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1. Policy Context

In creating safe and secure homes and providing a positive impact on the lives of
our residents, LJHA provides a significant amount of additional support, and
responds flexibly, to residents whose circumstances can make them vulnerable
and/or unable to cope and manage their tenancy without assistance or support in
whatever form. We are committed to providing our staff with the information,
understanding and tools to respond appropriately to our vulnerable residents’
needs. This policy sets out the framework for achieving this.

Social housing residents are ageing, increasingly vulnerable and disadvantaged.
Landlords must adjust approaches and attitudes to meet the needs of this
changing population. The last few months have seen some important
developments in housing policy and best practice with implications for
vulnerability in social housing:

e The Housing Ombudsman’s Relationship of Equals Spotlight Report
focused on what it means to be vulnerable in social housing and what is an
appropriate response by landlords.

e The Ombudsman’s Complaints Handling Code 2024 reinforced earlier
iterations of the Code to state that landlords should ensure that policies,
procedures, or processes accommodate an individual's needs in line
with the Equality Act, as well as offer a range of methods for raising a
complaint.

e The revised Regulator of Social Housing’s Consumer Standards include
an emphasis on fairness and respect, providing choices, services
information and communication that is appropriate to the diverse needs
of their tenants.

1.1 Wider Legislative Context

In understanding vulnerability, LJHA also need to be mindful of the following wider
legal obligations:

e Equality Act 2010. The Equality Act 2010 is designed to “advance equality of
opportunity between persons who share a relevant protected characteristic
and persons who do not share it”. As a social landlord, though, we also
recognise that many residents can be vulnerable for reasons other than the
nine protected characteristics.

e The Public Sector Equality Duty states that public authorities need to
consider how their policies or decisions affect people because of their
protected characteristics. The Duty requires public authorities “to pay due
regard to the need to”™:



Eliminate unlawful discrimination, harassment and victimisation and other
conduct prohibited by the Act.

Advance equality of opportunity between people who share a protected
characteristic and those who do not.

Foster good relations between people who share a protected characteristic
and those who do not.

As a registered provider, the Public Sector Equality Duty applies to LIHA as
we carry out “public functions” such as the allocation of housing, the transfer
and exchange of properties, setting rent levels, dealing with complaints,
resident involvement, setting terms of tenancy, and policies and procedures
regarding anti-social behaviour.

The Data Protection Act 2018 sets out a range of obligations on us in
safeguarding rights to privacy and security of personal information. In the
context of this policy, this means keeping information about the vulnerabilities
of our customers and their household members appropriately secure as well
as sharing information appropriately.

The Care Act 2014 & Safeguarding Vulnerable Groups Act 2006 (as
amended by the Protection of Freedoms Act 2012) places a statutory duty
on housing providers to act on concerns that children or adults may be at risk
of abuse or neglect. We recognise that vulnerability and the risk of abuse can
be connected - customers who are vulnerable will often meet the statutory
definition of an ‘adult at risk’ and will therefore be impacted by our
Safeguarding Adults policy.

The Mental Capacity Act 2005. Residents who lack the mental capacity to
make some/all decisions by themselves are deemed to be vulnerable under
this policy.

However, it is not sufficient to merely meet legal requirements. Landlords should
extend beyond these and move to a ‘human-centric’ model of service provision
where they respond to a vulnerable person’s individual needs and circumstances.
This what LJHA aim to do.

Associated Policies

This policy should be read in conjunction with the following documents:

Allocations and Lettings Policy
Anti-Social Behaviour Policy
Complaints Policy

Domestic Abuse Policy

Equality Diversity and Inclusion Policy
Neighbourhood Management Policy
Privacy Policy

Resident Involvement Policy



¢ Responsive Repairs Policy
e Safeguarding Adults Policy

2. Aims and Objectives

LJHA is committed to the following in outlining the approach we will adopt in relation
to the provision of accommodation and services to customers who may be vulnerable:

e Understanding what vulnerability means, especially in a housing context.

e Ensuring that all board members, managers, employees, contractors and
volunteers receive training in order to understand vulnerability and how this
relates to their role.

e Ensuring that residents have equal access to our services and that we
identify, understand, and respond to their particular (additional) needs,
supporting all people to thrive in their homes and communities.

e Recording resident information relating to identified vulnerabilities and
keeping information up to date.

e Assisting vulnerable residents to access services and signpost to additional
support where this is required.

e Making any safeguarding referrals or raising a cause for concern where
appropriate.

e Taking into account known vulnerability factors in the provision of services
and in decisions around tenancy management.

e Recording any known representatives who act as a ‘delegated authority’ or
with power of attorney to act on the resident’s behalf.

e Where appropriate, varying our service delivery to ensure vulnerable
residents still receive the same level of service, and still have choices and
control about how they want to live.

e Working in conjunction with our residents to increase an understanding of
vulnerability in order to achieve a thriving resident community.

This policy covers all of our residents, whether general needs, sheltered, or leasehold.
3. Definitions

“Vulnerability” is defined in different ways by different people depending on the
context - there is no current universal definition that is applicable across
disciplines. In many ways, everyone can be seen as vulnerable in some way.

For some, there is a perception that it is used to denote weakness or susceptibility
to harm. The Care Act 2014 defines vulnerability in the context of safeguarding,
referring to: “an adult [aged 18 or over] ...who has: “(a) needs for care and support;
(b) is experiencing, or is at risk of, abuse or neglect, and (c) as a result of those
needs, is unable to protect himself or herself against the abuse or neglect or the
risk of it.”

LJHA are keen to view vulnerability in light of the Housing Ombudsman Service’s
definition below, firstly because it has been formulated in a social housing context;
and secondly as a failure to understand vulnerability has the potential to lead to a



complaint - the Ombudsman’s Spotlight report identified how a significant
proportion of complaints related to a failure to adequately respond to a resident’s
vulnerability:

A dynamic state which arises from a combination of a resident’s personal
circumstances, characteristics and their housing complaint. Vulnerability may be
exacerbated when a social landlord or the Housing Ombudsman Service does not
act with appropriate levels of care when dealing with a resident’s complaint... if
effective reasonable adjustments have been put in place, the vulnerability may be
reduced.

3.1 Determining and Dealing with Vulnerability

Vulnerability can be temporary or permanent. Everyone experiences vulnerability in
an individual way and may not define themselves as vulnerable, and it looks
different for different groups of people, at different times. It also does not always
take into account how people are made vulnerable due to external or structural
factors and experiences such as age, disability, bereavement, mental health,
domestic violence, or poverty etc. The interaction of the different factors will
determine how vulnerable a person is along with any additional assistance that they
may require.

Factors influencing vulnerability can be divided into 3 summary categories. These do
not list every possible factor, but these are regarded as the most common factors to
take in to consideration when considering a resident’s state of vulnerability.

e Factor 1 - Underlying protected characteristic
e Factor 2 - Ability to act, engage and cope
e Factor 3 - Exceptional life event

Further information can be found in Appendix 1

Whilst not everyone with a protected characteristic under the Equality Act is
necessarily ‘vulnerable’, it is important to give due consideration to someone’s
protected characteristic in order to avoid any inadvertent discrimination. In addition,
we recognise the need to adopt an ‘intersectional’ approach when working with
vulnerable people. Intersectional approaches offer a way to understand and
respond to the ways different factors, such as gender, age, disability and ethnicity,
overlap to shape individual identities, thereby enhancing awareness of needs,
interests, capacities and experiences. Taking an intersectional approach will help us
to understand vulnerability but also resilience of an individual or household.

3.2 Identifying Vulnerability in a Social Housing Context

Residents have a responsibility to inform us about any vulnerabilities and any
associated support they may require. However, some may not feel inclined to do
so if they lack confidence in how this information will be used, applied and
recorded. LJHA are committed to a person-led and strengths-based approach to
support. Our approach to vulnerabilities includes the need to recognise, adjust and
respond to the resident’s individual circumstances, looking at their specific needs,
focusing on individual preferences and on what they can do, rather than what they



can’t. We will consider how we deliver our service taking into consideration
vulnerable residents’ needs, and circumstances, to help them to live well and
sustain their tenancy.

There may be various ways in which we identify vulnerability in the course of our
work at LJHA:

The initial housing application and assessment.

The allocations, lettings and sign-up process

The resident or their representative contacts us for additional support.

A member of staff who is in contact with the resident identified a vulnerability.
A resident’s behaviour, action, or lack of action

A referral from an external agency/organisation.

Being the perpetrator of antisocial behaviour due to mental health issues

Being the victim of antisocial behaviour, harassment, domestic abuse or crime
Repeated failure to respond to correspondence or home visits.

Hoarding, self-neglect or other behaviour which results in a person’s home
or garden becoming neglected, damaged, or otherwise unfit for occupation.

e Failing to maintain the conditions of tenancy such as regular rent
payments.

4. LJHA Responsibilities

LJHA recognise that residents may be vulnerable for a number of reasons and is
committed to meeting their needs through the provision of suitable accommodation,
and appropriate, responsive landlord services. We also recognise that someone can
become vulnerable over the course of their tenancy at LIHA.

4.1 Demonstrating Corporate Commitment

LJHA will embed in our way of working a consideration of vulnerable residents’
needs, abilities and circumstances in the delivery of our services and ensure they
receive the required service, advice or assistance to thrive in their home. We will
base this on the Housing Ombudsman’s recommendation for the ‘3Rs’ in supporting
vulnerable residents — recognise, respond and record.

¢ We will ensure that when we introduce or review a policy, process or service,
we include an assessment of how it will impact vulnerable residents as part of
a wider Equality Impact Assessment. As part of this, we will ask residents
to share with us any vulnerabilities which they feel will impact the way
we deliver the service and what reasonable adjustments they feel would
help.

e We will embed our approach into our service delivery by training our staff
involved in delivering services so they know how to respond positively to
vulnerable residents’ needs. We will deliver mandatory training,
refreshing this annually. This training will include a general awareness
of vulnerability, as well as more subject-specific training such as
dementia, mental health, and communications. We are also committed



to providing training for colleagues around any specific housing issues
that correlate with vulnerability such as hoarding, reasonable
adjustments, domestic abuse, county lines and cuckooing.

e We will assess our services and operational procedures to identify
where we can apply further flexibility, variances or prioritisation for
vulnerable residents.

¢ We will work with our resident groups to create a Vulnerability Action
Plan. As part of this, each service area will consider what additional
support, consideration or variation in usual service provision is
appropriate for vulnerable residents.

In a general sense, any safeguarding concerns will be raised in line with our
Safeguarding Policy which sets out how we ensure that the relevant services are
notified when we have a concern. Safeguarding concerns will be raised with the
relevant local authority in line with our Safeguarding Policy which sets out how we
identify and support vulnerable adults and children at risk, and ensure statutory
agencies are involved immediately we have a concern.

4.2 LJHA Service Areas

Housing Management and Support

¢ When we let a home, we ask new customers about their needs and that of
any vulnerable household member and any existing care and support
services received.

e When allocating and letting homes, we will review any information we receive
on vulnerability to help us ensure any offer of housing is right for the
individual and their family, as a commitment to longer-term tenancy
sustainment and the applicant’s safety and wellbeing.

¢ We will ensure that any potential resident, in deciding to enter a tenancy
agreement, is able to understand:

o Their obligation to pay rent /service charges, fuel, water and other household
bills, and to occupy and maintain the interior of the property

o Our obligations, e.g. to maintain the property

o That failure to keep to the terms of the tenancy agreement may mean they
could be evicted

e We will provide day-to-day housing support services based on the needs of
the resident.

e We will carry out regular reviews of vulnerability and ensure they are relevant
and kept up-to-date.

e We will use vulnerability information to help inform decision-making in specific
circumstances e.g. when seeking possession of a property following the death
of a customer, where there is no legal right to succession, we will consider
the needs of any remaining occupants. We may grant a discretionary



succession to this or another home, where there are vulnerability issues.

We will allow a longer period of time for a resident to answer the door or
telephone.

We will arrange joint visits with a support worker/representative if necessary if
this helps provide additional support to the resident.

In line with the Mental Capacity Act 2005, we will liaise with those who have
legal authority to act on behalf of our residents who lack capacity.

Finance

e We recognise that poverty, debt and difficulties with budgeting are forms of

vulnerability. We will ensure that our staff are aware of the impact of welfare
reform to ensure we advise residents appropriately.

e Our Finance Team will aim to offer advice, rather than enforcement in helping

residents to prevent or reduce debt, and signpost them to money
management, income maximisation and employability support services.

e We recognise that not making rent payments may be a symptom of an

individual’s vulnerability. We will be sensitive to the individual’s circumstances
and use a variety of techniques to resolve tenancy breaches before situations
escalate or debts become unmanageable.

Repairs Team

e We recognise that vulnerable residents may find it more difficult to cope if

something goes wrong in their home and they need a repair. When a
resident contacts LJHA to request a repair, we will ask if there are any
disabilities or support needs which should be taken into account. This will
be recorded on our SASSHA housing management system, and passed
to our repairs contractor so that the repair in question can be delivered
appropriately, aligned to the needs of the resident.

e Where possible, we will prioritise repairs according to their urgency and

residents’ particular needs or vulnerabilities in accordance with our
Responsive Repairs Policy. If a member of the household is vulnerable
and a delay will be detrimental to their health and well-being, the repair
may be brought forward from its scheduled target date.

If damp and mould are reported and a member of the household is
vulnerable, the remedial process will be escalated accordingly.

In cases where the repair in question would routinely be rechargeable,
we will endeavour to be flexible and sympathetic in rectifying this where
a vulnerable person is not likely to be able to do this.



We will support adaptations to a property to accommodate a resident’s
disability or need, or that of one of their dependents, in accordance with
our Aids and Adaptations Policy.

e Where practical, we will make provision for the requirements of

vulnerable customers in new developments, such as appropriate size
and space standards, access and safety, appropriate fixtures and fittings,
and support requirements.

Resident engagement

We will ensure that resident engagement opportunities are accessible, with
vulnerable residents able to get involved in shaping our services at a time
and through a method which meets their needs.

We will welcome the use of support workers and/or advocates to ensure that
customers are able to be heard and understood.

We will ensure that an understanding of vulnerability informs the discussions
which take place within Resident Consultative Group, Hot Topic Groups and
Tenant Representative discussions.

We will create specific meeting agenda items, or Hot Topic Groups, focused
on improving our understanding of vulnerability, and work with residents and
partners to bring out the resilience and strengths of people and
communities that challenge any misconceptions and stereotypes.

Communications

We will adhere to the key principles of our Communications Charter in
how we can be contacted by residents, and how we contact them.

We recognise that those with a vulnerability may have specific
communication needs, or indeed their communication need is what
identifies them as vulnerable. When new tenants sign up for a tenancy,
they will be asked about communication preferences and to provide a
secondary contact in case of emergency. We will review these
communication preferences at regular intervals.

We will make our information accessible, providing information on our
services and activities in a variety of formats. of platforms to engage
with our customers in a way which meets their needs. This includes via
social media, our website, signage screens, online survey, email/text
and letters.

We will actively explore digital equity and digital inclusion and promote
partnerships, organisations and initiatives to tackle this.

If someone has English as a second language, we will utilise
interpreting and translation services to ensure that they can access our
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services.

Managing Reports of Anti- Social Behaviour

¢ LJHA recognise that anti-social behaviour, hate crime, or harassment may
be directed towards a vulnerable individual or household either due to
prejudices held by the perpetrator/s, or being targeted due to their
vulnerability. We will treat any anti-social behaviour against a vulnerable
person or household particularly seriously, and work closely with the police
or Leeds City Council where a criminal act has taken place.

e Vulnerability can make some residents more reluctant to reportincidents, and
be less able to cope with what may traditionally be regarded as low-level
harassment or anti-social behaviour. We will, therefore, take a harm-
centred, sensitive approach when responding to reports made in such
circumstances.

e As part of our Neighbourhood Management Policy and Good Neighbour
Agreement, we will be proactive in raising awareness about prejudice and
in encouraging tolerance and respect for others amongst residents and
staff members.

e We recognise that some residents may act in an anti-social way due to
behaviour relating to their vulnerability. Where possible, we will try to
engage them, and relevant support services if appropriate, to discuss the issues
in question before making a decision on what action to take.

Data and IT systems

o We will review how we capture details of residents’ vulnerability on our
housing management system, and instigate measures to increase the level
of data we hold. We will ensure we have the necessary data fields to record
specific requirements as a result of a disability or vulnerability.

e We will record any known vulnerability, communication or access needs
and whether there is anyone with delegated authority to speak to us on
behalf of the resident, such as a family member, care or support worker, or
someone else with appropriate authority. This will ensure our staff will have
advance knowledge of any additional factors to consider when delivering
services.

e We will explore the potential for developing criteria to record a ‘priority
resident’ status for residents assessed as particularly vulnerable and what
priority service we may be able to offer them. This may include faster
repairs appointments; response to ASB reports regardless of category or
threshold; or welfare calls during extreme weather or circumstances such
as the Covid lockdown as part of our business continuity planning process.
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¢ Information relating to vulnerabilities will be regarded as sensitive personal
data, stored consistently on our housing management system. Through our
Data Protection Policy and Privacy Policy, we will ensure that data is
handled, stored and shared appropriately.

Complaints

e |If a resident wishes to make a complaint, we will ensure that they can do this
in a variety of ways, and will publicise this accordingly.

¢ When investigating a complaint, we will ascertain whether a failure to
understand and respond to someone’s vulnerability contributed to the
complaint being logged. We will ensure that our engagement with the
resident during the investigative process takes into account this vulnerability,
including any communications preferences.

e We will use our Complaints process and wider resident feedback
mechanisms to assess our considerations around vulnerabilities and
reasonable adjustments.

5. Working with Partner Agencies to understand vulnerability

e We are aware of the limit of our remit and that in some instances, specialist
support will be required. Where we do not have expertise relating to a
particular vulnerability, we will work with suitable partner organisations to
ensure that appropriate support is made available. We will always aim to
seek a resident’s consent before referring to a partner agency.

¢ \We ensure that we proactively attend and participate in key multi-agency
meetings to ensure we have strong and relevant local connections. Where
we have a particular concern relating to vulnerabilities, we may coordinate a
multi-agency case conference, to ensure a coordinated community
approach.

e We will use the expertise and knowledge of statutory and voluntary and
community sector organisations to train our staff. This may include an
awareness of trauma-informed practice and the link between Adverse
Childhood Experiences (ACEs) and vulnerability. We will also consider
adopting the police THRIVE (Threat Harm Risk Investigation Vulnerability
Engagement) methodology to better manage vulnerability.

6. Providing an Accessible and Accountable Service

We will ensure that we obtain feedback on the quality of service and support we
have provided to residents. This will include being accountable via our resident
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engagement structures. We are committed to the principles of diversity and inclusion
throughout the organization and aim to:

* Meet the needs and choice of people from all backgrounds.

» Ensure that our services are relevant, responsive and sensitive to the needs
of our existing and future customers.

» Ensure that all sections of the community in which we work have equal
access to our services.

* Make it clear to residents when and how to contact us, with a full range of
accessible and inclusive options available for residents.

In delivering services, we will consider whether our decision would have an
unfair or disproportionate impact on a resident with a protected characteristic
or vulnerability compared with another resident who does not have a protected
characteristic.

7. Performance Monitoring and Review

We will base the implementation of this policy on the precepts set out in the
Neighbourhood and Community Standard, the Tenancy Satisfaction Standards, and
other Tenant Involvement Standards where appropriate. We will also monitor against
the Housing Ombudsman Anti-Social Behaviour self-assessment where relevant.

The following KPI's will be used to measure performance in relation to this policy:

e Improved outcomes for a resident as evidenced through
tenancy satisfaction support surveys.

e Reduction in the number of cases of Anti-social Behaviour or
harassment involving a vulnerable person (either victim or
perpetrator)

e Reduction in number of complaints for failure to identify
and/or support a vulnerable resident.

e Increase in number of activities/campaigns that promote
awareness of vulnerabilities

We will also share best practice and learning with other housing associations.
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Appendix 1 — Factors in Defining Vulnerability

The categories below do not list every possible factor, but are common factors to
take in to consideration when considering a resident’s state of vulnerability.

Factor 1 Underlying characteristic (people in these groups may not always
require additional support just because of this characteristic)

Older people (particularly those 75 years or older)
16—-21 year olds

People with a disability

Care leavers

Lone parents under 21 years old

Refugees or asylum seekers

Carers

Families with disabled children

Ex service personnel

Those living with a terminal iliness

Factor 2 Ability to act, engage and cope (people may lack ability because of
having one or more of these factors)

Learning disability

Mental iliness

Autism Spectrum Disorder

Permanently impaired mobility or frailness

Chronic, debilitating health conditions

Addiction/serious substance or alcohol abuse

Low level of literacy

Low or no English language skills

Age-related conditions that impact on independent living

Factor 3 Exceptional life event (people may not have factors 1 and 2 but may
have experienced an exceptional or traumatic event, and so may be vulnerable at
this point in time)

Recent history of street homelessness

Recently moved from supported accommodation to independent living
Bereavement following the death of a partner, child or other close relationship
Having recently left care as a young person

Sexual or racist abuse or serious harassment or other hate crime
Recent experience of domestic violence

Living in or recently left a refuge or homeless hostel

Recently discharged from hospital or other institutional care

Periods of sustained physical or mental iliness at home

Multiple debts and unable to meet basic needs e.g. fuel or food poverty
Pregnant women

Recently given birth, still born or miscarried

Recently released from prison after a custodial sentence

Families with children excluded from school

Ex-service personnel returning from area of conflict
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