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Customer access — phone calls received- 2

TOWER HAMLETS

Calls Received Calls Answered Answered Waiting time [mins, secs) % abandoned

Temporary Temporary Temporary Temporary
Homelessness| Accommodation| Lettings|Total Homelessness | Accommodation| Lettings| Total| % Homelessness Accommodation |Lettings | |Homelessness |Accommodation |Lettings
Jul-21 716 225 Ir'35]F 1676 662 209 725 1556 95.2% Jul-21 414 403 0.46 1.5 7.1 14
Aug-21 850 315 964] 2129 765 281 926 1972 92.6% Aug-21 449 351 1.27 10 10.8 39
Sep-21 1208 395| 1289 2892 1085 343| 1223| 2e51| 91L.7% Sep-21 5.12 5.04 0.48 10.2 13.2 5.1
Oct-21 1069 4370 1134) 2840 962 372| 1081] 2415/ 91.5% Oct-21 5.3 6.04 123 10 149 47
Nov-21 1095 411 llsﬂt 2675 984 372| 1050| 2406| 89.9% Nov-21 405 4,02 148 10.1 95 10.2
Dec-21 753 367 307 1927 650 337 718 1745 90.6% Dec-21 3.22 2.1 153 8.4 82 11
Jan-22 1012 457 1365 2874 908 450 1213 2571 89.5% Jan-22 6.05 5.18 2.3 10.3 95 11.1
Feb-22 852 367| 1081 2300 808 339 991| 2138 93.0% Feb-22 2.45 251 2.26 5.2 7.6 83
Mar-22 1056 453  1418) 2928 860 367| 1326| 2553 87.2% Mar-22 19 6.59 2.7 18.6 15.2 6.8
Apr-22 957 387 uszt 2636 783 316| 1213| 2312] 81.7% Apr-22 9.2 8.12 2.29 18.2 18.3 6.1
May-22 1039 348 1403 2790 906 312]  1325| 2543 9L1% May-22 5.5 5.15 2.27 12,356' 10.356' 5.6%
Jun-22 1013 354 1301 2668 928 316 1252 2456 93.6% Jun-22 420 4.30 1.57 8.4% 10.7% 3.8%
Jul-22 944 316 1231] 2491 896 303 1179| 2378 95.5% Jul-22 251 2.09 133 5.1% 1% 4.2%
Aug-22 1249 384 1398 3031 1082 319] 1346|2747 90.6% Aug-22 6.29 5.44 137 13.4% 16.90%| 3.7%
Sep-22 1245 470 1323; 3043 1032 402 1302| 2738| 89.9% Sep-22 6.52 6.58 1.03 17, 196t 14.596t 2.0%
Oct-22 1437 5e9| 1233] 3238 1136 456| 1207| 2799| 86.4% Oct-22 9.40 9.58 124 20.9% 199% 2.1%
Nov-22 1283 483 13800 3131 1047 406) 1334 2787 89.0% Nov-22 8.29 753 139 16.4% 18.5% 3.3%
Dec-22 819 244 917 1980 708 204 890| 1802 91.0% Dec-22 7.03 6.36 0.02 13.6% 16.4% 2.9%
Average mmr aazr 1194) 2547 902 339] 1128| 2365| 90.9% Avmn 5.13r L?ir 1,57 9.9 104 5.7

Shelter Mystery Shopping in 2022 rated as ‘very good and ‘excellent’ speed of access on the homelessness line.
ommendations on improving the quality of the advice provided on the phones.is-being considered.
The best of London

in one borough



Emergency at office presentations LB

TOWER HAMLETS

Number of emergencies seen on triage each week
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Complaints 2022/23(25/1/23) U_X

Complaint outcomes 22/23 TOWER HAMLETS

Period: 01/04/2022 - 31/03/2023

Not upheld
Partly upheld

Resolved upon receipt

The best of London
in one borough



Complaints 2022/23(25/1/23)

Withdrawn

Upheld

Resolved upon receipt

Partly upheld

Not upheld

Complaint Outcomes 22/23 Housing Options
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Ombudsman Complaints 2022/23(25/1/2

OWER WAMLETS

Ombudsman Outcome 2022/2023
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Complaints 2022/23 — corrective

actions

Corrective actions

Amange staff training or guidance

Discuss at team meeting

Corrective actions

Feview resources

Corrective actions

Armrange staff training or gquidance
Discuss at team meeting

Review resources

Total

%

The best of London

in one borough

0

Stage 1

-t

Total

Hl Stagel [ Stagel

Total

= k3 K L2

43%

o2

TOWER HAMLETS




Complaints 2021/22 R

TOWER HAMLETS

Complaint outcomes 21/22
Period: 01/04/2021 - 31/03/2022

_ -

Not upheld 182 20 202 77%
Partly upheld 21

Resolved upon receipt

10 31 12%

The best of London
in one borough



Complaint Outcomes 2021/22 Housing Options %I

TOWER HAMLETS
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Ombudsman complaints 2021/22 L&

TOWER HAMLETS
Ombudsman Outcome 2021/2022
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Complaints 2021/22 — corrective T
actions taken ——

Corrective actions

w0

o

0 05 1 15 2
Total
M stagel [ Stage2

Corrective actions Stage 1 Stage 2 Total %o
Discuss at team meeting 1 o 1 3%
Amrange staff training or guidance 0 2 2 67%
Total 1 2 3
% 33% 67%

The best of London
in one borough
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Homeless applications assessed as owe
HRA duty A

TOWER HAMLETS

Q3 NOT
Q2 NOT PUBLISHED Bl
2018—19 % 2019-/20 % 202021 % 2021-22 % “PrUN o juisep 2022 % Oct-Dec 2023 %

2022
Total households assessed as owed a duty 2359 2032 1935 1831 497 521 547

Threatened with homelessness - Prevention duty 1370 58% 1113  54.77% 392 g3 51.1 47.02 51.74
owed 759 2% 2% 212 41.41% 245 % 283 %
Homeless - Relief duty owed 989  42% 919  45.23% 50.1  gg5 501 285 5566% 52.98 48.26
1176 0% 0% 276 % 264 %
Homeless Households owed a HRA duty (prevention /
600
relief)
500
400
300
200
100
0
Apr-jun  Jul-Sep Oct-Dec Jan-Mar Apr-Jun JulySep Oct-Dec Jan-Mar Apr-Jun JulySep Oct-Dec Jan-Mar Apr-Jun JulySep Oct-Dec
2019 2019 2019 2020 2020 2020 2020 2021 2021 2021 2021 2022 2022 2022 2022

—Total households assessed as owed a duty =—=Threatened with homelessness - Prevention duty owed =—=Homeless - Relief duty owed I




Causes of homelessness — 56 days P
from homelessness (prevention duty) ==

TOWER HAMLETS

Fullyear ,,  Full year Full year Full year Q2 NOT Q3 NOT
data ¢ data data data PUBLISHED PUBLISHED
201819 % 2019-/20 % 2020—21 % 2021 -22 % "PrdUn o jisep2022 o OCtDec %
2022 2023
Reason for loss of last settled home for
households owed a prevention duty:
Prevention
Family or friends no longer willing or able to 34.4
470 382 34.23% 388
accommodate % ° 355 70 33.02% 10743.15% 10135.07%
. 10.6
End of t ted t - d shorthold 145 157 14.07% 145
118 BIPIPELS IEEs ity = et Bl % ° 60 56  26.42% 5321.37% 10034.72%
. 7.3
Domestic abuse 100 65 5.82% 62
1 et % T 13 6.13% 15 6.05% 5 1.74%
. . . . 6.2
Non-violent relat hip breakd th part 85 72 6.45% 30
on-violent relationship breakdown with partner % o 33 4 189% 4 161% 13 4.51%
. 1.8
End of social rented tenanc 25 14 1.25% 240
! Y % ° 54 41 19.34% 3514.11% 3712.85%
- . 1.2
Eviction from supported housin 16 8 0.72% 25
vieH i PRI % = 3 1.42% 7 2.82% 5 1.74%
End of private rented tenancy - not assured 1.3
18 12 1.08% 25
shorthold % ° 13 5  2.36% 2 0.81% 1 0.35%
. 1.7
Oth I h t 23 9 0.81% 18
er violence or harassmen % o 7 2 3.30% 5 202% 2 0.69%
Left institution with no accommodation available 5 (3,'4 5 0.45% 13
o 4 2 0.94% 3 1.21% 5 1.74%
Required to leave accommodation provided by 4 0.3 0 0.00% 10
Home Office as asylum support % e 1 6 2.83% 4 1.61% 8 2.78%

Other reasons / not known® 479 e 392 35.13% 22

% 174

2.36% 11 3.82%

13 5.24%
in one borough



Causes of homelessness — no suitable P
accom available to occupy (relief duty) ==

Q2 NOT Q3 NOT
Full year o Full year Full year Full year PUBLISHE PUBLISHE
data data data data D D
Apr-
2018-19 % 2019-/20 % 2020—21 % 2021-22 % dJun % Sul-Sep 7 [DEHREE | g
2022 2022 2023
. . . 30.
ggglzrgg;rzgds no longer willing or able to 306 94 286 31733 395 38.19 35.04
% 0 484 110 38.60% 110 % 82 %
End of private rented tenancy - assured 5.0 o
shorthold o 6% w1 AR 39 s 23 8.07% 258.68% 208.55%
. L4 15.55
Domestic abuse 142 36 142 o 134 15.97 17.52
% 0 127 45 15.79% 46 % 41 %
Non-violent relationship breakdown with 5.6 o
partner e 6% o g 55 o 15 5.26% 155.21% 166.84%
. 3.2 o
End of social rented tenancy 32 49 21 2.30% 29 22 1 3.86% 51 74% 52 14%
L . 2.6 o 10.68
Eviction from supported housing 16 39, 49 5.37% 56 65 13 4.56% 103.47% o5 o
End of private rented tenancy - not assured 0.9 o
shorthold . 1% 7 by 17 o 14 4.91% 124.17% 52.14%
. 3.8 o
Other violence or harassment 38 49, 24 2.63% 33 60 16 5.61% 124.17% 62.56%
Left institution with no accommodation 21 o
available = 2% = el 83 o 19 6.67% 103.47% 114.70%
Required to leave accommodation provided 3 0.3 v 0.77% 19
by Home Office as asylum support 0% e 0 9 3.16% 82.78% 156.41%

0. 27.05
in one Other reasons / not known® 306 94 247 <y 43 12.15
% 0 253 10 3.51% 35 % 83.42%




| . LB
Prevention and relief causes — aggregate..=.-

figures

Fullyear ,  Full year Full year Full year Qeiol) SEIMOIL
data o data data data PUBLISHE PUBLISHE
D D
Apr-Jun Jul-Sep Oct-Dec
— o - o _ 0, _ 0, o o 0,

2018 -19 % 2019-/20 % 2020-21 % 2021-22 % 5022 %o 2022 Yo 2023 Yo
Family or friends no longer willing or able to 776 668  32.92% 783 180 36.22% 217 40.49 183 35.06
accommodate 839 % %
End of private rented tenancy - assured 195 198 9.76% 210 79 15.90% 78 14.55 120 22.99
shorthold 99 % %
Domestic abuse 242 207  10.20% - 196 58 11.67% 61 11028 46 8.81%
Non-violent relationship breakdown with partner 141 134 6.60% 88 92 19 3.82% 193.54% 295.56%
End of social rented tenancy 57 85 1.72% 83 262 52 10.46% 407.46% 42 8.05%
Eviction from supported housing 32 57 2.81% 59 90 16 3.22% 173.17% 305.75%
Ok et ey = o Rt 27 19 0%4% 57 19 3.82% 142.61% 61.15%
Other violence or harassment 61 &8 1.63% 40 78 23 4.63% 173.17% 81.53%
Left institution with no accommodation available 26 32 1.58% 87 75 21 4.23% 132.43% 16 3.07%
Required _to leave accommodation provided by 7 7 0.34% 29 15 3.02% 122249 234 41%
Home Office as asylum support 1
Other reasons / not known® 785 639 31.49% 427 65 15 3.02% 48 8.96% 19 3.64%

The best of London
in one borough



Causes of homelessness 2022/23

Other reasons / not known

Required to leave accommodation provided by Home Office as asylum...
Left institution with no accommodation available

Other violence or harrassment

End of private rented tenancy - not assured shorthold

Eviction from supported housing

End of social rented tenancy

Non-violent relationship breakdown with partner

Domestic abuse

End of private rented tenancy - assured shorthold

Family or friends no longer willing or able to accommodate

o

50 100 150 200 250

B Oct - Dec 2022 = July Sep 2022 ®Apr - Jun 2022

The best of London
in one borough - W B - N




Household types owed a prevention 1
duty

Full year dataFull year data Fuclilayt/:ar Full year data SSI;\]L(I);-HED SSI;\ILCI);HED
2018-19  2019-/20 2020721 202122 APEMM o julSep2022 % OctDec2023 %
Single parent with dependent children - Male 26 32 22 20 2 0.94% 1 0.26% 4 0.65%
Single parent with dependent children - Female 114 161 98 149 32 15.09% 47 12.37% 48 7.78%
Erl]r:)g\;’\lli parent with dependent children - Other / gender not 0 0 0 0 0.00%
0 0 0.00% 0 0.00%
Single adult - Male 499 343 254 300 68 32.08% 70 18.42% 68 11.02%
Single adult - Female 501 297 299 277 62 29.25% 53 13.95% 54 8.75%
Single adult - Other / gender not known 0 0 0 0 0 0.00% 0 0.00% 0 0.00%
Couple with dependent children 139 180 97 144 27 12.74% 57 15.00% 80 12.97%
Couple / two adults without dependent children 60 58 43 73 10 4.72% 13 3.42% 22 3.57%
Three or more adults with dependent children 21 26 11 14 9 4.25% 0 0.00% 0 0.00%
Three or more adults without dependent children 10 16 12 4 2 0.94% 0 0.00% 0 0.00%
Not known® 0 0 0 6 0 0.00% 11 2.89% 13 2.11%
Families 300 399 228 327 70 105 380 132 617

The best of London
in one borough



Household type of households P
owed a relief duty _—

Full year Full year Full year Full year Q2 NOT Q3 NOT
data data data data PUBLISHED PUBLISHED
Apr-Jun o - a
2018-19 2019-20 2020-21 2021 -22 5022 Yo Jul-Sep 2022 %  Oct-Dec 2023 Yo
Single parent with dependent children - Male 12 25 18 11 5 1.75% 3 1.06% 3 1.10%
Single parent with dependent children - Female 71 116 106 33 11.58%
83 62 21.99% 47 17.28%
Single parent with dependent children - Other / gender not 0 0 0 0 0.00%
known 0 0 0.00% 0 0.00%
Single adult - Male 487 465 474 142 49.82%
676 112 39.72% 146 53.68%
Single adult - Female 334 230 241 77 27.02%
303 61 21.63% 37 13.60%
Single adult - Other / gender not known 0 0 0 0 0 0.00% 0 0.00% 0 0.00%
Couple with dependent children 55 51 62 75 17 5.96% 28 9.93% 21 7.72%
Couple / two adults without dependent children 25 26 29 = 7 2.46% 9 3.19% 8 2.94%
Three or more adults with dependent children 4 6 2 6 4 1.40% 0 0.00% 0 0.00%
Three or more adults without dependent children 1 0 0 0 0.00%
3 0 0.00% 0 0.00%
Not known? 0 0 0 19 0 0.00% 7 2.48% 10 3.68%
Families 142 198 165 198 59 0 93 282 71 272

The best of London
in one borough



Household types whose homelessness

was successfully prevented

Single parent with dependent children - Male

Single parent with dependent children - Female

Single parent with dependent children - Other/
gender not known

Single adult - Male
Single adult - Female

Single adult - Other / gender not known
Couple / two adults with dependent children

Couple / two adults without dependent children
Three or more adults with dependent children

Three or more adults without dependent children

Not known®
Families

The best of London
in one borough

Full year
data

2018 -19

3

44

48

16

0,

%

2.40
%
3.90
%

0

0

34.6
0%
37.8
0%

12.6
0%
6.30
%
1.60
%

Full year
data

2019 -/20 %

8 2.70%
53 17.90%
0 0
65 22%
76 25.70%
0 0
52 17.60%
15 5.10%
17 5.70%
128 3.40%
0 0
130

Full year
data

2020-21

e

73

0

112

113

23

17

14

183

%

0

Full year
data

2021-22
34
49
0
107

117

84

37

11

178

14

26

Q2 NOT

PUBLISHED
% Jul-Sep 2022 %

3.1%

18.5%

0.0%

21.5%

40.0%

0.0%
10.8%
3.1%

1.5%

1.5%
0.0%

: 0.00%

7 33.33%

: 0.00%

142.86
30 %

s 66.67%

y 0.00%
14 66.67%

523.81%

: 0.00%

o

0.00%
4.76%

—
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TOWER HAMLETS

PUBLISHED
Oct-Dec 2023

6
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0

26
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0

0

%

9.9%

0.0%

48.1%

44.4%
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0.0%
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Household types whose homelessness -,
was successfully relieved &

Fullyear ,,  Full year Full year Full year 22 MO 2 MO
) PUBLISHE PUBLISHE
data data data data D D
Apr 2021 - Apr-Jun Jul-Sep Oct-Dec
o _ o _ (o) 0, o) o) 0,
2018 -19 2019 -20 %o 2020-21 % Mar 2022 %o 5022 %o 2022 %o 2023 %o
. . . 1.90
Single parent with dependent children - Male 26 % 0 0 9 8 0 0.00% 0 0.00% 1 5.56%
Single parent with dependent children - 8.30 o 66.67 50.00
Female 114 % £ 2L 25 2L 4  4.88% 8 % 9 %
Single parent with dependent children - Other 0 0 0 0 0
/ gender not known 0 0 0.00% 0 0.00% 0 0.00%
. 36.4 o 241.67 144 .44
Single adult - Male 499 0% 100 68% 345 275 38 46.34% 9 % 26 o
. 36.6 o 75.00 116.67
Single adult - Female 501 0% 30 20.40% 168 132 31 37.80% 9 % o1 o
Single adult - Other/ gender not known 0 0 0 0 0 0 0 0.00% 0 0.00% 0 0.00%
Couple / two adults with dependent children 139 10T 5 3409 42 33.34 B
0% ’ 38 6 7.32% 4 % 8 %
. . 4.40 o 33.33 38.89
Couple / two adults without dependent children 60 % 1 0.70% 14 9 2 2449, 4 % 7 %
. . 1.50 o
Three or more adults with dependent children 21 % 2 1.40% 4 4 1 1.22% 0 0.00% 0 0.00%
Three or more adults without dependent 0.70 o
children e % ‘ LI 6 2 0 0.00% 0 0.00% 0 0.00%
50.00 16.67
6
Not known 0 0 0 0 0 7 0 0.00% 6 % 3 %
Families 300 15 86 83 508 11 12 18

The best of London
in one borough



Case outcomes - Homelessnhess
. L
prevented and relieved S

Q2 NOT Q3 NOT

Fullyear , ~ Fullyear Fullyear — Full year PUBLISHE PUBLISHE
data data data data
D D
Apr-dJunJul-Sep  Oct-Dec
_ o _ _ 0 —
2018 - 19 % 2019-/202020-21 % 2021 —22 2022 2022 2023

Total number of households where relief duty

Bneedle 1145 ier L

Secured accommodation for 6+ months?3 92 149 486 418 82 60 75
S |

successful Reliet as % of all Reliefiduty 45.32% 34.10%  42.45% 35.82% 32.80%  33.71%  34.56%

outcomes in the period

The best of London

in one borough
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New TA bookings X

TOWER HAMLETS
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- EEEEE—— New TA Bookings

Marih BaE rﬂgﬂm Hompel ITOTAL gl?iF-mln '!_*
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Pgar-21 &1 1 5 | 31
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Dhudivets

Marth [BEE [ Nghahy Nt [NST 5PL] Homels | TOTA[Singles [Familes
‘@3 0ct = Dec 2020 153 z E] o] 224 N
34 Jar - M 2021 170 Z 0 gl 174 0 74
1hpi - e 2021 1 2 1 1 134 59 B
- = ] I I
@3 Oct - Dec 2021 I w T 7|6 6 =0
Q4 Jar - Mw 2022 || RE [ 3 3| 150 78 Te
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2021/22 2022/23

New placements Q1-Q3 419 559
(up 33%)
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TA bookings — household split U2

TOWER HAMLETS

Temporary accom placements - Singles / Families

W Singles ™ Families
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Type of TA X

Full year data Q1 NOT
o PUBLISH e s PUBLISHED
PUBLISHED ED
Apr2021- | ,  [AprJun 0 : 0 Oct-Dec
Mar2022 | ° | 2022 o IS 20 2022
SESEREE Spote 2544 2677 2,696 2563 2568 2644 2630
d U DUd U
Iﬂ?;’rz:mber of households in TA with 2182 850)77 2239 [83.64% .50 79.01% 2075 800)96 2084 | 81.15% | 2117  [80.07% 2129  [80.95%
(o) (o]
Private sector accommodation leased by n/a nfa | 1258 |47.00% 45.14% 12174748 1196 | a657% | 1182 laa7o%| 1155  143.92%
authority or by a registered provider 1217 %
Nightly paid, privately managed n/a nfa | 397 [14.80% 14.87% 354 381 376 | 14.64% 403 |15.24%| 405  [15.40%
accommodation, self-contained 401 %
'(f:/al_'lz;‘g;ggtky or Housing association n/a | nfa| 688 [2570% | 24.85% 667 260)02 681 | 2652% | 665  [25.15%| 681  [25.89%
(o]
Bed and breakfast hotels (including n/a nfa | 334 [12.50% 15.13% 202 11391 353 | 12.58% 363 [13.73% 360  |13.69%
shared annexes) 408 %
Hostels (including reception centres, n/a nfa| 0 [0.00% 0.00% 00.00%| 0 | 0.00% 0 0.00% 0 0.00%
emergency units and refuges) 0
Any other type of temporary
accommodation (including private landlord n/a n/a 0 0.00% 0.00% 00.00%| O 0.00% 0 0.00% 0 0.00%
and not known)? 0
In TA in another local authority district n/a n/a | 1306 [48.80% 1310 48.59% 1065 410)55 1118 | 43.54% 1181  |44.67%| 1180  |44.87%
0

The best of London
in one borough




Total Households in TA 2

TOWER HAMLETS

Households in TA

B Total no. Households in TA with children M Total No. Households in TA without children

3500
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o

o
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Increases in TA use since Homelessness

Reduction Act ;\Tf
25%
- 2%
20%
g 15%
15% 15% 1%
10%
8% %
5% 5%
% 0
0% 0% 0%
2017-18 2018-19 2019-20 2020-21 2021-22 Apr-dun

—Tower Hamlets —London —England 202
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Length of time in TA

1000
800
600
400

0-3 Months 4-6 months 7-12 months 1-2years 3-5years 6-10years 11 + years

B Snap shot 13/05/21 M Snap shot 12/01/22

W
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Cases in TA awaiting a decision X

TOWER HAMLETS

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3
Apr - jun Jul - Sep Oct - fan - Apr - Jun July Sep Oct - Jan-Mar [Apr - Jun July Sep Oct - lan- | Apr- July Sep Oct -
2019 2019 2% Mar 00 2020 P8¢ | o001 | 2021 2021 D¢ | Mar | dun 57| Dec
Duty under which temporary accommodation 2019 2020 2020 2021 2022 | 2021 2022
provided
2,042
Section 193 duty: priority need and
unintentionally homeless 2109 | 2133 | 2068 | 2038 | 2133 1867 1800 1808 1940 1876 1872 1864 1893 1858
556

Interim: pending enquiries, intentionally
homeless, review appeal, awaiting referral 332 397 457 522 682 1022 1053 888 616 700 674 686 723 754

* % of cases in TA without a decision Q3 2022/23 = 28.6% (20%
London, 26% England, 30/6/22)

The best of London

in one borough



Cases in TA awaiting a decision 2

TOWER HAMLETS

Duties under which accommodation provided
3500

3000

2500
2000
1500
1000

500

Apr- Jul- Oct- Jan- Apr- July Oct- Jan-Mar Apr- July Oct- Jan- Apr- July Oct-
jun Sep Dec Mar Jun Sep Dec 2021 Jun Sep Dec Mar Jun Sep Dec
2019 2019 2019 2020 2020 2020 2020 2021 2021 2021 2022 2021 2022 2022

B Section 193 duty: priority need and unintentionally homeless

o

M Interim: pending enquiries, intentionally homeless, review appeal, awaiting referral

The best of London

in one borough




All current open cases
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PRS access ;;_If'/

TOWER HAMLETS

2019/20 153
2021/22 83 49 41 65 238
2022/23 47 32 42 121

* London LAs reporting 29% reduction in total number of PRS units

procured for ending prevention or relief duty (September-December
2022)
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Backlogs N

TOWER HAMLETS

Housing Register applications

o ; g) % awaiting to be registered — oldest registration is 25t October

Member enquiries

* 436 related to homelessness
* 91 related to letting
Homelessnhess assessments

e /54 households in temporary accommodation waitil?_:g a decision g28.6
% of all of those in TA). Average in London is 20%, England is 26%.

OH assessments
* Lettings 137 — oldest 8th Sep.
e Homeless — 16 — oldest 6th October.
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Improvement plans N

TOWER HAMLETS

* Temporary increase in staffing resources dedicated to dealing with
backlogs; dedicated team, targets set.

» Growth bid agreed to R/Ilufg gap in service, investment across the
different teams — £1.8M from Homelessness Reserve (ring fenced
account made up of government grant for sole purpose of reducing

homelessness)

* £1M investment in ICT improvements to consolidate systems and
increase automation. Staff currently using 6 IT systems as a result of
historic under- investment

* Trial of Residents Hub at Mulberry Place to better plan for move to
New Town Hall; improved triaging, first time resolution

* Better engagement with community groups
* New ways to measure satisfaction with service received

The best of London
in one borough




Performance data — further reports L2

TOWER HAMLETS

Preventions and Relief success per month (officer and team and success type breakdown)

Customer demand for specific cohorts (e.g. families, DV, rough sleepers, hospital discharge, private tenant, care leavers) and outcome broken down by officer and team

Number of PHPs issued (officer and team breakdown)

Number of Relief Duty cases open over 56 days (officer and team breakdown)

Number of decisions made (officer and team breakdown)

Number of new cases opened (officer and team breakdown)

Number of cases closed (officer and team breakdown)

Number of Review requests received , number of Reviews determined, number of open Reviews

TA Move-on option demand report, e.g. PRS, hostel, SRS
Number of positive move-ons from Temporary Accommodation

Cases in TA awaiting decision (officer breakdown)

Duration of case assessment

No. of new TA placements broken down by officer and team
Office presentation waiting times

FOI's

PB1 Cases(Supported Housing Move on)

Number of cases in court or judicial reviews, number of county court cases, number of cases with legal(To Be)

Rates of customer satisfaction (pending development and implementation of survey)
Website hits of homelessness pages and data on take-up of online self-service customer journey (e.g. document upload)
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Questions and discussion



