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Newcastle’s context

• Population: 292,000 

• Among the most 25% deprived local authorities in the country 

• 8.8% of neighbourhoods are among the 10% most deprived in England 

(23rd highest in England) 

• Newcastle has the UK’s largest foodbank 

• 29.1% of dependent children in low income families, compared to the 

UK average of 19.9% 

• An estimated annual loss of £119m in working age benefits by the end 

of 2025-26

• An estimated £345m reduction in Newcastle City Council’s budget by 

2023

• Universal Credit roll out 65% complete in Newcastle in September

2020 (57% across Great Britain)



Key to success:
A partnership approach across the city 

• Active Inclusion Newcastle partnership 

began in 2013

• Increased demand for advice, support and 

accommodation due to:

• welfare reform

• localism

• reduced resources

• Strengths: political leadership, YHN and a 

culture of prevention and compassion

• Aims: better support residents to have 

foundations for a stable LIFE

Foundations for a stable 

LIFE

● Somewhere to Live – a home

● An Income – benefit entitlement

● Financial inclusion – life without 

excessive debt

● Employment – inclusive growth
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YHN inception

High level commitment given to reduce 

evictions & sustain tenancies. Refugee 

Move-On Team set up to stop newly 

granted refugees presenting as 

homeless

Sustaining Tenancies protocol developed

Evictions 200+ per annum. Dedicated 

services for young people including floating 

support & accommodation- based services 

established

Pathways to Independence 

protocol developed

To increase move on from supported 

accommodation into general needs 

tenancies for over & under 18’s

Hospital Discharge protocol developed

Services to support customers with enduring 

mental health issues also developed

Homelessness Prevention Trailblazer 

Increased focus on ‘upstream 

prevention.’ Evictions reduced by 75% 

since 2007,  2.5 x + lower eviction rates, 

Housing First, Rapid Rehousing, Next 

Steps Accommodation Programme

A long-term commitment to homelessness prevention, 
financial inclusion and tenancy sustainment



Our integrated approach to tenancy sustainment 
and financial inclusion for customers at risk of  
losing their homes

• Income Collection Team – prevention of 
arrears is at the heart of the approach:

• connect with customers to understand the 
causes of why they are unable to pay

• maximise incomes 

• affordable repayment plans. 

• Financial Inclusion Team – specialists in UC 
application process:

• ensure full entitlement is paid, including 
other benefits they may be entitled to

• Employability Team – tailored support and a 
direct pathway into good quality employment

• Support and Progression Team – critical 

part of helping people to sustain 

successful independent living and to 

prevent homelessness by securing the 

foundations for a stable LIFE:

• prevent crisis through proactive early 

intervention

• available to all new and existing 

residents who have been identified as 

vulnerable with additional needs that 

might impact on their ability to access, 

set up and keep a home.



YHN Support and Progression Team

• Community based services: 
for existing and new customers who 
have vulnerabilities and additional 
needs that will impact on their ability to 
live independently and sustain their 
tenancy.

• Pathways and transitions: targeted 
approaches to support customers to 
move on from supported 
accommodation/institutions into safe, 
supportive and stable homes in 
the community.

• Young people’s accommodation and 
community based services: for 
young people up to 25 who are leaving 
the care system and who are at risk of 
homelessness​, including crisis and 
move on accommodation, and a 
dedicated team of 8 social workers.

• Refugee services: for refugees who 
have been given leave to remain to 
support their resettlement and 
integration.  



Support and Progression highlights

In 2020/21:

• £4,160,967 income generated through unclaimed benefits, housing costs and grants

• Reduced rent arrears by an average of £150 per household

• Supported 1,951 residents with debt and budgeting advice and access to crisis payments  

• Helped to reduce evictions for rent arrears from 106 in 2017 to 47 in 2019/20 then 0 in 2020/21 

• Partnered with EON to install sustainable and affordable ground source heating at young people’s 
supported accommodation 

What next?

• Sheffield Hallam University (CRESR) evaluation

• Develop Psychologically Informed and Trauma-Informed approaches 

• 3 year funding application submitted to employ a psychologist to embed new ways of working



YHN Employability Team

Externally funded:

• Working Homes (ESF) – top performing provider in the partnership 

• Kickstart  – 72 young people employed, YHN lead of 17 employers

• Newstart – 68 employed, YHN lead of 25 employers 

• Internally funded :

• 15 apprentices 

• 30 x paid 9 month fixed term posts for tenants annually

• 14% of YHN workforce have either come through one of these 
employment schemes or is currently on one. 

• Service remodelled during first lockdown to help people on nil hour 
contracts 

• 3 jobs fairs held annually, online during lockdown 

• Partnership work: Housing Employment Network North East 
Partnership



YHN Financial Inclusion Team

• Critical part of the YHN Income and Recovery team

• Specialists in supporting residents through the Universal Credit 
application process and ensuring receipt of all eligible benefits

• Budgeting advice, help with energy costs and maximising 
income for YHN customers 

• Successful partnership work with DWP and Job Centre Plus:

• co-location in the Job Centre

• escalation procedure so people with UC and DWP Service 
Centre issues can request help via email to Job Centre 
Plus

• developing a collaborative approach with the DWP to give 
YHN a direct route into the UC Service Centre



YHN Income Collection Team

Focus shifted from collecting rent to connecting with residents by:

• Getting to know our residents and ensuring that support is in place to help them through issues 

• Working to prevent debts 

• Linking with colleagues to ensure affordability is considered at application and offer stage 

• Budgeting work to understand priority and non-priority spending

• Offering a range of payment options to make it easy to pay:
• Direct Debits on any day, weekly, fortnightly, 4 weekly or monthly
• Reoccurring card payments with no fees when there are insufficient funds
• Payment cards
• Telephone and online payments
• Pay by link
• Barcodes on letters linked to rent accounts 

We are committed to a policy of no evictions into homelessness - legal action is a last resort



Financial Inclusion and Collection Teams’ 
highlights

• Secured over £1.55 million in unclaimed benefits

• Supported 1,404 customers

• Effective relationships between the teams

• Transition from collection to connection

• Income Advice and Collection Team nominated and 
shortlisted for ‘Team of the Year’ at the CIH National and 
North East Housing Awards

• Successfully supported customers through the 
pandemic, guiding customers through first time 
Universal Credit applications while achieving over 100% 
rent collection 

• 0 evictions into homelessness in the last 2 years



Prevention: building financial resilience skills in 
key areas such as home and bills management

• Support identified at earliest opportunity (before 
sign up if possible)

• Use budgeting work to discuss employment as a 
solution and make Employability Team referral

• Apply for grant funding to help people through 
specific times of transition with extra expenses 

• Refer to our Digital Inclusion Team for support 
getting online to help people manage their benefit 
claims



Taking a person-centred approach

Staff better understand customers’ needs through: 

• Using the Standard Financial Assessment to ensure a common approach

• Honest, respectful discussions about priority spending 

• Comprehensive benefit checks

• Links to external agencies (eg Energy for the Future, Money Matters)

• Using the Complex Case Panel to resolve housing problems  

• Fuel poverty organisational wide Task and Finish Group to provide customers 
with knowledge to sustainably adopt energy saving measures and targeted 
action to increase the take up on warmer homes subsidies 

• Detailed analysis of the 50 evictions that took place 3 years ago to learn and 
consider opportunities for earlier intervention and identify previously unknown 
risk indicators  e.g. the analysis showed the removal of children from a 
household can create a significant financial risk. 



Identifying tenants at risk and proactively engaging them to 
help sustain their tenancies: key tips

• Apply principles of respect, understanding and forbearance.

• Understand barriers to payment and develop personalised support plans 
to help address them.

• Ensure an effective rent management system to identify customers with 
increasing high level arrears with possible poor engagement.

• Take a sustaining tenancies approach and make the prevention of 
homelessness ‘everyone's business.’

• Work in partnership with Newcastle City Council, Active Inclusion, Multi 
Disciplinary Team, Money Matters, Early Help and Adult Social Care as 
part of a whole housing system approach.

• Have a clear process for referrals at key touch points in addition to ad 
hoc as needed.

• Use technology to engage customers in addition to personal contact and 
delivering targeted communications, campaigns and interventions.



Celebrating success with Newcastle City Council 

Newcastle received a Gold Award in the World Habitat Awards 2020 for our long-

term approach to homelessness prevention:

“This is a really impressive project, especially when you consider the deprivation 

locally & the cuts they have faced. It highlights local political commitment & 

leadership to continue to take an active & thorough approach – while working with 

other agencies – to prevent homelessness. There are things that others can learn 

from this project, in particular linking housing, homelessness, the voluntary sector, 

social care & welfare – there’s no way you can end homelessness unless you make 

those links.”

https://world-habitat.org/world-habitat-awards/winners-and-finalists/homelessness-prevention-in-newcastle-upon-tyne/


• UK Housing Award for Best Supported Landlord 2019 

• UK Housing Award for Homelessness Project  2020

• UK Housing Award Shortlisted for employability 2019,2020 and 2021


