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1.	What this policy is about and why we need it.

1.1 This policy is about our commitment to identifying vulnerable customers, ensuring that they can access and use our services and, where necessary, that they receive appropriate support and assistance. This may be delivered directly by us or following a referral to a statutory or voluntary agency/organisation. 

1.2 Vulnerable customers are those who have a particular characteristic and/or experience difficulties with everyday living and/or experience an exceptional life event and are currently unable to act independently and/or are unable to cope with managing a tenancy or receive other services without additional support. 

1.3 In circumstances where it is identified that a customer does not have the mental capacity to make decisions for themselves, we will work with such as the carers, advocates, and legal representatives to ensure they are able to access the services they need in line with the Mental Capacity Act 2005. 

1.4     We recognise that vulnerability may result from or be indicated by one or more of the following (the list is not exhaustive): 

· Alcohol/substance misuse
· Being supported by specialist agencies/organisations
· Children exposed to risks
· Debt/money problems
· Divorce/relationship breakdown
· Fleeing or history of domestic abuse 
· Frailty (old age)
· History or suspicion of arson/risk of creating fires/hazards 
· Hoarder or previously known hoarder 
· Homelessness/repeat homelessness 
· Hospitalisation/discharge from hospital or other care
· Lacking/limited ability to respond to evacuation of a building in an emergency
· Learning disability/difficulties  
· Mental health diagnosis  
· Periods of sustained illness at home
· Persons impacted by bereavement
· Persons leaving care
· Persons leaving prison  
· Physically disabled or having limited mobility
· Repeat absence from education 
· Sensory impairment 
· Terminal/chronic life-threatening health condition
· Victim of exploitation/cuckooing/County Lines  
· Victim of harassment or abuse 
· Victim of hate/mate crime
· Young persons with SEND/EHCP  

1.3      Whilst there may be some overlap with those who have a protected characteristic defined by the Equality Act 2010, we recognise that not everyone with a protected characteristic will be vulnerable. We will not assume that whole groups of customers are vulnerable and will assess vulnerability on a case-by-case basis. 

1.4      We may identify vulnerability by:

· Customers or a family member or carer informing us that they have a need for additional support
· Our people identifying/assessing a support need
· A referral from an external agency/organisation
· Information from a third party working on our behalf 

[bookmark: _Int_MJ9YFsKH][bookmark: _Int_rCwHZuQQ]1.5        We recognise that vulnerabilities may not be permanent and that customers may be vulnerable at different times for different reasons, moving in and out of vulnerability depending on their circumstances. 

2.          Who does this policy apply to?

[bookmark: _Int_N1u4WZlY]2.1	This policy applies to all of our people, Board members, contractors and to customers using or impacted by different services who may be identified as vulnerable. It should be noted that we have separate policies regarding the safeguarding of adults and children and where there are safeguarding concerns about a vulnerable customer, we will respond in line with the relevant policy.

3.	 Our policy objectives are to: 

· Comply with related legal and regulatory requirements

· Utilise available information/insight to identify vulnerabilities and any support needs that our customers may have

· Ensure that our services are accessible and, where necessary and appropriate, adapt them to meet the needs of vulnerable customers 

· Signpost to/work in partnership with statutory and voluntary agencies/organisations towards meeting the support needs of vulnerable customers

4.          Recording Vulnerability

4.1      	We will record, hold, and use data regarding vulnerabilities in full accordance with legal requirements and our Data Protection Policy.



5.        Our Commitments 

5.1      Service Areas

5.1.1   Housing - as shown at Appendix 1.

[bookmark: _Int_gfiqEm6R]5.1.2   Learners/Students - we have policies and procedures to support our service delivery across our education, wellbeing, employability, and student services which ensures all services are as accessible for all as far as practically possible. These cover:

· Teaching and learning - including fair assessment, fair access, and support
· Fees - including affordability of our programmes, and access to learner support
· Exams - including access to support, moderation, and appeals 

5.1.3   	Our student accommodation offer will include adapted provision and      on-site support for vulnerable students. 
  
5.2       Communications

5.2.1     We will ask customers about any communication needs when they sign up to use our services and update these as required during other contacts/interactions. 

5.2.2     We will communicate about our services using a variety of channels. This includes our own website, emails, text messages, and methods such as hard copy print and letters, where necessary and appropriate. We will consider requests for information in other formats, as necessary. 

5.2.3     We will ensure that our website is as accessible and user-friendly as possible, being subject to regular Web Content Accessibility Guidelines (WCAG) audit or equivalent.

5.2.4     Vulnerable customers can ask us for contact to be made and/or correspondence to be sent to someone authorised to act on their behalf.

5.3       Managing Complaints

5.3.1   	When managing complaints, we will have regard to our duties under the Equality Act 2010 and anticipate the needs and reasonable adjustments of customers who may need to access the complaints process. We will also consider whether a complainant is vulnerable or at risk.

5.4      Reasonable Adjustments

5.4.1   Reasonable adjustments to our services for vulnerable customers will be considered in accordance with our Reasonable Adjustments Policy.



6.	How we will monitor this policy

6.1      We will monitor this policy by review of case records, responses to customers vulnerabilities when identified, and reasonable adjustments made. 

7.	Links to legislation/regulation/policies

  7.1      Legislation, regulation, and policies that link to this policy are listed below:

Legislation 

Care Act 2014 
Data Protection Act 2018 and General Data Protection Regulation 2016
Education Act 2011
Equality Act 2010
Fire Safety Act 2021
Fire Safety (England) Regulations 2022
Human Rights Act 1998
Keeping Children Safe in Education (KCSIE) (updates annually)
Mental Capacity Act 2005 
Pre-Action Protocol for Possession Proceedings
Regulatory Reform (Fire Safety) Order 2005

             Regulation

	The Regulator of Social Housing’s Transparency, Influence and Accountability consumer standard requires registered providers to “treat tenants and prospective tenants with fairness and respect” and “understand the diverse needs of tenants, including those arising from protected characteristics, language barriers and additional support needs”, with a specific expectation that providers will “demonstrate how they respond to tenants’ needs in the way they provide services and communicate with tenants”. 

The Safety and Quality consumer standard requires that registered providers “should all have a process in place to assist tenants in need of housing adaptations, which they must communicate to tenants” 

The Housing Ombudsman Complaints Handling Code 2024 states that landlords “…must consider its duties under the Equality Act 2010 and anticipate the needs and reasonable adjustments of residents who may need to access the complaints process” and also that “Landlords must have processes in place to consider which complaints can be responded to as early as possible, and which require further investigation. Landlords must consider factors such as the complexity of the complaint and whether the resident is vulnerable or at risk.” 




The education inspection framework (‘the framework’) sets out how Ofsted inspects further education and skills provision. The framework sets out how inspectors will always consider how well learners are helped and protected so that they are kept safe. Although inspectors will not provide a separate grade for this important aspect of a provider’s work, they will always make a written judgement under ‘leadership and management’ about whether the arrangements for safeguarding learners are effective.

[bookmark: _Int_KwItqN5L][bookmark: _Int_iu5SUlmH]KCSIE “All staff should be aware of the indicators of abuse, neglect, and exploitation, understanding that children can be at risk of harm inside and outside of the school/college, inside and outside of home, and online. Exercising professional curiosity and knowing what to look for is vital for the early identification of abuse and neglect so that staff are able to identify cases of children who may be in need of help or protection.”

Policies

· Anti-Social Behaviour 
· Data Protection   
· Domestic Abuse
· Equality, Diversity, and Inclusion
· Exams
· Fees
· Fire Safety Management   
· Hate and Mate Crime
· Hoarding 
· Income Management
· Learner Access to Fair Assessment  
· Prevent Policy
· Safeguarding (Group + Education for young people)
· Subcontractor (education)
· Teaching and learning

8.	When this policy will be reviewed

8.1	This policy will be reviewed in three years’ time, or sooner should changes to legislation, regulation, or emergent best practice prompt such.











9.	Jargon buster
	
	Reference
	Definition

	Hate and Mate Crime
	A hate crime is an offence motivated by hostility or prejudice based upon a person’s identity
Mate crime refers to the befriending of people who are perceived by perpetrators to be vulnerable for the purposes of taking advantage of, exploiting, and/or abusing them

	Hoarding
	A persistent difficulty discarding or parting with possessions due to a perceived need to save them

	Protected Characteristic
	Specific attributes safeguarded against discrimination under the Equality Act 2010

	Reasonable Adjustments
	Changes made to remove or reduce disadvantage 



Appendix 1  

Housing Services Commitments 

Allocations, transfers, and exchanges 
 
Our allocations policy sets out how our homes are allocated, with most through nominations from the lettings schemes in the local authority areas where we operate. When receiving nominations, we will review any information held in respect of vulnerability to assist our consideration of whether the home applied for is right for the individual/family and identify any risks to tenancy sustainment. Representation from a medical professional and/or a support agency may be required. 

[bookmark: _Int_qC8YPyOU]Transfers may be applied for through the lettings schemes in the local authority areas where we operate, and priority need may be awarded due to vulnerability. In exceptional circumstances, we may make direct lets on account of vulnerability. Representation from a medical professional and/or a support agency may be required. 

We will assist customers who are registered for a mutual exchange to search for homes if they are unable to access the Homeswapper website due their vulnerability. For example, older persons without access to a computer/smartphone or those where English is not their first language.

[bookmark: _Int_XqESiyGA]As part of the housing application/transfer/exchange process and where appropriate, we may complete a risk assessment to identify any additional support required as a result of vulnerability.



Tenancy Sustainment/Management  

Whilst our policy commitment is to identify vulnerable customers and ensure that they can access and use services, any prospective new customer who is deciding on entering into a tenancy agreement, must be able to understand their obligations as the potential consequences of failing to meet them. 

  Our tenancy offer letters, sign-up information, and tenancy agreements are in an easily readable format. Where they are not accessible to vulnerable persons, we will seek to provide in a format that is. 

When receiving nominations, we will review any relevant information held in respect of vulnerability to assist our consideration of whether the home applied for is right for the individual/family and identify any risks to tenancy sustainment. Notwithstanding this, we will take the opportunity at sign-up to confirm details of any vulnerable household member and any existing support services received. This may result in us providing direct support or making a referral to a statutory or voluntary agency/organisation. 

Our people will be alert to and report and/or record indicators or potential 
indicators of vulnerability which may be identified from ongoing tenancy 
management. These may include, but are not limited to:

· Repeat failure to respond to contact made or to answer the door when being visited

· Repeat failure to allow access for essential/routine maintenance

· Self-neglect

· Neglecting the property 

· Hoarding

Rent Arrears 

We recognise that some vulnerable customers may have money problems and difficulties with budgeting. We may identify vulnerability through circumstances where erratic rent payments and falling into arrears becomes evident and there was previously a good payment history.

Vulnerable customers who are struggling to make rent payments will be offered support either directly or through referral to an appropriate agency/organisation with a view to maximising income, assisting with budget management and planning to pay rent and arrears.

When considering formal action to recover rent arrears, we will complete a
proportionality assessment to inform our decisions 




Repairs

[bookmark: _Int_uVzYwkND][bookmark: _Int_yDF48yYl]We recognise that some vulnerable customers may find it more difficult to cope if something goes wrong in their home and they need a repair, or if any major component replacement is required. When contact is received, we will identify and record any particular need that may be required as a result of any vulnerabilities when arranging a repair and customer records will be updated if necessary. 

Aids and Adaptations

           We will support the provision of aids and adaptations that help customers enjoy their independence. Details are contained in the Aids and Adaptations Policy.

Fire Safety

           Where customers with vulnerabilities are identified in any of our supported or student accommodation units, a Personal Emergency Evacuation Plan (PEEP) will be produced to identify any additional control measures required to promote their safety in the event of a fire. This information is shared with the relevant Fire and Rescue Service and stored in the Gerder Box at each applicable site. For customers in general needs accommodation, a Type 3 Fire Risk Assessment is undertaken and/or reviewed annually which incorporates visits to a sample of the flats in each block. Any vulnerabilities identified during this process will be identified as an action item and managed in conjunction with any other internal or external partners. Issues identified at the start of tenancy, or during the lifetime of the tenancy by individual customers will be managed via the One View CRM system.

Information is also posted at each general needs block to remind customers about the specific evacuation procedure in place at each site and to signpost those with any concerns or queries to the Building Safety Manager.
 
Anti-Social Behaviour 

We recognise that anti-social behaviour or harassment may be directed towards vulnerable persons because of prejudices held by a perpetrator. We also recognise that in some instances vulnerable residents may be reluctant to report ASB and less able to cope with what may be regarded as low-level anti-social behaviour. We will be alert to these types of incidents and encourage reporting to us. Our people will seek to identify and respond to any victimisation and encourage tolerance and respect for others.
 
We take a victim centred approach to all reports of ASB and will carry out a vulnerability assessment in all cases which helps us measure any risks to victims. 

We recognise that some customers may act in an anti-social way due to 
behaviours related to their vulnerability and will take all reasonable steps to improve the situation. Before commencing any legal proceedings, we will ensure that proportionality assessments are carried out in line with the public sector equality duty. 

We will always prioritise investigations into reports of domestic abuse, hate crimes, and harassment. Recognising that these are criminal behaviours, we will work closely with the Police in response. Our actions may include target hardening work. 
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