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Royal Borough of Kensington and Chelsea (“RBKC”)

	   About this policy
This policy sets out how the Royal Borough of Kensington and Chelsea will administer Housing Payments under the Crisis and Resilience Fund from 1 April 2026. It replaces the Council's previous Discretionary Housing Payment framework and should be read alongside the government's Crisis and Resilience Fund guidance for local authorities (DWP, April 2026).
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1. [bookmark: _Toc232066140][bookmark: _Toc232065890]Background
1.1 Discretionary Housing Payments (DHPs) were previously a standalone, legally defined scheme enabling councils to provide short-term financial assistance to residents facing a shortfall between their Housing Benefit (HB) or Universal Credit (UC) housing costs element and their rent. DHPs ceased to operate in England as an independent scheme on 31 March 2026.

1.2 On 1 April 2026 the Government introduced the Crisis and Resilience Fund (CRF). The CRF provides grant funding to local authorities in England to support low-income households who encounter a financial shock, and to support activity that builds individual and community financial resilience. It runs from 1 April 2026 to 31 March 2029.

1.3 The CRF includes a Housing Payment strand that replaces DHPs. Housing Payments are funded by government up to a specified annual limit; any expenditure above that limit must be funded by the Council from its own resources. The total amount of Housing Payments available in the borough is cash-limited in any given year.

1.4 This policy reflects the approach historically taken by the Council in administering Discretionary Housing Payments, aligning closely with the existing framework and established practice.

[bookmark: _Toc232066141][bookmark: _Toc232065891]2.  Purpose
2.1 The Housing Payments scheme helps residents in receipt of Housing Benefit or the housing costs element of Universal Credit to meet a shortfall between their housing support and their rent, where the criteria in this policy are met.

2.2 Housing Payments are designed to provide short-term support while the resident works towards a longer-term solution, whether that means improved financial resilience, a change in circumstances or a move to more affordable accommodation. They are not a substitute for income, and they cannot address every housing need.

2.3 Each application is decided on its own merits, taking into account the individual's circumstances, the evidence available, and the principles set out in this policy. The scheme is discretionary. There is no statutory right to a Housing Payment, and an award in one period does not guarantee an award in any future period.

2.4 All decisions are subject to the limits imposed by available funding, government grant conditions and this policy. Officers should seek to use the fund to help as many people as genuinely need it as possible.


[bookmark: _Toc232066142][bookmark: _Toc232065892]3.  Eligibility criteria
[bookmark: _Toc232065893]Who can apply
3.1 To be eligible for a Housing Payment, an applicant must:
· be entitled to Housing Benefit or to Universal Credit with a housing costs element. This is the primary eligibility criterion; if it is not met, no Housing Payment can be made;
· be a resident of the Royal Borough of Kensington and Chelsea. This includes Council tenants and homeless households placed outside the borough by the Council in Council-arranged accommodation;
· be aged 16 or over (noting that very few applicants will be under 18, given the conditions attached to benefit entitlement at that age; officers should seek advice for any application involving a minor).

[bookmark: _Toc232065894]When a Housing Payment cannot be awarded
3.2 The following are absolute bars. A Housing Payment cannot be awarded in these circumstances, regardless of any other factor:
· the full rental liability is already met by Housing Benefit or Universal Credit;
· the applicant has been placed by the Council in the private rented sector outside the borough. Such applicants should apply to the authority in whose area they are residing;
· the shortfall arises from ineligible service charges as defined in Schedule 1 of the Housing Benefit Regulations 2006 or equivalent UC regulations;
· the rent has increased because of outstanding rent arrears;
· a DWP sanction or suspension has caused the shortfall;
· Housing Benefit or Universal Credit has been suspended pending an investigation into entitlement or because information has not been supplied;
· the shortfall relates to Council Tax, non-housing-related costs, or other items outside the scope of the scheme;
· the shortfall arises from a Housing Benefit or Universal Credit overpayment recovery.

[bookmark: _Toc232065895]When a Housing Payment will not normally be awarded
3.3 The following circumstances will ordinarily lead to a refusal. These are matters of RBKC policy and discretion – they are not absolute bars, but an award would require significant extenuating circumstances and available funds:
· the tenancy was foreseeably unaffordable at the outset – that is, the rent was beyond the applicant's means at the point the tenancy was entered into. The relevant question is not whether the tenancy is unaffordable now, but whether it was sustainable when it began. Officers should seek evidence of the applicant's income at the time the tenancy started (for example, payslips, P45 or P60) to establish this;
· the rent is so high that the tenancy remains unsustainable even with an award. The Council's aim is to support residents towards independence from housing payment support, not to sustain an open-ended commitment to an unaffordable tenancy. In these cases, officers should consider whether short-term support – coupled with clear advice about seeking more affordable accommodation and a referral to housing options – would enable a managed transition. A Housing Payment should not normally be used simply to defer a move that is ultimately unavoidable;
· moving costs, deposits or rent in advance where the move is not to more affordable accommodation and is not supported by a Council service (see section 4);
· cases where the award required would be so high that it would unreasonably reduce the Council's ability to help other applicants, unless a lower award would stabilise the tenancy;
· shortfalls are caused by non-dependent deductions. An award for non-dependent deductions will not normally be made; however, where there are significant extenuating circumstances – for example, where a non-dependent's immigration status has temporarily prevented them from contributing – the officer may seek managerial authorisation for an exceptional award;
· applicants who have not taken reasonable steps to improve their situation without good cause, or who have not acted on a recommendation attached to a previous award. Officers should apply this criterion with sensitivity and take into account any factors affecting the applicant's ability to act – including age, health, disability, and the nature of their circumstances;
· the officer has reason to believe, on the evidence available, that the applicant's Housing Benefit or Universal Credit award is lower than it should be. In these cases, a Housing Payment will not normally be awarded to cover the shortfall. Instead, the applicant should be advised to contact the DWP, Jobcentre Plus or the relevant benefit authority to have their award corrected. If a shortfall remains after that, the applicant may make a further application. For example, this may apply where the bedroom tax appears to have been applied when it should not have been.


	Discretion and long-term need: an example
A resident in their eighties has lived in the same privately rented property for many years. Their landlord has significantly increased the rent, having previously kept it well below market level. The resident has long-standing ties to the area – family, community connections and health services – and has no realistic capacity to move. The officer may reasonably consider a longer-term award without requiring the resident to actively seek cheaper accommodation. Renewal of the award would not normally require repeated requests for evidence that a move is being pursued, given the circumstances. However, the officer should consider whether the applicant has explored any possibility of renegotiating the rent with the landlord, and should record clear reasons for the approach taken. See section 6 for further detail on how repeat applications are assessed.



3.4 All decisions under this section will be applied fairly and consistently, using a person-centred and trauma-informed approach, with discretion retained for genuine exceptional circumstances. Where an award is refused, the reasons must be clearly recorded and communicated to the applicant.

[bookmark: _Toc232065896][bookmark: _Toc232066143]4.  What a Housing Payment can cover

4.1 Housing Payments can be used to help with the situations described below. This is not an exhaustive list. The Council may also consider a Housing Payment for other housing-related shortfalls that do not fall within the named categories, on a case-by-case basis, provided they do not meet the ineligibility criteria set out in section 3 and do not fall within the items listed under 'What a Housing Payment cannot cover' later in this section. Any such award will be subject to the same eligibility criteria, assessment and discretion as all other applications.

	About the examples in this section
The examples below illustrate how the scheme is likely to work in certain common situations. They are intended to help applicants and officers understand how discretion is typically applied. They are for guidance only and are not binding on either the Council or the applicant. Because every application is decided on its own merits, a situation that appears similar to an example does not guarantee the same outcome. The officer will always need to consider the full circumstances of the individual case.


Rent shortfalls linked to benefit restrictions
4.2 This covers ongoing shortfalls between the resident's rent and their Housing Benefit or UC housing element, where the shortfall arises from:
· the benefit cap;
· Local Housing Allowance restrictions;
· the removal of the spare room subsidy (commonly known as the bedroom tax) in the social rented sector.
Rental deposits and moving costs in a crisis
4.3 A Housing Payment can support a resident to move when they are doing so because of a crisis and are supported by a Council service in doing so. The services that can refer in this context include social workers, housing officers and other relevant teams across the Council.

4.4 The move should normally be to accommodation that is equal to or more affordable than the current property. Moving costs and deposits may be covered where the move is crisis-driven and Council-supported. Note that rent in advance cannot normally be covered by a Housing Payment (see below).
Rent arrears in exceptional circumstances
4.5 A Housing Payment to settle or reduce rent arrears will only be considered in exceptional circumstances, for vulnerable residents who are at genuine risk of eviction and for whom the arrears arose through no fault of their own or because of circumstances outside their control.

4.6 Officers should consider whether the award would genuinely stabilise the tenancy or whether the underlying situation means the tenancy is not sustainable regardless. Where a homelessness prevention approach is being taken, officers may work in partnership with the Council's homelessness prevention team, which may be able to cover some or all of the arrears alongside a Housing Payment, enabling a coordinated response. Evidence of the arrears and the circumstances in which they arose should be sought.

Sustainability and transition support
4.7 The Council's primary aim is to help residents stabilise their housing situation and, where possible, reach a point where they no longer need Housing Payment support. Housing Payments are not designed to sustain tenancies indefinitely where the underlying costs are unaffordable.

4.8 Where short-term support can enable a managed transition – for example, by giving a resident time to find more suitable accommodation, increase their income, or resolve a temporary crisis – that is a good use of the scheme. Awards in these situations will typically be time-limited and accompanied by clear guidance about the steps the resident should take during the award period.

4.9 This does not mean the Council views residents as responsible for situations beyond their control, or that it will refuse support to those who cannot realistically improve their circumstances. Where age, disability, health or other structural factors mean a resident has limited capacity to change their situation, the officer should take this into account. See section 6 for guidance on repeat applications.

Example: bedroom tax shortfall
4.10 A resident in social housing is subject to a bedroom tax deduction because they are treated as under-occupying their property. Their UC housing element is reduced accordingly, leaving a weekly shortfall.

4.11 The officer would typically award a Housing Payment to cover the shortfall for around three months, and would advise the resident to explore downsizing with their landlord or social housing provider. At reapplication, the officer would expect to see evidence of steps taken towards a move, or a clear explanation of why that has not been possible. Where the shortfall is caused solely by the bedroom tax and the household member receives PIP, the officer should first check whether UC should be treating the household as exempt; if so, the matter should be referred to the DWP before any Housing Payment is considered (see section 3). Where a child is approaching an age at which they will qualify for their own bedroom under the bedroom tax rules, an award may be made to cover the shortfall up to that point, after which the higher UC housing element will take effect.

Example: benefit cap
4.12 The benefit cap is the most common reason for a Housing Payment application in Kensington and Chelsea, given the borough's high private rents. A resident's UC award has been reduced because their total household benefit exceeds the cap, leaving a shortfall against their rent.

4.13 The officer would typically award a Housing Payment for around three months and advise the resident to contact the DWP to discuss whether the cap can be lifted – for example, where the household includes someone with a disability or long-term health condition that qualifies for an exemption, or where a household member finds employment. At reapplication, the officer would expect to see evidence of contact with Job Centre Plus, steps taken to seek work, or a clear explanation of why those steps have not been possible.

Example: high rent following a sudden change in circumstances
4.14 A resident has been in a private rented tenancy for several years and the rent was affordable when they moved in. They have since lost their job, reducing their income significantly and creating a shortfall. The tenancy is otherwise sustainable if the shortfall can be bridged during the period of difficulty.

4.15 The officer would seek evidence that the tenancy was affordable at the outset – for example, payslips from when the tenancy was entered into – and evidence of the change in circumstances (such as a P45 or confirmation of redundancy). An award of up to six months would be typical. Where the rent is very high relative to Local Housing Allowance rates and the situation appears structural rather than temporary, the officer should weigh the applicant's ability to move, the length of time they have lived there, any ties to the area (family, health services, employment) and any steps they have taken to renegotiate the rent with the landlord. In some cases, where significant ties and limited options exist, a longer award of up to 12 months may be appropriate.

Example: sudden large rent increase
4.16 A landlord has kept a long-standing tenant's rent significantly below market level for many years, then increased it substantially to bring it closer to market rate. The tenant now faces a shortfall they could not have anticipated when they took on the tenancy.

4.17 The officer should assess whether the tenant can realistically move, taking into account their length of tenure, ties to the area, age, health and any other relevant circumstances, as well as whether there is any possibility of renegotiating the rent. Where the circumstances clearly justify ongoing support, a longer award may be appropriate – potentially up to 12 months, subject to review.

Example: rent arrears and eviction prevention
4.18 A Housing Payment for rent arrears will generally only be considered in exceptional circumstances. However, where a vulnerable resident is at genuine risk of eviction, the tenancy is otherwise sustainable, and the arrears arose from circumstances beyond their control, an award may be considered. Officers should work with the Council's homelessness prevention team, which may be able to contribute to clearing the arrears alongside a Housing Payment, enabling a joint approach. The officer should satisfy themselves, on the balance of probabilities, that the award would genuinely prevent eviction and stabilise the tenancy, and should document that assessment clearly.

[bookmark: _Toc232065897]What a Housing Payment cannot cover
4.19 A Housing Payment cannot cover:
· water, meals, fuel or other ineligible service charges that form part of the rent;
· increases in rent that are a result of outstanding rent arrears;
· sanctions, reductions or non-dependent deductions in benefits (subject to the exceptional circumstances noted in section 3);
· shortfalls caused by a Housing Benefit or UC overpayment recovery;
· benefit suspensions;
· Council Tax or any other costs not directly related to the applicant's housing need. Housing Payments are strictly limited to housing costs. Any other financial difficulty, however pressing, is outside the scope of this scheme and the applicant should be signposted to other CRF support or wider Council services;
· rent in advance.  Where a housing provider is requiring rent in advance and the move is crisis-driven and Council-supported, the officer should discuss with the relevant Council service team (for example, the housing officer or social worker) whether alternative support is available.

[bookmark: _Toc232065898][bookmark: _Toc232066144]5.  The application process
[bookmark: _Toc232065899]How to apply
5.1 Applications can be made:
· via the Council website, using the application route made available there. Access to Wi-Fi and computers is available across the RBKC library network for residents who need it;
· through a trusted referrer – an RBKC officer, professional or partner service who can support the applicant to complete and submit an application form;
· by requesting a paper application form by telephone or email, or by obtaining one from the Customer Service Centre at Kensington Town Hall;with assisted support at the Customer Service Centre at Kensington Town Hall.

5.2 At least two application routes will be available at all times, to ensure the scheme is accessible to residents who are digitally excluded or face other barriers.

[bookmark: _Toc232065900]Who can make an application
5.3 An application can be made by:
· the person to whom the application relates (the applicant);
· another person acting on behalf of the applicant, with the applicant's consent – for example, a family member, friend, appointed representative, or a voluntary or community sector organisation.

5.4 Where an application is submitted by a third party, officers should consider what assessment has already taken place to avoid the resident having to repeat sensitive information unnecessarily.

[bookmark: _Toc232065901]Evidence
5.5 The Council requires reasonable evidence to assess an application. The type and level of evidence required will depend on the applicant's individual circumstances – the resident's circumstances define what evidence is needed, not a standardised checklist. Evidence may include:
· proof of identity and address where this is needed;
· evidence of current benefit entitlement (Housing Benefit or UC housing element);
· evidence of the reason for the shortfall or crisis, for example a tenancy notice, hospital discharge letter, or confirmation of the fire or other event giving rise to the need;
· bank statements or payslips, where these are proportionate and necessary to establish the applicant's income;
· where the officer needs to assess whether a tenancy was originally affordable, evidence of earnings at the time the tenancy was entered into, such as a P45 or P60, employment contract, or payslips.

5.6 Applicants will be asked to provide evidence when they submit their application. If evidence is outstanding, the officer should ask for it promptly. If the applicant does not respond within one calendar month, a reminder should be sent giving a further two weeks. If, after that further period, there is still no response and no reasonable explanation, the officer will make a decision based on the information available, which will normally result in a refusal on grounds of failure to provide the evidence requested. The reasons for the decision must be recorded.

[bookmark: _Toc232065902]Verification
5.7 The Council reserves the right to verify information provided. This may include checks with other Council departments, government agencies, other local authorities, external organisations where relevant and fraud prevention services. Under data-sharing powers in the Welfare Reform Act 2012, those administering the scheme have access to DWP data on benefit entitlement to support decision-making. Information may be used and shared lawfully for the detection and prevention of fraud and crime.

[bookmark: _Toc232066145][bookmark: _Toc232065903]6.  Assessment and decision-making
[bookmark: _Toc232065904]Approach
6.1 Assessment should be person-centred and trauma-informed, recognising that applicants are often in difficult and stressful circumstances. Officers should focus on identifying the underlying need and appropriate support, not just the presenting symptoms.

6.2 Awards are more likely where applicants are taking active steps to address their housing or financial difficulties. However, this should be applied with good judgment; some residents – because of age, health, disability or the nature of their circumstances – are not realistically able to take steps to resolve their situation, and this should be taken into account.

	Decision-making principles
Every decision should be:
· Proportionate – the right balance between the resident's need, the risk of error or fraud, and the Council's responsibility to make fair use of limited funds.
· Legal – grounded in the applicable legislation, caselaw, government guidance, and this policy.
· Accountable – clearly recorded, with reasons that can be explained to the applicant or a reviewer.
· Necessary and sufficient – awarding what is genuinely needed to stabilise the situation, not more and not less.

Two further tests apply in all decisions:
· The reasonable person test – would a reasonable person, with the same information, reach the same conclusion?
· The balance of probabilities – on the evidence available, is the applicant's account more likely to be true than not?



[bookmark: _Toc232065905]What officers should consider
6.3 In determining the amount and duration of any award, officers should consider the following factors:

	Factor
	What officers should consider

	Shortfall
	Amount and cause of the shortfall; whether the original tenancy was affordable at the time it was entered into.

	Household circumstances
	Age, health, disability and personal circumstances of all household members; barriers to meeting housing costs or securing alternative accommodation; any exceptional circumstances affecting finances, including trauma or domestic abuse.

	Applicant's actions
	Efforts to identify benefit entitlements and maximise income; income, savings and capital; tenancy history; any plans to move to more affordable accommodation.

	Income and capital
	Total monthly household income including the full UC award. Awards may be reduced to reflect any excess capital, employment earnings above the shortfall amount, or other income available to the household.

	Other assistance received
	Previous Housing Payment awards from RBKC; other discretionary financial support from the Council; benefit entitlements not yet claimed.

	Backdating
	Awards will not normally be backdated beyond one calendar month from the date of application, in line with Housing Benefit and UC approaches. Backdating beyond one month will not normally be considered where the applicant failed to apply in a timely manner.



[bookmark: _Toc232065906]Award duration
6.4 Awards respond to individual circumstances, however these are usually made for 12 weeks from the date of decision to allow time for the applicant's situation to stabilise. In exceptional cases where the applicant has an enduring need – such as disability adaptations, foster care arrangements, shared care or domestic abuse safety measures – an award may be made for longer than this, up to 12 months.

6.5 In cases where the resident faces a long-term structural barrier to resolving their situation (for example, elderly residents with long ties to the borough whose rent has been increased significantly by their landlord), the officer may authorise repeated renewals where the circumstances clearly warrant it. The reasons must be recorded each time.

6.6 Once an award has expired, any further Housing Payment will require a new application to be made in accordance with section 5, unless this policy states otherwise.

[bookmark: _Toc232065907]Award amount
6.7 Awards may be lower than the full shortfall. Where the shortfall is assessed against a UC or HB award, the officer should consider total monthly household income (including the whole UC award). Awards will be reduced to reflect income or capital available to the household, including tariff income applied to excess capital.

6.8 Officers must take into account the funding available for Housing Payments in the relevant financial year. As the scheme is cash-limited, this may result in lower awards or, in some cases, refusal, particularly where the amount requested is high and would materially reduce the Council’s ability to assist other applicants.
[bookmark: _Toc232065908]
Decision timescales
6.8 The Council aims to make decisions as quickly as possible, recognising that applications often relate to pressing needs. Where evidence is complete, the Council will aim to determine applications within 15 working days. Further time may be needed where additional checks are required or where information from partners has not been provided within that timeframe. Officers should communicate expected timescales to applicants clearly.

[bookmark: _Toc232065909]Method of payment
6.9 Where Housing Benefit is in payment, Housing Payments will be added to the Housing Benefit award. Where UC is in payment, Housing Payments will be issued separately by the Council. Awards may be paid directly to landlords where this is appropriate, with due attention to fraud risk.

6.10 There must be a clear audit trail that distinguishes the Housing Payment element from any Housing Benefit payment.

[bookmark: _Toc232065910]Conditions on awards
6.11 Awards may be made subject to conditions. The officer should consider whether to attach conditions when making an award, based on what would reasonably help the resident to address the underlying situation. Conditions should be realistic and proportionate to the applicant's circumstances.

6.12 Common conditions may include:
· contacting the DWP to check or correct a benefit entitlement;
· registering with the Council's housing team or a social landlord to pursue a move to more affordable accommodation;
· engaging with financial resilience or money advice services;
· renegotiating the rent with the landlord.

6.13 Where a condition is attached to an award, it should be clearly communicated to the applicant in writing, together with what will happen if the condition is not met. Failure to meet a condition, without good reason, may result in a reduced or refused award at the next application. Conditions should never be imposed where they are not realistic given the applicant's circumstances, and officers should use their judgment to distinguish between genuine inability to act and a failure to engage.

[bookmark: _Toc232065911]Repeat applications
6.14 A previous award does not guarantee a future award. The Council wants to support residents in becoming independent of Housing Payment support where this is genuinely possible, and will look for evidence of positive steps taken during the award period. At the same time, it recognises that some residents – because of age, disability, health or the nature of their circumstances – are not realistically able to resolve the underlying issue, and repeat awards may be appropriate for them.

6.15 When assessing a repeat application, the officer will consider:
· what steps the applicant has taken during the previous award period to address the shortfall or underlying housing difficulty, and whether any conditions attached to the previous award have been met;
· whether there is a reasonable explanation for any steps not taken – for example, illness, a caring responsibility, or a change in circumstances outside the applicant's control;
· whether the applicant's circumstances have changed, including whether their income, housing situation or benefit entitlement has changed in any way;
· the applicant's realistic ability to move, including long-standing ties to their current accommodation, the length of time they have lived there, family and community connections, health and care needs, and proximity to support services;
· whether the tenancy is likely to become more sustainable with continued support, or whether the same situation will recur indefinitely regardless of any award.

6.16 Repeat awards are less likely where the applicant has made no reasonable steps to address their situation and cannot give a good reason for this. Repeat awards are more likely where the applicant has taken positive steps but a residual need remains, or where their circumstances mean they are not realistically able to change their situation. In the latter case, the officer should be clear in their records about why a repeat award is appropriate, including consideration of the factors listed above.

6.17 Applicants will be advised that subsequent claims will require evidence of steps taken during the previous award period, or a clear explanation of why those steps could not be taken.

[bookmark: _Toc232066146][bookmark: _Toc232065912]7.  Grenfell Tower – specific commitments
7.1 The Council recognises its specific and ongoing commitments to residents directly affected by the Grenfell Tower tragedy. These include former residents of Grenfell Tower and Grenfell Walk (Survivors).

7.2 The Council has committed to ensuring access to stable, affordable housing and a personalised service for these households. In practice this means:
· Survivors receive a named, dedicated benefits officer and do not need to go through the standard queue.
· Housing Payments may be used to cover shortfalls arising from the bedroom tax for Survivor households as a standing arrangement, without requiring repeated applications.
· Where a Survivor household in receipt of Housing Benefit has a Housing Payment built into their award, this will be maintained and renewed by the officer without requiring a new application, subject to a potential review of the household's circumstances if we believe their has been a change.
· Where a Survivor household has transitioned to UC, the Council will maintain an internal diary note so that the case can be reviewed at the start of the new financial year and, where appropriate, a further award made from the new year’s allocation without requiring a fresh application
· Before making or renewing a Housing Payment for a Survivor household, the officer should consider whether the household may be entitled to have the bedroom tax removed at source through UC, particularly where the household member receives Personal Independence Payment (PIP). If UC would cover the cost, there is no need to use Housing Payments.

7.3 Support for Grenfell households may be longer-term in nature and may be maintained proactively, reflecting the Council's wider commitment to housing stability for this group. Officers should recognise that some households may not be able to resolve shortfalls through changes in their circumstances.

7.4 Housing Payments for Grenfell households must be considered alongside the Council's wider Grenfell commitments, including existing protections relating to rent, service charges and Council Tax, and the delivery of dedicated, personalised welfare support. Before awarding Housing Payments to a Grenfell household, officers should also seek to maximise other sources of support available to the household, including Universal Credit entitlements.

[bookmark: _Toc232066147][bookmark: _Toc232065913]8.  Notification of decisions
8.1 The applicant, and any representative or trusted referrer where appropriate, will be formally notified of the decision by letter as soon as is reasonably practicable. The notification letter may be sent by post or attached to an email. In some cases, the decision may also be communicated informally by telephone or email.

8.2 Where the application is successful, notification will include:
· the type, value and duration of the award and how it will be paid;
· any conditions or next steps, such as engagement with financial resilience services;
· signposting or warm referrals to resilience services as appropriate.

8.3 Where the application is unsuccessful or the award is lower than requested, notification will include:
· the reasons for the decision, clearly stated;
· details of the right to request a review;
· signposting to other support services and financial resilience services.

[bookmark: _Toc232066148][bookmark: _Toc232065914]9.  Review and complaints
Review process
9.1 The Housing Payments scheme is discretionary. There is no statutory right of appeal to a Social Security Tribunal. However, the Council will provide a clear internal review route in line with the government's CRF guidance and the expectations of the Local Government and Social Care Ombudsman.

9.2 Applicants may request a review of a decision if they believe it is incorrect or does not reflect their circumstances.

9.3 A request for review should normally be received within one calendar month of the notification of the decision. Requests can be made:
· by email to benefits@rbkc.gov.uk;
· in writing to Benefits Service, Kensington Town Hall, Hornton Street, London W8 7NX.

9.4 Where a review is requested, it will be undertaken by an officer who was not involved in the original decision. The Council may request additional information to support the review; if this is not provided within one month, the review will be determined on the available information. The Council will aim to complete reviews within 10 working days of the receipt of any additional information provided.

[bookmark: _Toc232065915]Complaints
9.5 The Council’s corporate complaints process is separate from the review process and cannot be used to change the outcome of a decision, such as increasing an award or overturning a refusal. Where an applicant wants the decision itself to be reconsidered, they must use the review process. A complaint may be made where the applicant is dissatisfied with the way their application or review was handled, including:
· delay in processing;
· failure to follow this policy;
· poor communication;
· the conduct or behaviour of staff;
· other service failures.

9.6 Complaints can be made through the Council's corporate complaints process: online via the Council website; by email to complaints@rbkc.gov.uk; by telephone on 020 7361 2060; or by post to Complaints Team, Kensington Town Hall, Hornton Street, London W8 7NX.

9.7 If the applicant remains dissatisfied following the Council's final response, they may refer the matter to the Local Government and Social Care Ombudsman. The Ombudsman will not normally consider the merits of a discretionary decision, but may investigate whether the Council acted appropriately in reaching that decision.

[bookmark: _Toc232065916][bookmark: _Toc232066149]10.  Fraud and recovery of awards
10.1 If the Council becomes aware that information provided in an application was incorrect, or that relevant information was not disclosed – whether intentionally or otherwise – the matter may be investigated. Any applicant who attempts to fraudulently claim support may be committing a criminal offence under the Fraud Act 2006. This could lead to criminal proceedings.

10.2 The Council will seek repayment of any award made as a result of fraud or deliberate misrepresentation. The Council will write to the applicant formally requesting repayment and, where payment is not forthcoming, may seek recovery through appropriate legal routes where proportionate and justified. The Council will notify the Department for Work and Pensions promptly of any instances of suspected fraud, in line with its obligations under the CRF grant conditions.

10.3 Where an award has been made as a result of an administrative error rather than fraud, the Council may also seek to recover the overpaid amount. However, the Council's formal recovery powers in relation to Housing Payments are limited. The Council does not have the same statutory recovery mechanisms that apply to Housing Benefit overpayments, and any recovery action in a non-fraud case will be pursued on a case-by-case basis, taking into account the circumstances and the applicant's ability to repay. Any recovery action will be proportionate and will not be pursued where it would cause genuine hardship or where the amount involved would not justify the cost of recovery.

10.4 Officers should ensure that award decisions are clearly documented and that the basis for each award is recorded, to support any future recovery action if required.

[bookmark: _Toc232065917][bookmark: _Toc232066150]11.  Safeguarding and wider support
11.1 The Council recognises that applicants may be vulnerable and may present with safeguarding concerns. Where appropriate, and with the applicant's consent, officers should:
· make referrals to safeguarding services;
· provide warm referrals to financial resilience services inside and outside the Council, to reduce the likelihood of future housing support being needed;
· consider whether the applicant may benefit from being connected to other Council services or voluntary and community sector organisations.

11.2 Engagement with resilience services is encouraged and officers should support referrals wherever possible. However, non-engagement with resilience services will not in itself determine eligibility; where engagement has been identified as a condition of support or where there is a pattern of non-engagement, this may be taken into account by officers when making decisions, in line with the applicant's circumstances and with appropriate management oversight where necessary.

11.3 Officers should be alert to situations where an applicant may be legally homeless or threatened with homelessness; this may trigger separate duties that the Council must fulfil independently of this scheme.

[bookmark: _Toc232065918][bookmark: _Toc232066151]12.  Monitoring
12.1 The scheme is subject to regular monitoring and review. The Council will maintain management information to support:
· projected allocation of funds and spend against the annual Housing Payment allocation;
· volumes of applications, awards and refusals;
· decision timescales;
· repeat applications and outcomes;
· equalities data;
· access channels used;
· numbers of reviews, review outcomes and complaint referrals;
· referrals to resilience services and signposting activity;
· audit and reporting requirements associated with the CRF, including six-monthly management information returns to DWP.

12.2 The Council is required to submit an annual delivery plan and six-monthly management information returns to the DWP, signed off by the Section 151 Officer, as a condition of the CRF grant. Senior Responsible Officer accountability sits with the relevant director.

[bookmark: _Toc232065919][bookmark: _Toc232066152]13.  Equality
13.1 The Council is committed to ensuring the Housing Payments scheme is fair, accessible, and inclusive. In operating the scheme, the Council will have due regard to the Public Sector Equality Duty under the Equality Act 2010, including the need to advance equal opportunities and foster good relations between groups.

13.2 The Council will take reasonable steps to ensure residents are not disadvantaged in accessing the scheme because of disability, language, literacy, digital exclusion or other barriers. This may include:
· providing reasonable adjustments for disabled applicants;
· offering assisted support to complete applications;
· providing translation and interpretation services where appropriate;
· accepting applications from trusted referrers and representatives;
· providing assisted digital support through Council services and partners.

13.3 The Council will capture and monitor equality data to identify any unintended barriers to access and to establish whether specific groups or communities require targeted support.

[bookmark: _Toc232066153][bookmark: _Toc232065920]14.  Communications
14.1 The Council will publicise the scheme and provide clear information to residents, partner organisations, trusted referrers and Council services about how to apply and how to access support.

14.2 As required by the CRF guidance, all materials will use the terms 'Housing Payment' and 'Crisis and Resilience Fund', and will acknowledge that the fund is funded by the UK Government. The latest version of this policy will be available on the Council website.

14.3 The Council will ensure that information is available in multiple formats and through multiple channels, including non-digital routes, to reach residents who are digitally excluded.

[bookmark: _Toc232066154][bookmark: _Toc232065921]15.  Scheme review
15.1 The Council reserves the right to review and revise this policy and the scheme at any time, based on:
· demand, applications volumes and the funding position;
· learning from delivery, including feedback from officers, applicants and referrers;
· changes to government guidance, grant conditions or relevant legislation;
· audit findings and equality monitoring;
· changes to the CRF funding structure after Year 2 (from April 2028).

15.2 Any material changes to this policy will be published on the Council website and communicated to relevant partners and services.
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