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Housekeeping 

● Audio check
● Please ask questions throughout
● Short survey
● Aim to finish by 11.45 
● Slides and recording will follow
● Connect with us on X @policy_practice and LinkedIn
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Today’s speakers

Richard Jones
Senior Policy and 
Welfare Analyst, 
Policy in Practice

Cheryl Bickerdyke
Arrears Recovery 

Manager,
Jigsaw Homes 

Yvonne Smith
Early Intervention 

Officer,
Jigsaw Homes 
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Agenda
● Housekeeping remarks: Karine Tollari, Growth Marketing Manager at Policy 

in Practice
● Understanding income volatility: Richard Jones, Senior Policy and Welfare 

Analyst at Policy in Practice
● Collaboration and digital inclusion: Helen Burgess, Managing Director at 

Pocket Power
● The real life impact of early intervention: Cheryl Bickerdyke, Arrears 

Collection Manager, Jigsaw Homes Group
● New approaches to housing support: Ed Mcnamara, Software Account 

Manager at Policy in Practice
● Open discussion and Q&A
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Senior Policy and Welfare,
Policy in Practice

Richard Jones



policyinpractice.co.uk

Understanding income

➤ Sanctions and deductions

➤ Income volatility

➤ Welfare reform

To understand why households fall into rent arrears, we need to 
understand:
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Sanctions and deductions

Universal Credit should be a foundation of financial 
stability, not a source of sudden shocks. Too often, what 
people actually receive falls far short of their 
entitlement. This gap isn’t just unfair, it’s driving up 
poverty, stress and housing insecurity. Our research 
shows that deductions and sanctions are leaving far too 
many households unable to meet even their most basic 
needs.

Rory Ewan, Policy in Practice
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Income volatility

➤ Income volatility describes 
how household income in 
one assessment period 
increases or decreases 
compared to the annualised 
average income the 
household receives across 
the year.
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Welfare reform

➤ The upcoming welfare reforms 
don’t just mean reduced benefit 
income, there are a range of 
complex impacts resulting from 
loss off passported entitlement, 
exposure to various deductions, 
and increased conditionality, 
meaning a far greater risk of 
income volatility



policyinpractice.co.uk

Managing Director,
Pocket Power

Helen Burgess
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Arrears Recovery Manager,
Jigsaw Homes Group

Cheryl Bickerdyke

Early Intervention Officer,
Jigsaw Homes Group

Yvonne Smith
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Jigsaw Homes & Early Intervention Team

➤ Introduction
➤ Development of the Affordability Assessment 

feature and the Better Off Calculator
➤ Proactive approaches:

- 6 weeks of tenancy and early intervention
- Automated communications from the 

Affordability Assessment
- Continued support post-lettings

Background
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Jigsaw Homes

➤ Referral to the Benefits Advice team following an 
Affordability Assessment

➤ Customer experienced a recent bereavement and was also 
admitted to hospital 

➤ The affordability Assessment identified unclaimed 
benefits

➤ Full benefits assessment completed by the money advice 
teams

Case Study: Background
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Jigsaw Homes

➤ Universal Credit Personal Allowance - £5,170
➤ Universal Credit Housing Element - £3,789
➤ Universal Credit LCWRA - £5,079
➤  Council Tax Support - £976.50
➤  Bereavement Support Payment - £7,700

Total Impact: 

£22,716 annually or £1,893 monthly

Case Study: Impact
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New approaches to housing support

Ed McNamara
Software Account Manager,
Policy in Practice
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Affordability Assessment

➤ Model your housing affordability 
criteria into the Better Off Calculator

➤ Provide a RAG (red, amber, green) 
rating on tenant affordability

➤ Proactively identify tenant 
vulnerabilities that require immediate 
support
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Universal Housing Form  

➤ Singular application used by all 
departments to collect, process, and 
support tenants. From lettings, to 
allocation, to income, to arrears.

➤ Preventative approach rather than 
reacting to arrears, focusing on 
providing income maximisation 
pre-lettings

➤ Improved insight and efficiency by 
creating a singular point of data 
collection across departments
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Integration

Incorporating the services and capabilities 
of providers into a singular application and 
creating warmer referrals with triage 
organisations

Holistic applications and “Apply Once”
Apply Once

Apply directly for support from the Better Off Calculator
● No repetition for customer
● Less paperwork for advisors
● Better administration for companies
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Proactive approach in collaboration with 
councils

Data led 
decision 
making 

Targeted 
support

Local 
authorities 

identify 
people 
missing 

out in LIFT

D
EM

O
 D

A
TA

Housing 
associations 

rent data
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Discussion and Q&A



policyinpractice.co.uk

Next steps
If you have more questions or are keen to collaborate, 
feel free to book a chat with us using the QR code or the link in the chat

Register for our next free webinar: 
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Thank you to our guest speakers

Helen Burgess, Managing Director, Pocket Power
Cheryl Bickerdyke, Arrears Recovery Manager, Jigsaw Homes Group
Yvonne Smith, Early Intervention Officer, Jigsaw Homes Group

hello@policyinpractice.co.uk
0330 088 9242


