
Homelessness Prevention Service
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Similar process would apply for most circumstances that have lead to the treat or resulted in homelessness, but we will look to tailor advice and support given at each stage to the individual case

Complete the 

ONLINE FORM or 

CALL Customer 

Services

Form will assess 

eligibility and 

whether they meet 

criteria for 

PREVENTION DUTY 

Customer makes an 

appointment with a 

PREVENTION 

OFFICER, either 

online or when 

talking to the 

Customer Service 

Advisor. 

If they do not have 

anywhere SAFE TO 

STAY that night – 

they will be asked to 

come into the 

Customer Service 

Centre, so suitable 

arrangements can 

be made

Customer is emailed 

details of the 

information they need 

to bring to their first 

meeting and a sent a 

self help pack of where 

they can access support

Initial meeting with 

Prevention Officer, create a 

PERSONAL HOUSING PLAN 

(PHP) with  actions to reduce 

threat of homelessness, 

based on ROOT CAUSE

Visits Customer 

Service Centre for 

advice and support

Where they can 

they are directed to 

self service 

terminals to 

complete ONLINE 

FORM or to call 

CUSTOMER 

SERVICES

Information gathered to 

understand circumstances 

that have led to threat of 

homelessness, housing 

needs, additional support 

requirements

REFERRALS for External support where required – based on existing and new contracts 

eg Budgeting, money management, DEBT ADVICE, allow access to Home finder based on updated banding, 

DRUG and ALCOHOL SUPPORT, MEDIATION with landlord/ family if the contact by the prevention officer does not resolve issue,

BENEFITS CHECK, DISCRETIONARY HOUSING PAYMENTS, access to PREVENTION POT,  MENTAL HEALTH SUPPORT, Employment advice and support eg Job Shop/ Job Centre, 

DOMESTIC VIOLENCE AND ABUSE support, look for alternative accommodation etc

PREVENTION OFFICER is a SINGLE POINT OF CONTACT for customer, 

ongoing case management to implement agreed actions in to reduce 

the threat of homelessness, to try to remain in property where it is safe 

to do so, if homelessness cannot be prevented within 56 days the 

customer moves to RELIEF DUTY

Work with the customer to relieve the 

homelessness through TEMPORARY 

ACCOMMODATION, staying with 

Friends/ Family, bidding for properties 

on HOMEFINDER, PRIVATE SECTOR 

LETTINGS

Re-visit and change 

PHP

PREVENTION OFFICER is a SINGLE POINT OF CONTACT for customer, 

ongoing case management to implement agreed actions in to relieve 

homelessness, with a tenancy of at least 6 months.  If  homelessness 

cannot be relieved within 56 days the customer moves to the MAIN 

HOUSING DUTY

HOUSING OPTIONS TEAM assess 

eligibility based on priority need, 

intentionality, local connection to 

determine if a duty is owed

If yes – work continues 

to find suitable 

accommodation for 

customer with at least a 

12 month tenancy to 

discharge duty

Appendix B – Example of the customer’s journey through the new Homelessness Prevention Service

This provides an example of how the service may look once fully developed


