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Introduction

If you are homeless or threatened with homelessness this leaflet will 

explain what is likely to happen and what we can do to help you.  It 

covers:

      • What to do if you think you might be homeless

      • What we will be able to do to help you

      • The homeless investigations process

      • What we will expect you to do

      • What you can expect in return

      • The homeless persons guarantee

What to do if you think you might be homeless

The first thing you need to do if you think you might be homeless, is 

to make contact with the Housing Advice Team via:

Tel:        01905 722233 

Email:    housing@worcester.gov.uk   

Visit Us: Worcestershire Hub 

     The Hive, Saw Mill Walk, 

     The Butts, 

     Worcester, WR1 3PB 

If you wish, you can also make contact with us through a support 

worker or agency of your choice such as the CAB, Worcester Housing 

And Benefit Advice Centre, Connexions, Ethnic Access Link etc.

You can also visit our website at www.worcester.gov.uk/housing for 

further housing advice.   
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If you call into the office you will normally be seen by a Customer 

Services Advisor who will take some basic details from you and offer 

you some initial housing advice depending on your circumstances. 

They may then arrange an appointment for you to see a Housing 

Options Advisor who will work with you to try and prevent your 

homelessness. 

If you are homeless that day, you will be seen by a Housing Needs 

and Advice Officer on that day.  If you are not homeless that day we 

aim to make you an appointment within five working days.

If you have problems traveling into the city centre a home visit 

can be arranged.  We can also arrange for your appointment to be 

with an officer of the same sex and for a translator to be present if 

necessary.

If an appointment is made for you we will try to make sure we see 

you within 10 minutes of your appointment time. We will usually 

have asked you to bring some information regarding your housing 

difficulties along to the interview. Please ensure you bring whatever 

is requested otherwise there may be a delay in offering you help.

Initially we will try to give you advice to prevent you from losing 

your home, such as mediating with family or friends or speaking to 

your landlord if you are in a private tenancy or a housing association 

tenancy. We may refer you to another agency who can give specialist 

advice, such as the Citizens Advice Bureau, who can help if you are 

in financial difficulties. If you are a tenant or owner occupier you 

should also talk to your landlord, mortgage lender and/or solicitor 

before coming to see us.
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If you can remain in your property but require some help to do so, 

we can refer you to an agency who can provide support.

The most important thing is don’t leave it too late! - the sooner 

you act, the better chances you have of keeping your home.

We believe that homelessness can be prevented in the majority, if 

not all, cases.  There are a range of ways in which we can do this, and 

there are a range of different housing options available to you in the 

City.  However, if we are unable to prevent your homelessness then 

we will need to do an assessment of your case to determine what 

level of housing duty we have towards you under the legislation.  

These are outlined in the following paragraphs.

The assistance Local Authorities provide to homeless people is 

governed by the Housing Act 1996 (amended by the Homelessness 

Act 2002). Under this legislation a Local Authority must undertake 

a series of investigations with anyone approaching as homeless to 

determine what help, advice and assistance can be given.

1.  Eligibility

The first of these investigations will be to determine whether you are 

eligible and this is based on whether you are subject to immigration 

control. If you are a British Citizen, A European Economic Area 

National or a Settled Person you are likely to be eligible. If you have 

no recourse to public funds or do not pass a Habitual Residency Test, 

we will be unable to help you and will refer you to Social Services.
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We will look primarily at your last settled accommodation, which 

may be where you had a secure tenancy with a Registered Social 

Landlord or your parent’s home and this may differ from the address 

you are currently staying at.

We will investigate whether you are actually homeless or threatened 

with homelessness e.g. served with a Notice on a private tenancy or 

by family/friends, relationship breakdown, etc.  This would include 

people who have accommodation but are unable to return to it due 

to domestic violence or being locked out by a landlord. We usually 

will not consider you as homeless unless you are within 28 days 

of losing your accommodation but we will investigate and try to 

prevent you becoming homeless before this.

The next investigations we undertake are to establish whether you 

have a “priority need” within the terms of the legislation.  A priority 

need is some circumstance that would make you more vulnerable or 

disadvantaged if you were homeless and would include;

a) people with dependant children

b) someone expecting a baby

c) people who become homeless as a result of a disaster such as 

fire or flood

d) very young people

e) people who are vulnerable due to old age, a mental or physical 

illness or disability, suffering violence, with an institutional background 

such as being in care, the army or in prison
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You will also be placed in a band on the Home Choice Plus register 

which is determined by your individual housing circumstances and 

recognises the urgent need you have for re-housing.

If you do not qualify as having a priority need we will not have 

any duties to re-house you but will provide you with advice and 

assistance to help you secure your own accommodation.

4.  Intentional homelessness 

The Council will then investigate the reasons behind why you have 

become homeless and will look to establish whether there is a link 

between your homelessness and an action which you took or failed 

to take. In some circumstances this may lead us to determine that 

you made yourself “intentionally homeless” and we will have no 

duty to offer you permanent re-housing. This might include tenants 

evicted for anti-social behavior or rent arrears, or owner-occupiers 

who have their homes repossessed when they could afford to pay 

the mortgage. We will have a duty to provide you with advice and 

assistance to help you secure accommodation in the private sector 

and, in some circumstances, temporary accommodation for a short 

period of time.
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that you have lived in the city for a minimum of 6 out of the 

last 12 months or 3 out of the last 5 years

that you have permanent employment here or 

that you have a close family member that has lived in the city 

for more than 5 years.

5.  Local Connection

The final investigation we undertake is whether you have a “local 

connection” with Worcester City Council. This usually includes the 

following;

If you fulfill the other criteria but have no connection with the city 

we will not have a duty to permanently re-house you. In these 

circumstances we will refer you to a local authority where you have 

a connection, except where we accept that you are fleeing violence 

from that area. In certain circumstances you may have a connection 

with us, but for your own safety, we will refer you to another part of 

the country e.g. fleeing violence from someone in Worcester.

What we will expect you to do

We will need you to act on any advice we give you to prevent or 

resolve your homelessness. If you manage to resolve your own 

housing difficulties please let us know as soon as possible as we may 

be holding temporary accommodation available for you that another 

homeless household needs.
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If we ask you for information please supply this as promptly as 

possible because we will be unable to make a decision regarding the 

duties we owe to you without it. 

If you are placed into temporary accommodation we expect you 

to;

occupy it every night (unless prior agreement is made with 

the Housing Advice Team)

to pay the accommodation and removal / storage charges on 

a weekly basis (or monthly by prior agreement)

to keep your accommodation clean and tidy and 

to treat your landlord and/or other guests with courtesy and 

respect.

If you fail to do any of the above you may end up being asked to 

leave the temporary accommodation and in these circumstances our 

duty to assist you may come to an end.

We will need you to regularly keep in touch with us, updating us on 

any changes of circumstances such as a change in address or contact 

number, a change in income or a new addition to your family.
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We aim to complete all our enquiries into your homelessness within 

33 working days (although this does depend on you and other 

third parties supplying the necessary information). Once we have 

finished our investigations and made a decision regarding the type 

of help we can offer you we will write to you (within three working 

days) notifying you of our decision. If we are unable to help you by 

arranging permanent accommodation for you, we will explain the 

reasons for this.

If you are actually homeless, or become homeless whilst we are 

investigating your application, and you have a priority need, we 

will arrange temporary accommodation for you. In an emergency, 

this is likely to be bed and breakfast accommodation.  However, 

this is a last resort – we will always try to secure more suitable 

accommodation for you.

If we accept a duty to re-house you we will try to move you on to 

self contained temporary accommodation as soon as possible where 

you will remain until we can match you to a starter tenancy with a 

Registered Social Landlord. We will require you to bid on properties 

via Home Choice Plus whilst waiting for a starter tenancy. The 

length of time you will wait before you are successful in bidding for 

accommodation depends on your family composition, the number 

of other applicants bidding and the number of homes that become 

available.   For further information on temporary accommodation, 

please see our “Guide to temporary accommodation”.

What you can expect in return

We will ensure that you are given details of who your Housing Needs 

and Advice Officer is and how to contact them. 
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If you are unable to accept the final offer because you believe it 

is unreasonable then you do have the right to ask for a review of 

the decision to offer you the property. Again we will expect you to 

provide information to substantiate this. More details regarding this 

can be found in our Reviews and Appeals leaflet.

Where we have been unable to offer you a starter tenancy with a 

Registered Social Landlord, you will be given the opportunity to bid 

on suitable properties as they become available using the Home 

Choice Plus system. Your bidding activity will be monitored and if 

it is identified that you are not taking the opportunity to bid, then 

this right will be removed. In this situation an officer who works for 

the Housing Advice Team will bid on your behalf. If the officers bid 

made on your behalf is successful and you are not satisfied with the 

accommodation, then you will have the right to review the suitability 

of the property offered.

You will be able to see how long it took people to get re-housed 

for each property, by banding, by looking on the Home Choice Plus 

system the week following the letting cycle. It is important to note 

that some areas of the city are more popular than others, such as 

the city centre, and some have a very restricted supply of family 

sized social housing, such as St Johns so it is less likely that you will 

be made offers in these areas. In addition the supply of two and four 

bedroom houses is particularly restricted due to the high demand. 

We would therefore encourage you to bid on as wide a range of 

areas and property types as possible.  

9



The Council operates a policy of Equal Opportunities to ensure we 

do not discriminate against anyone who approaches us.  We keep 

detailed records of every homeless case and monitor the outcome 

to ensure we have acted fairly. 

If you are not happy with the decision made on your homeless case 

you have the right to request a review of the decision by the Council, 

or appeal to the County Court. You can also make a complaint 

through the Council’s complaints procedure if you are not happy 

with the way you have been treated.

In an emergency, we also make sure that you can access the 

homeless service out of hours.  The duty homeless officer can be 

contacted on 0845 0568035.

The Homeless Person’s Guarantee

In order to give the best possible service we can to homeless people, 

the Council has adopted a Homeless Person’s Guarantee which says 

how we will treat homeless people who come to us for help.

The guarantee includes a promise to applicants to offer a private 

interview, with an officer of the same sex, where you request this. 

We will try and give you advice and assistance that will enable 

you to keep your own home or find a new one. We will take action 

against any landlord who harasses or illegally evicts tenants, with 

your agreement and assistance. 
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Arabic Bengali

Portuguese

Punjabi Urdu

Polish

If you need help communicating in English please contact the Customer Service Centre on 
01905 722 233 or at

This information is available in large print, Braille, PC, CD-Rom and audio tape on request.
Call 01905 722 230 or Typetalk (text telephone for people who are hearing impaired): 1800 01905 
722233, or Email: worcestershirehub@worcester.gov.uk for your copy.
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