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Who we are and our 
why…

• 60,000 homes across the south

• Provide social rented, market rented, 
shared ownership and outright sales

• Specialist supported housing team 
covering approx. 1,300 homes

• We have a person led and outcome 
focused approach to safeguarding 

• We want to be sector leading with a 
tailored offer of support 

Safeguarding people is everyone’s responsibility. Some of our 
residents are at risk of abuse, harm or neglect. We all have a 
responsibility to protect them. It is only by tackling it head on 
that we’ll create a safer community and home for our 
customers. 



Spotting signs of abuse and other 
safeguarding concerns in response to Covid-
19

3

Housing advice and resolution service 
Triage 

Risk assessments 
Expert advice 

Single front door approach 
Case management

What had changed for our 
customers?

Everything/nothing
Welfare 

Tolerance 
Awareness 

Why did we need a different 
approach?

Visibility changed routes of contact 
from customers

Technology 
High impact support 

when a critical 
issues happens

Training 
Challenging status quo

Awareness
Specialist training –
DAHA/Womankind

Local authority support 
Trades & property 

Competencies 
framework

How did we change?
Advice calls

Reactiveness 
Data

Platforms of communication
Spot it! 



Key tips on initiating 
conversations with 
individuals who may 
not realise they are 
at risk of abuse

Understanding the customers world

Removing the fear - Making safeguarding personal

Changing the language – for example customer safety plan (changing the language -
safety plans rather than risk assessments)

Equipping customers to change behaviour – critical

Supporting staff affected and ensuring competence and confidence  

Encouraging curiosity – awareness for frontline teams on signs of all abuse

Challenging perspectives – Cultural differences, Torbay SN tool and Hoarding scale



Strategies for 
enabling vulnerable 
adults to safely 
engage with 
safeguarding 
services

On the phone – if you’re concerned 
ask simple  questions which can be 

answered yes or no. e.g. Do you feel 
safe at home? – do you need help? Is 
there a better time I can call ? (then 

list some times)

When visiting and have concerns but 
potential perpetrator in the house –

ask subtle questions to establish 
household patterns like work etc to 

identify better time to contact. 

Once an issue and connection is 
established – don’t have too many 

hand offs and ensure easy 
communication method agreed. 

Let the systems in place support you 
– Flags/case management 

Promote awareness of national 
helplines and tools like the ‘I'm in 

danger’ signal with staff and 
residents

Ensure coms and training for 
frontline teams 



Establishing 
frameworks for 
engaging with partner 
organisations to 
protect individuals at 
risk (Approach to DA 
services) 

Data first - Created a 
business intelligence 

platform which represent 
trends in domestic abuse 
being reported Business 

buy in - Active operational 
and strategic group and 

exec board sponsor 

Build awareness internal 
webinars to promote 

awareness for DA – stigma 
and breaking down barrier 

Partnerships – we aren't 
always the experts… SLA 
with Womankind (over 
100 women supported 
since May 2020) Target 

hardening approach set up 
with Safer partnerships

Understand the customer 
commissioned insight work 

to understand customer 
experience and our 

approach to DA

Training and more 
training – internal tailored 
safeguarding training and 

bespoke DA training 
running  throughout the 

year 

Case reviews and audits –
importance of best practice 

and links to other 
organisations 

Whole housing approach 
forum attendance with LA, 
Police and support agencies 

–Coms campaigns 
throughout the year..



Thank you for listening

Sarah Andrews 
Head of Housing Response Service 
M: 07917241395
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