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Introduction
This protocol applies to social and supported landlords in the Wychavon and Malvern Hills districts. The protocol is
designed in line with the Homelessness Partnership objectives across both districts to work in a preventative way, using
eviction as a last resort.
This protocol recognises that it is in the interests of both social/supported landlords and tenants to ensure that difficulties
are resolved wherever possible, without the need for eviction proceedings. Wychavon and Malvern Hills Homelessness
Partnerships are committed to giving customers across both districts the best possible opportunity to remain in
accommodation by developing a fair and transparent process, offering consistency across multiple housing providers.

Provider
Housing
Association(s)
Rent Arrears

Process
•

Housing Associations will issue appropriate letters according to their internal recovery
policy to ensure customers are aware they are accruing arrears and to advise on where
they can seek help.

This should include the following areas:
1. Amount of rent arrears accrued and a rent statement
2. Signposting to the available support within the organisation to help the customer to

address their arrears

•

Customers who have known vulnerabilities will be referred to internal/external agencies
where relevant, to support them to manage their money effectively

•

Where customers have accrued over 8 weeks of rent arrears, Housing Associations
must consider an application to the DWP for an Alternative Payment Arrangement where
customers receive the relevant benefits

•

The relevant Housing Association will refer customers where there is a high risk of eviction
to the Financial Inclusion Officer at Wychavon & Malvern District Council to enable the
council to undertake preventative work with the customer

Provider

Process

Housing
Association(s)
Anti-Social
Behaviour/
Tenancy
Breaches

•

Neighbourhood Teams will issue appropriate letters according to their internal policy to
manage anti-social behaviour and tenancy breaches and will complete regular visits to
ensure the customer is aware of the consequences of their behaviour

Neighbourhood Teams will identify any vulnerabilities/support needs the customer
may have and should refer to the relevant agencies. These could include:
P

Cranstoun Substance Misuse Services

P

GP/Healthy Minds

P

Domestic Abuse Support Services (Womens Aid, Dawn Project, Solace etc.)Victim
Support

•

Neighbourhood Teams will liaise with the police in relation to any offending behaviour to
ensure both the community and the customer are kept safe

•

Neighbourhood Teams will agree an Acceptable Behaviour Contract with the customers
where expectations are made clear and

•

Where anti-social behaviour is persistent and serious in nature, Housing Associations
should refer the case to the respective Prevention Enforcement Group (PEG) to be heard

•

Representatives from Wychavon & Malvern Council will attend PEG for both Housing
Associations and a member of the Outreach Team will take on any actions to prevent
homelessness. Attendance from partners is voluntary but is encouraged to enable a
package of support to be developed and to prevent eviction.

The Outreach Team consist of:
Sian.Clements@wychavon.gov.uk
Catherine.Woolford@wychavon.gov.uk

Sian.Clements@wychavon.gov.uk

Robert.Hill@wychavon.gov.uk

07786 335125

Sarah.Beddoes@wychavon.gov.uk

•

Housing Associations must decide in relation to whether there is a genuine prospect of
eviction; if this is the case a ‘Commitment to Refer’ referral should be submitted to the
council using ALERT

https://live.housingjigsaw.co.uk/accounts/alert/register
Customers will also be advised at least ten days before the court hearing of an up to date
rent statement and must tell you what housing related benefits you are entitled to. Any court
hearing must be communicated to you in writing, confirming the date and time of the hearing.
•

Housing Associations must make customers aware of any advice they are entitled to via Shelter
0808 8004444/ www.shelter.org.uk or Citizens Advice - www.citizensadvice.org.uk

Neil.Phillips@wychavon.gov.uk
The Community Safety Team from Wychavon & Malvern Council(s) will also be in attendance
and will provide support to Housing Associations or the police to ensure the public are kept
safe whilst an ongoing solution is developed for the individual(s) engaging in anti-social
behaviour.
•

If actions agreed at PEG are not successful and the Housing Association agrees an
eviction is necessary, the appropriate Council must be informed via ALERT.

https://live.housingjigsaw.co.uk/accounts/alert/register
A Homelessness Application will be taken and Housing Options Officers will support the
customer in relation to next steps. Both the Council and Housing Associations should be
open minded to any methods that could prevent the customer from rough sleeping.

Provider
Supported
Housing
Providers
Rent Arrears

Process
•

Supported Housing Providers will commit to supporting customers who may be struggling
to maintain their Housing Benefit/Universal Credit claim, providing appropriate advice and
on occasions accompanying them to appointments and supporting them to understand
correspondence.

•

Providers must be able to evidence sufficient support has been provided by keeping
appropriate records.

•

Supported Housing Providers must send written correspondence to the customer as per
their internal income recovery policy to ensure customers are aware they are accruing
arrears and to advise on where they can seek help

This should include the following areas:
1. Amount of rent arrears accrued and a rent statement
2. Signposting to the available support within the organisation to help the

customer to address their arrears

•

•

Customers in Supported Housing are expected to exhibit specific vulnerabilities. If barriers
are identified that are preventing the customer from paying their rent, referrals to mental
health services, substance misuse services etc. should be considered, in order to provide
support.
Where there is a genuine prospect of eviction, the provider should contact the Financial
Inclusion Officer at Wychavon and Malvern Hills District Council to enable the council to
undertake preventative work with the customer.

Sian.Clements@wychavon.gov.uk
07786 335125
•

Should interventions be unsuccessful, the provider should make a ‘Commitment to Refer’
referral to the council using ALERT

https://live.housingjigsaw.co.uk/accounts/alert/register
•

All internal eviction procedures should give the customer an opportunity to appeal the
decision if they believe the process to have been unfair or can present evidence that would
realistically prevent them from addressing their rent arrears.

Provider

Process

Supported
Housing
Providers
Anti-Social
Behaviour/
Tenancy Breach

Non-Emergency
•

Supported Housing Providers will face occasions where persistent anti-social behaviour
or tenancy breaches could lead to a customer being evicted. It is expected that providers
have an internal policy in relation to anti-social behaviour to ensure any responses are
proportionate and fair.

•

Providers must ensure customers have received at least one written warning, explaining
why the exhibited behaviour is a breach of their tenancy.

•

Customers in Supported Housing are expected to exhibit specific vulnerabilities. If barriers
are identified that are contributing to the customer’s behaviour, referrals to mental health
services, substance misuse services etc. should be considered, in order to provide support.

•

Escalation of behaviour which may warrant eviction, should be reported to the Homeless
Support Officer at Wychavon & Malvern DC to enable preventative work to be undertaken

Neil.Phillips@wychavon.gov.uk
07971533783
•

Continued escalation of behaviours that cannot be managed may warrant an eviction.
A reasonable timeframe should be given to enable the customer to leave the property
(minimum of 7 days).

•

Should interventions be unsuccessful, the provider should make a ‘Commitment to Refer’
referral to the council using ALERT

https://live.housingjigsaw.co.uk/accounts/alert/register
All internal eviction procedures should give the customer an opportunity to appeal the decision
if they believe the process to have been unfair or can present evidence that would realistically
prevent them from addressing their behaviour.
Emergency
There may be some instances where providers need to evict a customer immediately
to reduce the risk of harm to residents or staff. This should only be utilised in extreme
circumstances and it is expected that providers have an internal process which governs when
this can be used.
•

Providers should consider whether an exclusion is more appropriate to enable any tension
to be diffused and the customer’s tenancy to be evaluated once the situation is calmer

•

Where an immediate eviction needs to go ahead, the Police and the Council should be
notified on the day of eviction; this will enable multi-agency working to ensure the customer
does not rough sleep.

•

Any immediate evictions should be reported via e-mail to Senior Housing Options Officers
at the Council.

Jake.Nightingale@wychavon.gov.uk
Stephanie.White@wychavon.gov.uk
An incident report should be provided, explaining in detail, why the customer has been evicted
and why an immediate eviction was warranted. A Homelessness Application will then be
processed by the Council.

Provider

Process

Housing First

Customers who are part of the Housing First scheme should be treated as exceptional cases,
across the district areas. This is because they are complex in nature and require intensive
support to be able to appropriately manage a tenancy.
St Pauls Hostel are commissioned to manage the Housing First contract and should be the
first point of contact for any accommodation provider, managing a tenancy for a Housing First
customer.
Housing Providers (social or supported) should contact Ginette Sadler (Service Manager)
in the first instance who will ensure her team of Housing First workers work closely with the
customer to rectify any issues relating to either rent arrears or general tenancy breaches.

key contacts

Malvern
Hills
District
Council

Naomi Morris - Principal Housing Officer
Jake Nightingale - Senior Housing Options Officer
Steph White - Senior Housing Options Officer
Sian Clements - Financial Inclusion Officer
Neil Phillips - Homeless Support Officer
Sarah Beddoes - Outreach Officer
Cath Woolford - Homeless Prevention Officer
Rob Hill - Young Persons Pathway Worker
Felicity James - Trauma Practice Manager
Amanda McKinlay - Housing Services Manager

Alan Moorhouse - Head of Adult and Communities

Jane Tunstall - Income Collection Team Manager
Clare Greensall - Regional Manager
(Communities and Neighbourhoods)- Malvern Hills
Jon Elger - Regional Manager (Communities and Neighbourhoods)
- Wychavon
Julia Harrison - Head of Neighbourhoods and Income
Tiffini Harvey - Income Manager
Emma Cornock - Neighbourhood Manager
Lisa Sutton - Neighbourhood Manager

Malvern Foyer

Anita Cartmell - Foyer Manager

Dave George - Service Manager

Housing First

Ginette Sadler - Service Manager

