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Diversity Network Accreditation – Distinction Case Study 

 

Distinction - Liverpool Mutual Homes Response to Welfare Reforms 

and Universal Credit 

Organisation – Liverpool Mutual Homes  

Project/Initiative – Welfare Benefits Reforms  

 

Aim and objectives  

LMH’s aim is to 'to have Pride in our homes and be Proud of our 

neighbourhoods'. Its mission is to create homes, communities and 

neighbourhoods where: 

 People choose to live 

 Customers receive the highest possible quality of services with the 

resources available 

 Families and individuals can thrive and prosper 

We want our customers to enjoy their homes without living in poverty and in 

order to support tenants to achieve this we want to support them in raising 

the financial income within the household to be able to sustain our 

neighbourhoods.  The government welfare reforms impacts significantly on our 

customers.  Over 75% of our tenants are in receipt of housing benefit, 9,949 

are of working age who could eventually move onto Universal Credit.  In 

addition, 2,298 of our tenants are affected by the bedroom tax. 

To mitigate the impact for our customers and protect LMH income streams 

over the last two years LMH has developed a welfare reform action plan which 
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is constantly updated and reviewed which aims to support our customers 

through the welfare reform changes 

  

The journey so far  

In 2012 we commenced our preparations for supporting our customers 

through the impacts of the welfare reforms by developing a welfare reform 

action plan. 

 

Prior to the introduction of the bedroom tax, using our customer profiling 

data and information from the benefit service, we identified that potentially 

there could be 3,000 tenants affected.  We contacted and visited all customers 

and carried out a welfare reform survey with them, clearly explained what the 

bedroom tax was and advised them of how much rent they would have to pay 

as well as offering welfare benefit and money management advice. 

 

From carrying out the survey we became aware that many of our tenants do 

not have access to basic bank accounts for the benefits to be paid into which 

will be a requirement for receiving UC.  We have developed a partnership 

with Barclays bank who offer all our tenants the opportunity to have a basic 

bank account with them.  They come into LMH offices to set the accounts up 

for our customers.  

 

To support the implementation of the plan we re-structured our services and 

we have a team of seven neighbourhood staff who are working to support 

tenants through the welfare reform changes.  Their work involves: 
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 Contacting tenants and offering support on downsizing as a result of the 

bedroom    tax 

 Offering support and advice on setting up a bank account and direct 

debits 

 Explaining and making sure tenants understand about Universal Credit 

 Supporting tenants in making a claim and ensuring they fully understand 

the UC claimant journey and claimant commitment 

 

When required the team make referrals to the RAISE Benefit Advice Service 

who are contracted to deliver LMH’s welfare benefit and money advice service. 

 

In 2013/14 1,766 referrals were made to RAISE, which generated £2,699,485 in 

extra income for our customers. The service offers both appointments in the 

tenant’s home or an appointment at our area office.  This ensures we cater for 

those customers who have vulnerabilities and require a home visit. 

 

In 2014 there were 2,528 tenants affected by the bedroom tax. At the end of 

March 2015, there were 2,393, a reduction of 135 from the previous year.  

This is partly due to the work we have done in assisting some tenants to 

downsize to smaller accommodation but also the assistance we have provided 

in helping tenants become exempted from the bedroom tax.  In addition, the 

neighbourhood team at the end of 2015 had assisted 645 tenants obtain a DHP 

to meet the shortfall in their rent as a result of the b/tax.    

 

Within the last year we have also introduced a pre-tenancy service. As part of 

this service we ensure all new tenants have a clear understanding of the 
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welfare reforms and where we identify vulnerability, we ensure support is put 

in place to help to sustain the tenancy. 

 

We use all forms of communication to raise our customers’ awareness of the 

welfare reforms and outline what help and support is available.  Examples of 

this are use of social media, a quarterly “Money Matters” magazine to all 

customers, quarterly rent statements and specific information leaflets linked to 

welfare benefit changes and UC.  We are currently in the process of training 

our staff to be able to produce information in “Easy Read” format to ensure 

we meet the needs of all of our customers.  

 

We are part of the Merseyside Welfare Reform Group which meets on a 

monthly basis and is chaired by one of our Directors.  Via this group we have 

undertaken joint communication messages to our customers.  For example 

prior to the introduction of the bedroom tax we carried out a series of road 

shows using a theatre company to explain about the bedroom tax and how 

housing providers could assist customers.  In January 2015 the group 

embarked on a social media campaign on UC.  As a group we have also 

embarked on commissioning training for all front line staff on the welfare 

reforms. 
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