risk procedure and Access procedure.  
 
Oversight and ongoing review of properties capped due to identified concerns and vulnerabilities is captured and reported on monthly via compliance reporting to the Housing Performance Improvement & Compliance Board (HPIC) in respect of gas and heating safety and ensure compliance is being achieved. They will also be notified of any non-compliance issue identified.  
 
Where vulnerability is identified, reporting mechanisms including the Resident and Risk procedure are adhered to, with appropriate actions taken by respective teams.  

[bookmark: _Toc216791114]Anti-Social Behaviour
The Council’s Anti-Social Behaviour (ASB) policy sets out how we prevent and minimise instances of ASB. We are conscious that some residents may act in a manner that can cause harassment, alarm/distress or housing related nuisance due to behaviours related to their vulnerability.

We will try to engage them and relevant support services to improve the situation before taking any tenancy or leaseholder enforcement action. However, we do have to balance the safety and wellbeing of the community with the welfare of the vulnerable ASB perpetrator in considering the most appropriate response.

We are committed to preventing the eviction of vulnerable residents. We try to identify and provide support as early as possible to prevent a termination in tenancy or lease. Whenever we pursue possession proceedings, we review the arrangements put in place to support the vulnerable resident if we move from one stage of possession to the next.

[bookmark: _Toc216791115]Tenancy Health Checks
We aim to undertake health checks in up to of 20% of our housing stock annually. As part of this process, Neighbourhood Housing Officers are expected to identify and document any vulnerabilities which range from health and safety concerns to wellbeing and financial difficulties, make the relevant referrals to support, and agree contact arrangements with the resident.  
 
Tenancy Health checks are targeted to ensure maximum impact, capturing vulnerabilities, properties more susceptible to damp & mould, utilising data around overcrowding and underoccupancy, tackling tenancy fraud, identifying and reviewing cases of hoarding, gas capping and other measures to ensure best use of LBTH stock and support to our residents.

[bookmark: _Toc216791116]Incident Management
Where a resident is at greater risk of harm because of their vulnerability in relation to disrepair or damage to their home, including to its communal parts such as lifts, we give them priority access to our repairs service. Our Repairs Policy sets out how we will support vulnerable households to access repairs as well as criteria for any priority, and how this priority status operates.

[bookmark: _Toc216791117]Aids and Adaptations
Whenever a resident has a disability or a medical condition, we refer them to an Occupational Therapy (OT) assessment to understand whether adaptations to the home are needed. Where an OT assessment recommends that a tenant requires minor adaptations such as a grab rail, we carry out that work directly. If an OT assessment recommends that a resident requires major adaptations such as a ramp for a wheelchair, we work with social care services to facilitate those changes.


[bookmark: _Toc216791118]Fire Safety
All Council blocks that have either seven or more storeys or are at least 18 metres in height have an up-to-date Personal Emergency Evacuation Plan (PEEP) for all their vulnerable residents. Copies are provided to the local Fire Rescue Service. We have also installed smoke detection systems and adaptations to evacuation routes. 

[bookmark: _Toc216791119]Hoarding
Our Safeguarding policy and procedure sets out our approach to supporting residents who self-neglect and/or hoard. This is based on a risk management approach and staff dealing with this type of situation are given specific training, supervision and support to help them understand the complexities of this area of work and the interventions available. In addition, a safeguarding referral is made where we believe that a resident self-neglects or hoards and may have statutory care needs, and they are unable to protect themselves because of these needs.

[bookmark: _Toc216791120]Cuckooing
We also acknowledge that vulnerable residents may be more susceptible to or a target of Cuckooing. This is where a person befriends an individual before using the property for exploitative and often illegal purposes. This may include drug-taking/dealing, sexual prostitution, or simply preventing access to parts of the accommodation to the tenant. Intimidating and aggressive behaviour which impacts a person’s ability to access their property is also considered a type of cuckooing. Much like action to address hoarding, our Safeguarding policy and procedure sets out our approach to supporting residents who may be victims of cuckooing.  

[bookmark: _Toc216791121]Consultation
The review process has included an appraisal of other local authorities’ policies and best practice, and engagement with key services across the Council.

This policy has been presented at Tenants Voice (Tenant’s voice is a group of council tenants and leaseholders set up to hold senior managers accountable for decisions affecting service delivery in key areas of housing management, as well as having the ability to undertake dedicated scrutiny reviews) on 23 January 2025, with the policy and approach largely endorsed by the group.

Key feedback from tenants and leaseholds within Tenants Voice group has included understanding reporting mechanisms for support provided to residents identified as having a vulnerability. Our approach to this has been captured in the monitoring section of this document.

In addition, a resident focus group was held on 30 April 2025 to better understand our residents’ views. Feedback from participants again was an endorsement of the policy by the group. 

[bookmark: _Toc216791122]Training
The Council ensure its staff are equipped with the relevant skills, knowledge and guidance to effectively deal with vulnerabilities through regular training in the following areas: safeguarding and domestic abuse, care duties, mental health awareness, equalities legislation and partnership working. 
 
A robust induction programme is implemented for new starters and refresher training for current employees to ensure ongoing awareness of identification of vulnerabilities and an understanding of how best to support our residents with vulnerabilities and signposting to relevant support services.  
 
In addition, a cross-directorate awareness campaign is to be implemented to all resident facing services to ensure colleagues are able to effectively signpost and support residents with vulnerabilities.  
 
Referral pathways clear and made to other professionals in the context of domestic violence and/or safeguarding are followed up to establish what, if any, further action is required from the referring agency.  

[bookmark: _Toc216791123]Data Protection
This policy will be implemented in compliance with the General Data Protection Regulation (GDPR).

We record and share information appropriately with other professionals and statutory agencies that safeguard adults, children and young people.

The wishes of the resident in relation to what information should be shared, and with whom, should be respected where possible. However, we will work in line with the Data Protection Act 2018, which allows for disclosure of personal data without consent where there is good reason to do so, and this is necessary to protect the vital interests of an at-risk individual.

Where there is a concern that the resident may be suffering or is at risk of abuse or neglect, their safety must be the over-riding priority. Information must be shared with statutory authorities where there is any indication of abuse or neglect.

[bookmark: _Toc216791124]Equality & Diversity
The Council is committed to providing services to our residents which are equitable  for all. We have a legal duty under the Equality Act 2010 to ensure that this policy is applied fairly and consistently without discriminating against any person or group. 
 
A desktop Equalities impact assessment has been carried out in conjunction with the development of this policy.  

[bookmark: _Toc216791125]Monitoring
We will review this policy every three years and whenever there are changes to legislation, regulation or practice.

To measure the impact and effectiveness of our intervention when dealing with and supporting our residents with vulnerabilities, we have developed a number of reporting measures such as regular Resident at Risk reporting, capturing the number of concerns raised by LBTH colleagues and contractors working on behalf of LBTH regarding a resident that may be at risk.

We are also able to report on the number of onward referrals made as a result of Tenancy Health Checks carried out, as well as any referrals made at point of sign-up, settling in visits and relevant probationary tenancy visits.

We monitor and report on the number of referrals made to our Financial Inclusion Team, as well as financial gains for resident households as a result of support offered, with a strong focus on tenancy sustainment.

Monitoring and performance data is also reported up to our Council sub-committee as well as key performance, policy and strategy groups via our Internal governance framework.  

[bookmark: _Toc216791126]Legal Framework
We will ensure that we implement this policy in accordance with the following:

Housing Act 1980, 1985, 1988, 1996 
Allocation of Housing (England) Regulations 2000 
Homeless Act 2002 
Mental Capacity Act 2005  
Equality Act 2010 
Regulator of Social Housing’s Tenancy Standard 
Safeguarding Vulnerable Groups Act 2006 
Domestic Abuse Act 2021 
Children Act 1989 
Children and Families Act 2014 

[bookmark: _Toc216791127]Associated Documents
This policy is supported by the following:
Safeguarding Policy and procedure 
Lettings Policy 
Anti-Social Behaviour Policy 
Repairs Policy 
Reasonable Adjustments Policy 
Decants Procedure 
Access Procedure 
Working Together to Safeguard Children key guidance document. 
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