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Policy and Procedure  Area Referrals, Assessments & Allocations  

Date Created October 2018 

Policy Holder Lee Buss  

Date Approved by ET  Dec 2018 

Date Approved by the Board (if 
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n/a 

Date of next review  Dec 2021 

Target Group  
YMCA SPG and group companies staff and residents/ 

tenants including YMCA West London  

Training/Dissemination  

Corporate training plan 

Via resident/ tenant webpage 

Location of policy/procedure Insight / Intranet/ shared Drive  

Related external documents 1. Housing Act 1985 

2. Housing Act 1988 

3. Housing Act 1996 

4. Equality Act 2010  

5. Localism Act 2011 

6. Tenancy Standard 2012 

7. Tenancy and Involvement Standard 2017 

Related Internal Policies 1. Tenure Management Policy & Procedure 

2. Void Standards Policy & Procedure 

3. Internal Transfer Policy & Procedure 

4. Equality and Diversity Policy 

5. Data Protection Policy 

6. Interview Form      

7. Booking in Checklist      

8. Interview Checklist 

9. Interview Outcome Letters     

10. Void Standards Policy  
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1 Objective 
 

1.1 The objectives of this policy are: 

 

 To be open, transparent, fair, consistent, efficient and flexible in allocating 

accommodation.  

 To ensure applicants are offered accommodation suitable to their needs. 

 To maximise the occupancy levels and aims to turn empty accommodation around 

within 24 hours. 

 To be responsive to individual circumstances.  

 To be non-discriminatory in the allocation of accommodation.  

 To help residents to find the right move-on accommodation, move-on in a planned 

way and sustain their new tenancies successfully. 

 

2 Scope 
 

2.1 This procedure covers the process of receiving, assessing and interviewing referrals for void 

properties.   

 

2.2 It also explains how to make decisions about referrals and inform the relevant parties of the 

outcome.   

 

2.3 It applies to all service delivery staff and managers.  

 

2.4 The procedure does not cover how to report voids or maintain void standards. See the Void 

Standards Policy and Procedure.  

 

3 Policy Statement 
 

3.1 YMCA St Paul’s Group is committed to ensuring that all referrals are processed fairly by 

operating a clear, structured and transparent assessment process.  It aims to ensure that 

anyone coming into contact with the organisation experiences it as positive and 

professional, with referral outcomes that are carefully considered. 

 

4 Equality Impact Assessment 

 
4.1 We recognise that people can sometimes be discriminated against for a number of reasons, 

including access to services. 

 

4.2 This policy and procedure ensures that all void referrals are assessed and processed in a 

structured way.  

 

4.3 We also ensure that staff do not discriminate against applicants by ensuring that every 

worker within YMCA SPG follows the same procedure and timings in relation to processing 

referrals; additionally that they are not making value based judgements while following the 

process. 

 

4.4 Any reasonable adjustments that need to be made to support the applicant to attend an 

interview will be made with support from the referral agency or any other suitable 

representative, particularly where English is not their first language.   

 

 

 



  

 

 

    3 

5 Definitions 

 

5.1 YMCA SPG: YMCA St. Paul’s Group and group companies including YMCA West London.  

 

5.2 Applicant: a person seeking accommodation with the YMCA SPG. 

 

6 Assessing and Placing Referrals 

 
6.1 Known voids should be reported to the local referral or intake team. 

 

6.2 Referrals should be added to the system as soon as they are received. This helps to: 

 

 Identify when applicants are being referred to more than one YMCA SPG service, and 

avoids duplication.   

 Highlights when an applicant referred has previously been a YMCA SPG customer.  In 

these cases, information on the system will help to build a picture of the applicant and 

their risks/ needs or help to make a decision about their suitability for the service. This 

information should be used to inform the assessment process and should not alone be 

used to determine suitability.   

 

6.3 A desktop assessment of the applicant’s suitability is completed, and missing information is 

requested by staff. 

 

6.4 The desktop assessment of the applicant’s risks and needs must be carried out prior to the 

interview, using the relevant section of the interview form. They may be identified from the 

application or referral form or follow-up communication with other agencies or services.  

This information will be used as part of the interview conversation with the applicant where 

they will be given the opportunity to explain or elaborate on anything that has been 

identified. 

 

6.5 The applicant is invited to an interview at the service. 

 
6.6 The interview stage may be the first interaction with YMCA SPG, so it is important to give 

the applicant a good first impression and make them feel welcome.  The interview is an 

opportunity for the organisation to learn about what the applicant wants, their risks and 

needs, but also for the applicant to decide whether they want to accept an offer of 

accommodation. Therefore it is important for all applicants to be given both the information 

they need, and the opportunity to discuss risk, needs and aspirations in a supportive and 

non-judgemental way.  

 
6.7 For additional information regarding conducting interviews, see section 7. 

 

6.8 Following an interview, a recommendation should be made to the Team Manager or Team 

Leader regarding suitability. 

 
6.9 Any recommendation made following the interview must be justified and based upon the 

evidence provided by the referral and the interview.  

 

6.10 The Team Manager/Leader approves or rejects the referral based on the recommendation 

and supporting evidence. 
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6.11 The applicant and referral agents, where applicable, should then be informed of the 

outcome of the interview as soon as possible. 

 
6.12 Where applicants have been rejected, they must be notified, outlining the reasons for the 

decision.  They should also be given information on how to appeal the decision (see section 

8 for the appeals process). All letters refusing accommodation should be approved by a 

member of the local management team. 

 

6.13 Where the local agency has an online referral log, this should be updated as soon as 

possible following the interview. 

 

6.14 The applicant’s record on the system should now be amended with the new status ‘Active’ 

or ‘Refused’ and the reasons for the decision. 

 

6.15 The applicant should then be placed on the waiting list or a move in date agreed if available. 

 

7 Conducting Interviews 

 
7.1 The interview will be used to: 

 

7.1.1 Determine whether the applicant meets the eligibility criteria for the individual service. 

 

7.1.2 Assess the extent of housing need and the likely degree of support required by the 

applicant if accommodated. 

 

7.1.3 Enable the applicant to find out about the accommodation, facilities and support 

offered. 

 

7.1.4 Record information about the applicant so that the organisation and the referral agency 

can monitor the implementation of its equality and diversity policy and non-

discrimination customer selection. 

 

7.1.5 Record relevant information about the applicant’s support needs and aspirations so that 

staff can begin to prepare a support and action plan. 

 

8 Reaching a Decision 
 

8.1 Decisions whether to accept a referral should be based on: 

8.1.1 Meeting the criteria set out within Supporting People contracts, where relevant, or set 

by the organisation where not. 

8.1.2 Whether the level of need is consistent with the capabilities of the service. 

8.1.3 Risk factors, including recourse to public funds. 

 

8.2 Priority for allocations should be based on: 

8.2.1 Level of need. 

8.2.2 Length of wait on the waiting list 

 

8.3 Priority for allocation should normally be based on the amount of time someone has been on 

the waiting list. However, priority should be given to any prospective residents presenting 

with a level of need that places them in a situation of extreme vulnerability, and where the 

service is able to meet those needs. 

 

9 Appeals  
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9.1 Applicants have the right to appeal against the decision not to include their application on 

our waiting list or not to be made an offer of accommodation if they feel there are valid 

reasons why their application has not been accepted or that the allocations policy has not 

been followed correctly. 

 

9.2 Where an applicant has submitted a written appeal with regards to how their application has 

been processed, they will be contacted within 3 working days, confirming receipt of their 

appeal and outlining when the appeal will be heard.  The appeal will be heard by the local 

Area Housing Manager or the relevant Scheme Manager. 

 

9.3 When the appeal has been heard and a decision has been made, a letter will be sent and a 

phone call made to the applicant informing them of the decision within 24 hours.  

 

9.4 The purpose of this appeal is to decide whether or not the applicant should have been 

entered on to the waiting list. Management are not making a judgment about the 

appropriateness of the processing of the original application. The Manager’s role is to ensure 

that the policy and procedures have been adhered to. 

 

10 Possible Reasons for Unsuccessful Applications 
 

10.1 Whilst YMCA SPG will always reserve the right to refuse admission to a person applying for 

its accommodation, it in the main operates on a policy of assessing and managing risk. 

 

10.2 There is however some limited circumstances where, after careful consideration of the 

information received and the undertaking of an appropriate risk assessment exercise, an 

application/referral is not offered accommodation.  

 
10.3 Although YMCA SPG does not have specific reasons for exclusion from its waiting list or 

accommodation, from analysing previous rejected applications the reasons for rejection 

tend to fall into the following categories.  

 

 Applicant with a recent history of drug dealing 

 Applicant who has recent history of violence related offending behaviour 

 Applicant with known hostile relationship with existing residents 

 Applicant may have higher support needs than the service can provide 

 Applicant who has lived with the YMCA before and has former arrears which they 

are not prepared to clear 

 Applicant who has been evicted for anti-social behaviour within the past 6 months 

 Applicant failed to attend intake appointments 

 Applicant is not entitled to Housing Benefit 

 Applicant was non-contactable 

 
11 Transfers 

 
11.1 Internal transfers within the same property can be requested by residents and decisions on 

suitability made by local managers. 

 

11.2 Transfers to an alternative YMCA SPG property can also be requested by residents. 

Decisions by local managers should consider the following: 

 

a) Residents’ support needs should be able to be sufficiently met. 



  

 

 

    6 

b) As transferring to another property will result in the end of one tenure, and the start of 

a new one, any existing arrears would become former resident debt. As such, transfers 

should only be approved if the resident’s arrears are zero. 

c) These two criteria can be wavered if the resident requires a transfer as a result of 

fleeing violence. 

 

12 General Principles 
 

12.1 It is the responsibility of all service delivery staff to ensure that referrals are responded to 

quickly and consistently.  

 

12.2 All staff will endeavour to provide each potential customer with a professional and 

trustworthy experience of the process. 

 

12.3 Decisions must be transparently accompanied by clear justifications to maintain the 

integrity of YMCA SPG’s assessment process.  

 
 

13 Access to Information 
 

13.1 All information supplied by applicants will be held on the relevant housing management and 

support computer systems and all paper applications will be kept in locked storage facilities 

with access to relevant staff only. Both of these meet the requirements of the General Data 

Protection Regulations. 

 

13.2 Applicants are entitled to supervised access and viewing of any data held in respect of their 

own application, including information held on non-computer records. 

 

13.3 Applicants wishing to exercise these rights should contact YMCA SPG to make appropriate 

arrangements.  All applications to view files will be processed within 25 working days. 

 

13.4 All unsuccessful application forms will be securely stored for 6 months, after which time 

they will be destroyed. 

 

 

14 Relevant documents 
 
A. Equality & Diversity policy and procedure   

B. Tenure Management policy and procedure   

C. Support Planning policy and procedure  

D. Service Delivery Risk Assessment   

E. Interview Form      

F. Booking in Checklist      

G. Interview Checklist      

H. Void Standards Policy  

 



  

 

 

    7 

 


