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Our clients

About the project
Rochdale Council’s Strategic Housing team has asked
FutureGov to support them in conducting a discovery
around the Homelessness & Allocation services.
Phase 1 - The aim was to uncover pain points for
residents, services and partner organisation, identify
opportunities for change and develop a vision for a
future experience in a collaborative way.
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What we did

Our Approach
Qualitative research and data discovery
We’ve worked with council teams/services and providers, to understand
the challenges and the issues unique to Rochdale Borough and we used data to define
the scale of the issues. We’ve listened and learnt from residents to identify how services
impact their lives.
Exploring and designing collaboratively
With Rochdale Council and providers we’ve built a shared understanding of the ways
services fail to meet people’s needs. We’ve collaboratively explored ideas for how the
services could be different for customers, staff and providers and they now need to be
developed and tested. We’ve collectively crafted a new vision and mission for the future of
Housing in Rochdale Borough.
Regular feedback sessions
Together we’ve shared progress and invited staff, related services and partner
organisations to feed into the work every two weeks.
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Research Activities

8 indepth interviews with
residents in temporary
accommodation and
applicants on the housing
register

5 shadowing sessions
with Housing Officers and
Home Choice Officers

7 indepth interviews
with leadership and senior
officers within the Council
and staff from housing
providers
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Research Activities

4 workshops & 2 mapping
sessions with people from
Council Services, 3rd sector
and Registered Providers

11 indepth interviews with
leadership and key
departments across Rochdale
Council (R&B, Adults,
Childrens)

8 datasets collated and
reviewed to qualify the
challenges identified. Data
drawn from providers,
council and national
reporting
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Challenges
in Rochdale

Challenge

Rochdale housing services are at a
tipping point where demand is
increasing for social housing and
temporary accommodation.

Nights people were in B&Bs:
936 (2016/17)
3,653 (2018/19)
Shortfall of subsidy
for B&B costs
£43k (2016/17)
£297k (2018/19)

This leads to increased temporary
accommodation costs.

Source: RBC, B&B info and
payments 16/17 to 18/19
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Challenge

These high costs are rooted in
people staying too long in
temporary accommodation.
People having false hopes that
they will receive social housing
and a lack of move on support led
to this situation.

People on the
housing register:
6,086 (2017/2018)
6,818 (2018/19)
Number of applications to
join the housing register:
150 per week
Number of
lets during 2018/19:
1450 (Equates to
approx. 28 per week)

Source: RBC, Housing Register
Monitoring Report 16/17 to 18/19
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Challenge

This increase in demand for
temporary accommodation is
being met with B&Bs which has a
particular negative impact on
families.
Rochdale families are in B&Bs in
much higher proportions than the
national average.

Proportion families in TA:
81% (Rochdale)
74% (England)
Proportion of households
in TA that are in B&Bs:
28 % (Rochdale)
8 % (England)
Proportion families in
TA that are in B&Bs:
22% (Rochdale)
4 % (England)

Source: MHCLG, Statutory homelessness
prevention duty outcomes April-Dec 2018

11

Challenge

The increase in demand for
Rochdale housing services is being
matched by an increase in the
complexity and severity of
households needs.

Households on
housing register with
physical disabilities:
63% increase
115 (16/17)
187 (18/19)
Households on housing
register overcrowding
in 2+ bedrooms:
22% increase
189 (16/17)
231 (18/19)
Applicants in Band A:
42 (End of March 2018)
204 (End of March 2019)
Source: RBC, Housing Register
Monitoring Report 16/17 to 18/19
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Challenge

Temporary Accommodation costs
are the symptom of a housing
system that is not helping its
residents early enough, to support
them before they are threatened
with homelessness.

% of additional cost that
B&Bs generate on top of
the total RBH contract:
~30% (B&B costing £200k
already this year on top of
£600k contract)

Source: RBC, B&B info and payments
16/17 to 18/19, RBH contract value 18/19
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Challenge

The number and types of houses
and tenures available across
Rochdale Borough do not meet the
needs of residents on the housing
register.
The housing register is not used to
predict and commission new
housing to meet this changing
demand.

Number of people in
Band A of the housing
register:
42 (2017/18)
204 (2018/19)
Average number of bids
per property type via the
social housing register:
69 - 1 bed flat
192 - 3 bed house
165 - 4 bed house
Number of households on
the housing register
requiring property types:
2907 - Studio / 1 bed
1981 - 2 bed
1119 - 3 bed
Source: RBC, Housing Register
Monitoring Report 16/17 to 18/19
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Opportunity

A significant step is needed for change
It will take more than adjusting the existing provision to meet statutory
requirements

This is an opportunity to pioneer a new approach
Other councils are failing to grasp this opportunity, Rochdale has an
opportunity to lead

Exceed expectations of the people of Rochdale Borough
Build a service that anticipates needs and early help is central to provision
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Seeing the
bigger picture

We need to break the cycle
Current pain points:
●

The right support is not in place to
help residents sustain their tenancy

●

Services not joined up enough to recognise
the early signs of people getting into crisis

●

No holistic view of a person’s situation
due to a lack of data and information sharing

●

No strengths and asset based approach to help
people improve their situation

●

Residents often have unrealistic expectations
towards their chances to get social housing

●

The time spent in temporary accommodation
is not used effectively to help residents

●

Providers are risk averse towards residents
with complex needs due to a lack of support
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A challenge beyond housing
People who access our housing services are
likely to have touched other council services
before. The way we currently work in silos
across the system is ineffective, inefficient and
doesn’t make the difference we could make in
people’s lives.
Effects of the current way of working:
● more demand and pressure on all services
● increasing costs and no smart use of budgets
● staff time is exhausted and they are at their
limit
● resident’s situations escalate too often
● many residents in permanent crisis
18

Breaking the circle
a
If we want to break the cycle of people getting into crisis
a combined effort across council services and partner
organisations is required.
We need to …

a
b
c

I have
my own
place to live

I get
into crisis

I’m getting
housed

Focus our resources to create stable homes

b

Provide proactive support for residents

c

Enable residents to access services easily
I lose my
home

I’m waiting
for a house

I ask
(the council)
for help
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Opportunities for improvement and innovation
Opportunity 1:
Multidisciplinary working across
all services to respond to people’s
needs holistically

Opportunity 4:
An outcome focused culture
and way of working across services
and organisations

Opportunity 2:
A true prevention approach across
services that helps people before
getting into crisis

Opportunity 5:
Better use of current housing stock
and predicting future needs to build
the right homes

Opportunity 3:
Empowering residents to own
their situation and provide the
tools to help themselves

Opportunity 6:
Improving access to housing for
residents to suitable, secure and
sustainable accommodation
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Connected
Services Model
A vision for Rochdale Borough
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Connected Services Model
Multi-Agency
Strategy
Group

Holistic Advice,
Homelessness
& Allocations
Service

Locality
Multidisciplinary
teams

Insights,
Innovation &
Partnerships
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Benefits of the new model
For the council and their partners:
● Better use of staff and budgets across services
● More flexible ways of working and creative solutions
● Less demand and pressure on services and organisations
● Partners less risk averse because they have more support
● Better sharing of data and information across services
For residents of Rochdale:
● Transparent, honest and consistent experience
● Creating interactions that are more meaningful for residents
● More joined up, holistic and tailored service experience
● Better access to services for people with complex needs
● Being more empowered to manage their own situation
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Phase 2:
Prototyping the Connected
Services Model
Establishing the Conditions
for Change

Possible prototype areas
●

Working more collaboratively with Adult Social Care and Children’s Services to identify
households in need before crisis point

●

Developing the Personal Housing Plan

●

Training homelessness and housing workers to take a strengths based approach with
customers

●

Collecting and using data smarter to identify people in need

●

Looking at job roles and making sure they are fit for the future

●

Supporting staff to work differently
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Thank you
Ben Holliday

Emma Cheshire

Chief Design Officer

Project Director

07875 489431

07411 001 629

benholliday@wearefuturegov.com

emmacheshire@wearefuturegov.com

wearefuturegov.com

supplementary
slides – insights
from the research
interviews
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Homelessness starts before people
show up at the council. There are often
early signs of people getting into crisis
that are missed by organisations.
“We were living with friends for 2 years. We went to the
council because I was homeless and pregnant. Went back
one day and they said we’re moving into hostel.” (F1J)
“I stayed 12 weeks at a friend's home but I didn’t want to fall
out with him so I moved out. I then also stayed a night in a
friend’ van.” (S3A)
“I live with my sister for 7 months but I didn’t get along with
her partner.” (S2B)

Not understanding people’s situations
earlier leads to a lot of missed chances to
put the right actions in place that would
prevent situations from escalating.
“It’d make it easier if organisations
would work more joined up - letting
us know at the absolute earliest.
People asking the right questions
early on. The earlier we know the
more we can do. We’d have time
then to call multi agency meetings.
Look at things in a more holistic way,
to better meet the customers needs.“

“It often seems like crisis after crisis.
We’re picking up a lot of people at
crisis point. Probably sometimes
because of a lack of joint working.”

“We need to do more prevention.
Section 21 is easy, but it’s the ones
that are more hidden. How do we
deliver the support for them? We
must work with Adult Social Care and
other services to understand the
trigger points.”

There is no real joined up approach to
understanding people’s needs and
finding solutions to their individual
situation. Every organisation does their
bit but nobody has the full picture.
“It feels like two separate departments. They don’t liaise with
each other is my impression.” (S3A)
“I done my bit now. But the problem is not solved.” (Housing
Officer)

The current way organisations are set up
around funding pots and budgets promote
territorial behaviour and are barriers to truly
collaborative working that meets people’s
needs.
“People fight for the funding, instead
of working collaboratively. We need a
radical system change.”

“The culture of organisations and
teams needs to change. It’s old
fashioned, maybe it was okay in the
70s and 80s but needs have
changed.”

“Organisations and departments are
delivering best they can in the
parameters that they’re used to.”

There is a risk for some people that the
stability they found in a hostel breaks
away when they have their own flat.
They are in danger of losing the tenancy
and needing help again.
“I’ll miss the people that I’ve met here, But I have them on my
Facebook and message them” (S1L)
“I’ll still come and visit Lauren and Cindy. I like all the staff
actually. They are nice they have a laugh” (S2B)

It’s not just a Rochdale Borough problem similar social challenges in places around
Rochdale affect the borough because
people with high needs come here to use it’s
services.
“People from out of town come to
Rochdale and into the system.”

“You end up with a concentration of
people with high needs, they don’t
succeed with tenancy because of
drugs, then the neighbour and their
neighbour after that.”

