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Intensive Housing Management (IHM)
IHM is for people who have support needs, and may find it difficult to access mainstream housing

Service Description

www.hortonhousing.co.uk 
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What is Horton Housing?

Horton Housing is a voluntary sector, not for profit organisation.  At Horton we aim to meet the housing and support needs of some of the most socially excluded and vulnerable people in our community.  To achieve this we have developed a range of services to offer both quality and choice.  IHM is one of the services that we provide.

What is IHM? 
Intensive Housing Management (IHM) aims to provide accommodation for people who have support needs and may find it difficult to access mainstream housing.

IHM services operate at several locations in the Bradford, Calderdale and Kirklees districts. IHM provides short to medium term accommodation, the length of stay being dependent upon each tenant’s individual needs. Tenants are issued with a 6 month Assured Shorthold Tenancy Agreement.

The service provides accommodation for people who are able to manage a tenancy with support. In order to be eligible for an IHM tenancy, applicants must be either in receipt of appropriate support or be willing to access an appropriate service.

People aged 18+ or aged 16/17 if a teenage parent, are eligible for the service. This includes single people, couples, or families with one or two children. 

All accommodation is self-contained and fully furnished, including white goods. Most properties have one or two bedrooms. For a copy of the most recent and up-to-date property list, please contact the relevant District Housing Office. Contact details can be found on page 11.
What do we hope to achieve at IHM?
Our aims are:

· To provide high quality, intensively managed housing, for people who are vulnerable and in housing need;

· To enable tenants to build upon their tenancy management skills so that they are able to manage their home, and establish and maintain an independent and positive lifestyle

Our objectives are: 
· To engage positively with people who are socially excluded and have difficulty in accessing services;

· To work with people applying to the service and their support providers, in order to assist them to maintain their tenancy and live as independently as possible;

· To motivate and encourage tenants to take part in improving their daily living standards, health, safety and wellbeing;

· To identify any additional source of support which may be required, and make referrals, or assist the tenant with accessing support e.g. floating support services;

· To assist tenants, where necessary, to access specialist help from, for example, GPs, drug/alcohol agencies, DWP;

· To take practical steps to help tenants maintain their engagement with support providers (both statutory and voluntary).

Our intended outcomes for tenants are: 
· To better manage a tenancy successfully, and live more independently;

· To move on to more independent accommodation when appropriate, and to meet any lifestyle needs;

· To facilitate access to appropriate statutory and voluntary agencies to address any support needs e.g. housing support, health treatment, legal or specialist advice;

· To reduce the need for crisis intervention.

Who is IHM for? 

IHM is for you if you are: 
· Aged 18 + or aged 16/17 if a teenage parent;

· Single, a couple, a family with one or two children;

· Homeless or vulnerably housed (for example, living in temporary accommodation, under threat of eviction or living in inadequate accommodation);

· Able to manage a tenancy with support;

· Able to afford the weekly rent charges;

· Not a risk to other people including staff, other tenants and visitors;

· Willing to engage with support in order to become tenancy ready.

Priority is given to those whose needs best match the accommodation applied for. Accommodation is allocated in line with the IHM Selection and Allocation Policy (copy available on request). 

It is important to support balanced and sustainable communities within our schemes, so on occasion, applicants will be considered in the context of the risk they pose to the wellbeing of other tenants and the service overall.  

Risk information will be obtained, but not be used to exclude applicants unnecessarily. It will be used to decide how best to accommodate the applicant, and ensure that appropriate support is in place or will be put in place.

If you have any special needs or requirements we will see if we can meet them as part of the interview process. 

IHM services do not include housing related support, bathing, cleaning, shopping or other tasks generally referred to as ‘personal care’.  

What’s it like at IHM?

IHM provides short to medium term accommodation, the length of stay being dependent upon your needs, and usually less than two years.


Accommodation is self-contained and fully furnished, which includes white goods (e.g. cooker, fridge) and equipment (e.g. kettle, pots and pans), but you are welcome to personalise your property.

IHM staff are available throughout the day (Monday-Friday, 9am-5pm). Whilst the IHM staff do not provide support, they will provide tenancy management. You are required to receive support from either an HHA support service or a similar external support agency. This is to ensure that a comprehensive support package is in place to support you. Night staff are on site at some of our properties, information can be provided on request.

What support does IHM offer?

IHM offers a range of housing management services, adopting a personalised and flexible approach to assisting with your tenancy management needs. Services provided may include the following:

· Ensuring that your rent is paid regularly and on time;

· Assisting you to apply for Housing Benefit or Universal Credit Housing Costs;

· Assisting you to reduce arrears;

· Explaining your tenancy agreement, including making you aware of your rights, and assisting you to meet your obligations;

· Ensuring you know how to safely use any white goods or equipment provided;

· Offering advice and guidance about keeping your property to an acceptable standard of hygiene;

· Helping to keep you safe by monitoring visitors, including contractors and professionals, and by carrying out property health and safety checks and risk assessments;

· Dealing with any nuisance issues, harassment or anti-social behaviour;

· Organising inspections of your property, and arranging for any repairs or improvements to be carried out, including replacing furniture;

· Ensuring that any additional support needs are met through linking in with relevant support providers;

· Liaising with relevant agencies, both statutory and voluntary, on your behalf. At an appropriate frequency, IHM staff will meet with you and your support provider to discuss your tenancy, progress you are making, and any tenancy issues that are occurring;

· Providing you with opportunities to provide feedback about the service you receive, and be involved in decisions about the service;

· Providing you with advice around move on to alternative accommodation.

A 24-hour repair reporting service is available. Our aim is that emergency repairs will be responded to within 24 hours, urgent repairs within 3 working days, and routine repairs completed within 28 days.

What other things can IHM help with? 
· You will have your own front door key, and you will be free to come and go as you please.

· You will have an IHM Service Agreement and Assured Shorthold Tenancy Agreement, which sets out our obligations to you, and your responsibilities to us, with regard to the service and accommodation.

· You will be allocated a named IHM Worker who will visit you on a regular basis or, if they’re not available, you can speak to another member of staff.

· You have a right to privacy, and staff will not enter your home without permission, except in an emergency. We will require access for repairs and servicing.

· You are welcome to invite guests into your home. You are responsible for the behaviour of your guests, and must abide by any House Rules in line with your tenancy agreement. 

· You have the right to disagree with decisions that we make, and, if we are unable to resolve the issue, you have the right to appeal.

· You have the right to confidentiality, and also to see written information about yourself in accordance with our Data Protection Policy and our Client Privacy Notice, which we will explain to you.

· You have the right to be treated with dignity and respect and without discrimination.

· We will give you the opportunity to receive information about the cultural and religious resources in the area.

· You will be consulted about the service we provide, and any changes we propose, and we will ask for feedback about the IHM service.

· You can participate in tenant consultation and group meetings in order to stay informed about what is happening at the scheme and in the wider organisation.

· You are free to personalise your property with your own belongings or furnishings (there may be some restrictions e.g. some items will need to meet fire regulations). We will redecorate and replace furniture and furnishings periodically, and will consult you in advance whenever possible.

· We aim to create a friendly, safe and secure living environment. This can be best achieved by a strong commitment to co-operation between staff and tenants.

· If you are not happy about anything, you can speak to any member of staff. If you are still not satisfied you can make a formal complaint in accordance with our Complaints Procedure (available on request).

We have policies and procedures to make sure that our staff are well trained and professional, so that they provide a good service and you are safe in their care. If you want to see a copy of any of our policies, please ask. Alternatively, if you have a problem please tell us. 

These are your rights.

What can Tenants expect from IHM?
· You will have your own front door key, and you will be free to come and go as you please.

· You will have an IHM Service Agreement and Assured Shorthold Tenancy Agreement, which sets out our obligations to you, and your responsibilities to us, with regard to the service and accommodation.

· You will be allocated a named IHM Worker who will visit you on a regular basis or, if they’re not available, you can speak to another member of staff.

· You have a right to privacy, and staff will not enter your home without permission, except in an emergency. We will require access for repairs and servicing.

· You are welcome to invite guests into your home. You are responsible for the behaviour of your guests, and must abide by any House Rules in line with your tenancy agreement. 

· You have the right to disagree with decisions that we make, and, if we are unable to resolve the issue, you have the right to appeal.

· You have the right to confidentiality, and also to see written information about yourself in accordance with our Data Protection Policy and our Client Privacy Notice, which we will explain to you.

· You have the right to be treated with dignity and respect and without discrimination.

· We will give you the opportunity to receive information about the cultural and religious resources in the area.

· You will be consulted about the service we provide, and any changes we propose, and we will ask for feedback about the IHM service.

· You can participate in tenant consultation and group meetings in order to stay informed about what is happening at the scheme and in the wider organisation.

· You are free to personalise your property with your own belongings or furnishings (there may be some restrictions e.g. some items will need to meet fire regulations). We will redecorate and replace furniture and furnishings periodically, and will consult you in advance whenever possible.

· We aim to create a friendly, safe and secure living environment. This can be best achieved by a strong commitment to co-operation between staff and tenants.

· If you are not happy about anything, you can speak to any member of staff. If you are still not satisfied you can make a formal complaint in accordance with our Complaints Procedure (available on request).

We have policies and procedures to make sure that our staff are well trained and professional, so that they provide a good service and you are safe in their care. If you want to see a copy of any of our policies, please ask. Alternatively, if you have a problem please tell us. 

These are your rights.
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	We have signed up to the Together with Tenants Charter.  This means we want to make sure that:

· You are safe and listened to

· You can help shape our services if you want to

· The homes we provide are good quality

· When things go wrong, it is easy for you to tell us or make a complaint and we will sort it out quickly

Our commitment applies to everyone using our services, regardless of whether they live in our accommodation or are using any other Horton service.


What is expected of Tenants?

You also have some responsibilities.

· You will be expected to meet with your IHM Worker regularly in order to:

· Discuss any issues to do with maintaining your tenancy;

· Agree any actions that need to be put in place to address any concerns;

· Facilitate access to your property so that property checks can be carried out, and repairs and servicing undertaken;

· Work in a positive way to becoming tenancy ready.

· You will be expected to meet the conditions of the IHM Service Agreement, to adhere to any House Rules, and to keep to your tenancy agreement.

· You are responsible for paying your rent on a weekly basis, including making sure there are no problems with any benefit claims. If regular payments are not received, you risk losing your accommodation.

· You are responsible for paying your own utility bills or making regular payments for your service charges, whichever is applicable.

· You are responsible for keeping your property and furniture in good condition, and reporting any repairs.

· Where applicable, you are responsible for respecting any external and internal communal rears, and helping to keep them clean and tidy.

· The use of illegal substances in the premises or grounds by either tenants or visitors, will not be tolerated. If you are having any problems with the use of illegal substances, you can talk to a member of staff for assistance with accessing appropriate treatment or support.

· You will be expected to be considerate to your neighbours, which includes keeping the exterior of the premises tidy, not creating noise nuisance (especially at night), and not behaving in an anti-social, aggressive, violent or threatening manner.

· Aggressive, threatening, violent or anti-social behaviour towards staff, tenants, visitors or neighbours will not be tolerated under any circumstances. 

We reserve the right to withdraw the service if any staff, tenants, visitors, neighbours are subject to threats of violence or behaviour that could be considered threatening, intimidating or anti-social.

How much does it cost?

We will explain this to you when you apply. 
How can people apply to come to IHM?
Application Procedure

Applications to the service can be made either directly by the applicant or on their behalf by a third party, such as, but not limited to:

· Drug treatment services

· Alcohol treatment services

· Local Authority housing departments

· Support providers

· Police

· NHS (GP, Community Mental Health Team etc.)

· Prison authorities

· Probation

· Youth Offending Team 

· Social Services

An IHM Application Form should be requested from the relevant local housing office (see contact details on page 11), and be fully completed and returned there. 

Interview Procedure

Once a completed Application Form has been completed the following will happen:

· You will be contacted to arrange an interview appointment, which will usually be within 14 days;

· At interview, you will need to provide one form of identification plus proof of income and proof of National Insurance Number (see Appendix 1 for a list of acceptable documents);

· The interview will usually take place at your current address, at one of our offices or at one of our drop-in venues;

· With your permission, you can be accompanied at the interview by other professionals, relatives, carers or friends where appropriate;

· You will be informed of the outcome of the interview within 14 days of the interview;

· If you are successful and there are vacancies, you can usually move in within 7 days;

· If there are no current vacancies, you will be placed on a waiting list;

· If you are placed on a waiting list, regular contact will be made with you, to update you and check for any change in your circumstances;

· We will contact you once a suitable vacancy arises. In order to remain on the waiting list, you are asked to ensure you update us of any changes in your circumstances as soon as possible.

· If you are unsuccessful, you will be provided with a reason, and be informed of your right to appeal. This will usually be confirmed by telephone and letter. 

What’s important to us about how we run IHM?
The values that support our work

We ensure that tenants are offered as much respect, dignity, independence, choice and control over their lives as possible.

We believe that it is important to: 

· Provide access to accommodation for people who have support needs and find it difficult to access mainstream housing;

· Deliver a high quality, responsive service, providing high standards of accommodation;

· Work in partnership with other agencies to ensure that your needs are fully met.

Empowerment is an important part of how we work.  By empowerment we mean having the information, freedom and confidence to make your own choices and achieve your own goals. We try to make sure this happens by focussing on individual needs, and assisting you to access appropriate support in order to develop your independent living skills, meet lifestyle choices, and become tenancy ready. This focus enables you to become more confident about participating in decisions that affect your future, regain control of your life and settle in the community.

Equality and diversity - what we believe.
HHA aims to provide equal, fair access and provision of services to all applicants and clients.  We aim to eradicate discrimination and unfairness on any grounds including:
· Age
· Disability
· Gender reassignment
· Marriage and civil partnership
· Pregnancy and maternity 
· Race
· Religion and belief
· Sex
· Sexual orientation
We are committed to developing an organisational culture which values people from all sections of society and the contribution that each individual can make.
We recruit and train staff to make sure that they understand and are sensitive to particular needs of clients from minority ethnic communities and other disadvantaged groups.
How do we check the quality of our services?

We want all of our services to get better and better.  We will make sure this happens by: 
· Meeting set standards (such as the Quality Assessment Framework for 

 Supported Housing or Care Quality Commission Standards);

· Giving clients a say in how our services are run; 

· Looking at whether our services have achieved what they set out to do;

· Checking that the right things are done in the right way; 

· Changing our services and written information in response to feedback and as clients' needs and goals change. 

If you would like any more information, please contact us at the scheme address detailed previously. 
How to contact us

If you would like any more information, please contact us at the relevant District Housing Office below. 

	Intensive Housing Management Services 

	District
	Postal Address
	Telephone
	Email

	Kirklees
	Horton Housing Association

Flat 1, 8 Water Street

Springwood

Huddersfield

HD1 4BB
	01484 540 368
	ihmkirklees@hortonhousing.co.uk 

	Calderdale
	Horton Housing Association

Flat 4, 4 Trinity Place

Halifax

HX1 2BD
	01422 352 107
	ihmcalderdale@hortonhousing.co.uk 

	Bradford & Keighley
	IHM Bradford

Horton Housing Association

Chartford House

54 Little Horton Lane

Bradford

BD5 0BS
	01274 591 997
	ihm@hortonhousing.co.uk 

	Bradford Almshouses
	Horton Housing Association

Sawrey Place

Bradford

BD5 0DA
	01274 768 030
	abdul.aziz@hortonhousing.co.uk 


If you would like information in another language or format, please ask us.

Urdu
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Punjabi
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Farsi
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Bengali
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Arabic
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Hindi
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Gujarati
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French
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Turkish
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Swahili
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Horton Housing Association Head Office

Chartford House 

54 Little Horton Lane

Bradford

BD5 0BS

Tel: 
01274 370 689   

Fax: 
01274 395 616

Email: 

headoffice@hortonhousing.co.uk
Website:
http://www.hortonhousing.co.uk
Horton Housing Association is charitable and is registered society under the Co-operative and Community Benefits Societies Act 2014, registration number 25057R. 
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Improving lives together



