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Project aims and outcomes

Problem to be solved

How might we redesign services to reduce the number of customers “falling out” of the statutory housing system
within S66 and S73?

Expected outcomes

* Increase successful prevention and relief outcomes for people currently falling out of your service system and those
who may do so in the future; helping to eliminate repeat homelessness and its associated costs

« Support to work through specific factors that contribute to people falling out, including wider service improvement
and development support in an open, collaborative environment

* Ongoing support to trial changes, learn from them and evaluate the impact over the medium-/long- term

* Opportunity to exchange knowledge and practice with a close group of LAs - and access Crisis’ knowledge and
practice work with other GB local authorities

« Opportunity to involve and upskill officers in co-designing changes and taking ownership for making
lasting, continuous improvements to your service

* Learn and adapt your service in light of the pandemic, focusing on developing new customer journeys centered
around more remote/ virtual forms of access

* Gain novel and invaluable insight from your service users who will share their experiences as part of the project E P i i
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Approach & methodology: user-centred design and agile

Phases (iterative)

Description

Tools/ Outputs

Outcomes

N

Discovery

Research to explore and better understand
the problem. Build empathy and
understanding of users, their needs and
aspirations. Seek inspiration from others.
Synthesise research into meaningful and
actionable insights, identifying

opportunities for design and improvement.

Business case or benefits case

User research report (qualitative,
ethnography)

Secondary research

User Journey and/ or Experience Maps
Service Blueprints

Insights & Design Opportunities

Shared understanding of problem
Frame design opportunities
Understand user types and needs
Understand user experience today

\'I

IO\
v

Ideation

Brainstorm solutions to
opportunities identified. Identify
whether to re-use existing practice
ideas or develop something new.
Select most promising ideas and
develop into concepts to take
forward

* Show and tell

* Brainstorming

* lIdearanking

» Storyboarding

* Create a concept

* Identified solutions
* Key concepts to take forward
to next phase

A

Prototyping

Develop rough and working
prototypes of selected concepts.
Share and get feedback early to
test hypotheses, assumptions, risks
and key elements of the idea.
Integrate feedback and keep
iterating. Define a ‘'minimum viable
solution' that meets key user needs

Prototypes (low-res to high-res and live)
Minimum viable products/ solutions .
Experience prototyping .
Storyboarding

Feedback capture grids

Scenarios & Use Cases

Tested assumptions with real users and .
iterated designs accordingly before
committing further resources

Identified biggest risks and reduced this .
Identified what's most important

Q2

Implementation

Develop roadmap for full
solution. Continuous
improvement after 'go live' -
can include full pilots. Deliver
more user needs identified in
earlier phases and adapt to
changing needs. Measure and
monitor against KPIs

Roadmap and KPI report
Implementation plan
Toolkit & outputs for others
to adopt

Product/ service that
works for users and meets
prioritised needs

Started measuring the
performance



Cyngor Sir
CEREDIGION

County Council

Size 1795square 46% of LSOAs in

Population 73,000 kms the top 50%

Tourist/university
market for
housing

Seasonal
homelessness

Affordability a big
issue

S66 fall-out il S73 fall-out

Lack of stock

Workloads high ; :
58% (high)  47% (high)  27% (19/20)  23% (19/20) and increasing [ S24sing backlog in

system




Discovery Goals

Fully understand the local
factors, issues and processes
driving fallout rates

in Ceredigion; including any
changes over time

Identify good/ best practice
in this area. Is there anything
we can use/ learn from
other authorities?

Fully understand the impact
of the CV19 pandemic on
this issue

Fully understand who is
falling out and capture their
needs (types of people/
problems)

Identify service strengths,
good practice and successful
initiatives to build on
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( )

Lack of stock and time
spent in the system drives
fallout

\ J

( )

Clients in system especially
in S73 relief stage can lead
to increased drop off rates.

\ J

e N
Shelter Cymru work -
significant workshops 2
years ago. Client
consultation. Part of
business plan - HSG
services

No of rough sleepers high
in relation to population

Have very active outreach

What we already know

Summer months migrant
homelessness is greater

Housing register lets more
than private landlords.

Affordability is getting
worse. Housing market
boyant and landlords
wanting 6months in
advance

Landlords concerned about
taking on UC clients

HMOs and university
population

More complex cases overall
not just single

Not a huge amount of
shared accommodation

Everyone In has affected
the number of single
complex customers

Affordability of
accommodation

Mental health involvement
is difficult to achieve

Regular meetings and case
meetings with probation

.

services
\_ J
e N
Support workers have
helped to keep customers
in apts
\_ J
e N

Consider all customers not
just TA customers

J/

Vs

N

Housing support grant now
used to commission in
housing dept

Good relationships with
substance misuse and care
services

Works well in area when its
a complex customers

Housing sits within care
services umbrella in the
council

Workloads are high and
increasing

r
Gyda’'n gilydd
byddwn yn
rhoi terfyn ar
ddigartrefedd
Together

we will end
homelessness

.



Assumptions

e ™ e ™ e ™
Prolonged stay in temp May be able introduce Teams could be
accommodation could more telephone based introduced for customers
affect fallout rates? accessibility
N\ Y, \_ Y, N\ Y,
e ™ e ™ e ™
Some of the numbers
relate to people who have L
sorted themselves out What landlord incentives Woﬁ(?r:natr(l)dclg halgn a??na
and had a positive would work affegct fall gut rgtes y
outcome but never report
that back.
\_ Y, \_ Y, \_ Y,
e ™ e ™ e ™
Contact with Shelter Peer researchers can help
might throw up some us to inform the project/ increase in prison leavers
different perspectives. mental health issues
N\ Y, N\ Y, N\ Y,
e ™ e ™ r =1
Gyda’'n gilydd
Ma.y b.e some Mental health issues byddwn yn
organisations in the . rhoi terfyn ar
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Outcomes of regional
development action plan

J

Could a joined up
approach with other
agencies help to
minimise fallout? Where
is this already
happening?

~N

How has increase in
temp placements in
19/20 affected fallout?

Will phase 2 plans have
an affect on fallout
numbers?

Where do we need to learn more?

higher rate of
presentations for 25+
what proportion of these
are older people

-

The capacity of
caseworkers to keep in
touch with customers

J

Vs

-

~N

How to be smarter about
our communication
flow?

J

Ve

~N

How can we make the
service more accessible
to all? Spirit of - Shelter

Cymru Equal Ground

Standard?

On an individual basis
what happened with the
fallout cases

. J

Any customer journey
mapping from before

4 )

How many people fallout
and then represent.

Working with mental
health services - how
can we do this?

J
N
meeting needs of older
population
J

breakdown of locality
differences

r
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Discovery activities:

Data analysis / visualisation
Auditing case files

Housing Officer interviews
Voluntary sector workers interviews
Statutory Sector worker Interview
Shelter Cymru insight

Good practice research

Desktop review



Data analysis and visualisation

Insights

Assessments no significant increase, but more
complex customers

Prevention success increased:

58% in 18-19
69% in 19-20

77% increase in number of people accessing TA
between 19/20 and 20/21

Snapshot of presentations:

August 2020 — March 2021 (8months)

Over 60% of presentations are from single
people

On average 26% are U25

Relief success has fallen slightly:

47% in 18-19
43% in 19-20

Successful relief rates are also similar between
19/20 and 20/21

However, also seen a 40% increase in
unsuccessful relief between these years.

983 active applications across all bands for 1
bed property

146 presentations

26% are U25

206 adults and 77 children moved into long term

suitable accommodation

2018- 2019 74% people falling out are single
2019-2020 79% people falling out are single

2020-2021 71% people falling out are single

Lack of 1 bed accommodation across the area

Lack of shared accommodation due to
concentration of student HMOs Aberystwyth

Culture of expectation to be able to access
social housing

Average of 6 allocations per week - General
Needs, Extra Care, Sheltered and Affordable
Housing Allocations

Temp move on slow (lack of availability and
suitable alternatives)

For those provided with TA:

16% provided with TA more than once
847% in TA for the first time

28% left their TA



Housing Options officer interviews

5 x officers interviewed

Customers come through contact
centre / housing register and get
referred to team — disjointed
customer journey

Accessibility issues for some, poor
signal in rural areas — don't have
hubs in all places

Don’t use Whats App — and
frequently use email

Lack of capacity to carry out
prevention activities more people
getting through to S75

Caseloads increase as moving
through the process

Shortage of affordable and suitable
move on

Unrealistic expectations from
customers and partners —
complaints from other
organisations

Insights

All cases get allocated through
Team Leader

Would like to be able to triage all
cases

Could have better use of tech —
connecting systems — more
streamlined customer contact
journey

PHP too generic — not specific -
Tick box exercise so people do not
take notice

PRS leasing post — not long
established — need to improve
access to PRS and landlord offer

Lack of supported housing for
people with MH issues- talked
about it for a number of years

Different Officers deal with different

parts of the process

Reliance on other organisations to
keep in touch with customer if they
are providing support

TA not across whole county —
difficult to be able to offer choice

Non stock holding — so have to rely
on RSLs — Do have good
relationships with some.

Were able to move people on in the
early stages of pandemic, but
slowed down

Had PIE and range of other training,

but just don’t have the time to utilise

and implement training learned due
to demands on service

No additional Staff since
implementation of the new Housing
Act — but have restructured

New Gateways system — will help
trace and know where / who / when
/ what support is being provided -
will also help deliver PHP

Length of time in TA and suitability
contributes to fall out rates

Transition from TA — people need
resettlement support

Opportunity to improve relationship
with Social Services and Adult care
as how under same directorate



Case File Audit

» The aim of the case file audit was to assess the quality of fact collection, delivery of advice,
the implementation of legislation and outcomes for customers.

* This element of the project was restricted due to data protection conditions.
« We were only able to assess a limited number of redacted case files and did not have access to
the CMS, PHPs or staged decision letters

* This section presents the limited findings from the audit in isolation from access to CMS — so we
are unable to provide a full picture and therefore cannot be used to provide a baseline or "health
check” with the intention to guide any future audits and/or changes to practice.

» Further cases can be audited if specific areas warrant further exploration.

. ' ' ' th th r
The audit was completed during the period 24t to 27t August 2021. s it
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Baseline Sample

As far as possible, the sample (n=11) was representative of cases handled by the Housing Options Team (including distribution
between officers).

The baseline sample included the following cases:

Logged outcome

Case Type

Section 66 9 Successful 0

Section 73 2 Application refused 2
None-cooperation 2 18/19 3

Family S Withdrawn — Loss of contact 3 20/21 3

Single 6

Other 1



Scoring Methodology
*Some sections

Stage 1: Facts and requirements established (and local authority duty) were non-
applicable in certain
Client and household details 2 cases soO not every
_ case could achieve
Current circumstances 1 .
the maximum
Health/ support 5 total score. ThI.S is
why % of possible
S68 interim accommodation 2 score is used
when presenting
Relevant notification sent 1 results

Stage 2: Accurate and appropriate advice and PHP

Advice 1
Signposting/ referrals 1
Develop tailored PHP for reasonable and SMART actions to be taken (by both LA and applicant) 10

Stage 3: Timely and efficient casework

Prompt, timely, efficient setting completion and recording of tasks 4

Closure/progression at appropriate point 3

Total score 27



Case scores

Overall Mean Score (n=11) — 53% Highest scoring elements -

. . o o Casework assistance carried out efficiently including keeping regular 91%
This section presents the limited findings from contact/ dialogue with the client, including supporting and prompting
the audit in isolation from access to CMS, PHPs client/ household actions. Contacts and updates recorded in case notes on
or staged decision letters and may therefore not system
be a true and accurate reflection. Officers proactive in meeting duty to secure interim accommodation is 83%
available
Relevant and appropriate summary of situation available on system 82%

Working with any support agencies? If yes, contact details for support 80%
90%+ agency/ person available on system

80% - 89%
50% - 79%
23:10)74

Correct and appropriate closure procedure followed: 64%

Lowest scoring elements -
Support needs for client/ household - specific note where these will influence 30
Score for each stage - ability to retain/ acquire accommodation recorded

Timely S.63 letter of decision sent beginning 56 day duty (duty owed, 27%

© NN NN

Stage 1: Facts and requirements 55% T S
established 9 9

. Progressing the case effectively with positive action to prevent/ relieve 55%
Stage 2: Accurate and appropriate . . . .

- homelessness undertaken and demonstrated on file (see list of interventions
advice and PHP .
in CoQG)

i;iziir-rk'mely U2, G T El = Evidence that everything that could be was done to help the applicant 27%

Appropriate and detailed closure letter (s.84) sent and available on system. 36%



Quantitative and Qualitative positives

Quantitative

+ 82% of cases had good detail regarding customers current situation

» Appropriate discussions and consideration given to when interim accommodation may be needed in 83% of cases
» Contacts and updates recorded in case notes on system 91% of the time

* Correct and appropriate closure procedure followed in 64% of the cases

Qualitative

* Good at gathering factual information from customers regarding situation at presentation and initial assessment

+ Effective communication with external organisation and landlords when investigating customers circumstances and history
* Allocation to temporary accommodation usually quickly undertaken

« Positive and proactive casework evident when presentation from YP — 16-17

* Looks like more casework / communication may have been carried out, but just not recorded

r 1
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Quantitative and Qualitative ‘areas of improvement’

Quantitative

» Lack of notes / discussion with customer about support needs, specifically where these will influence ability to access or maintain
accommodation

» Lack of evidence in respect of decision letters on file or being sent to customers

* Mis-categorisation of end of duty reason

* Very few reasonable steps recorded - onus on the customer in many cases

Qualitative

 Lengthy and possibly confusing letters to customers

* Case files highlight unsuitability of some temporary accommodation / offers of accommodation and refusals due to location / distance
from work / schools and support networks

« Little evidence of discussions about client support needs. Where support needs identified and referrals made, lack of follow up

* Only a few files have budgeting / financial assessment or referral for debt advice r =1

« Communication often by email, but no indication that this is the best method to contact customer and cases often Eyggwngilr):dd
closed due to no response to email ,ﬁ'oi te.-f,‘,'n ar
ddigartrefedd
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Case Studies from audit:

Study 1:

Household at risk of homelessness due to landlord
receiving mortgage re-possession notice.

No PHP completed, but evidence of swift and
collaborative case work, between officer, Shelter,
letting agent and support worker.

Facts established, courts contacted and landlord able
to organise refinancing

Household able to remain in property

Study 2:

Customer potentially with nowhere to stay next day,
but no mention of interim accommodation.

Relevant advice given, but no mention of discussion
about support needs, options / choices. PHP pending

Customer had issues managing money, but no notes re
discussions about this or support available or support
referrals made

Officer tried to contact x 5 times within one month

Email sent to customer discussing loss of contact and
advising that application was going to be withdrawn at
end of week



Voluntary sector workers interviews

Positives:

Like the way that Housing Options is structured

Housing Officers are open, good at keeping in touch
and can discuss dynamics with TA placements

Support from LA exceptional
Standards of TA has risen - good quality
Have alcohol liaison nurse and surgeries in TA

New HSG — enables conversations and opportunities
to develop projects that protect and work for people

Harm reduction project to address cyclical
homelessness and time critical pilot project linked to
Rapid Rehousing workers for dual diagnosis /
complex needs.

Sharing of information and support positive at times

Partnership with neighbourhood policing teams
improved

Improved relationships look like here to stay

Accommodation:

Location plays a big part in terms of summer
presentations / people staying in or accepting TA
and or offers of properties

Lack of TA suitable for people who have care needs
or who need adapted properties

Transport links are not great and concentration of
people and TA in larger towns

Challenges in TA - ASB - not all projects have
support and can be difficult for people to sustain

Increase of prison leavers in TA - dynamics within
properties - not suitable for all — treated like bail
hostel

Some people never stayed in TA before - don't
understand homelessness services / system

Need more support in TA and transitional support to
move on from TA

Prolonged stays in TA detrimental — one person in
TA since 2016



Voluntary sector workers interviews cont....

Accommodation cont.

Lack of single unit accommodation
Bond Scheme not always accessible

People have to be tenancy ready to move into a
Social Letting Agency property

Need to improve access to and links with PRS
landlords including offer to landlords

Issues with guarantors in PRS — Could HSG pilot to
help with this?

Joint working:

DA interventions - DA training that police have had -
sensitivity has improved

Duty MH nurse that can work along TA — to help
assess, provide support to staff and customers
around suicide / self harm etc - proactive rather than
reactive

Recognition of pressure on organisations / staff and
resources — can be challenging to maintain
partnerships

As soon as someone is housed, CMHT / Social
Services support drops off

Joint working cont.

More people talking about MH issues, so shouldn't we
have more services

Food banks been so invaluable / food sharing hub /
supermarkets - community partnerships so important
- but not co-ordinated

PIE - approach needs to be standard practice across
organisations, local government / WG

Person centred:

initial Housing Options conversation too intrusive -
language / investigation - people fall out at this early
stage

Difficult to provide support for severity of MH issues
presented with — accommodation not suitable -then
difficult to manage

Difficulties accessing mental health teams / support

Substance support - could have a better assessment
process - should be more PIE and about the person

not processes - can result in people not accessing /

exiting support

Power imbalances between clients and services



Voluntary sector workers cont.../

Person Centred cont....

Need more flexibility of rules in TA - more tolerance

Changes to more restorative justice meetings /
behaviour contracts / positive change procedures
(for clients and staff)

Loss of contact / lack of support in TA - fall out

Long term TA — people can find it difficult to
manage

PIE and trauma informed services are important
Not all people digitally included

Scaling wrong for support - especially if reducing or
been to rehab - need help to link with community
services and support

Increase in criminality and ASB towards staff

Policy:

Rents high / unaffordable PRS

Fall out from TA because of non paying services
charges

Intentionality - may be historic, but still affects
peoples opportunities

Only have HF for young people

Move away from people having to be tenancy ready
Grow the private sector leasing scheme

Develop attractive landlord offer

Specialist responsive mental health support for staff
and customers would make a difference

Mental health supported TA

Digital exclusion — poor signal — services needs to
be accessible for all in Ceredigion



Statutory sector workers interviews

Positives:

Good relationships with Housing Options staff
WG pilot - shared house 16-18 yr olds
Separate HF referral panel

Works well when support is in place prior to moving
into HF project

Support workers are skilled and knowledgeable

Cell meetings well attended

Accommodation:

Staffing in YP pilot not 24hrs - issues can arise and
unable to provide right support

Inappropriate accommodation to meet persons
needs — consideration of other people in
accommodation

Managing ASB can be difficult in TA

Lack of affordable and suitable move on options
for YP

Accommodation cont..

One person in accommodation for 8th time

TA doesn’t work for some YP

Working together:

Referrals process - come from Housing Options -
different to third sector organisations

Need more open and honest information sharing
so that as far as possible right accommodation and
support can be put in place

Info sharing regarding clients - no necessarily best
placed to happen in cell meetings

Delays / difficulties accessing MH support

MH support / information should already be in
place / provided- so teams know what support is
needed

Why cant services come to providers — GP, MH,
substance support

Need specialist professional MH advice line, to
develop right support and responses - 24hr?



Crisis

Statutory sector workers cont...

Person centred work

*TA not suitable for YP with LD — needs resourcing with
support to live independently

* More options to provide flexible and responsive
support

*Need to move away from 9-5 working model

*Not knowing what happens to people when they leave
TA - what support they have / don't have and will they
return

*Staff don't have the capacity to undertake the
community links work that is really needed

*For YP who have experienced trauma - need time and
support around boundaries / confidence building and
life skills and people being there to build up resilience
when things go wrong

Policies:

WWHA - are landlord - but YP in under duty - then
evicted back into homelessness

HSG - more support staff for HF

New 18+ extra care project - adult social care -
have had referrals from people experiencing
homelessness and need mental health and
substance support

Need triage system - what is available where — inc.
beds / accommodation / support / health services /
care

Who has responsibility / ownership for care needs -
rather than passing onto other agencies

Need for more upstream prevention and additional
life skills support at an earlier stage - schools

r 1
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Desktop review

Challenges with PRS:

Lack of shared / HMOs due to student population

Difficult to access affordable PRS especially for
U35s

PRS conditions sometimes not as good as TA

Difficult to secure properties through Bond Scheme
and SLA

However, snapshot of outcomes 18/19 and 19/20
highlights more moves into PRS than social housing

Housing First:

Only have HF for young people

Seems to be a need for older people too

Support:

New Gateway system will help in terms of access to
accommodation / support — who, when and what
support is being provided

Reasons for presentation:

From snapshot data available shift over the last
couple of year from loss of PRS being main reason
to parent or other family members no longer being
able to accommodate, relationship breakdown and
prison leavers

Not enough intelligence around how many are sofa
surfing at any one time

More presentations for people with mental health
issues.

Accommodation:

More one bed accommodation needed peppered
around the district to meet need — especially in the
south of the region

Potential to target and increase supply through PRS
Leasing scheme -
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Insights from Shelter Cymru casework

Offers of interim accommodation either being refused or breaking down due to distance from
support networks.

This seems particularly true for customers with multiple support needs and especially where
mental health is one of those needs.

Where suitability is raised as an issue, the onus seems to be put onto the customers who may be
facing multiple challenges and experiencing deteriorating mental health as a result of their
situation. May lead to people falling out as they may face barriers with communication with the
GP/relevant party, or will be charged for a letter.

Evidencing decision letters. Some case work illustrates where it looks like the client ‘fell out'.
Provision of end of duty letters from the council not available.

Can delay case progression, but does appear that the council will often look at this again and I;yda'n g“ydd_'
‘re-open their offer of new TA. byddwn yn
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Together
we will end
homelessness



Key insights



Areas of insight gained:

Complex
Technology needs/repeat
customers

Communication
with customers

Current
processes and Customer insight
partnerships

Accommodation
options




Key insights

Theme Insight

Communication |+ Most contact made through contact centre and or directly to officer if available — used to be

with customers directly to Housing Options

« Customers need to have access to a phone / credit if cannot get help from support workers

« Messages passed on through contact centre — officers expected to log in and check

« Pandemic has meant that hardly any face to face contact has taken place

« Time not available to utilise PIE and other person centred training approaches received

« Officer caseloads are high and no time to contact all customers regularly and carry out
prevention work as much as they would like

 No system in place to inform officers how frequently they should contact customers during
casework or when closing files

Technology « Some areas of Ceredigion have really poor phone signal / reception

« Customers don't always have the necessary technology to communicate well with the team /
system —Emails used a great deal to communicate — but is this a preferred method of contact?

« Systems do not link

» Customers can also access PHPs online — but this does not get checked

Do not use Whats App

* Marketing and awareness raising in rural areas to increase accessibility




Key insights

Theme Insight
Complex HF for over 25s could be explored
needs/ repeat TA not available across whole county — difficult to be able to offer choice

customers Lack of choice can to reason for not accepting TA — as away from local area / support
Suitability of TA doesn’t always match needs — shared TA can be challenging
Difficult to provide the support need to some people in TA when complex or have mental
health issues
Lack of supported housing for people with MH issues- has been talked about for many years
Have complex and chaotic people in unsuitable TA with limited / no support at times
Young people with mental health issues often struggle in shared accommodation and leave —
only to re-present a short while later and complexity often increases

Current Different officers deal with different stages
processes Less prevention and relief opportunities so cases move to S75 and only one officer
/partners One TA officer who has other duties - Maintenance/payments/admin/routine inspections

Would benefit for supported accommodation and TA for people experiencing MH issues
Providers and customers would benefit from having a floating MH specialist that they could all
access.

Council homelessness team well liked by partnership organisations

Now under Social Services directorate — opportunities for more joint working / access to
services

Would be beneficial to have regular operational team meetings

New Gateway system will help in terms of access to accommodation / support — who, when
and what support is being provided




Key insights

Theme

Insight

Shelter Cymru |-
insights

Most of the TA appears to be in Aberystwyth / main towns — limits availability and choice and
ability to remain close to support networks

Council not proactive in making direct enquiries with relevant health professionals where it
could be argued may have kept the process moving, keep engagement and move towards
amore positive outcome

Lack of availability and evidencing of case closure, decisions made and end of duty letters.

Accommodation |
options .

Customers spending too long in temp accommodation —

Positive that Ceredigion not using B&B / hotel — providers have stepped up and supported, but
still shortage.

Temp accommodation options don’t always meet need — size, location / type — people turn
down or leave

Once in TA - officer has little contact as most TA have support attached, but not all.

Access to PRS — difficult and expensive - Culture of county / support providers / family -
general expectation to get RSL

More work could be done to open up PRS - thinking about Bond scheme / SLA / private rented
sector leasing officer / empty homes strategy / grants for landlords etc

Looking at suitability of housing register offers made in line with needs.




~ Quick wins and design opportunities



QUICK WINS were identified by the project teams (defined as Things we can do in 8 weeks with some effort, design and consultation)

Make letters and PHPs
more customer friendly

=

All case notes are
recorded on the system

%

Understanding what
resources are available,
locally commissioned
and non-commissioned

=

[e]

Improve awareness of
financial support
available

°2
i

Reintroduce regular
team meetings to enable
information sharing and

support staff wellbeing

Update procedure on
ending duty categories
to provide more
consistency

()

Explore different way of
contacting customers -
Teams / WhatsApp

Updating of preferred
contact methods



More detailed DESIGN OPPORTUNITIES were identified before being further developed into concepts and prototypes

Link to project aims/other initiatives

eImproving access to PRS and strengthening existing links will help

to provide more move on accommodation, allowing more customer choice
and helping to move people through the system more quickly, helping to
reduce numbers who leave the system early through fall out. AA A A

How might we improve access and
availability of PRS?

¢ Improving our provision of TA and supported housing provision will give

How might we use our TA as a : anc o]
" . customers more choice and assist in positive outcomes and promote a
platform for positive, sustainable culture of sustainability.

outcomes? AAN

: : : : *Providing a service that increases positive, informative contact in a range
|2 (YA 0411 SN VIR 61 To)ViTo [N eTol gLil g (UL YA-Vale Ml Of different ways will build trust, positive relationships and helps to reduce
clarity of support for customers? the number of people leaving the system with a “fall out” outcome.

ANA A

How might we increase proactive *Promoting a strong, positive and trusting relationship between caseworker
: and customer will help to build a strong conduit for information sharing and
engagement between client and help to stop customers leaving the system with a fall out outcome.
caseworker?

ANAAA

How mlght we introduce case sImproves customer relationship with caseworker, improves customer
management standards / Casework experience, makes patterns of fall-out more identifiable and enables service
standards and customer contact staff to be built more successfully around customer need. AAA

training

> > > > b

>

Key:

HSG needs
assessment

RRTPs

High Level
Action Plan

Ombudsman's
Report

Housing
Support
Programme
strategy

Tyfu Tai —
experience of
people's
experiences of
working in
local
government
and LAs

PSL leasing
scheme

Code of
Guidance




More detailed DESIGN OPPORTUNITIES were identified before being further developed into concepts and prototypes

Link to project aims/other initiatives

sLess customers in the system means more time for caseworkers
How might we proactively prevent to effectively work on cases, reducing fall out and putting less stress on the

homelessness? system in general.
AAA

sReviewing and standardising service charge, former tenants' arrears and
Providers service charge Elalolie)ast g €nforcement policies will reduce inconsistencies and minimise fall out for
' . . these reasons. creating an equal local system, improving trust and
tenants' arrears policies s v PIOY

promoting a culture of sustainability.
AAANA

' eIncorrect data makes the effectiveness of any evaluation of the reasons for
| (o)W q1Te | g IARVIRUT oo k14N o] foTel=To Vic-Rel Wl fall out and measures taken to combat this less effective

ending duty categories

AA

sImproving the provision of TA supported housing provision for over 25s and
or increasing the availability of HF units will give customers more choice
and assist in positive outcomes and promote a culture of sustainability.

AAA

How might we achieve better
outcomes for over 25s

Improve access to metal health sMaximising use of all local resources would help to improve relationships
bst il i) ’ and fill gaps in the existing provision which can lead to customers falling out
substance support ana social care of the system because their needs are currently unmet or poorly met.

services AAA

> > > > b

>

Key:

HSG needs
assessment

RRTPs

High Level
Action Plan

Ombudsman's
Report

Housing
Support
Programme
strategy

Tyfu Tai —
experience of
people's
experiences of
working in
local
government
and LAs

PSL leasing
scheme

Code of
Guidance




Concepts and Prototypes



Example "Concept Capture” Sheet

What is the name of your concept?

How might we . . .provide continuity and clarity of support for customers?

Place post-it
drawing here

Describe your concept

Reinvigorate partnership
working and meetings —
definitely with health and care.

How does your concept work?

Consider existing partnership
working arrangements and
identify where there are gaps in
existing provision either in terms
of collaboration opportunities,
joint working or information
sharing.

Consider reinstating CELL
meetings

Consider the effectiveness of
existing meetings already taking
place

Pay particular attention to

our relationship with health and
care and seek opportunities to
work alongside each other and
collaborate when dealing with
the same customers

Who is the target user or users?

Partners of the homelessness
service but particular health and
social care colleagues and first
and second line health services
eg. GPs and hospitals.

Are there any anticipated
barriers/challenges to your

concept?

Partner buy-in

Officer buy-in

Time to undertake more
engagement with partners
Aligned vision and values

What value does it bring? How
does it address the design

challenge?

Strengthening existing
relationships and working
towards a service that can offer a
multi-agency approach to the
management of homelessness
throughout Caerphilly.

What are the key factors for
success?

A desire from other services both
within the LA and outside to
engage with the multi-agency
approach and to take
responsibility for their part in
ending homelessness.

Providing opportunities to
partners that are suitable and

affactiva
eHectH\e-




Example "Prototyping Plan”

What is the concept we are testing? Design Opportunity 2 - How might we provide continuity and clarity of support for customer?

Reinvigorate partnership working and meetings — definitely with health and care

What assumptions do we What key questions do we have How will we prototype key <If role play> What scenarios will we
need to test? about how the concept should questions & assumptions? How use? What are the roles required and who
work? Are there specific will we capture feedback? will play them?
1. There is an appetite for more components we want to look
partnership working from our at? 1. Telephone/email partners to
partners. scope out appetite for meetings and
1. Can we piggy-back on existing working more closely
2. That we already have some partnership meetings or
strong relationships that just need opportunities? 2. Survey of partners to rank our
revisiting relationship and the need for
2. How often should any meetings meetings/working more
3.Working more closely with with partners be? closely. Also offer options with
partners would bring extra regard to frequency of meetings,
benefits across all our work. 3. Should we have an all partners participants and reach. —
meeting or specific meetings with What do we need (activities, resources,
4. Health and care are particularly different partners from different 3. Target our partners in health and people etc.) to implement the concept
useful partners in relation to sectors/areas? care services to find out where and turn it into a reality?
falling out work. opportunities to work more closely
4.What other types of interaction do are being missed. 1.Staff time to prepare survey, ring or email
we need to think about that will partners, research existing meetings and
bring relationship benefits? 4. Check out what events/meetings partnership working principles.
are already on the timetable we
could piggyback onto. 2.Potential venues — If not online — for

meetings to happen.
5.Research good partnership
working principles. 3. Staff time to evaluate results and feed back to
management.




Action Plans



Action Plans

Three separate action plans were drawn up.

The main purpose was to:-

* log and follow the progress of all the ideas generated through their testing phases to completion.

* provide a place to store the backlog of ideas, concepts and prototypes, as yet untested for the
future.

* provide an area to store pre-existing ideas and service changes

Three elements of the action plans:
* Quick wins: A log of the quick win ideas, owners and reasons for development

* Concepts and prototypes: a space for keeping the developed concept ideas and any prototypes,
created from the design opportunity ideas, showing what is needed to test each concept prior to
full implementation/ "go live" in service

* Aroadmap: A space for actively planning and managing the implementation of the
above, dependent on service capacity



Action Plan: Quick Wins

Quick wins

How dois this changs suppart
Hare

“lall @ul™ reducticn

Discription

objectives?

I proesess CUSROMET 2W M N ss,

T4 ETiES

promotas a more open and
triemdly relationship with the
hoasing advisar and hilps 1o
ke customar in the system.

1. Make PHPs more oostormer fricndly

Imr@rowes customer relatinship
with Casevworkar, improvis
CUSTONTIGT ol P Baieli, M kics
patterns of tall ot mona
entitiable amd enables semnbon

2. Camenrk standands

to b built more successtully
Ao CLSImeT ned.

Mproves customar knowledga
and thidr abikity to make

Infarried chaobois.
3 Review dabt pathway

Proemioes 2
climabe of hizlp and assistance

Consicker a numbser of other LAs PHPS
and chevies more wsetul varsion tor RCT making it
dashir b read and moers indarmative for the oustomer,

Gaps in statt knowkndge around how To wark con
casas and interact with customars has baen
entified. Many HO oficas work o diserent
standards and work miethods A gold standard
casawork dccumant to provide gubdance on b
caseas should ba progressed will 2d in making the

CUSEOMEr joumsy more succisshl.

Current cebt patheay is through CAB. & naad to
ewaluation of the waork dong by CAB and herer

ettecthve this is, 15 needed. Mora direct reterak 1o

CAB are requined amd & debt evaluation sheet could
tormancts thee oustomar and Jllaws

tor reakistic plans o ke mads.

IMpeoyes CLSTOMET journey and

ettectivaness of data colactian.

L Infrocice case managamant standards| Ensures thar custameans receivas
i S o Umesd whichievar

offcer daals with thiir cass.

hedp To: consistently idenity cases which would
bnifit froen e delt pathway:

Frovide stal? with a comprefensie quics 1o how
rases should be progressed induding Taiming an
how customsrs should be communicated with both

in tarms of ime and amiede

T — Miesting o disouss took plice 050022 Miiting se1 for 31/01,/22 1o rivdlins
o Crisis supplied sample PHPS for disou ssicn O Warcireg.
It hias bieen identifiad that this knks with
i I - Agreed imescala tar
i nee Int O Ol S M N e o
[uick W - - conmencerent by 01,0223 and
ARG standards 5. Update procedure on end ot
dube Cabanorec: and B Undating of potantial complation date.  This s
Ul caregnrkes paanng a large piace of work.
prafarrad contact methods.
Taam

Taam

Althaoughs thie need for this & kmowm and it B2 2d T COMTIIT) G OV
has bewmn discussad no dates have been set.

Currenly on hald.

It iz Bizedn pentified that chis Enks with

apakck wins: 2. Casework stardands 5.

Agreed timescala for
Update procacung o and of duby

Lo anoaent by 01,0222 and
patantial complation date.  This is

a large piace of work.

ateganas; and 8. Updating ot protamod
contact miethods.



Action Plan : Design Opportunities > Concepts > Prototypes > Implemented

How does this change suppart “fall out™

: : L : : : : Prionty L/M/H |, .
Design Opportunity reduction objectives? |deas to support design opportunity Link to concept |Link to prototype plan Y Assignedto  |In progress Y/N
’ g
11 Ravigw [ me
1.1 Review the tech used / methods Evcel
used to communicate with customers
It was identified that some of the fall-out |19 Increase the provision of TA we !
ﬂap:-E".Ed '|':|T1 temporary a.:-::rr’n::Iatlzn and| aag - right type, trauma informed el M
that this TA might not be suitable for the needs e
t . g eaving th etc, Lease/ R5LY
. : . of the customer, resulting in them leaving the
How might we use TA as a platform o - F
f o tainabl , | system. Improving our provision of TA and ! .
Or positve, sustainame outtomes: . .. . 13K mrArane | -
positiv C supported housing provision wil give .3 Management process/standards Excel
customers more choice and assist in positive [HOW will we monitor?
outcomes and promote a culture of ” ted :
N 1.4 Complex needs supporte !
sustainability . P o PP N E .
housing/housing first provision? HCE
. . ) |
1.5 Reqular feedback from TA M
, Excel
providers,




Sample roadmap

@

Welsh service improvement
project

Backlog (not started)

Concept
development

Prototyping

On hold

Completed (service
change implemented or

live prototyping)

Date completed

H e o TA
MO MIQNT We USe our |5
25 4 [QaTOmn Tor posive

zustainable cutcomes!?

1.3 Management
processstandards, How will we
monitor?

1.1 Review the t2ch uzed

Metndds Used 10 Commiunicats
i - - [ o T
with customers - LINKED TO

ABRITAS

1.2 Increzse the provision of TA

-

Ll
-
o

1.5 Regular fzedback from TA
providers. LINKED TO EXISTING

e T Ly
WORK TO STREMGTHEN

-5 L

)
=Fr

zed - right typs, trauma

5 el gt
Ao UFaALE

rrd ctr | amend BE1D Ty
1ed ete. Lease/ RELT LIMKED

M TREFCIREST

L]
RN T EXICT IR

-
NEnanlFa

14 Complex needs supported
housing/housing first provision?

L REL IR CALI NI

= b
CAFAMNI AT




Evaluation and monitoring



Evaluation will take place from
the end of the project for a
period of 12-18 months

Surveys will also be sent out on
a three-monthly basis, to track
staff's observations on the
changes being made

Regular check-ins will be
organised with all three local
authorities on a 3 monthly
basis to check progress against
action plans

A mid-way staff event will be
organised to discuss progress
and provide some qualitative
feedback



A results trackers has been devised to record impacts throughout the 12-18 month period.

Sample of Objective 1.1 below

Objective 1: To reduce prevention fallout’ from the homelessness system in three Welsh LAs

Actual count
0-3 manths sinoe 3-& monthe zince E-5 months since | 9-12 months since )
L Target Who will collect
Indicator definition Indicator start date start date start date start date Data collection frequency Data sownce dath
Testing | Across| Testing | Across| Testing |#&cross| Testing | Across
phaze in L&| all LAs | phase in LA| all LAs | phase in LA | all L&s | phase in LA| all Las
Outcome 1.1

Number of housshalds recarded as ‘fallen
out’ under Prevention duty redwoed during
reparting period

Praportion af unigue households under
Prevention duty ciegorised as Tall-out’ during
thres-month period [tatal)

Dt inputted inta
participating L& systemn
dailyweekly, and extracted
by 7 it end of reparting
period

Participating L& hbomelessness

manitoring/case management

sysEm

Front-line staff
will imput - LA
condact w

exbract

Outputs comtributing to Outcomme 1.1

LAs implement actions foe pressention duty
folloreding action plan

Karrative report describing prevention action plan
implamentation is submitbed to Criss in o

weeks following reporting period

Rapart receieed by Marcia
at end of reporting periad

wibromes 1 7




National Policy implications



Comparative
findings to the
Ombudsman’s
report

Letters and PHPs too generic, not personalised enough, too technical and
difficult to understand.

Guidance around classification of case closure outcomes not clear

No system in place to inform officers how frequently they should contact
customers during casework or when closing files — casework standards

Could have wider range and improve use of tech to communicate with
customers — more streamlined customer contact journey

Lack of simple, straightforward information available for customers and
partners — websites out of date — could increase and improve self-help
opportunities



Policy Inconsistencies in data recording — importance of data
Implications collection to provide true reflections, inform future
of work planning and commissioning.

Lack of suitable and affordable move on — size, location
etc.

Data digital and tech — GDPR, data sharing use of
technology to contact customers and improve
communication

Frustrations regarding lack of availability / ability to provide
TA that is suitable for customer needs
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