
 
 

 

CAERPHILLY HOMES TASK GROUP – 13TH FEBRUARY 2020 
 

SUBJECT:  WELLBEING OBJECTIVE 3 - 2019/20 PROGRESS UPDATE 
 6 MONTHS (APRIL – SEPTEMBER 2019) 
 
REPORT BY: CORPORATE DIRECTOR FOR EDUCATION AND CORPORATE 

SERVICES 
 

 
1.1 The attached report was circulated to the Housing and Regeneration Scrutiny Committee 

as an information item ahead of its meeting on 28th January 2020 and published on the 
Council’s website. 

 
1.2 Members were invited to make any comments on the report directly to the Author and 

there were no comments subsequently received from the Scrutiny Committee. 
 
1.3 The Caerphilly Homes Task Group are now asked to consider the report and its 

recommendation as set out in Section 3.1 of the report. 
 
 
Author:  R. Barrett, Committee Services Officer, Ext. 4245 
 
 
Appendices: 
Appendix Report to the Housing and Regeneration Scrutiny Committee – For Information – 

Wellbeing Objective 3 – 2019/20 Progress Update 6 Months (April-September 
2019)  



28.01.20 

 
 

HOUSING AND REGENERATION SCRUTINY COMMITTEE –  
FOR INFORMATION 

 
SUBJECT: WELLBEING OBJECTIVE 3 - 2019/20 PROGRESS UPDATE 

6 MONTHS (APRIL – SEPTEMBER 2019) 
 
REPORT BY: CORPORATE DIRECTOR OF SOCIAL SERVICES AND HOUSING 
 

 
1. PURPOSE OF REPORT  
 
1.1 This report provides members with a 6 month progress update against Well-being Objective 3: 

‘Address the availability, condition and sustainability of homes throughout the county borough 
and to provide advice, assistance or support to help improve people’s well-being’. 

 
 
2. SUMMARY 
 
2.1 The Well-being Objective is set for five years - 2018-2023. This is the 6 month progress 

update of the second year. 
 
2.2 Being this is the midpoint of the second year of a five year objective only partial progress 

against the overall objective has been made.  We know from monitoring service provision that 
the services we have delivered throughout this period continue to make a positive impact on 
the well-being of people who access these services.   

 
 
3. RECOMMENDATIONS 
 
3.1 Members are requested to consider the content of the report and to satisfy themselves that 

progress is being made at the 6 month stage of the 2018-2023 Well-being Objective 
assessment. 

 
 
4. REASONS FOR THE RECOMMENDATIONS 
 
4.1 That members are informed and have the opportunity to challenge progress and have 

assurance that the Council is working towards successfully delivering the well-being 
objectives within the 2018-2023 Corporate Plan. 

 
 
5. THE REPORT 
 
5.1 Eight key aims have been devised to help achieve the successful realisation of this Well-being 

Objective: 
 
 

1a. All council housing is improved to meet the Welsh Housing Quality Standard 
(WHQS) by 2020; 
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1b. Implement an asset management strategy to maintain the condition of the 
housing stock following WHQS attainment (post-December 2020); 

2. Increase the provision of new, affordable, social housing that meet the 
‘Lifetime Homes’ principles and identified needs, whilst supporting the 
governments’ innovative housing programme; 

3. Deliver adaptations to support the health and well-being of people in their 
homes and maximise the delivery and appropriate use of accessible homes; 

4. Increase the supply of housing by supporting opportunities to bring long-term, 
empty homes in the private sector back into use; 

5. Tackle the determinants of poor health and wellbeing by improving housing 
conditions in the private sector; 

6. Prevent homelessness and tackle rough sleeping; 
7. Sustain tenancies by providing a range of housing related services; and 
8. Help reduce fuel poverty by making homes more energy efficient and 

providing people with advice on how best to heat their homes. 
 

What has gone well 
 
5.2 Good progress has been made against each of the eight priorities which underpin this 

objective.  Below are some examples of the achievements to date: 
 

 The WHQS investment programme being on track to be completed by the Welsh 
Government target date of December 2020.  We know from surveys that customer 
satisfaction is high with internal works but lower for external works.  We also know from 
research carried out by Carmarthenshire Council and Swansea University that the 
improvements made to tenants’ homes as part of the programme have a positive impact 
on health and wellbeing. 

 

 This year our housing associations partners are expected to access £8.4m of Welsh 
Government funding to build new affordable homes in the borough to address housing 
needs identified by the Council.  In addition, the housing associations are building 57 
highly insulated homes in two locations and the Council has purchased 11 ex-Council 
properties to add to the 5 purchased last year (total funding accessed - £1.58m). 

 

 We have spent approximately £843k providing a range of adaptations to enable disabled 
people to live independently in their own homes, including funding services provided by 
Care & Repair. 

 

 We have provided financial assistance to landlords to support bringing long‐term empty 
homes in the private sector back into beneficial use.  And through our enforcement action 
have returned 18 long‐term empty homes in the private sector back into beneficial use. 

 

 We have also provided loans and grants totalling approximately £95k to improve owner-
occupied homes.  We know from national research that this type of funding will have a 
positive impact on the health and wellbeing of the occupants of poor quality housing. 

 

 Through the Caerphilly Keys scheme we have secured the use of an additional 13 private 
sector rental properties this year to provide much needed accommodation for people 
experiencing homelessness. This has resulted in approximately 50 Caerphilly Keys 
properties now being utilised to assist with homelessness. 

 We continue to assist Council housing tenants to sustain their tenancies by reviewing our 
housing management procedures.  We also continue to provide support and assistance to 
tenants to mitigate the impact of welfare reform.  We have referred 10 tenants threatened 
with homelessness to Citizens’ Advice where a Debt Relief Order or bankruptcy order 
could be considered to prevent the homelessness situation. 

 

 Attempted to tackle fuel poverty through a range of methods including the provision of 
new energy efficient heating and insulation through the WHQS programme, applying for 



Welsh Government funding to carry out energy efficiency improvements, providing energy 
efficiency advice and referring people to the Nest scheme regarding energy efficiency 
improvements and prepared a ‘statement of intent’ for ECO (Energy Company Obligation) 
Flexible Eligibility funding. 

 

 Despite the continued roll out of Universal Credit, the number of housing evictions has not 
increased, largely due to the continued support provided by officers aimed at sustaining 
tenancies through budgeting advice, energy advice, support to maximise income, 
employment referrals and assistance with housing options. 

 
What has not gone well 

 
5.3 In some instances the actions we have undertaken have either exceeded their target date for 

completion and/or not reached the expected level of performance: 
 

 The percentage of tenants who are satisfied with the external works carried out under the 
WHQS investment programme, albeit reasonably high, is lower than those satisfied with 
internal works.  We have improved the level of communication provided to tenants in an 
attempt to increase satisfaction and, as a result, we have seen a slight increase in the 
level of satisfaction. 

 

 Issues with the DPS contractors have resulted in an extension of the target date for 
WHQS compliance from March 2020 to June 2020. 

 

 A reduction in capacity of the Housing Strategy team has caused a delay in producing the 
Local Housing Strategy.  As a result we plan to commence work on the strategy later on in 
the year.   We were unable to expend our full allocation of Welsh Government Affordable 
Housing Grant funding to increase the supply of Council homes due to prioritising the 
WHQS programme, the lack of existing procurement arrangements, WG timelines and a 
lack of in-house expertise to project manage this process. 

 

 Due to continued staff absence further meetings of the empty property corporate working 
group have not been held.  The officer has returned to work and we expect to see an 
improvement in progress shortly. 

 

 The publishing of the Statement of Intent for ECO (Energy Company Obligation) Flexible 
Eligibility funding has been delayed further but a draft is now in place.  As a result, the 
statement will now be published later than originally planned. 

 
Impact 

 
5.4 Appendix B provides a series of examples demonstrating the positive impact that the actions 

we have undertaken can have on people’s well-being. 
 
 

Conclusion 
 
5.5 It is difficult at this early stage of the process to make predictions about the likely outcome of 

this objective at year five; however, our evidence shows that good progress has been made to 
date against each of the key aims which underpin the objective.  Should progress be 
maintained over the course of the next 3½ years we are confident that this will result in a 
significant improvement in people’s well-being. 

  
 
6. ASSUMPTIONS 

6.1 The successful completion of the actions detailed in Appendix A is directly affected by a range 
of external factors.  Too numerous to list here, they include UK and Welsh Government 



policy/legislation, the economy, building costs including, land, materials and labour, 
demographic changes,  sufficient levels of expenditure and the demand for services. 

6.2 The resources to deliver this Well-being Objective have been assessed within the context of 
the current Medium Term Financial Plan. 

 
7.  LINKS TO RELEVANT COUNCIL POLICIES  
 
7.1 The Well-being Objective links to the following Council policies: 
 

 Caerphilly County Borough Council Corporate Plan 2018-2023 

 Caerphilly Homes Service Plan 2018-2023 

 Caerphilly Homes Asset Management Strategy 

 Gwent Homelessness Strategy and Action Plan 2018-2023 

 Private Sector Housing Renewal Strategy (2014) 

 Strategic Equality Plan 2016-2020 
  
 Welsh Government Policies 
 
7.2  Improving Lives and Communities: Homes in Wales (Welsh Government, 2010), sets out the 

national context for improving homes and communities, including the energy efficiency of 
existing homes. 

 
 
8. WELL-BEING OF FUTURE GENERATIONS  
 
8.1 The Well-being Objective is both wide ranging and multifaceted.  We know that the provision 

of good quality housing and related services has positive health and well-being outcomes by, 
for example, providing safe and secure places to live, promoting vibrant and sustainable 
communities, providing employment and training opportunities and minimising the impact of 
our actions on the environment.  We have identified that the successful accomplishment of 
this objective clearly links to 5 of the 7 national well-being goals: 

 

 A prosperous Wales 

 A resilient Wales 

 A healthier Wales 

 A more equal Wales 

 A Wales of cohesive communities 
 
8.2 The five ways of working listed below, as defined within the sustainable development principle 

of the Well-being of Future Generations Act 2015, provides a framework which enables the 
Council to demonstrate that its proposed actions take into consideration the well-being of 
future generations: 

 
8.3 Long term – Housing is a long-term social need and, therefore, the housing and services we 

provide are set within this context.  The outcomes we are attempting to achieve in the short to 
medium term will ensure that housing is sustainable (cost, quantity, condition and location) for 
people to occupy over the longer term, whilst minimising the effects on the environment and 
contributing the health and wellbeing of our communities. 

 
8.4 Prevention – The quality of housing has a direct correlation with the health and wellbeing of its 

occupants.  Preventing people from becoming homeless by providing access to good quality 
accommodation and related services, creating communities that are sustainable and vibrant 
by working with agencies to tackle anti-social behaviour and help communities become 
resilient, reducing poverty by maximising incomes, providing advice and support to sustain 
tenancies, all impact positively on health and wellbeing.  The WHQS objective of improving 
homes, lives and communities will also help tackle local unemployment connecting to the 



employment related well-being objective.  It will improve the look and feel of the environment 
and this can help to prevent anti-social behaviour as people have pride in where they live. 

 
8.5 Integration – Given that the provision of good quality housing is central to the good health and 

wellbeing of the population, it is likely that this objective will impact on the successful outcome 
of other objectives.  The provision of good quality housing is, therefore, likely to have a 
positive impact on the budgets and priorities of other public bodies such as the National 
Health Service and it is important, therefore, that we work closely with such organisation to 
address shared priorities. 

 
8.6 Collaborate – In order to facilitate successful outcomes, we will collaborate with a range of 

different organisations and people.  These include Welsh Government, Rent Smart Wales, 
internally with other departments, regionally with other local authorities, building contractors, 
housing associations, third sector organisations, private sector landlords, empty property 
owners etc.  We acknowledge that the constraint on public sector finances means that this is 
an area we will need to look at doing more of to share resource and achieve joint outcomes, 
and the need to collaborate has, therefore, become more essential. 

 
8.7 Involvement – Given the broadness of this objective, we will need to work with a range of 

different groups if we want to achieve a successful outcome.  Our intention is to involve a wide 
range of people including homeowners, private rented sector and Council tenants, tenants 
and residents associations, elected members, public sector bodies, third sector organisations 
etc.  The level of involvement will differ between actions and organisations.  We know that the 
quality of our services have been improved by involving a range of key stakeholders in their 
redesign. 
 
 

9. EQUALITIES IMPLICATIONS 
 
9.1  No impact assessment has been undertaken on this report, however many individuals and 

groups who fall under the protected characteristics, and wider issues covered by the Council’s 
Strategic Equality Plan, are often affected to a greater extent by poverty, vulnerability and the 
related causes; therefore any reduction in resources would have a negative impact on those 
individuals and groups. 

 
9.2  Equalities Implication processes may be applied to any of the actions contained within the 

appended update reports or any new actions that may be implemented over the life of this 
objective. 

 
 
10. FINANCIAL IMPLICATIONS 
 
10.1 The delivery of many of the actions contained in Appendix A is dependant on the continuation 

of funding either from Welsh Government via the various grant streams or the Council from 
the General Fund and the Housing Revenue Account.  Ongoing budget pressures facing local 
government and the requirement for service areas to satisfy the Council’s medium term 
financial plan priorities may impact on our ability to improve current levels and standards of 
service delivery and to identify additional resources to invest in new services to meet the 
changing needs and aspirations of our service users. 

 
10.2 The resources to deliver both objectives are assessed within the context of the current 

Medium Term Financial Plan.  
 

 
11. PERSONNEL IMPLICATIONS 
 
11.1 There are no personnel implications in this report.   
 



12. CONSULTATIONS 
 
12.1 Consultation responses have been reflected in this report. 
 
 
13. STATUTORY POWER  

 
13.1 The update of the Well-being Objectives is part of the Local Government Measure 2009 and 

the Well-being of Future Generations (Wales) Act 2015. 
 
 
Author:  Shaun Couzens  -  Chief Housing Officer 
 (Tel: 01495 235314/01443 8664208, Email: couzes@caerphilly.gov.uk ) 
 
  
Consultees: Christina Harrhy   - Interim Chief Executive 
 Cllr Lisa Phipps  - Cabinet Member for Homes, Places & Tourism 

Cllr John Ridgewell - Chair of Housing & Regeneration Scrutiny Committee 
Cllr Christine Forehead  - Vice Chair of Housing & Regeneration Scrutiny Committee 

 Dave Street - Corporate Director of Social Services & Housing 
 Lynne Donovan  - Head of People Services 
 Stephen Harris  - Interim Head of Business Improvement Services 
    & Section 151 Officer 
 Rob Tranter  - Head of Legal Services and Monitoring Officer 
 Paul Smythe - Housing Technical Manager 
 Fiona Wilkins  - Housing Services Manager 
 Jane Roberts-Waite - Strategic Co-ordination Manager  
 Sue Cousins - Housing Solutions Manager 
 Lesley Allen  - Principal Accountant (Housing) 
 Rhian Kyte  - Head of Regeneration & Planning 
 Ros Roberts  - Business Improvement Manager 
 Shelly Jones - Supporting People Manager 
 Mark Jennings  - Housing Strategy Officer 
 
 
 
Background Papers: 
Corporate Plan 2018-2023 - available from the Council’s website 
 
Appendices: 
Appendix A - Well-being Objective 3: 6 Month Performance Report 2019/20 
Appendix B - Well-being Case Studies 

mailto:couzes@caerphilly.gov.uk
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2019/20 progress update 

6 months (Apr – Sept 2019) 
 

  

3. Address the availability, condition and sustainability of homes throughout the county   

borough and provide advice, assistance or support to help improve people’s well-being 
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CCBC Well-being Objectives - 2019/20 Mid-Year Update 

Reporting for Scrutiny  

 

1.  Overall Summary Statement 

This is the midpoint of the second year of a five year objective and, as such, only partial progress against the overall objective has been made.  We 
know from monitoring service provision that the services we have delivered throughout this period continue to make a positive impact on the 
people who access these services.  In order to achieve some of our aims, we continue to work proactively with our housing association and other 
third sector partners to deliver services that make a real difference to people’s lives, e.g. the provision of new affordable housing to meet identified 
housing needs and advice and assistance to help people manage their finances.  Based on a review of the evidence presented below, it is the view 
of the Housing Management Team that good progress continues to be made against the achievement of this objective, and that the objective 
remains relevant and continues to be our priority. 

 
We continue to strive to provide a varied range of housing services in a prolonged and challenging economic environment.  Ongoing budget 
pressures facing local government and the requirement to satisfy the Council’s medium term financial plan priorities may impact on our ability to 
improve current levels and standards of service delivery and to identify additional resources to invest in new services to meet the changing needs 
and aspirations of our service users.  In addition, changes by the UK Government to the Welfare Benefits system to make the system simpler and 
make sure people are better off in work than on benefits has in some instances had a negative impact on household income, affecting tenancy 
sustainability and contributing to an increase in homelessness, which ultimately can impact on service delivery. 

 
Earlier on in the year we made some minor amendments to the aims which underpin this objective.  This was to ensure that our operational 
priorities closely reflect those of the objective.  There has been no material effect on the objective as a result of these amendments.  The 
amendments were reported to Scrutiny Committee as part of the 2018/19 mid-year update. 

 
 

2.  What has gone well? 
 

Good progress has been made against each of the eight priorities which underpin this objective.  Some examples of the achievements to date 
include: 
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1. The WHQS investment programme being on track to be completed by the Welsh Government target date of December 2020.  We know from 
surveys that customer satisfaction is high with internal works but lower for external works.  We also know from research carried out by 
Carmarthenshire Council and Swansea University that the improvements made to tenants’ homes as part of the programme have a positive 
impact on health and wellbeing. 

 
2. This year our housing associations partners are expected to access £8.4m of Welsh Government funding to build new affordable homes in the 

borough to address housing needs identified by the Council.  In addition, the housing associations are building 57 highly insulated homes in two 
locations and the Council has purchased 11 ex-Council properties to add to the 5 purchased last year (total funding accessed - £1.58m). 

 
3. We have spent approximately £843k providing a range of adaptations to enable disabled people to live independently in their own homes, 

including funding services provided by Care & Repair. 
 
4. We have provided financial assistance to landlords to support bringing long‐term empty homes in the private sector back into beneficial use.  

And through our enforcement action have returned 18 long‐term empty homes in the private sector back into beneficial use. 
 
5. We have also provided loans and grants totalling approximately £95k to improve owner-occupied homes.  We know from national research 

that this type of funding will have a positive impact on the health and wellbeing of the occupants of poor quality housing. 
 
6. Through the Caerphilly Keys scheme we have secured the use of an additional 13 private sector rental properties this year to provide much 

needed accommodation for people experiencing homelessness. This has resulted in approximately 50 Caerphilly Keys properties now being 
utilised to assist with homelessness. 

 
7. We continue to assist Council housing tenants to sustain their tenancies by reviewing our housing management procedures.  We also continue 

to provide support and assistance to tenants to mitigate the impact of welfare reform.  We have referred 10 tenants threatened with 
homelessness to Citizens’ Advice where a Debt Relief Order or bankruptcy order could be considered to prevent the homelessness situation. 

 
8. Attempted to tackle fuel poverty through a range of methods including the provision of new energy efficient heating and insulation through the 

WHQS programme, applying for Welsh Government funding to carry out energy efficiency improvements, providing energy efficiency advice 
and referring people to the Nest scheme regarding energy efficiency improvements and prepared a ‘statement of intent’ for ECO (Energy 
Company Obligation) Flexible Eligibility funding. 

 
9. Despite the continued roll out of Universal Credit, the number of housing evictions has not increased, largely due to the continued support 

provided by officers aimed at sustaining tenancies through budgeting advice, energy advice, support to maximise income, employment 
referrals and assistance with housing options. 
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We currently use a range of methods to communicate the results/outcomes of the actions undertaken under each aim.  These included press 
releases through the Council’s communications team or through a partners’ team, through social media, the Council’s website and via a tenants’ 
newsletter. 

 
 

3.   What has not gone well? And what are we learning?  
 
 We have noted a number of challenges throughout the year that have impacted on the following actions: 
 

1. The percentage of tenants who are satisfied with the external works carried out under the WHQS investment programme, albeit reasonably 
high, is lower than those satisfied with internal works.  We have improved the level of communication provided to tenants in an attempt to 
increase satisfaction and, as a result, we have seen a slight increase in the level of satisfaction. 

 
2. Issues with the DPS contractors have resulted in an extension of the target date for WHQS compliance from March 2020 to June 2020. 
 

3. A reduction in capacity of the Housing Strategy team has caused a delay in producing the Local Housing Strategy.  As a result we plan to 
commence work on the strategy later on in the year.   We were unable to expend our full allocation of Welsh Government Affordable Housing 
Grant funding to increase the supply of Council homes due to prioritising the WHQS programme, the lack of existing procurement 
arrangements, WG timelines and a lack of in-house expertise to project manage this process. 

 
4. Due to continued staff absence further meetings of the empty property corporate working group have not been held.  The officer has returned 

to work and we expect to see an improvement in progress shortly. 
 

5. The publishing of the Statement of Intent for ECO (Energy Company Obligation) Flexible Eligibility funding has been delayed further but a draft 
is now in place.  As a result, the statement will now be published later than originally planned. 

 
Should current progress continue as present then we are optimistic of successfully meeting our outcomes.  Barriers to the successfully achieving this 
outcome are considered in section 1. 
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4.  What impact are we making?  
 

Our objective is to help improve people’s wellbeing through a range of targeted housing-related interventions.  Although a five year objective, for 
some the improvement will be noticed sooner as some of our actions are annually repetitive in nature, e.g. the provision of adaptation or the 
building of new homes.  National research shows that good quality housing, located in sustainable communities is known to have a positive impact 
of the health and wellbeing of its occupants.  Therefore, our objective, our aims and our actions are intrinsically linked to the seven wellbeing goals 
of the Well-being of Future Generations (Wales) Act 2015.  As such we are increasingly using the five ways of working to ensure that we take into 
account the impact of our intended actions on the wellbeing of future generations. 

 

5. What is our future focus (for the next 6 months to a year?)  
 

Our focus for the future is clearly outlined in detail in Appendix A below.  The appendix lists the range of actions that we intend to carry out over 
the 5 year period to successfully achieve the intend outcome of improving people’s health and well-being through the provision of a range of 
housing and support services.  By using the 5 ways of working we know there should be a long-term positive impact on the well-being of Caerphilly 
residents.  By completing these reviews we can try to ensure that we make good progress to successfully achieving the intended outcome.  The 
Well-being of Future Generations (Wales) Act 2015 provides an effective frame work to review existing services, where required, and to implement 
new services. 
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      Appendix A Detailed Progress Tracking – Our Steps to Deliver (2018-2023) 
 

Outcome Progress 2019/20 Dates 

1a.  All council housing is improved to meet the WHQS by 2020 

Deliver the annual capital investment programme for both internal 
and external works. 

£23m prudential borrowing for WHQS was delayed until 2019/20 
due to more favourable rates. Original 2019/20 budget for WHQS 
of £56m has to be re-profiled to June 2020 to match the intended 
completion date, therefore, £45m estimated spend for 2019/20 
and borrowing requirement has reduced accordingly for the 
remainder of the programme. 
 

Issues with the DPS contractors have resulted in 150 properties 
being transferred to our in-house team thus extending our 
internal target date from March 2020 to June 2020. 
 

Mid year compliance shows 91.78% internal work completed and 
83.92% external works completed.  Internals projected to be 
completed by 29/5/20 and 01/05/20 for externals based on 
current compliance rates. Adverse weather conditions or 
unforeseen issues could affect this but the programme is on 
target to meet the WG deadline of December 2020 and our own 
internal target date of June 2020. 
 

Annually 
reoccurring 
2020 

Comply with Part 6 of the WHQS by undertaking environmental 
improvements to make communities attractive and safe. 

Of the 82 communities identified within the county borough, 
consultations and engagement events have been completed in 
62, are ongoing in 19 leaving only 1 outstanding. Estimated 
expenditure is currently £10.1m and the programme is on track to 
deliver all schemes by March 2021. 

Comply with Part 7 of WHQS by undertaking adaptations where a 
need is identified. 

OT assessments on-going till the end of programme with 
adaptations being provided where a need is identified. 
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Outcome Progress 2019/20 Dates 

1b. Implement an asset management strategy to maintain the condition of the housing stock following WHQS attainment (December 2020) 

Develop a draft Asset Management Strategy. Action completed.  Strategy report completed and approved by 
Cabinet. 

Jul-2018 

Consult tenants on the draft strategy. Action completed.  Consultation exercise undertaken via a tenant 
newsletter.  The consultation responses were supportive of the 
strategy proposals. 

Aug-2018 

Carry out an EIA screening exercise on draft Asset Management 
Strategy. 

Action completed.  An EIA will be considered for the individual 
elements of the Strategy. 

Aug-2018 

Present finalised strategy to Cabinet for approval. Action completed.  Strategy and report approved by Cabinet in 
September 2018. 

Sep-2018 

Ensure that our asset management systems inform the delivery 
plan by identifying key component replacement needs based on 
life cycle estimates. 

Over 240 internal contracts have been validated.  External 
contracts by default are being validated as part of the Post 2020 
Asset Management Strategy particularly for the earlier contracts. 
Some validation required for the later contracts which is ongoing. 
Work has commenced on validating the Acceptable Fails within 
the system to ensure an accurate record at the end of the 
programme and also to identify any potential work into the Post 
2020 programme. 

Dec-2019 

Produce a delivery plan detailing future planned maintenance 
programmes and the development of new council housing. 

Additional properties are currently in the process of being bought 
back and will be included in the post 2020 programme. This 
includes ex council homes and cemetery houses. There is also an 
opportunity to create further units in some of our sheltered 
schemes from guest rooms and kitchens. 

Mar-2019 

Undertake a review of the existing WHQS procurement strategy. Due to recent concerns regarding the performance and quality of 
work by the DPS contractors it has been agreed to allocate their 
remaining contracts to the in-house team. This has resulted in a 
revised target completion date from March 2020 to June 2020 to 
allow the team to fit the additional 150 properties into their 
programme. This is still ahead of our deadline of December 2020. 
 

Mar-2019 
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Outcome Progress 2019/20 Dates 

Options for remodelling of sheltered schemes to be determined. Action completed.  Cabinet approval obtained in September 2018 
to enable proposed projects to proceed. 1 scheme to be brought 
back into main programme for planned completion in 2020. 

Sep-2018 

Ensure that the HRA business plan remains financially viable. Monitoring of business plan ongoing.  New model recommended 
by WG has recently been procured.  New model has been tested 
in year and will be submitted as part of the 2019/20 MRA 
application (March 2019). 

Quarterly 

Review resource and contract arrangements for delivery of asset 
management strategy. 

Now we are in the final stages of the programme meetings are 
being held with managers of WHQS/HRO to look at future 
resource requirements. 
CMT approved in principle to fully integrate WHQS/HRO teams 
with a move from Cherry Tree House to Tir-y-berth, subject to 
another service area or private tenant taking over CTH. 

Dec-2019 

2. Increase the provision of new, affordable, social housing that meet the ‘Lifetime Homes’ principles and identified needs, whilst supporting the 
governments’ innovative housing programme. 

Produce a Housing Strategy which provides a framework for the 
provision of housing and related support. 

A procurement exercise will commence throughout the Autumn 
to appoint an appropriate consultant to lead the development of 
a LHS. It is anticipated that an appointment will be made during 
quarter 4 of the current financial year. 

Ongoing 

Complete the Local Housing Market Assessment which will identify 
the number, type and location of homes required and will help 
look at solutions. 

A LHMA will be undertaken in 2020 to coincide with the review of 
the Local Development Plan.  A draft project plan has been 
produced and is in the process of being finalised. 

2017/18 
(then every 
2 years) 

Complete the Gypsy Traveller Accommodation Assessment, which 
will identify the number, type and location of pitches to be 
provided. 

Following a discussion with the planning team it has been agreed 
to undertake the GTAA earlier than planned to coincide with the 
review of the Local Development Plan.  A draft project plan has 
been produced and is in the process of being finalised. 

Mar 2021 

Produce and submit quarterly to Welsh Government the 
programme delivery plan, based on the evidence of housing need. 

We are currently working with our housing association partners 
on the production of a Q3 PDP, which will be submitted to WG in 
Nov 2019.  Some schemes in the plan have had to be moved 
around but we remain on track to achieve full spend. 

Yearly 
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Outcome Progress 2019/20 Dates 

Review designation of council accommodation for smaller 
households in light of changing demands. 

Action completed.  Cabinet approval obtained in September 2018 
to re-designate specific identified older people’s properties for 
general needs, and approval given for officers to re-designate 
additional older person’s accommodation to general needs in 
future, in consultation with the Cabinet Member. 

2018/19 

Housing Associations complete bid for innovative housing 
programme Phase 2 

Action completed.  Pobl submitted a bid for Coronation Road, 
Blackwood and St Mary’s Church, Pontllanfraith but were 
unfortunately unsuccessful in both cases. 

2018/19 

Start on site for innovative housing programme – Phase 2: 
• Develop 38 units to Passivhaus standard at the former Caerphilly     

Magistrate’s Court (Linc Cymru) 
• Develop 17 units to Passivhaus standard at the former Cwm Ifor 

primary school (United Welsh) 

Linc Cymru: The roof covering which features the thin film 
photovoltaic panels is currently being installed to the main flat 
block. Internally, first fix has started to both the houses and flats.  
The units are now expected to be handed over in February 2020 
based on current progress. There have been considerable design 
complications due to the complexity between Passivhaus, NHBC 
and Build Regulations. 

2021/22 

UWHA: Extensive grouting works have been completed to bring 
the site to a point where construction can commence 
Groundworks are currently ongoing creating levels and laying 
drainage and shaping highways and foundations. 
 
Full 3D designs have been provided by Beattie Passive and the 
Celtic Horizons (CH) operatives have received their training on the 
method of constructing the timber frames.  Our Community 
Investment team are engaging with the MoD, tenants and local 
groups to offer training opportunities to work alongside the CH 
operatives.  It is estimated that 12 training places will be created. 
 
Once the foundations are in (est. November 2019) the flying 
factory will be set up with the manufacture of the first timber 
frames before Christmas. 
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Outcome Progress 2019/20 Dates 

Complete an evaluation of the Passivhaus and Beattie Passive 
schemes. 

To be commenced on completion of the above task. 2021/22 

Commencement of the Local Authority Build Programme: 
yr. 1 acquisition of empty properties; 
yr. 2 acquisition of empty properties and new build programme 

10 acquisitions completed with refurbishment either commenced 
or planned. Total project costs of £1.3m (including on-costs). 
 
Proposals to provide 3 additional units by way of conversion in 
advanced planning stage. Due on site in Q4. 
 
A report has been drafted which outlines the Council’s proposals 
for increasing the supply of affordable homes and new build. The 
report has been discussed by CMT, is scheduled to be presented 
to PDM on 23rd October and will then move on through to 
Cabinet for approval.  A draft Development Strategy will follow 
approval of the report.  
 
A development / land consultant is currently being procured to 
undertake development appraisals and viability assessments on 
land within the HRA and also two larger sites that have recently 
been identified.  
 
Agreement reached to purchase 8 new build properties by way of 
the Section 106 Agreement with the new properties being 
brought into council ownership. 
 
A potential development partner has also been engaged via the 
SCAPE framework together with architects via the WPA (Welsh 
Purchasing Alliance) arrangement. 
 
 
 

2018-2021 
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Outcome Progress 2019/20 Dates 

3. Deliver adaptations to support the health and well-being of people in their homes and maximise the delivery and appropriate use of accessible 
homes 

Provision of appropriate minor works of adaptation across all 
tenures by expenditure of the available Social Services budget. 

Total spend in this period of £100,085 consisting of 404 individual 
adaptations (excluding WHQS programme). 

2018-2023 

Provision of appropriate major works of adaptation in public and 
private sector housing via the spending of available capital funding 
and Welsh. Government ENABLE funding. 

Total spend in this period of £628,853 (£349,853 - private, 
£279,799 public), consisting of 148 individual adaptations - 75 
private and 73 public (excluding WHQS programme). 

2018-2023 

The provision of discretionary relocation grants in cases where the 
existing property is not suitable to adapt to meet the needs of the 
disabled resident. 

Total spend in the year of £31,310, which included an extensive 
major works of adaptations. 

2018-2023 

Continued partnership working with Care and Repair enabling the 
elderly and infirm to receive additional assistance via a range of 
initiatives including the Rapid Response Adaptations Programme 
and Independent Living Grant. 

Total spend in this period of £80,000, consisting of 210 individual 
adaptations (203 RRAP and 7 ILGs), which included those 
adaptations listed in B2 above. 

2018-2023 

Complete the ongoing categorisation exercise to identify 
accessibility levels of the social housing stock owned by the council 
and its partner landlords. 

As of 01/11/19, 5,088 Council properties (10,675) are medically 
categorised and being updated via the mandatory void process 
through Abritas. 
 

A repository has been developed which currently holds 3,883 
housing association properties.  The repository will be updated 
with stock and medical categories for all social housing stock.   
 

Proactive involvement from the housing partners is now required 
to assist with the current stock profile; partners will update their 
stock profile list with the medical codings. 
 

HOT to contact all partners by Jan 2020 (delay of development of 
repository due to housing IT capacity).  Updated profiles to be 
provided by landlords quarterly.  HOT to monitor ongoing 
progress.  Currently the percentage of partner landlord properties 
that are coded is not yet known. 

2018-2023 
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Outcome Progress 2019/20 Dates 

Improve accessibility of current stock that lends itself to meeting 
demand for accessible housing. 

One property in Caerphilly was improved from B1 to A2 to meet 
unmet need, with stair lift installation.  This was achieved via 
Enable funding working together with the Housing Repair 
Operations team and void works.  Total spend of £3,888. 

2018-2023 

Work with housing association partners and the occupational 
therapist (housing) to deliver accessible housing. 

United Welsh Housing Association have developed a small site in 
Deri, consisting of 8 older person 2 bed bungalows and a 3 bed 
adapted bungalow. 
 
We are working closely with UWHA and Pobl to identify and 
acquire up to 3 properties on the open market to meet accessible 
housing needs that can’t be met due to limitations of the existing 
stock. 

2018-2023 

 

Providing assistance to support bringing long-term empty homes in 
the private sector back into beneficial, use including loans. 

In this period, 5 owner-occupier loans, relating to empty 
properties have been awarded, a total £95,500 of financial 
assistance. 

As and 
when need 
arises 

Targeting the owners of empty properties with two ad hoc 
initiatives. 

The Council is signed up to the Valleys Taskforce initiative, a grant 
based system for owners of empty properties who intend to 
occupy. This is run through RCT council and funding is available 
for all participating councils through 2019/20. 

2022/23 

Update the empty homes database using information from Council 
Tax. 

Annual update of database for 2019/20 completed – 1,624 
properties. 

Annually 
recurring 

Undertake a baseline analysis of the empty homes database. Risk Assessments completed. Information being collated to assist 
with strategic and operational planning. 
 
Collation not completed due to key staff absences. 
 
Updated database for 2019/20 obtained from Council Tax. 
 

Mar-2019 
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Outcome Progress 2019/20 Dates 

Set up and maintain a corporate empty homes working group. Due to continued staff absence further meetings have not been 
held. 
 

However, largely as a result of the previous meeting, joined up 
working between departments has occurred when dealing with 
empty properties. 

Annually 
recurring 

Use the information from the empty homes database to produce a 
GIS layer of empty homes in the borough, thereby informing 
strategic action. 

Meeting has taken place in October 2019 with Housing IT to 
develop spatial mapping layers. 

Mar-2020 

5. Tackle the determinants of poor health and wellbeing by improving housing conditions in the private sector. 

Undertake a publicity exercise to increase awareness of NEST 
scheme to private sector landlords. 

The Housing benefit section has received a leaflet from NEST to 
send to PRS tenants.  The leaflet will be sent out by the end of 
Nov 2019. 

Mar-2020 

Administering financial assistance to landlords via loans and 
conversion grants. 

2 landlord loans awarded to date. 7 enquiries for assistance 
outstanding. 

Annually 
recurring 

Enforcement of housing legislation to ensure minimum standards 
are met in the private rented sector both in properties in single and 
multiple occupations, including repair, prohibition and demolition, 
where appropriate. 

14 HMO inspections were successfully completed in this period. 

Working in partnership with Rent Smart Wales to drive up 
standards in the private rented sector. 

Approximately 86.7% of rented properties in the borough are 
now registered. (As per RWS, estimated 9,730 PRS dwellings, 
8,435 of which are registered). The number of WG estimated PRS 
properties has increased, resulting in a decrease of our 
percentage. 

Help vulnerable people, living in properties in an EPC band E, F or 
G, get funding towards heating and insulation upgrades in their 
homes, under the Flexibility Eligibility ECO3 fund, by issuing 
declarations qualifying households. 

Work in progress and virtually complete so that a procurement 
exercise can be undertaken.  It is now hoped the Statement of 
Intent will be in place by January 2020. 
 

A bid has also been submitted via Rent Smart Wales to the Warm 
Homes fund to target the worse properties within in the PRS, 

Mar-2022 
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Outcome Progress 2019/20 Dates 

which will work alongside the Statement of intent when it is 
finalised. 

Following receipt of a referral from British Gas, as part of the 
Welsh Government Nest scheme, carry out inspections of 
properties to assess whether they meet the requirements of the 
housing health and safety rating system (HHSRS) to be able to 
access a package of free energy efficiency improvements. 

To date we have received 20 NEST referrals.  All properties have 
been assessed as satisfactory in terms of hazards and NEST has 
been notified. 

Mar-2023 

6. Prevent homelessness and tackle rough sleeping 

Work in partnership with local authorities in the region to produce 
a Regional Homelessness Strategy and local action plan. 

Action completed. Regional Homelessness Strategy and Action 
Plan approved by Cabinet on 12/12/18. 

2018/19 

Pilot a shared housing project for single people under 35 and 
evaluate its success. 

Project terminated after Pilot House Share project suspended due 
to issues with occupancy agreements and the cost implications 
under the Housing Benefit ‘exempt status’ categorisation. 

2018/19 

Undertake the rough sleeper provision project between (December 
to March) each year. 

We will continue to support the rough sleeper winter program for 
2019/20 and typically preparations and night shelter planning 
start in Sept 2019. An updated Inclement Weather Policy will be 
required to reflect the plans for the forthcoming period of 
assistance we facilitate for rough sleepers. 

2018 - 2023 

Explore potential model of ‘Housing First’ to reduce the level of 
homelessness for people who are unable to maintain tenancies 
due to mental health, substance misuse or chaotic lifestyles. 

Substantial WG funding has been made available to Pobl to meet 
the Housing First agenda in areas of Gwent. Locally, Caerphilly 
Keys, our in-house private sector access scheme, is being 
considered for a housing first model for own borough, with 
tenancy support from our Rough Sleeper Coordinator partners. 
 

2018/19 

Work in partnership to provide support for rough sleepers through 
tackling underlying needs e.g. substance misuse. 

Action incorporated into above action. Annually 
recurring 
 

7. Sustain tenancies by providing a range of housing related services 

Provide mental health training for key housing staff. Negotiations ongoing with Workforce Development for the 2018-2020 
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Outcome Progress 2019/20 Dates 

procurement of approved ‘Mental Health First Aid’ training 
programme for 2019/20 and 2020/21 for targeted Housing staff. 

As part of the review our housing management policies and 
procedures take into consideration mental health issues. 

Ongoing and recurring.  7 reviews have been completed to date: 
 
• Landlords Consent Procedure 
• Sheltered Housing Officer Guidance Manual 
• Electrical Periodic Testing 
• Management Discretion Procedure 
• Offer Procedure - ongoing 
• Mutual Exchange 
• Succession. 
 

Ongoing on 
renewal 
dates 

Work with disability organisations to review signposting 
arrangements. 

Action completed. Representative of DEWIS attended Senior 
Managers Briefing to raise awareness of the resource. Managers 
to cascade information to their staff and consider uploading 
information on our services to DEWIS. 

Annually 
recurring 

Work closely with the Supporting People Team to identify 
additional support services. 

Work ongoing to explore options for providing additional support 
to vulnerable tenants. 

Provide help to tenants to enable them to budget effectively, to 
claim the correct welfare benefits and to mitigate the 
consequences of welfare reforms. 

During this period 1,019 tenants were visited and provided with 
advice and guidance.  In August 2019, 1 FTE additional tenancy 
support officer role and 1 FTE welfare benefits role were added to 
the structure for a period of 12 months.  We will continue to 
monitor key performance measures to consider if there is a need 
for a permanent change to the structure. Rent arrears have 
increased slightly in comparison with the same period the 
previous year (3.15% compared with 2.89% in September 2018). 
 

Provide advice to tenants on energy usage and other measures to 
help save money. 

109 tenants were provided with key energy advice in this period.  
This included assistance with applications for assistance from 
energy providers and direct energy savings advice. 
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Outcome Progress 2019/20 Dates 

8. Help reduce fuel poverty by making homes more energy efficient and providing people with advice on how best to heat their homes 

Submit bids to the Welsh Government under Arbed or other 
energy efficiency initiative funding to carry out energy efficiency 
improvements in the private and public sector. 

A number of meetings have been held with Welsh Government 
and ARBED to establish a way forward to ensure the proposed 
Lansbury Park scheme progresses. 

Ongoing 

Provide advice to Council tenants on energy saving measures and 
energy usage and installations. 

Ongoing.  Type of advice given is to signpost residents to 
appropriate grant agencies that could assist the resident that may 
qualify for energy grant funding (e.g. Welsh Government’s Nest 
scheme). 

Upon 
request 

Roll out Energy Performance Certificates (EPC) surveys to the 
councils housing stock to establish level of existing energy ratings. 

7,100 from a stock of 10,680 have been checked for the current 
EPC’s, this equates to 66% of the stock. The remaining stock is in 
the current programme to be checked. 

Annually 
recurring 

Roll out contract for upgrading loft insulation to all council owned 
properties. 

Arrangements are in place with the Housing Repair Operations 
Team to undertake loft insulation upgrades via voids.  34 
upgrades were carried out in this period. 

Apr-2020 

Publish a ‘statement of intent’ for ECO (Energy Company 
Obligation) Flexible Eligibility funding to direct assistance towards 
private sector homes at risk of fuel poverty. 

The Statement of Intent will be published once the procurement 
exercise has been finalised (anticipated January 2020).  Internal 
meetings have been held with procurement to refine the 
statement to ensure it accurately reflects the needs of the 
residents. 

Mar-2019 
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In order to monitor progress against the actions outlined in the table above and over progress of this well-being objective we maintain wider range of 

datasets.  These data sets are maintained on a number of different IT systems and are monitored at regular intervals to ensure against underperformance. 

 

Performance Against Adopted Tracking Measures Outcome 
18/19 
Actual 

2019/20 
Target 

2019/20 Qtr. 2  
Comment  

No. of homes compliant with WHQS (fully, external and internal 
elements) 1 6,116 10,717 7,616‬ 

*Fully compliant homes.  Q2 = 
71.22%. Total stock reduced to 
10,694 due to RTB’s 

The percentage of tenants whose homes have been improved 
internally who are satisfied with completed WHQS works 

1 86% 80% 87% 
 

The percentage of tenants whose homes have been improved 
externally who are satisfied with completed WHQS works 

1 71% 80% 
79% 

 
 

11 Outcome measures from the Supporting People programme 
based on wider determinants of homelessness prevention. 

2, 7, 8 
3-3097 
6-3649 

3-3173 
6-3831 

7004 

3173 individuals were supported to 
manage their accommodation 
3831 individuals were supported to 
manage their money 

Increased number/size/type of new, affordable homes delivered 
through the housing associations or the Council, including how 
the home was delivered - e.g. via IHP etc. 

2 5 N/a 0 

5 AHG acquisitions in 2018/19. 
11 AHG acquisitions in 2019/20 
pending and 2 conversion projects. 
IHP funding projects expected to be 
delivered towards the end of Q4 and 
in 2020/21. 

The number of homes delivered through the Innovative Housing 
Programme 

2 N/a N/a 0 
See comment above. 

Increase the percentage of social housing stock that has an 
accessibility code 3 4,968 N/a 5,088* 

*Council properties only.  HA 
properties to commence from Q3 
onwards. 

Increased number of accessible, social homes provided. 
3 1 N/a 1 

One property improved using 
Enabling funding. 

The number of adaptations provided ( major and minor works) 
3 1,413 N/a 552 

Consisting of minor and major 
works. 

The number of grants/loans provided to improve housing in the 5  4 N/a 22 Consisting of House into Homes 
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Performance Against Adopted Tracking Measures Outcome 
18/19 
Actual 

2019/20 
Target 

2019/20 Qtr. 2  
Comment  

private sector (e.g. Houses into Homes, Home Improvement 
loans, conversion grants, Home Repair grants and HMO loans) 

loans, Landlord loans and owner-
occupier loans. 

Increase the number of long-term private sector empty homes 
brought back into beneficial use 

4 2.29% 2.2% 1.10% 

% of empty private sector properties 
brought back into use during the 
year through direct action by the 
local authority (PAM13) 
(accumulative) 

The number of homelessness cases by outcome (sections 66, 73 
& 75) 
 

6 

75.5% 

N/a 

74.3%  

34.6% 22.7% 

77% 80.5% 

The number of homelessness instances prevented through 
successful mediation 

6 33 N/a 19 
 

The number of mortgage rescue cases completed 6 4 N/a 2  

Number of tenants visited and provided with support and advice 
to help mitigate the effects of welfare reform 

7 2,035 N/a 1,019 
 

Number of council tenants supported to access the benefits they 
are entitled to 

7 827 700 412 
 

Value of financial savings (£) generated for council tenants as a 
direct result of support 

7 £628k £250k £416k 
 

Number of council tenants visited and provided with advice 
regarding energy saving measures and energy use 

8 176 N/a 109 
 

Number of council properties provided with energy efficiency 
measures as a result of external grant funding by type of measure 

8 0 N/a 0 
See comment below. 

The amount of external funding (£) accessed by the council for 
home energy efficiency improvements 

8 £0 N/a £0 

A bid has been submitted to WG to 
complete the remaining 97 private 
properties in Lansbury Park. We are 
awaiting the outcome of the 
submission. 

The number of residents referred to the Nest scheme for energy 
efficiency advice 

8 276 N/a 133 
Email sent to Nest for data 

 



Case Study 1 
 
Mr X lived alone with no support; he had complex mental health, physical and 
substance misuse needs. Previous service provisions had failed owing to him not 
engaging.  
 
WHQS works started on his home and early on there were issues, the tenant was 
upset and displaying challenging behaviour, this was potentially going to mean that 
works to the property would be terminated. A tenant liaison officer and occupational 
therapist were drafted in to support the gentleman. Rapport building was imperative 
and as the trust and relationships developed WHQS works were able to continue 
undisrupted. 
 
Mr X had some physical issues which were not being addressed, as well as support 
needs for the short and longer term. The workforce had provided positive company 
to the tenant, and in the period of time that the work was undertaken he showed a 
vast improvement in his mood and humour. To address the physical needs the 
occupational therapist arranged a joint visit with Mr X’s GP to discuss some ongoing 
health concerns, this resulted in a recommendation for weekly visits from the district 
nurses. 
 
Mr X had very little in the way of furniture (he slept on a mattress on the floor), he 
was a heavy smoker and had some continence issues. With support the WHQS 
team secured funding for a bed frame, wardrobe and a washing machine. Supporting 
people were approached to provide some additional support and his property was 
cleaned up and the new furniture put in place. The fire brigade were then contacted 
to provide fire retardant coverings. 
 
Mr X had never used a washing machine before and the task of teaching him fell to 
me. With task analysis and an understanding of his needs the occupational therapist 
was able to successfully set up a system whereby he was able to independently 
wash his clothes; this vastly improved his independence and personal appearance. 
 
Mr X was also identified as a person living in fuel poverty, he had debts for gas and 
electric totalling almost £800, with some help from supporting people we were able 
to sort out the bills and it transpired that he was over £400 in credit. Following on 
from the positive relationships developed during the WHQS works Mr X started to 
engage with statutory services, and his care was handed to social services following 
the end of the WHQS works to his home. 
 
Case Study 2 
 
The tenant moved into their property and contacted the tenancy support team (TSO) 
for assistance as their Housing Benefit claim had not transferred to her new address 
and arrears were building up. The tenant was under the impression that a change of 
address was completed at the time of move but this was found not to be the case.  
 
The tenant lives with her son and they both suffer with ill health.  The tenant and her 
son are both in receipt of Employment Support Allowance. 
 

APPENDIX 2



During the visit the TSO  completed a new Housing Benefit form as the tenant was 
out of time for a change of address and requested a backdate for Housing Benefit 
and Council Tax reduction.  A full review of the tenant’s finances was undertaken 
and found she was entitled to reduced water tariff an application was completed by 
the TSO resulting in an annual saving of £100.  Fuel and energy advice was also 
provided by the TSO who discovered the tenant had very high fuel debts for gas and 
electricity.  The TSO completed an application to the British Gas Energy Trust for 
assistance with these debts as the tenant was suffering financial hardship. The 
application was successful and a grant of £2,000 was awarded to pay off the fuel 
debt. 
 
Case Study 3 
 
A visit was requested by a tenant whose husband had recently passed away.  The 
tenant’s late husband had dealt with all of the finances and his wife had limited 
knowledge of the finances and no family was able to assist.  The TSO visited and 
assisted the tenant to claim Universal Credit and made a claim for Council Tax 
reduction.  During a 6 week period the TSO supported the tenant with budgeting and 
setting up other bills in her own name.  A great deal of support was also needed to 
ensure the tenant could manage her Universal Credit journal.  The tenant informed 
the TSO that she didn’t know how she would have managed without her help and a 
very difficult time and it made all the difference to her mental health knowing there 
was someone there she could turn to for assistance. 
 
Case Study 4 
 
A Supporting People provider had been supporting a gentleman for approximately 3-
months.  His initial support needs were to support him to maximise his income as 
well as budgeting.  He was struggling financially due to receiving no hours / works on 
his current zero hour work contract.  He was at risk of losing his current 
accommodation due to limited finances.   
 
The following supported was provided: 
 

 He had already applied for Universal Credits and received an advanced payment. 

 He was just about managing to pay his rent however struggling to buy food.  As 
such food vouchers were provided. 

 He was supported to apply for DHP, this was awarded for a 3-month period 

 We managed to get his UC advanced payment deferred for a 3-month period 

 He now has available money however this is a short term solution and he 
acknowledged that moving forward he would need to find full time employment 

 He was supported with CV writing 

 We supported him to apply for a 2-week fork lift training course which he 
successfully passed 

 
Now that he is qualified he is applying for job roles and is looking certain to be back 
in employment soon. 
 
  



Case Study 5 
 
A referral was received for Ms X who is a homeowner.  She has a history of mental 
health issues; she is schizophrenic and has attempted suicide twice.  At a young age 
she suffered a stroke, which impacted upon her mobility.  During the first visit, it 
became apparent that Ms X’s support needs were much wider than just that of what 
was requested in the initial referral.  The following issues were identified: 
 

 There was a hole in the landing ceiling and the wall and floor below had 
significant water damage. There was mould and mildew where the rainwater had 
been coming in from the roof.  The electric lights weren’t working properly and 
there was a gap of around 2 inches between the toilet and bathroom extension, 
and the kitchen.  The front room window had shards of glass around the edge 
where children, whilst playing football in the street, had smashed the front pane 
of her double-glazed window. 

 Discussing her situation with her, Ms X also advised that she had run up a 
significant debt of over £3,000 in electricity arrears.  This had happened when her 
gas boiler had broken down and she had been using old electrical fires to try and 
heat the front room. 

 
The following support was provided: 
 
A £10,000 private housing grant was successfully applied for and over the next 10 
months Ms X’s property benefited from: 
 

 A roof repair and renewal of insolation 

 Hallway ceiling and walls repaired and decorated 

 A full re-wire of the property 

 A new roof put onto the extension 

 Renewal of floorboards in the front room 

 A new double-glazed window, and, (after I smelt gas at the property and her gas 
then cut off for safety reasons) 

 A full gas service and renewal of old pipes that were condemned and identified 
as dangerous. 

 
In addition, and after many weeks of discussions between SSE and the support 
worker, the electricity arrears of £3,000 were wiped clean.  She was put back onto a 
standard meter after safety issues were raised with SSE regarding Ms X’s total 
reliance upon care workers to put credit on her key fobs (and her supply had twice 
run out over the winter period).  She was also put on to a much cheaper tariff.  
She was supported to migrate from DLA to PIP and although initially unsuccessful, 
after a Mandatory Reconsideration was completed she was awarded the higher rate 
for both mobility and daily care.  As such, her money increased by approximately 
£248 every 4 weeks.  
 
A water metre was installed and her monthly water rates costs were reduced to 
around a quarter of what she had been paying.  She is now in a much better financial 
position.  Family and friends are visiting more often, and are also talking about 
staying with her for extended periods during the summer.  Her outlook on life is much 



more positive and she hasn’t shown signs of extended depression for the past two 
years.  She has the odd day where she feels down, but these are very rare. 
 
Case Study 6 
 
The Sheltered Housing Officer noticed that one tenant regularly stored alcohol 
bottles to the side of their armchair, which later developed into the consumption of 
stronger alcohol substances. 
 
The tenant began to look very unkempt and had lost a significant amount of weight; 
in addition they were suffering from frequent falls. Their flat was also becoming very 
untidy so the Sheltered Housing Officer provided further support with additional 
visits. 
 
Whilst the property conditions improved for approximately 12 months the tenant 
continued to purchase alcohol at the local shop on a daily basis in additional to daily 
visits to the pub, which left him intoxicated.  Unfortunately, the health and the 
mobility of the tenant deteriorated and as a result, they were admitted to hospital 
during which time the family worked with Council staff so that a property inspection 
could be undertaken.  Property conditions were poor and the tenant had substantial 
rent arrears.  The appropriate referrals were made by the Sheltered Housing Officer 
to enable the tenant to be fully supported following their discharge from hospital.  
The tenant’s property underwent a deep clean and support was put in place for 
laundry, shopping and cleaning in addition to a payment plan to clear the rent arrears 
and a direct debit set up to ensure that future rent payments were made on time. 
 
The tenant attended regular appointments with GDAS for a period of 12 months and 
was successfully discharged as being non alcohol dependant.  18 months on, the 
tenant continues to be non alcohol dependant and lives life to the full.  The tenant 
regularly socialises with other sheltered housing tenants and enjoys attending day 
trips and holidays.  The tenant has continued to look after their flat and has 
purchased new carpets and furniture.  In addition, the tenant has given up smoking 
and no longer requires the high level of housing related support that they were 
previously receiving.   
 
Case Study 7 
 
A disabled tenant living at one of the Sheltered Housing Schemes was always very 
happy and content. However the Sheltered Housing Officer began to notice a 
change in the tenant as they became depressed and stated they were struggling with 
money.   The tenant consented to the Sheltered Housing Officer looking at their bank 
statements and it was discovered that there were a significant number of 
transactions that the tenant claimed they hadn’t consented to or made. A family 
member of the tenant was in control of the tenant’s finances at the time and it was a 
clear that there was financial abuse. 
 
The Sheltered Housing Officer completed a referral to Social Services and the 
Safeguarding Team, which triggered a safeguarding case with Police involvement. 
The tenant raised concerns with the Sheltered Housing Officer as they became 
anxious of their family member visiting in an aggressive state. The Sheltered 



Housing Officer completed a support plan review and made regular visits. Target 
hardening equipment was also put in place to offer the tenant some reassurance. 
The police stopped the family member having contact with the tenant during the 
investigation and the tenant regained control of their own finances.  
 
The Sheltered Housing Officer offered support with finances and assisted the tenant 
by completing application forms for additional benefits which were awarded to the 
tenant.   The tenant’s life began to improve and they were able to go forward 
controlling their own finances which increased their independence, improved their 
emotional wellbeing and allowed them to make their own decisions. 


