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Audio check

Please ask questions throughout

Polls, download and a short survey

Aim to finish by 11.45

Slides and recording will automatically follow
Follow us on Twitter @policy practice
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https://twitter.com/policy_practice

We believe in the
power of technology
and datato
change lives
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Policy in Practice: What we do
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A team of professionals with extensive knowledge of the welfare system. We're
passionate about making social policy work

We help over 100 local authorities use their household level data to identify
vulnerable households, target support and track their interventions

Our benefit calculator engages over 10,000 people each day. We identify the
steps people can take to increase their income, lower their costs and build their
financial resilience

www.policyinpractice.co.uk



Agenda

What's happening to social and private rents compared to mortgages

What this means for the social housing sector

What this means for tenants on the lowest incomes

A look at how two housing providers are supporting their customers:
o Northern Ireland Housing Executive
o Community Housing Group

How the Better Off Calculator can help

o Q&A

o
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Today'’s speakers

Janet Harkin Jack Rowlands Julie Alexander Beverley Hiden Ed McNamara
Chief Marketing Officer Policy and Data Manager for Welfare Tenancy Sustainability Business Account
Policy in Practice Analyst Benefits and Financial Team Leader Manager
Policy in Practice Inclusion Community Housing Policy in Practice

Northern Ireland
Housing Executive
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Over to Jack
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Poll: What costs are you most frequently
contacted about?

9.
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Key cost of living changes

e 2023 has seen new records set for

rent rises, mortgage rate rises, and + 1 4 40/0 +36%

declines to household incomes
avg annual food inflation | annual gas price inflation

e For those on the highest incomes, since 2021 since 2022
inflation is around 9.2%, for the
lowest itis 12.1% 11 F
° -4.3% 4 million

e Of households in the bottom 40% of

incomes, 20% report borrowing to decline in real post-tax mortgage holders
av for e,ssentials (JRF) household income - exposed to a rate rise in
pay largest on record (1956) 2023

* JRF, Jul 2023
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Inflation has put pressure on tenants and providers

Growth in social and private rents, compared to average 2 year
mortgage rates

== Regulated social rent change == Private rent inflation == Average interest rate, 2 yr fix

7.5%

e ONS private rent index
showed this month that
private rents recorded the
fastest growth since the
index began (5.1%)

e This doesn’t exclusively
reflect the cost of new rents,
which are far higher

e In England (and to different
degrees in rUK) social rents
are allowed to increase by
up to 7% in 2023-24 2.5% 2016 2018 2020 2022

5.0%

2.5%

0.0%

Year
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The social housing sector depends on a functioning private market

d One London borough has been unable to Unsold private homes on council-owned

sign off new social properties because they deve.lo.pment make affordable housing &
) ] . provision ‘unviable’
are dependent on selling private properties

On the Same estate riis,ortsSimonAIIin,LocalDemocracyReporter
e Sales in the private market are being hit by |

the mortgage crisis

23 June 2023

A London council is warning of a collapse in affordable housing delivery after revealing it has
been unable to sell properties designed to fund lower-cost homes.

The civic centre wants the government to stump up more cash for housebuilding as it claimed
the cross-subsidy model - where it uses the sale of private homes to help fund affordable
housing - is becoming “increasingly unviable”.

www.policyinpractice.co.uk




The TA crisis deepens

Stats out this week on increases in Temporary
Accommodation show increases across the board

e +1% in Scotland »
e +7% in London P

o S R
e +7.5% in Northern Ireland > il o
e +11% in Worcester " RROPE L
e +10% in England g | %f' 5
o +19.7% in Wales - e

-
-43% 229%

Map data: © Crown copyright and database right 2022 - Created with Datawrapper
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The LHA freeze means few on HB can now afford their rent

e \We worked with Savills and the

London School of Economics on a 1 01 ,300 £1 6bn

project for London Councils that ) holds in TA by English '
. g o . ousenolas In N spent by Englisn councils
identified only 2.3% of advertised England on TA

rents in London were within LHA

rates 05m/11%  18%

o of rents™
e Across England Zoopla and Crisis
found this was at 4% households having LHA on average only
benefit deducted due to covers the lowest

bedroom tax

* JRF, Jul 2023

o
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Unclaimed benefits can cover some of these cost increases

e In an environment of higher interest
rates and maintenance costs, you
can’t prevent housing costs going up

e However you can manage some of
the increase by ensuring residents
receive the support they are already
entitled to

e Much support is related to household
costs such as water and broadband
tariffs

£7.6bn

unclaimed Universal
Credit

£2.9bn

unclaimed Council Tax
support

£0.9m

unclaimed pension age
housing benefit

£2.2bn

unclaimed water,
broadband and other
benefits

o
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Over to Julie
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Housing
Executive

How the Northern Ireland Housing Executive is
boosting the financial strength of customers
during the cost of living crisis

Julie Alexander
Welfare Benefits & Financial Inclusion



Housing .
Executive Overview

* Introduction to NIHE

* Background to development
of financial support services

* Current provision

* Future plans

* Case studies



g:g%ﬁm!el Northern Ireland Housing Executive
More than a Landlord

Landlord Statutory Functions

» 85,000 general needs properties * Homelessness

* £350 million collectable income * Common waiting list

e 11 directly managed * Social Housing Development Programme
homelessness hostels e Administration of Housing Benefit

* 6,000 leasehold flats * Supporting People Programme

e All areas of NI * Home Energy Conservation Authority

(HECA)



Pecd  Frontline Service Delivery

Tenants Homelessness
* 250 Patch Managers e 210 Housing Advisors
* Tenancy management * Assessment of needs
* Debt prevention and early intervention * Housing options
* 110 Income Collection Officers * Temporary accommodation placements
e Arrears recovery
e Court Action * 3 Financial Inclusion Managers
* Financial Inclusion Team * Homelessness prevention
* 4 Financial Inclusion Managers * Tenancy readiness

* 3 Deputy Financial Inclusion Managers



Housing Financial Pressures on Customers

Executive
Cost of
Benefit Universal Living
Cap Credit Crisis

(May 2016) (Sept 2017) (2022)

‘Bedroom Covid-19 ucC
Tax’ (March 2020) Managed
(Feb 2017) Migration

(Apr 23)



Housing
Executive

Financial
Capability
(pre 2020)

NIHE Response

Expansion of

PiP Better Off Financial
Calculator Inclusion Team

(Jan 2021) +4
(2022)

3 x Financial Making Your
Inclusion Money work
Managers Service
(Jan 2020) (trial 2020)

Roll out of
Making Your
Money Work

Service

(Jan 2023




Housing
Executive

Financial Inclusion Interventions 2022/23
6298 MYMW services offered to tenants

2675 (42.5%) MYMW services accepted by tenants

1734 / 64.8% of accepted cases were referrals to a Financial
Inclusion Manager

35.2% of MYMW Financial Inclusion interventions delivered by frontline staff
including Benefit Calculations, budgeting advice, referrals to external advice
and support services.

Just under £1.4 million generated in extra benefit income for
Housing Executive tenants



Housing
Executive

Most common reasons
tenants engage with Housing
Executive Financial Inclusion

services

Problems

The Cost With
of Living Unlver.sal
Credit

Mixed Age
Couples



Housing |MPacts — Benefit & Budgeting
Executve Calculator

i Since implementation with all frontline staff in January 2021: _
i 5,400 calculations opened _
i >£3.5 million in additional benefits entitlement _
i £850K in additional income to rent accounts from HB & UC _
i Positive impact on 53% of rent accounts _




Housing
Executlve Impacts — Financial Inclusion Team

[Reacﬂve ]

e >7,000 Referrals from frontline staff
e Those ‘obviously’ struggling

[Proacﬁve ]

e Targeting of services
* More services delivered in-house
e Greater provision of face-to-face advice
e Meeting needs of vulnerable customers

e Working with community based networks to identify and plug gaps in
service provision




Housing Financial Inclusion Strategy 2023—2028
Executive

Our Vision:
All tenants and housing customers are financially resilient

Prevention
Our Aim:
Financial inclusion is embedded into as many
customer-focused services as possible -
Priority
Our Objectives:
1. Maximise income
Promote financial flexibility Potential

2.
3. Open doors to better finances
4 Communication and information



Housing Cost of Living Plan
Executive

The Housing Executive are Addressing the Cost of Living across a Number of
Different areas including:

* Administering an in-house Energy Advice Line, the Oil Buying Network, and
the Affordable Warmth and Boiler Replacement schemes

e Administering DHP budget

* Financial Inclusion and Making Your Money Work Services

* Retrofitting schemes

* Heating system upgrades and replacements

e Tenancy Sustainment Action Plan, under which we are exploring:
* Hoarding support, intensive tenancy sustainment measures, affordable mattresses,
frontline mental health awareness training, new energy-conscious starter packs,
energy cost support, employability and skills development support.



Housin .
Peoitd - Case Studies

* Pension aged couple struggling to pay £90 per week rent. Found to have
additional entitlement to Attendance Allowance, Pension Credit and full
Housing Benefit — better off by £1,547 per month/£18,567K per year

e Customer in work and receiving Tax Credits; in serious rent arrears (£4K).
Reported that if she paid rent, she would be left with only £298 per month
to pay bills and buy food for family. Calculation showed she would be better
off on UC by £518 per month/£6,216 per year in personal allowances plus
entitlement to full housing costs element for rent



Executive Case Studies

* Pension aged couple struggling to pay rent and subject to deductions from
state pension due to rent arrears. Found to have entitlement to Carers’
Allowance, Pension Credit and, consequently, full Housing Benefit. Better
off by £849 per month/£10,197 per year.

* Working single parent with disabled child on UC but struggling with increase
in cost of living. Found to be better off by £984 per month/£11,808 per year
in child DLA, disabled child element and carers’ elements of UC.



Housin .
Peoitd - Case Studies

* Single parent, recently separated and struggling to pay rent alone. The
tenant has three children and earns approximately £1,200 per month. She
had assumed she was not entitled to benefits due to working and was only
receiving tax credits of £39 per week. A UC calculation revealed entitlement
to £1,125 per month. The tenant was also advised to apply for PIP due to her
own ongoing health problems and DLA for her daughter who has an autism
diagnosis which were both subsequently awarded.



Over to Beverley
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CO UNITY

HOUSING

Tenancy sustainability team

e 1 Team leader, 2 Tenancy sustainability advisors, formed 1 June 2022
e We have supported and given advice to 2,150 customers
® Increased annual income for those customers by £4.1million

OUR VALUES

Expertise Communicate ~ Together



CO UNITY

HOUSING

Phase 1

® More focus on income maximisation from the start of customer
journey

® Pre-allocation: financial check and TS support with benefits etc
e Referrals from income team: arrears and non arrears cases
e Neighbourhood officer input

OUR VALUES



CO UNITY

HOUSING

Phase 2

Drop-in advice sessions

Energy awareness training

Customers who have gas supply capped

Wellbeing fund applications (670 applications)

Food parcel requests

Under 25s- collaboration with LA

Connexions project-extra support for care leavers

Community walkabouts-COL, ILMT OUR VALUES

Expertise Communicate ~ Together



COMYNUNITY

HOUSING

Weekly increase

ucC 268 cLims

HB 169 claim

CTR 272 claims

PIP 144 claims (51 outstanding)

PC 61 claims
AA 57 claims
DLA 28 claims thqusands £

0 5 10 15 20 25 30 35 40



CO UNITY

HOUSING

Lump sum payments

® Discretionary Housing Payments £56k
® Energy bills support scheme £159k
® Backdated benefits, charity payments and HSF energy grants £110k

OUR VALUES



CO UNITY

HOUSING

Data analysis

® 6000 tenancies, 50% of those are tenants age 55 and over
® We are currently collecting customer declaration of vulnerabilities
to assess this breakdown further

OUR VALUES

Responsible Equali Support Passion Expertise ~ Communicate ~ Together



CO UNITY

HOUSING

Moving forward

e Develop reporting services to utilise the data we have — reaching ‘silent’
customers

e CEarlier intervention on arrears cases

e A targeted Pension Credit campaign

e Offer support to families with UC migration- planned Autumn 2023

OUR VALUES

DO D
R\ 'u\ualiry/\sun stmc\_/\ TTTTTT



CO UNITY

HOUSING

My top tips for leading a successful TS team

® Recruit the right people for your team

® Aim high-believe in what you can achieve

e Work well with other teams, work together as much as possible

® Promote promote promote. Have a presence in the community

e Understand your tenants and the demographic

e \Work well with partners, liaise and share working practices

® Enjoy your outcomes and results. Share successes S
QYOYLYY



Over to Ed
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Better Off Calculator demonstration

OMoat e e Self serve

Name / Reference:
Better Off Calculator e Empower tenants

=+ Duplicate scenario Wlth flnanCIa”y

Household details Property details Income and earnings Results Budget S u Sta I n a b I I Ity

. . uick summar
Personal information Q y

Name / Reference . Deal With riSing

You can enter your name or reference number here, or leave this blank if you'd Property details

like to remain anonymous. demand y receive
Income and earnings

information in
advance of meetings

Please enter your current address @ Need help?
Current situation average Edit
- Edit

o
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Case management system

Management and Reporting ¥ My Cases ¥ Help Welcome Ed McNamara ~ o Pass po rt i nfo rm ation
across teams

Better Off Calculator

Cases
(13 ”
e “Tell me once

Nina Jones n

Case name Createdon v Created by Case history Load case Delete case

Nina Jones 24/07/202316:36:33 Joe Hollingworth n
LK « » »»

e Integrate with your
internal HMS or
CRM to prevent
double keying

[E] Need help?

Policy in Practice  Privacy policy  Accessibility statement

o
www.policyinpractice.co.uk




Fast and easy to use interface

Household details Property details

Personal information

Name / Reference

Income and earnings

Results

Budget

You can enter your name or reference number here, or leave this blank if you'd

like to remain anonymous.

Address

Please enter your current address

Email

Please enter your email address

Relationship status

Single ° Couple

Quick summary
Property details
Income and earnings
Results

Budget

Current situation average di

£368.74
Total income

Weekly @ WMonthly

Action plan

=~

Add actions

Show actions

E] Need help?

Bespoke application
form

Streamlined
intelligent
questioning

Designed for both
benefit experts and
non-benefit experts

www.policyinpractice.co.uk




Accurate income maximisation support

Quick summary

Household details v . EnCompaSSing aII

Property details v

g statutory benefits, legacy
and UC

Budget

Your average monthly income is

Your household information indicates that any new benefit claim will be for Universal
Credit.

Click here if you would like to see the results under the Legacy system. B R
Current situation average Edit
This amount does not show any deductions from your benefits as sanctions, as

£2164.47 £510.25 S d n
repayment of overpayments or loans, or as payment to your landlord. . f
Total income After costs u ppo rte O te

For your information, your rent is 73% of your household income

Is this customer eligible for the Priority Service Register? wesily [I n eg I ected CO h O rtS S u Ch

Disability Benefits (PIP, DLA and AA), Child Benefit, Tax Credits and Pension Credit are

usually paid four weekly therefore the amount you receive may differ to what you see t d t d -

on the calculator. You an choose to view weekly amounts using the buttons on the right. Action p|,3n as S u en S an non
UK nationals

= Average income breakdown [ Show actions }

Breakdown for Universal Credit

Need a bank account?
Universal Credit

Wh have a basic bank t, T 'I d t' bl t p
= R ¢ lallorea actionable steps
’ benefits and any other income. Need help?
for the tennant

Child henefit

www.policyinpractice.co.uk




Additional cost of living supports are flagged up

20 Additional support

ST e Additional support tailored to
elp with your Dills
¢ e individual circumstances

» Warm Homes Discount

+ Sneov o e Collaboration with private

» Severn Trent Social Tariff

Help with your Council Tax SeCtor Su pport

» Single Persons Discount for Council Tax

» _Council Tax Reduction

Help with other costs e Holistic income maximisation
o support

Help if you have children

» Healthy Start

Help with education and workina

o
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Budgeting analysis and support

—  Cost summary & savings Compare costs with similar

households e Visualise tenant spending

» Find out more -
Compared to similar households, you could save £191.56 h a b I tS
Your Costs £1614.19

Car costs You spend £91.12 per month more than
similar households
3.53% \ .
2.43% Internet You spend £9.53 per month more than . Sensltlvely analyse areas Of
14.31% similar households
. .
- potential overspending
21084 - 49.78% phones similar households
1.24% ’
Groceries You spend £28.15 per month more than
13.32% similar households . .
e Provide sustainable
0.65% Alcohol You spend £5.11 per month more than
9.67% similar households .
, budgeting plans to prevent
D Home and contents @ Utilities Care and health Transport and travel Debt You spend £54.18 per month more than
@ Pension and insurance @ Communication and leisure Food and housekeeping

further arrears

www.policyinpractice.co.uk




Building customers’ incomes can avoid housing crises

e Housing and other costs are going up across the board and it’s unlikely that the LHA
rate will be going up any time soon

e Housing providers need to look at providing holistic support to help customers to
secure and maintain their tenancies

e With £19 billion of support unclaimed each year there is money on the table

e Housing providers can follow the best practice of organisations like NIHE and
Community Housing to help people to stay in their homes

o
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Questions and answers

9.
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Next steps

Take our very short survey when the webinar ends to:
e Give us feedback (thank you) and ask further questions of our speakers
e Request a follow up call to talk about how the solutions shown could help you

Register for our next webinar: What the latest energy price cap will mean for low income
families this winter on Wednesday 30 August

Watch: Better Off Calculator to support budgeting and maximise income

Watch: LIFT to identify vulnerability, target support and track change
Download: product brochure

o
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https://policyinpractice.co.uk/housing-sector/
https://policyinpractice.co.uk/local-authority-sector/

Thank you

Julie Alexander, Northern Ireland Housing Executive
Beverley Hiden, Community Housing Group

Jack Rowlands, Policy in Practice
Ed McNamara, Policy in Practice

hello@policyinpractice.co.uk
0330 088 9242
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