Tenancy Sustainment
Statement
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Vision 2025
Strategic Plan 2016-2019
Radian’s aim is for customer satisfaction
and income collection to be sustained in
top quartile performance whilst reducing
costs and enhancing income.

Vision 2025
Radian’s vision for 2025 includes:
Those on low incomes will want low
cost, warm, dry, safe homes, supported
by services that assist them in achieving
independence and the opportunity to
progress from a space to live in to the
stakeholder homes and tenures we also
offer.

Where we are:
•
•
•
•
•

24,059 properties managed across Southern England
4% turnover of our stock, 939 properties per annum, as at 2017/18
1.6% arrears for 2017/18 - includes sheltered, supported, general needs, market rent,
intermediate rent, shared ownership and leasehold debt and other charges
1.6% arrears for 2017/18 for social and affordable tenancies only
100.2% of rent collected for 2017/18.

End of Tenancy:
760 tenancies which ended during 2017/18 were analysed. Looking at the reasons for
tenancies ending in general needs, supported and intermediate market rented properties,
these are as follows:
• 63 tenants were evicted
• 183 because the customer transferred within our stock
• 345 customers moved into private accommodation or home ownership
• 22 properties were abandoned
• 107 moved to another social provider
• 50 moved to local authority housing

In summary, 365 (45%) tenants moved to alternative social housing, 45% moved in the
private sector, 7% were evicted and 3% abandoned their home.
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National context
The Welfare Reform Act 2012 introduced major
changes to benefits which have had significant
implications for our customers.

Universal Credit
This credit replaces six benefits and tax credits for
working age people and is paid monthly in arrears
direct to the claimant from which they have to pay
their rent. Claimants who are working are expected
to undertake job searches to increase their earnings
and reduce benefits as well as those who are
unemployed.
The benefits replaced are:
•
•
•
•
•
•

Income-based Job Seekers Allowance
Income-related Employment and Support Allowance
Income Support
Child Tax Credits
Working Tax Credits
Housing Benefits

At the end of March 2018, Radian had 758 tenants in receipt of Universal Credit and their
rent arrears are 7.2% (as at March 2018).
During the first quarter of 2018/19 we will see Universal Credit Full Service rolled out to
the following Job Centres: Slough, Bracknell, Basingstoke and Maidenhead. From April
2018 those already on Housing Benefit will continue to receive their award for the first two
weeks of their Universal Credit claim.
This covers over 4000 Radian properties, so we are likely to see a large increase in the
number of Universal Credit claimants per month as a result of this roll out.

Under Occupation Benefit Reductions (Bedroom Tax)
From 1 April 2013, housing benefit payments for people under the age of 644 (as at July
2018) in the social rented stock has been based on family size. People “under-occupying”
by one bedroom lose 14% of their housing benefit and those with more than one spare
room lose 25%.
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Benefit Cap
As at 31 March 2017, the amount that working age
people can receive in benefits and tax credits is
capped at £384.62 per week (£20,000 p.a.) if you
are a couple with or without children living with you
or a single person with children living with you. If you
are single, benefits are capped at £257.69 per week
(£13,400 p.a.). Benefits included in the cap are:
•
•
•
•
•
•
•
•
•
•
•

Child Benefit
Child Tax Credit
Income Support
Housing Benefit (except for those in certain Supported Housing)
Jobseeker's Allowance
Employment and Support Allowance (except when in the Support Group)
Incapacity Benefit
Universal Credit
Maternity Allowance
Severe Disablement Allowance
Widowed Parent's Allowance and Bereavement Allowance

The following benefits are exempt from the cap:
•
•
•
•
•
•
•
•
•
•
•

Working Tax Credit
Employment and Support Allowance - Support Group
Personal Independence Payment or Disability Allowance (for parent or child)
Carer's Allowance
Guardian's Allowance
Attendance Allowance (65+)
Industrial Injuries Benefit
War Widow(er)s Pension
War Pension
Armed Forces Compensation Scheme/Independence Payments
Bereavement Support Benefits

From information supplied by the local authorities it is thought that 100 Radian
households are affected by the benefit cap (figures as at March 2018) however figures
have not been supplied by the larger organisations.

Personal Independence Payment (PIP)
Personal Independence Payment (PIP) is a benefit that will gradually replace Disability
Living Allowance (DLA) for 16-64 year olds. The roll out of this was due to be completed
by the end of March 2018, however the DWP has confirmed this is behind schedule.
Instead the aim is now that all working age DLA claimants will have received their
invitation letters by late 2018, with the final assessments and transfers not being
completed until mid 2019.
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Local Council Tax Reduction Scheme
This scheme replaces Council Tax Benefit. Local authorities now administer their own
local council tax reduction.

Introduction of Mandatory Reconsiderations
A claimant who wishes to dispute a decision on their benefits must now request a
mandatory revision or reconsideration before they can appeal.

Benefit Freeze
The majority of working age benefits, tax credits and local housing allowance has been
frozen for four years. Customers who receive these benefits will have no increase in the
amount until April 2020, even if the cost of living rises.

Reduction in Housing Benefit backdating period
The time limit for backdating Housing Benefits for working age claimants has been
reduced from six months to one month.

1% reduction in social rents
We have had to reduce the rent we charge by 1% per year for four years as per the
Welfare Reform and Work Bill Act 2016.
This will result in £11.5M lost income over four years. We have adopted a zero-based
budgeting approach to identify where we could make value for money decisions without
adversely impacting our service delivery.

End of lifetime tenancies
We are no longer able to offer
tenancies for life with the
exception of those who move
into sheltered housing and
those in certain supported
housing. We offer new
customers, who do not currently
have a social rent tenancy, a
seven year fixed term tenancy,
which will be renewed as long
as there have been no breaches
of the tenancy.
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Impact on Radian
Evictions
There were 63 evictions carried out during 2017/18 for the following reasons:
•
•
•
•

4 for anti-social behaviour
45 for rent arrears
9 for rent arrears and ASB
5 for other breaches of tenancy

The average tenancy length of those evicted was five years and six months and the
average age of the tenant was 37.

Abandoned Properties
23 properties were abandoned during 2017/18 and of those:
•
•
•

7 tenants were in arrears
3 tenants were causing ASB
13 had other tenancy breaches

The average tenancy length was five years and seven months and the average age
of the tenant was 38.

Single People
Single people are more likely to be evicted and abandon their home as:
•
•
•
•

They do not have dependent children and therefore income levels are often lower
They are more at risk of benefit sanctions
They are less likely to engage with support and advice services
They are more likely to abandon properties and move elsewhere as they have fewer
responsibilities and are more likely to be vulnerable as a result of drug/alcohol addiction
and/or mental health issues.
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Our Vision
We will promote thriving tenancies and helping people to improve their circumstances by:
•
•
•

Identifying vulnerabilities at the earliest opportunity
Offer differing levels of support
Promoting self reliance – encouraging residents to take responsibility for their lives,
including tenancy obligations

We are aware that there are barriers to intervention and we hope to bring these
barriers down by:
•
•
•
•
•

Intervening at the earliest opportunity
Providing information to staff as to what support is available
Making tenants aware of what support is available
Working with staff to help them identify vulnerabilities
Working with tenants who are refusing support

The vulnerability risk factors which staff will use to identify those who should be
offered support are:
•
•
•
•
•
•
•
•

Poverty and low income
Prior debt or housing instability
History of domestic abuse
Health/mental health/disability
Drugs/alcohol/dependency issues
Household and family factors
Care leavers
History of ASB

The incidents that occur where
support should be offered are:
•
•
•
•
•
•
•
•
•
•
•
•
•

Rent arrears
Financial difficulties
Universal Credit claim
Loss of employment
Health issues
Relationship breakdown
Death of a family member
Personal or family change or crisis
Domestic abuse
ASB
Condition of property
Hoarding
Breach of tenancy
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What we have in place
Maintaining Tenancy Sustainment is an integral part of Radian’s culture across all
directorates.

Tenancy Sustainment Officers
Radian has nine Tenancy
Sustainment Officers (TSOs)
providing housing related
support to help tenants
maintain their tenancy
and home.
The aim is to reduce the
number of tenancy failures
due to vulnerability by
identifying personal, social
and financial factors that
could lead to an eviction.
The TSO will assist with:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Budgeting skills
Benefits advice
Help with understanding and completing forms
Applications for grants e.g. social fund, local charities
Managing bills
Access to education, voluntary work and employment
Access to local services e.g. mental health, drug & alcohol services
Advice on debt issues
Resettlement and support to access and move to more appropriate accommodation
Giving advice on downsizing to a smaller property.
Assisting with discretionary housing payment forms/exemption applications
Opening bank accounts
Assisting with money management and referral to external agencies
Issue food bank vouchers
Apply to charities for support
Challenge housing benefit overpayments

During 2017/187, the TSOs assisted 1063 tenants and helped with 188 discretionary
housing payment applications. We helped customers gain £237,710 extra income
over the year.
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Welfare Benefits Officers
Radian has six Welfare Benefit Officers
(WBOs) who will help tenants claim benefits,
including Universal Credit that they are
entitled to.
They can guide tenants through the benefit
claim process, contact government and
council departments and help challenge
decisions if they are wrong.
During 2017/18 Radian’s WBOs helped
tenants obtain £3.5m in extra benefits and
received 2,314 referrals.

Employment, Support and Training
The Employment, Support and Training (EST) team offer all kinds of practical job
hunting help and tailored training programmes. They work with residents to boost their
confidence, self esteem and presentation skills. They also help with training and personal
development by sourcing and funding training to help achieve their goals.
Employment:
•
•
•

Enhancing CVs
Load CVs onto our own bespoke job search engine
Source work experience and employment

Support:
•
•
•
•
•
•

CV writing
Creating covering letters
Online and paper based job applications
Interview techniques
Apprenticeships and training applications
Overcoming barriers to employment and/or training

Self-employment:
Radian’s self employment training programme offers participants a high quality 10 week
course supporting them to create their own business/self employment opportunity. The
course is delivered by passionate and knowledgeable trainers across the geography of
the Group. The course is then followed by up to two years support including business
mentoring, support clubs and markets at which to sell their goods.
Between 1 April 2015 and 31 March 2018 the EST team has assisted:
•
•
•

279 residents into employment
589 residents into training
470 residents to complete CVs
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Tackling Anti-Social Behaviour
Radian has a detailed policy and procedure
for tackling anti-social behaviour (ASB). For
those experiencing ASB we complete a risk
assessment to ensure that vulnerabilities
are identified and support is offered.
For those causing ASB we will offer
appropriate support to assist them to stop
their behaviour. If the behaviour continues
we will ensure that eviction action will be
a last resort, and only if it is proportionate
and taken into account any vulnerabilities.
To ensure that our ASB service is fit for purpose, Radian has achieved Housemark’s ASB
Accreditation which is renewed every three years.

Domestic Abuse
Domestic abuse reporting is increasing nationally and one of the major priorities of many
police forces. Radian has a dedicated Community Safety team dealing with all domestic
abuse cases and high level ASB. The team offers all residents experiencing domestic
abuse, support and advice as detailed in Radian’s Domestic Abuse policy and procedure.
Radian has been awarded an accreditation for its domestic abuse service from the
Domestic Abuse Housing Alliance.
During 2017/18 282 cases of domestic abuse were dealt with.

Occupational Therapists
Radian has two occupational therapists with access to a team of surveyors who are
able to provide guidance and support with major adaptations. They will provide and fit
any adaptations in the customer’s property to ensure that they are able to remain in their
homes, up to the value of £1,500. The team will also assist customers with applying for
Disabled Facility Grants (DFGs) for major adaptation works over £1,500.
During 2017/18 our occupational therapists carried out 369 assessments and Radian
Adapt funded 1001 minor adaptations under £1500. The team also assisted with
processing 172 DFGs in the Windsor and Rother areas, and gave permission to Solent
and Avon local authorities for 54 adaptations.
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Key Performance Indicators (KPIs)
In order for Radian to establish if it is achieving sustained tenancies, there are KPIs in
place to measure this. Targets for 2018/19 are as follows:
•
•
•
•
•

Overall satisfaction with the Landlord Service (tenants) – 87.0%
Overall customer satisfaction with Radian’s ASB services – 80%
General needs and HOP % rent loss due to properties being empty - 0.60%
Social & Affordable tenancies only net current arrears (as % annualised debt) – 2.2%
The total number of evictions will not exceed 5% of the total number of social and affordable
housing stock
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