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1.0 EXECUTIVE SUMMARY 
1.1 This report provides an update for review and comment by the Policy and 

Accountability Committee on the following areas: 
 

 Rough Sleeping 

 Implementing the Homelessness Reduction Act 2018 

 Temporary Accommodation and Private Rented Sector 

 Sheltered Housing, doing things with residents, not to them – 
Resident Led Decision Making 
  

2.0 ROUGH SLEEPING 
2.1 Sleeping rough is very rarely an active choice; the causes are multiple and 

people’s circumstances unique but often a result of a combination of structural 
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and personal issues. As a compassionate council, H&F is determined to 
reduce and eventually end rough sleeping in the borough. To help us achieve 
this policy priority, an expert-led Rough Sleeping Commission was 
established in 2017, chaired by Jon Sparkes (Chief Executive CRISIS). Jon 
was supported by a number of commissioners with a range of experience of 
delivering services to rough sleepers. The views of 108 people with 
experience of rough sleeping and homelessness were obtained by 
independent peer researchers, also with lived experience of homelessness. 

 
2.2 The Commission reviewed local services; took evidence from homeless 

people and professionals working in the local voluntary and statutory sectors; 
and reviewed international and national best practice. The Commission 
concluded H&F was well-placed to significantly reduce and ultimately end 
rough sleeping in the borough, while calling upon central government to 
change and mitigate the impact of Welfare Reform; increase the supply of 
affordable housing and ensure adequate funding for the implementation of the 
Homelessness Reduction Act. 

 
2.3 The Commission’s report included twenty-nine recommendations for 

implementation by the Council, regional bodies and central government. The 
Cabinet fully endorsed all recommendations in January 2018.  A Delivery 
Board is established to oversee the implementation of the Commission’s 
recommendations. A Partnership Board involving a wide range of statutory 
and voluntary agencies as well as people with lived experience of 
homelessness is established and well-attended. The Partnership Board acts 
as a critical friend to the council in delivering our objective to end rough 
sleeping. 

 
Voice of Rough Sleepers 

2.4 As part of the Rough Sleeping Commission, the views of 108 people who 
were either currently homeless or had previous experience of rough sleeping 
were sought. Homeless people told us: 

 

 There was a strong message that no one wanted to sleep rough. Participants 
were asked what it would take to help them move away from rough sleeping 
and the most common response was to have a home, two thirds mentioned 
(affordable) accommodation.  

 Living in a hostel can be challenging. Time spent in a hostel should be short 
and with a real prospect of a home at the end. 

 We need more support to end our rough sleeping. 

 The benefits system is making it worse and causing homelessness. 
 
 
2.5 The table below provides an update on the progress made towards delivering 

the Commission’s recommendations for the Council. 
 
 
 
 
 



 
 

Recommendations for the 
Council 

Action to date Status 

Adopting a No First Night 
Out (NFNO) approach to 
prevent rough sleeping 
 

We are developing an interview 
checklist for housing advisers to 
better identify when a person is at risk 
of rough sleeping. 

Amber 

Involve the public in tackling 
rough sleeping  

Hackathon December 2018; 
Alternative Giving Scheme campaign. 

Green 

Work with local 
prisons/probation teams to 
ensure no one sleeps rough 
when they leave prison.  
 

A workshop in the autumn will bring 
all the relevant professionals together 
to identify solutions to improve 
pathways for people leaving prison. 

Amber 

Provide urgent support to 
private tenants who are at risk 
of rough sleeping. 

Floating support and tenancy 
sustainment services are in place. 

Green 

Enable voluntary sector to 
organise and design day 
services around the experience 
of rough sleepers. 

Partnership Board is considering 
options to strengthen local day 
services for rough sleepers. 

Green 

Ensure there are sufficient 
number of outreach workers to 
support people off the streets. 

A new GLA service to follow up 
referrals to Streetlink will free up 
capacity in the outreach team. 

Green 

Provide legal advice for people 
at risk of rough sleeping. 

We are mapping advice services and 
with the partnership board and advice 
forum will develop proposals to 
increase access. 

Amber 

Develop an emergency “crash 
pad” service for people who 
cannot access hostel or other 
accommodation options.  

An emergency night support service 
for up to 8 rough sleepers started in 
July 2019. 

Green 

Increase the availability of 
Housing First and ensure 
people can access private 
rented and social housing. 

Housing First is expanded for twelve 
people. 

Green 

Ensure NHS is involved in 
commissioning Housing First. 

NHS commissioners attend 
Partnership Board. Developing the 
business case for NHS investment in 

Housing First. 

Amber 

Engage people with 
experience of homelessness in 
commissioning & delivering 
services. 

A recent exercise engaged the views 
of 49 residents with experience of 
homelessness. Their views will help 
share future services. 

Green 

Provide shared 
accommodation solutions for 
younger adults. 

Housing and Children’s Services 
colleagues are working together to 
deliver more in-borough housing 
options for young people. 

Green 

Ensure regeneration and 
development provides more 
housing solutions for homeless 
people. 

A Supported Housing board task & 
Finish group is established to develop 
a supported housing delivery plan. 

Green 

 
 
 



 
 

Rough Sleeping – Scale of the Problem 
2.6 There are several ways we officially count the number of rough sleepers in 

England.  
 

A) Annual street count or estimate - In autumn 2018, figures show 4,677 
people were found sleeping rough in England on a single night. This is 
down by 74 (2%) from the autumn 2017 total of 4,751, and up by 2,909 
(165%) from the autumn 2010 total of 1,768.   

  
Of this total, 1,283 people were sleeping rough in London in autumn 2018. 
This is an increase of 13% from 1,137 in autumn 2017. London accounted 
for 27% of the total figure for England, compared to 24% in 2017, and 23% 
in 2016.   

 
B) CHAIN1 data – The CHAIN database captures the total numbers of 

verified rough sleepers that have had contact with the outreach teams who 
work with rough sleepers, throughout the year. 

 
Rough Sleeping in H&F 

2.7  In H&F, the numbers of people of rough sleepers counted on a single night 
each autumn is outlined below. The numbers have been relatively small but of 
concern is the size of the increase (130%) in 2018-19.  Appendix 1 shows the 
numbers counted in November 2018 for all London boroughs. While there 
was a significant percentage increase in 2018, H&F is still ranked 25/33 
boroughs (1/33 being the borough with the highest number). 

 
Annual Rough Sleeper Count Data 

 

2010 2011 2012 2013 2014 2015 2016 2017 2018 

15 8 8 10 8 5 6 5 12 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                            
1
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Annual CHAIN data – No. of individual rough sleepers in H&F 

 

 
 
2.8 The annual CHAIN data shows an 18% increase in London as a whole, 

however, in H&F there was has been a 30% reduction in the number of rough 
sleepers counted throughout 2018/19 compared to 2016/17; while we are very 
pleased with this significant reduction but know we face a number of 
challenges in continuing to reduce the numbers and to eventually meet our 
target of ending rough sleeping. Table 2 in Appendix 1 shows the picture for 
London as a whole. 

 
2.9 The CHAIN data distinguishes between different categories of rough sleepers 

as follows: 
 
 
Category Description 

Flow People who have never been seen rough sleeping before 
2018/19, i.e. new rough sleepers 

Stock People who were seen rough sleeping in 2017/18 i.e. those 
seen across a minimum of two consecutive years 

Returner People who were first seen rough sleeping before 2017/18 but 
not seen during 2017/18 (i.e. those who have had a gap in 
their rough sleeping histories) 

 
Breakdown of H&F Rough Sleepers in 2018-19 
 
Category 2018/19 2017/18 

Flow 88 (52%) 117 (58%) 

Stock 45 (26%) 48 (24%) 

Returner 38 (22%) 37 (18%) 

Total 171 (100%) 202 (100%) 

 
2.10 There has been a reduction in the proportion of new rough sleepers in the 

borough; 44% of people who were new rough sleepers had been in settled 
accommodation prior to sleeping rough for the first time, with 34% (29 people) 
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having to leave private rented accommodation. There has been a small 
increase in the proportion of former rough sleepers who are rough sleeping 
again. Our strategy will focus on improving prevention and early intervention 
through better information, signposting and partnership working.  

 
People seen rough sleeping in H&F in 2018-19, by gender 
 

 
 
2.11 The proportion of male:female rough sleepers has broadly stayed the same 

over the last few years. However, our needs assessments tell us that female 
rough sleepers face additional challenges and vulnerabilities and local 
services must be able to better respond to the needs of female rough 
sleepers. We will seek to address this in 2019-20 when we recommission a 
range of rough sleeper services. 

 
 
 
 
People seen rough sleeping in H&F in 2018-19, by age 
 

 
 

Male, 150, 88% 

Female, 21, 
12% 

18 - 25 years, 19, 
11% 

26 - 35 years, 41, 
24% 

36 - 45 years, 44, 
26% 

46 - 55 years, 50, 
29% 

Over 55 years, 17, 
10% 



 
 

2.12 There have been no significant changes to the ages of rough sleepers in the 
borough over the last few years. We are pleased that in the last two years 
there hasn’t been any rough sleepers under 18 years. The Commission 
highlighted the effective work of Children’s Service to prevent care leavers 
becoming homeless. 

 
People seen rough sleeping in H&F in 201819, by nationality 
 

 
 
2.13 Compared to 2017-18 there was a reduction in the proportion of UK national 

rough sleepers in the borough; from 61% to 52%. There was an increase in 
the proportion of rough sleepers from Central and Eastern European countries 
from 14% in 2017-18 to 21% in 2018-19.  There is an increasing issue of 
rough sleepers with no recourse to public funds. 

 
New Rough Sleeper Initiatives 

2.14 We have been successful in securing various short-term funding from the 

Ministry for Housing and Local Government (MHCLG). New initiatives include: 

i. An emergency night support service for up to eight rough sleepers who 

cannot access other forms of accommodation. This is a key Commission 

recommendation and will enable the outreach team to be able to offer rough 

sleepers an immediate route off the streets. 

ii. Expansion of the innovative Housing First service for an additional six rough 

sleepers. Notting Hill Housing has agreed to provide some self-contained 

units for Housing First, including out of borough, where a resident requests 

this.  

iii. Two rough sleeping navigator posts employed by St Mungo’s to work 

intensively with rough sleepers or people at risk of rough sleeping. Navigators 

will provide intensive support and co-ordinate referrals into a range of 

services. This will assist up to 35-40 people in twelve months. 

UK, 89, 52% 

CEE, 36, 21% 

Other Europe 
(EEA), 12, 7% 

Other Europe 
(Non-EEA), 1, 1% 

Africa, 26, 15% 

Asia, 5, 3% Americas, 1, 1% 



 
 

iv. A Rough Sleeping Co-ordinator employed by the council to co-ordinate all 

the various initiatives and to ensure a co-ordinated and holistic approach 

across council departments and our partners. 

v. Severe Weather Emergency Protocol (SWEP) – We are more used to thinking 

about an action plan for the cold weather for rough sleepers, but the hot 

weather can pose as many, if not more risks to rough sleepers who may be 

using drugs and/or alcohol, have underlying health conditions and exposed to 

heat. We have implemented emergency action plans in recent extreme 

weather periods including, extra outreach shifts; distributing water, hats, sun 

cream and encouraging people to attend day centres and other indoor 

services in the hottest parts of the day. 

vi. Cold Weather Fund – We have funding to pay the accommodation costs for 

twelve people with no recourse to public funds until 31.3.20. While people are 

in the accommodation we are supporting them to find work and address their 

support needs so they can work and move away from rough sleeping. 

vii. Homeless Hospital Discharge co-ordinator – a three-month post based in 

Charing Cross Hospital to provide advocacy for homeless patients; establish 

protocols for the early identification and co-ordination of care and support for 

homeless patients; to reduce delayed discharges. 

 

2.15 While we are delighted to be able to deliver new services to support rough 

sleepers and to help reduce the numbers, short-term funding can pose the 

following issues; recruitment challenges; mobilising new services in short time 

scales and once services are established and delivering good outcomes for 

residents, the funding can end. We, along with many other London boroughs, 

are lobbying the MHCLG to have more long-term funding arrangements to 

ensure greater service continuity. 

 

  Commissioning & Procurement Strategy 

2.16 In 2019-20, eight contracts delivering rough sleeper services are expiring. The 

procurement strategy for future services will be taken to the Cabinet in 

February 2020. These contracts include: 

 

o 110 units of supported housing for rough sleepers 

o The street outreach team  

o Housing First 

o Homeless health inclusion services. 

 

2.17  We are proposing consolidating future contracts to redirect staffing resources 

from management to frontline staff and reduce transactional costs; 

remodelling supported housing to increase accommodation options for 

women with complex needs and improving our assessment service. 

 



 
 

2.18 We have carried out extensive resident engagement; 49 residents attended 

either a focus group and/or completed a questionnaire and their views will 

help shape the future service specifications and will be reported in full to the 

Cabinet in February 2020. 

Alternative Giving Scheme – Small Tap Big Change 

2.19 On 23/10/19 an innovative initiative was launched by the Hammersmith BID to 

raise public awareness about homelessness and money for four local 

charities working with homeless people (Barons Court Project, Upper Room, 

Glass Door, St Andrews).  

 

2.20 Businesses on King St will host the tap machines for people to donate. The 

BID is also confident that as well as members of the public donating, 

businesses will donate as part of their CSR plans. We will be publicising this 

initiative on the intranet and aim to host machines in council offices. 

 

2.21 To date £4500 has been raised. 

 

  



 
 

Appendix 1 
Table 1 Rough Sleeping Street Count November 2018 – London Boroughs Ranked  

 

Local 
authority  

2016 2017 2018 
% change 

2017 to 
2018 

2018 rough 
sleeping rate 
(per 10,000 

households) 

 Greater 
London 
Total: 2016 2017 2018 

0% 

  
1 Westminster 260 217 306 41% 26.4 

2 Camden 17 127 141 11% 13.0 

3 Newham 41 76 79 4% 7.0 

4 Enfield 6 9 78 767% 6.0 

5 Hillingdon 28 36 70 94% 6.4 

6 City of London 50 36 67 86% 189.6 

7 Lambeth 17 34 50 47% 3.6 

8 Southwark 32 44 47 7% 3.6 

9 Islington 11 27 43 59% 4.1 

10 Ealing 27 62 33 -47% 2.6 

11 Haringey 29 43 32 -26% 2.9 

12 Brent 24 29 30 3% 2.6 

13 Redbridge 60 65 26 -60% 2.4 

14 Wandsworth 5 13 25 92% 1.9 

15 Barnet 22 21 24 14% 1.6 

16 Hackney 17 18 23 28% 2.0 

17 Kingston upon 
Thames 23 27 23 -15% 

3.3 

18 Merton 11 5 23 360% 2.9 

19 Waltham 
Forest 47 44 22 -50% 

2.1 

20 Kensington 
and Chelsea 14 20 20 0% 

2.6 

21 Hounslow 34 22 18 -18% 1.8 

22 Croydon 68 31 15 -52% 1.0 

23 Richmond 
upon Thames 19 19 14 -26% 

1.7 

24 Harrow 10 10 13 30% 1.5 

25 Hammersmith 
and Fulham 6 5 12 140% 

1.5 

26 Tower 
Hamlets* 11 21 10 -52% 

0.8 

27 Barking and 
Dagenham 5 0 9 900% 

1.2 

28 Greenwich 8 8 7 -13% 0.6 

29 Bromley 3 5 6 20% 0.4 

30 Bexley 11 16 5 -69% 0.5 

31 Lewisham* 16 22 5 -77% 0.4 

32 Sutton 8 3 5 67% 0.6 

33 Havering* 24 22 2 -91% 0.2 

 



 
 

Table 2 Annual CHAIN Data for all London Boroughs 

Borough  2015/16 2016/17 2017/18 2018/19 Change 
since 
2017/18 

No. 
Change 
since 
2015/16 

Westminster  2857 2767 2165 2512 347 -345 

Camden 641 702 784 815 31 174 

Newham  260 396 418 612 194 352 

City of London 440 379 348 441 93 1 

Southwark 372 318 309 435 126 63 

Ealing 287 243 358 382 24 95 

Lambeth 445 355 279 363 84 -82 

Tower 
Hamlets 

395 445 375 316 -59 -79 

Heathrow 241 200 52 283 231 42 

Islington 158 178 176 276 100 118 

Croydon 166 192 234 274 40 108 

Kensington & 
Chelsea 

230 211 229 265 36 35 

Haringey 135 146 212 253 41 118 

Brent 212 294 200 248 48 36 

Redbridge 222 219 239 214 -25 -8 

Hammersmith 
& Fulham 

241 246 202 171 -31 -70 

Lewisham 133 200 199 165 -34 32 

Hackney 148 134 171 163 -8 15 

Waltham 
Forest 

139 82 94 137 43 -2 

Richmond 133 105 107 128 21 -5 

Hillingdon 56 91 58 123 65 67 

Wandsworth 96 73 68 111 43 15 

Enfield 136 106 109 100 -9 -36 

Barnet 88 106 53 94 41 6 

Greenwich 110 91 94 91 -3 -19 

Hounslow 191 163 170 87 -83 -104 

Kingston upon 
Thames 

31 35 50 86 36 55 

Merton 49 40 24 57 33 8 

Barking & 
Dagenham 

32 49 40 49 9 17 

Sutton 35 49 34 49 15 14 

Bromley 47 57 47 47 0 0 

Bexley 26 22 19 32 13 6 

Havering 20 31 27 32 5 12 

Harrow 65 43 33 30 -3 -35 

Bus route 19 21 142 224 82 205 

Tube line 0 0 5 18 13 18 

 
 
 
 
 
 



 
 

3.0 Implementing the Homelessness Reduction Act 2017 
3.1 The Homelessness Reduction Act 2017 (‘The Act’) came into force in April 2018, 

changing the way that local authorities deliver homelessness services. The Act 
places a greater focus on providing meaningful assistance to a wider group of 
households; particularly single person households who were unlikely to be in priority 
need. Although the Council provided assistance to these households prior to the Act 
being implemented, formalising this arrangement through the statutory duties 
associated with it has only strengthened our work with single person households. 

 
3.2 We have developed our work with partners; particularly agencies who are likely to 

come into contact with households facing homelessness. This work has been 
supported by the Act which places a statutory obligation on a number of agencies to 
refer to the local authority housing departments if they come across households who 
are facing homelessness in the next 56 days. Dialogue with partners, initiated by 
their new statutory obligation to refer, has enabled us to develop these partners’ 
understanding of housing options, helping us to get out the message out about the 
realistic options many households have and to create a unified message to the 
resident. 

 
3.3 In the first year of the Act being implemented, we experienced an increase of 127% 

in the number of people approaching the council for housing assistance (from 1,235 
households in 2017/18 to 2,801 in 2018/19). Perhaps, more significantly, there was a 
dramatic increase in the number of homeless applications, up by 162%, (see table 1). 
The annual average over the past four years was 511, compared to 1,011 in 
2018/19. However, this hasn’t resulted in a significant increase in the number of 
cases where a homeless duty was accepted. 

 
 2014/15 2015/16 2016/17 2017/18 2018/19 

Total no. of Homeless Applicants 564 585 507 386 1,011 

Homelessness Main Duty Accepted 444 406 365 249 473 

 

Total no. on the Housing Register 
 (Snapshot of April each year) 

862 1,782 2,033 2,278 2,651 

…of who were homeless applicants 217 1,057 1,063 1,030 1,152 

…of who were non-homeless 
homeseekers 

301 345 514 614 741 

…of who were transfer applicants 344 380 456 634 758 

 Table 1: Breakdown of homeless applications and broader housing register applications 

 
3.4 During 2019, we have focused on ensuring our service is fit-for-purpose and 

that structures and processes meet the needs of our changing demographic 
including: 

 confirming the structure of the assessment and prevention service to 
better support our new statutory duties 

 carrying out an ‘Impact Sprint’ to make some tangible process 
improvements to enhance the customer journey and 

 developing our offer to support the new customer service centre at 145 
King Street. 

 
 



 
 

Assessment and Prevention Service Structure 
3.5 In quarters 1-2 of 2019, we reviewed our service structure to ensure that we 

are set up to respond to the changing nature of our work. 
 
3.6 Because of the increase in the number of single person households 

approaching for housing assistance, we needed a more flexible approach to 
casework. Previously, advisers worked in either the singles or the families 
team, only picking up cases that were either singles or families. This 
arrangement was not flexible enough to respond to the increase in single 
household approaches. The new structure means that all advisers are now 
equipped to pick up single or family households which provides the flexibility 
needed to deliver a responsive service at 145 King Street. 

 
3.7 The new structure also replaced three generic housing adviser posts with 

dedicated supported housing adviser posts to improve our use of supported 
housing; an integral part of the housing offer for single person households on 
which much of our homelessness prevention work for the cohort relies. 

  
 The ‘Impact Sprint’ 
3.8 To complement the structural changes, in Summer 2019, we also carried out 

an intensive piece of service design work which we called an ‘Impact Sprint’. 
Impact Sprints are highly structured and facilitated, fast-paced change 
initiatives that bring together a team of people from across the system of work 
to come together as one team for a relatively short period of time (in this case, 
2 weeks) focusing only on making improvements happen. 

 
3.9 Outputs from the sprint included: 

 an online self-assessment tool to enable residents to identify the housing 
support they can expect if they are at risk of homelessness without visiting 
145 King Street 

 a one-page guide for residents explaining a typical journey through the 
service and their potential housing options and 

 a quicker process on the front line to ensure people who presented as 
homeless on the day were dealt with more quickly, reducing hand-offs and 
improving flow through the service. 

 
3.10 In addition to the tangible improvements made by the group during the 2-week 

period, the approach created a sense of comradery and shared purpose 
across the service. Staff involved in the sprint reported that the approach 
helped them to better understand their colleagues’ roles and that they were 
inspired by the amount of progress that was made in such a short amount of 
time. 

 
3.11 The quicker process for residents who present as homeless on the day helped 

us to prepare for the new model customer service centre which opened at 145 
King Street on 2 September 2019. 

 
3.12 The Council’s new centre brought together over 30 customer-facing services 

into one place. Because 145 King Street was previously the centre for 
housing, homelessness and social care, the addition of many other services 

https://lbhf-self.achieveservice.com/AchieveForms/?mode=fill&consentMessage=yes&form_uri=sandbox-publish://AF-Process-206d412a-2abb-43bc-83f0-369377a5d862/AF-Stage-20a10e5b-0bd4-4baa-a331-991753054c89/definition.json&process=1&process_uri=sandbox-processes://AF-Process-206d412a-2abb-43bc-83f0-369377a5d862&process_id=AF-Process-206d412a-2abb-43bc-83f0-369377a5d862
https://lbhf-self.achieveservice.com/AchieveForms/?mode=fill&consentMessage=yes&form_uri=sandbox-publish://AF-Process-206d412a-2abb-43bc-83f0-369377a5d862/AF-Stage-20a10e5b-0bd4-4baa-a331-991753054c89/definition.json&process=1&process_uri=sandbox-processes://AF-Process-206d412a-2abb-43bc-83f0-369377a5d862&process_id=AF-Process-206d412a-2abb-43bc-83f0-369377a5d862
https://lbhf-self.achieveservice.com/AchieveForms/?mode=fill&consentMessage=yes&form_uri=sandbox-publish://AF-Process-206d412a-2abb-43bc-83f0-369377a5d862/AF-Stage-20a10e5b-0bd4-4baa-a331-991753054c89/definition.json&process=1&process_uri=sandbox-processes://AF-Process-206d412a-2abb-43bc-83f0-369377a5d862&process_id=AF-Process-206d412a-2abb-43bc-83f0-369377a5d862
https://www.lbhf.gov.uk/sites/default/files/section_attachments/your_housing_journey_-_how_we_can_help_you.pdf
https://www.lbhf.gov.uk/sites/default/files/section_attachments/your_housing_journey_-_how_we_can_help_you.pdf


 
 

including parking, planning, council tax and benefits meant the need to rethink 
how the initial triage process works for residents who approach the centre with 
housing queries. 

 
3.13 Prior to the opening of the new centre, some work was done by all services to 

upskill hosts who greet residents on arrival so that they could triage residents 
across a range of services. This was new for all of the hosts who had worked 
in particular services previously. The work we did in the impact sprint to 
reduce waiting times and improve triage for housing services formed a basis 
for continuous testing and improvement. Local housing authorities in England 
have a duty to secure accommodation for unintentionally homeless 
households in priority need under Part 7 of the Housing Act 1996 (as 
amended).  Households might be placed in temporary accommodation 
pending the completion of inquiries into an application, or they might spend 
time waiting in temporary accommodation after an application is accepted until 
suitable secure accommodation becomes available. 
 

4    Temporary Accommodation and the Private Rented Sector 
 
4.1 Local housing authorities in England have a duty to secure accommodation 

for unintentionally homeless households in priority need under Part 7 of the 
Housing Act 1996 (as amended).  Households might be placed in temporary 
accommodation (TA) pending the completion of inquiries into an application, 
or they might spend time waiting in temporary accommodation after an 
application is accepted until suitable secure accommodation becomes 
available. 

 
4.2 Nationally, there has been a sharp increase in households residing in TA.  

There were 84,740 households in TA at the end of March 2019. This 
represents a 77% increase since December 2010.  Of these households, 
56,280 (66% of the total) were placed in TA by London local authorities. The 
number of families with dependent children placed in B&B-style 
accommodation increased from 630 at the end of March 2010 to 2,190 at the 
end of March 2019. 

 
4.3 Hammersmith and Fulham has worked hard to buck this trend and has seen 

TA households reduce to current levels whilst continuing to avoid the use of 
B&B hotels for families since 2015 and the general use of expensive nightly 
let accommodation.  

 
4.4 There are currently 1240 households in temporary accommodation. This 

figure has reduced from over 1400 households in 2018, delivering savings to 
the General Fund year on year.  The average cost of accommodating a 
household in TA is approx. £24,000 – this is based on an average of £4,800 
annual cost and an average rehousing time of 5 years.    

 
4.5 As previously reported, the above reduction has been delivered whilst 

experiencing a 127% increase in the number of households approaching the 
Council for housing assistance.  

 



 
 

4.6 Breakdown of Current Temporary Accommodation Provision 
 
Type  No. of units   % 
PLA  556    45    
PSL  316    25 
TOL  165    13 
B&B   83    7   
Hostel  64    6  
HALs  56    4 

  
 50% of provision located within the LBHF. 
 
4.7 Number of Households in Temporary Accommodation 2018/20 
 
  

 
 
 
4.8 The Housing Solutions Service within the Economy has developed a TA 

Reduction Strategy.  It is acknowledged that although TA is very costly, the 
accommodation procured is at the lower end of the market and is usually 
outside of Hammersmith & Fulham.  By reducing the use of TA and increasing 
access to the private rented sector (PRS), the Council not only reduces the 
financial impact on the General Fund but also provides better quality, suitable, 
settled homes at an earlier stage.   

 
4.9 In 2018/19, we established a TA Reduction Working Group made up of 

colleagues from across the housing department. The aim of the group was to 
scrutinise policies and practices associated with the entire customer journey 
leading to TA, whilst in TA and exiting TA.    

 
4.10  The table below provides an update on the progress made by the TA 

Reduction Group.  
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Aim Action Status  

Create a focus on 
TA reduction with 
collective ownership  

Created a working group with 
membership across the various 
housing services. Bi-weekly meeting 
maintains a collective focus on TA 
reduction across the various 
services 

Delivered & ongoing 

Increase awareness 
of TA placement 
trends & drivers 

New TA placements monitored & 
discussed at working group forum; 
good practices highlighted and 
implemented. 

Delivered & ongoing 

Promote Homefinder 
as an alternative 
option to social 
housing. 

Established a lead officer to 
champion Homefinder and develop 
promotional publicity.  

Completed 

Promote rehousing 
opportunities in the 
private rented sector 

Created new TA move-on role 
currently funded through MHCLG 
funding 

Completed 

Develop New 
Housing Offer for 
customers seeking 
housing assistance 

New Housing Offer created & 
implemented which includes more 
housing options and a personal 
support budget, funded by MHCLG 
grant 

Implemented & under 
review 

Create TA savings 
within the TA 
provision 

Analysis of current supply carried 
out, returned/replaced expensive TA 
units.  Annualised savings of £310K 
delivered through this work.  

Delivered & ongoing 

TA occupancy audit An occupancy audit was undertaken 
with an intensive property visit 
programme across all TA units. This 
led to the recovery of a number of 
TA units and ensured the units were 
occupied as intended.   

Completed 

Create better 
reporting tools 

Suite of reports introduced and in 
circulation incl. demand pipeline, TA 
placements, creation of powerBI 
reporting 

Implemented/remains 
under review 

Increase supply of 
suitable/affordable 
housing in the 
Private Rented 
Sector 

The Council has joined Capital 
Letters, a joint endeavour between 
London boroughs to reduce the cost 
of housing procurement & deliver 
improved outcome for homeless 
families.  Since April 2019, we have 
assisted 236 households into the 
private rented sector on a voluntary 
basis. 

Delivered & ongoing 

Reduce TA 
households in TA in 
the face of growing 
demand. 

Despite 130% increase in housing 
demand, we have reduced the 
number of households in TA by 
almost 15%.  

Ongoing 

 
 
4.11 During 2019/20, we have demonstrated the ability to resolve housing crisis 

with the use of good quality and affordable housing within the private rented 



 
 

sector.  This has also helped to avoid further costs associated with TA 
provision and delivered savings to the general fund.   

 
4.12 Going forward we will, only where appropriate, use suitable and affordable 

housing in the private rented sector as our housing offer to those seeking 
assistance, this will help to reduce both the overall number of households in 
temporary accommodation and the financial burden on the General Fund.  

 
4.13 The key to the delivery of savings is through tenancy sustainment once a 

household has accepted an offer of housing in the private rented sector. 
Therefore, the service will provide a tenancy sustainment service that 
includes:   

 

 Strict affordability checks: not placing household anywhere where they 
cannot afford the rent. This helps guarantee that rent can and will be paid 
and the tenancy won’t break down.  
 

 Tenancy training: sessions offered to help and support households to 
understand and manage the expectations of living in the private sector.   

 

 Resettlement support: offering support from a caseworker to ensure they 
are successfully settled and set up in their new accommodation. This 
includes help with bills, rent payments, schools and, most importantly, 
completion of welfare applications.  

 

 Enabling the use of Discretionary Housing Payments to facilitate housing 
costs such as rent in advance, deposits and removal costs.   

 

 Helpline for landlords or tenants to assist with issues that may arise at an 
early stage.    

 
 
  



 
 

5. Sheltered Housing  
Doing things with residents, not to them – Resident Led Decision 
Making 

 
5.1 Background 

 
Sheltered housing service comprised of 970 units across 22 schemes. 
Schemes vary in size and design but are all one-bedroom self-contained units 
for independent living, clustered around a shared communal lounge.  
 

5.2 Up to 2018 the budget enabled us to provide 18 Specialist Housing Officers 
(SHO) and two managers to deliver the day to day service. Due to end of the 
additional funding stream, resulting in a significant reduction in budget for 
2020/21. This equated to a 33% reduction in front line staffing resources / 6 
SHO posts.  

 
5.3 In preparation for a significant change in the service delivery resource, we 

made the decision to give residents the lead in shaping and deciding the 
future of the service. This is in line with H&F commitment of ‘Doing things with 
residents, not to them’.  

 
5.4 We started by carrying out a series of workshops for residents to tell us their 

priorities for the future structure of the service based on current delivery. 
These were consolidated into a report, with key themes identified including; 

 

 An SHO at each scheme, Monday to Friday, for as many hours as possible 

 Consistency with the service, and officers based at schemes for the same 
days and times every week 

 Sheltered housing to be prioritised for older people who could live 
independently 

 Support with repairs reporting 

 Sheltered Housing Officers organising activities at schemes was less 
important to you 

 Larger schemes needed to have more officer presence than the smaller 
schemes 

 Like living in sheltered housing 

 Residents didn’t think having highly skilled officers was a priority, attitude and 
helpfulness was more important 

 Residents were concerned about change 
 

 
5.5 From the report, we developed 3 potential structure options, each with 

strengths and weaknesses, drawn from the resident’s feedback requirements.  
 
 
 
 
 
 
 



 
 

5.6 Options 
 
Option 1 

 
Pro’s & Con’s 
Minimise change and disruption to day to day delivery to residents, retain 
existing officers, but reduce hours that officers were based at each scheme 

 
 
 

Option 2 

 
 

Pro’s & Con’s 
Would change day to day service delivery for residents/ resident dealing with 
2 officers instead of one but would increase the amount of hours an officer is 
on scheme.  
 
 

 
 

 
 



 
 

Option 3 

 
 
 

Pro’s & Con’s 
Would deliver the resident priority of having an officer on site the majority of 
the day but would significant change in service delivery for residents. Many 
functions being dealt with centrally.  

 
 
5.7 Resident led decision making 

The management team went out to each of our 22 schemes across the 
borough and presented the potential structures. At each scheme the residents 
debated and discussed the pro’ and cons of the 3 structures and decided on a 
preferred option.  
 
Over 200 residents, 22% engaged in this process, together with their family 
members and care providers. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



 
 

5.8 Outcome 
 

 Of the 18 meetings held 9 of these leaned heavily towards option 1.  

 A further 9 were split and undecided on whether options 1 or option 2 
would suit their needs.  

 There was 1 scheme who wanted option 2. 

 There was no backing for option 3. 
 

 
 
 
 
5.9 Resident Decision 

The elected sheltered housing representatives held a special sheltered 
housing forum to review and debate the decisions from each of the individual 
scheme meetings. They made their decision for the service structure and 
agreed to implement option 1.  
 

5.10 Giving residents the lead in the decision-making process and being totally 
transparent in managing this change, has; 

 
 - empowered residents 
 - developed the relationship we hold with our service users 

- delivered the councils vision for ‘doing things with residents, not to 
them’ 

- met the Older Persons Commission commitment to give residents 
‘greater involvement in the production of services and policies’ 

- delivers on 3 of the OPC’s 5 recommendations;  
- Better information 
- working together 
- deeper resident engagement  
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