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	1.0
	Introduction

	

	Wherever possible, the staff of Lewisham Homes will assist vulnerable residents to remain in their homes and live as independently as possible. 
Lewisham Homes will work with Lewisham Council and other partners to:

· Assist people to obtain and maintain suitable accommodation. 

· Access services such as health services, including mental health, welfare services and/or specific support services such as family support.

	

	2.0
	Definition of vulnerability

	

	Lewisham Homes defines vulnerable people as those:

 “Whose ability to live independently is at risk due to an array of circumstances and needs.”

	

	People in the following groups may be considered as vulnerable:

· frail elderly or older people with support needs;

· vulnerable young people (including those at risk or leaving care);
· teenage parents with children; 

· families with one or more children registered on the Child Protection Register;
· those who have had periods in long stay institutional establishments (e.g. long stay hospitals, prisons, children's homes, care homes etc).
· mentally disordered offenders; 

· former convicted sex offenders undergoing rehabilitation;

· some marginalised Black and Minority Ethnic (BME) communities, particularly residents who do not have English as a first language, as well as refugees;
and people:
· with a learning disability; 

· with severe physical health problems or disabilities; 

· with visual or hearing impairments; 

· with mental health problems; 

· with HIV/AIDS; 

· with drug or alcohol problems; 

· threatened by domestic violence or other harassment; 

· with a recent history of homelessness and/or sleeping rough.

	

	3.0
	Lewisham Homes approach to vulnerable residents

	

	Lewisham Homes will try to be responsive and sensitive to the needs of vulnerable people.

	

	Lewisham Homes aims to:

· Identify and record the needs of vulnerable residents in order to plan and provide appropriate services and support. 

· Ensure that all vulnerable tenants are able to maximise the benefits to which they are entitled and easily pay their rent. 

· Work in partnership with other agencies that provide support for and represent vulnerable customers. 

· Sign post tenants to relevant care, support and advice services. 

· Adopt a victim centred approach when dealing with reports of harassment, abuse and neglect. 

· Consider the needs of vulnerable residents when developing our policies and service provision.

	

	Staff will receive training to:

· Identify vulnerable residents and ensure appropriate information is recorded on our IT and manual systems to inform. 

· Make a referral to the appropriate support and/or advice agency e.g. the Lewisham Reach floating support service.

	

	Residents may be made vulnerable through their inability to understand information given verbally or in writing.  Staff will try to identify and record the communication needs of all residents so that messages are provided in the appropriate language and/or format (e.g. large print, audio, Braille etc.)

	

	Lewisham Homes will ensure that information appropriate to vulnerable tenants is available and accessible in reception areas in our offices. 

	

	There is an A-Z of services, available to staff on the intranet, providing information on the range of care, support and advice services available to meet the needs of vulnerable residents. Staff are able to refer tenants to relevant services. 

	

	Lewisham Homes’ offices at Pepys and Holbeach have access to terminals that allow tenants to bid for properties. Where necessary staff will assist tenants in making bids so that they can maximise their housing options. 

	

	Legal action and eviction is the last resort when dealing with breaches of tenancy. Before taking legal action, Lewisham Homes’ staff must consider the tenant’s:

· ability to understand the severity of the situation; 
· their knowledge of the process;

· awareness of their rights.
If in any doubt staff will refer the tenant to appropriate advice and/or support agencies.

	

	In all cases where possession is being sought because of rent arrears, before starting court action, staff will ensure that they comply with the Court Service’s Pre-Action Protocol to protect vulnerable people. 

	

	Some perpetrators of anti-social behaviour may be vulnerable and require support from specialist agencies to help them modify their behaviour. Staff will refer such perpetrators to appropriate agencies.

	

	Additional security is available to vulnerable residents who may be at increased risk of harm due to harassment.
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