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1. POLICY STATEMENT

1.1 YMCA Norfolk provides housing services to vulnerable individuals across the county. This
policy outlines a trauma-informed, restorative approach to tenancy enforcement, ensuring
that all actions taken are fair, proportionate, and legally compliant.

1.2 We aim to:

e Promote peaceful and safe living environments.

e Support tenants to understand and uphold their responsibilities.

e Prevent homelessness through early intervention and tenancy sustainment.
e Ensure consistent and lawful application of tenancy enforcement procedures.

2. PURPOSE

2.1 YMCA Norfolk is committed to preventing homelessness by ensuring that eviction is only
considered as a last resort. This policy outlines a comprehensive approach to tenancy
sustainment, prioritising early intervention and the exhaustion of all available housing
management strategies before eviction is pursued.

2.2 To achieve this, the policy aims to:

e Promote early intervention to prevent eviction, working in conjunction with the
Restorative Practice Policy (Policy 32), Anti-Social Behaviour Policy (Policy 35), and
Income Recovery Policy (Policy 26).

e Establish a clear authorisation process for any eviction actions.

e Ensure consistency in how evictions are managed across all YMCA Norfolk services, in
line with tenancy and licence agreements.

e Safeguard the safety, wellbeing, and best interests of clients at all times.

e Support tenants through positive service exits to reduce the risk of future
homelessness.

e Manage planned service exits effectively to minimise property voids.

2.3 YMCA Norfolk will ensure that procedures and working practices help clients understand how
to sustain their tenancies through restorative approaches, early intervention, and
preventative action.

2.4 All clients will be treated consistently under housing management policies and procedures,
with proportionality applied when working with individuals who have vulnerabilities.

2.5 The Compliance and Performance Committee will monitor evictions to ensure housing
services are delivered effectively and in line with organisational standards.

2.6 As part of tenancy sustainment, YMCA Norfolk will provide access to internal support or
referrals to external agencies, including:

e Benefits advice

e Rent advice and accessible information

e Updates and guidance related to the Welfare Reform Act 2012

e Advocacy and legal advice

]
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e Tenancy awareness education

e Anti-social behaviour support

e Information on housing law, rights, and responsibilities

e Housing-related support and enhanced housing management
e Assistance with living conditions and environmental factors

2.7 To ensure best practice, YMCA Norfolk will also provide training and information to all staff
and volunteers, equipping them to support clients in managing their tenancies and applying
housing management procedures, including enforcement actions.

3. SCOPE

3.1 This policy applies to all staff, volunteers, contractors or any person delivering housing
services for YMCA Norfolk at all times.

3.2 All YMCA Norfolk staff, volunteers and contractors who are delivering housing services, are
responsible for adhering to this policy and any accompanying procedures.

4. DEFINITIONS

4.1 Licence to Occupy - A legal agreement granting a person permission to reside in a
property without exclusive possession. It typically applies in supported housing settings and
allows for more flexible management, including shorter notice periods for termination.

4.2 Assured Shorthold Tenancy (AST) - A type of tenancy agreement that provides tenants
with exclusive possession of a property for a fixed or periodic term. ASTs are governed by
statutory protections under the Housing Act 1988 and subsequent legislation, including
specific procedures for eviction and notice periods.

4.3 NTQ (Notice to Quit) - A formal written notice issued by YMCA Norfolk to terminate a
Licence to Occupy or AST. The notice period may vary depending on the severity of the
breach and the type of agreement held.

4.4 Breach of Licence or Tenancy Agreement - Any violation of the terms and conditions
outlined in the Licence to Occupy or AST, including associated documents such as House
Rules or Support Agreements.

4.5 Minor Offences - Behaviour or actions that disrupt communal living but do not pose an
immediate risk.

4.6 Medium to Serious Offences - More significant breaches that may warrant formal
warnings or NTQs.

4.7 Severe Offences - Critical incidents that may result in immediate termination of the
agreement.

5. REFERENCES

5.1 This policy must be read and applied in conjunction with the following:
e Policy 23 - Missing Person's Policy
e Policy 25 - Appeals Policy

e Policy 26 - Income Recovery Policy
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Policy 27 - Lettings and Allocations Policy
Policy 32 - Restorative Practice Policy
Policy 35 - Anti-Social Behaviour Policy
Policy 37 - Drugs and Alcohol Policy

Procedure 17 - Income Recovery Procedure

5.2 This policy has been written to ensure all reasonable steps have been taken to comply with
the following regulations:

Housing Act 2004

Homeless Reductions Act 2017
Regulator of Social Housing (RSH)
Welfare Reform Act 2012
Localism Act 2011

Equalities Act 2010

Localism Act 2011

Renters Reform Bill (anticipated)

Quality Assessment Framework (2003)

5.3 Locally, YMCA Norfolk are signatories to the following protocols and seeks to implement best
practice arrangements set out within:

Norwich Evictions Protocol

Broadland and South Norfolk Evictions Protocol

Kings Lynn and West Norfolk Evictions Protocol

Norwich *Off the Street’ Protocol

Norfolk Police and YMCA Norfolk Anti-Social Behaviour Protocol.

6. RESPONSIBILITIES

Housing Managers

6.1 Housing Managers play a critical role in ensuring the effective implementation of this policy
across all YMCA Norfolk housing services. Their responsibilities include:

Date: Nov 2025

Performance Monitoring: Providing accurate and timely housing performance data
within agreed reporting deadlines to support service evaluation and compliance.

Policy Implementation: Leading the day-to-day application of the Warnings,
Terminations and Evictions Policy for both Licence to Occupy and Assured Shorthold
Tenancy (AST) agreements.

Staff Oversight: Ensuring all housing staff are trained, informed, and consistently
apply the policy in line with organisational standards and legal requirements.

Client Communication: Supporting staff in communicating clearly with clients about
their rights, responsibilities, and any tenancy enforcement actions.
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o Decision-Making: Authorising eviction actions following completion of the required
documentation and evidence, ensuring decisions are proportionate, trauma-informed,
and legally compliant.

o Safeguarding and Risk Management: Assessing risks associated with tenancy
enforcement, particularly for vulnerable clients, and ensuring safeguarding protocols are
followed.

e Policy Review and Feedback: Contributing to the ongoing review and improvement
of the policy based on operational experience and feedback from staff and clients.

Staff and Clients

6.2

All staff, volunteers, and clients have shared responsibilities in maintaining a safe,
respectful, and supportive housing environment. These include:

e Policy Adherence: Understanding and following all housing policies and procedures,
including this policy, to promote best practice and consistency.

e Tenancy Management: Applying the principles of the Warnings, Terminations and
Evictions Policy in day-to-day housing management, whether under a Licence to Occupy
or AST.

e Engagement and Support: Actively engaging in tenancy sustainment activities,
including support meetings, restorative interventions, and rent recovery processes.

¢ Communication and Reporting: Reporting breaches, concerns, or incidents promptly
and accurately using the INFORM system, and participating in resolution processes.

e Respect and Conduct: Upholding the values of YMCA Norfolk by treating others with
respect, maintaining communal living standards, and contributing to a positive housing
culture.

7. BREACHES of TENANCY

7.1 YMCA Norfolk views breaches of tenancy or licence agreements as opportunities to engage
with clients, address concerns, and support them in maintaining their accommodation.
However, clients must be made aware that failure to engage or resolve issues may result in
termination of their Licence to Occupy or Assured Shorthold Tenancy (AST).

7.2 Clients will be informed of the nature of the breach and given the opportunity to respond
before any formal action is taken.

7.3 In serious cases involving violence, threats, or significant disruption, YMCA Norfolk reserves
the right to bypass standard procedures and take immediate action to end the right to
occupy.

7.4 Clients may be accompanied by a support person (e.g. friend, relative, advocate) during
any meetings or hearings.

7.5 All breaches must be documented on the INFORM system, including:

e A factual account of the incident or behaviour
e Date and time of occurrence
e Link to relevant clauses in the tenancy or licence agreement
e Description of the intervention taken.
]
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8. WARNING STAGES

8.1 YMCA Norfolk uses a staged warning system to address breaches of tenancy or licence
agreements, aiming to resolve issues through restorative practice and early intervention.
Warnings are issued proportionately based on the severity and frequency of the breach and
are applicable to both Licence to Occupy and Assured Shorthold Tenancy (AST)
arrangements.

Warning General Principles

8.2 Warnings are intended to support clients in recognising and addressing behaviours that may
jeopardise their accommodation.

8.3 All warnings must be clearly linked to specific clauses in the tenancy or licence agreement
and recorded on the INFORM system.

8.4 Warnings expire after 28 days, unless renewed due to repeated or escalating behaviour.

8.5 Where a warning relates to a risk to or from the client, the risk assessment must be
updated immediately and a safety plan agreed with the client to mitigate identified risks.

Verbal Warning
8.6 Purpose: Used as a first-stage intervention for minor breaches.
8.7 Issued by: Housing staff during routine engagement or following an incident.
8.8 Examples of Minor Breaches:
e Smoking in smoke-free areas
e Unsociable levels of noise
e Untidy or unhygienic living conditions
¢ Non-engagement with support or tenancy workers
e Being under the influence of alcohol or substances affecting behaviour
e Breaches of house rules (e.g. curfew, communal space use)
8.9 Process:
o Staff discuss the concern with the client and explain the impact of the behaviour.
e The conversation is documented on INFORM, including date, time, and summary.
e The client is reminded of their responsibilities and offered support to address the issue.
Written Warning

8.10 Purpose: Issued when a verbal warning has not led to improvement, or when the breach
is more serious.

8.11 1Issued by: Housing staff using the Written Warning Letter Template (Document 39).
8.12 Examples of Medium Breaches:

e Repeated noise complaints or hygiene issues

e Repeated incidents of smoking in unauthorised areas.

¢ Allowing unauthorised guests to stay overnight
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e Refusal to engage in 2 consecutive support or engagement sessions arranged with staff

e Verbal abuse or harassment of staff or other clients either in person or online or any
form of identified ASB.

e Minor damage to property or communal areas

e Nonpayment of service charge and/or rent over two weeks outstanding payment.
8.13 Process:

e Review meeting to be held before issuing a warning as outlined in paragraph 7.4

e A formal written warning is issued and explained to the client.

e The warning outlines the specific breach, expected changes, and consequences of non-
compliance.

e A copy is given to the client and uploaded to INFORM.

e Staff offer support and must initiate a SMART action plan to help the client address the
issue, with clear actions details to address the behaviours, rent debts or any other
reason that the warning has been issued for.

Escalation and Monitoring

8.14 If behaviour continues or escalates, further action may be taken, including issuing a Notice
to Quit (NTQ) as outlined in Section 9.

8.15 Staff must monitor the client’s progress during the warning period and maintain regular
contact.

8.16 Warnings may be extended or renewed if breaches persist.

8.17 Clients have the right to appeal any warning or enforcement action under the Appeals Policy
(Policy 25).

9. EVICTION: ISSUING A NOTICE TO QUIT (NTQ)

9.1 Eviction is a last resort and will only be pursued after all other tenancy sustainment options
have been exhausted.

Process:

9.2 Staff must complete an eviction application and submit it for authorisation by a Senior
Housing Manager, Head of Housing, or Director.

9.3 Evidence of interventions and support must be documented using the Evictions Checklist on
INFORM.

9.4 A SMART action plan must be developed and shared with the client.

9.5 A 28-day NTQ (Document 40) is standard, but may be reduced to 7 days in cases of:
e Drug dealing or serious criminal behaviour
¢ Violence or threats to staff or other clients
e Repeated or continuous breaches

9.6 Examples of Serious Breaches:

e Repeated possession or use of illegal drugs for personal use
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e Drug dealing or conspiracy to deal

e Physical assault
e Harassment or threatening behaviour
e Arson or fire-setting
e Theft from staff or other clients
e Tampering with safety equipment
e Domestic violence or sexual abuse
e Living conditions posing health risks
During the NTQ Period
9.7 Weekly meetings must be held with the client and recorded on INFORM.
9.8 If behaviour improves, the NTQ may be rescinded.
9.9 If not, an exit plan must be developed, including:
e Referral to the Local Authority under the Homelessness Reduction Act
e Advocacy and legal support

e Risk assessment and support planning

10. Immediate Eviction

10.1 YMCA Norfolk recognises that in exceptional and high-risk circumstances, immediate
eviction may be necessary to protect the safety and wellbeing of other clients, staff, and the
wider community. This action will only be taken where there is clear and substantiated
evidence of serious misconduct or criminal behaviour.

Grounds for Immediate Eviction
10.2 Immediate eviction may be considered in cases involving:

e Actual bodily harm (ABH) or serious assault, particularly against individuals under the
age of 18

e Assault or threats of violence directed at YMCA Norfolk staff

e Intent to supply controlled substances for financial gain or distribution of prescribed
medication

e Serious criminal damage to property or communal areas

e Discriminatory behaviour or hate incidents targeting individuals based on protected
characteristics (e.g. race, disability, gender identity, religion, sexual orientation)

10.3 All incidents must be supported by documented evidence, including witness statements,
police reports, or internal investigations.

Safeguarding and Multi-Agency Involvement

10.4 Before proceeding with immediate eviction, YMCA Norfolk must ensure appropriate
safeguarding and multi-agency coordination:

10.5 For clients aged 16-17:
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e Emergency Duty Team (EDT)

e Children’s Social Services
e Norfolk Police (if applicable)
10.6 For clients aged 18 and over:
e Out-of-Hours (OOH) Safeguarding Team
e Local Authority Homelessness Team
e Relevant support agencies or stakeholders
Risk Assessment and Decision-Making
10.7 A risk assessment must be completed prior to any immediate eviction to ensure:
e The safety of all parties involved
e That all reasonable steps have been taken to manage the situation
e That eviction will not result in unmitigated homelessness or harm.
10.8 The assessment must include:
e Review of previous interventions and tenancy sustainment efforts

e Consideration of bail conditions (if applicable), in consultation with a Senior Housing
Manager, Head of Housing or a Director

o Identification of alternative accommodation options or emergency referrals.
Authorisation and Documentation

10.9 Immediate eviction must be authorised by a Director or Head of Housing, following
completion of:

e The Evictions Checklist Guidance
e A full incident report and risk assessment
¢ Notification to the Local Authority and relevant safeguarding bodies

10.10 All documentation must be recorded on INFORM and securely stored in accordance with
YMCA Norfolk’s data protection policies.

ABANDONMENT

10.11 YMCA Norfolk defines abandonment as a situation where a client has not resided in their
accommodation for seven or more consecutive days without prior notification to staff or
evidence of alternative arrangements.

Identification of Abandonment

10.12 Staff must take all reasonable steps to determine whether a property has been abandoned.
This includes:

e Daily welfare checks on the property (internal and external).
e Attempts to contact the client via phone, email, or known contacts.

e Liaison with partner agencies, including support workers, social services, and probation
(if applicable).
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e Contacting next of kin or emergency contacts listed in the client’s file.

e Review of INFORM records for recent engagement or communication.
e Notify Police
10.13 These actions must be documented thoroughly on the INFORM system.
Serving an Abandonment Notice
10.14 If abandonment is suspected:
¢ An Abandonment Notice (Document 42) must be served to the property.
e The notice must clearly state:
> The date of suspected abandonment
> The client’s obligation to contact YMCA Norfolk within 7 days
> The potential consequences, including loss of accommodation
10.15 Staff must continue daily checks for the next 7 days and record findings on INFORM.
Decision to Evict
10.16 If the client does not return or make contact within 7 days:
e A formal application for eviction may be submitted.
e The Housing Manager must assess the case, considering:
> Evidence of abandonment
> Vulnerability or safeguarding concerns
» Previous engagement history
» Any mitigating circumstances

10.17 Eviction may be carried out with immediate effect or with a short notice period, depending
on the individual’s circumstances and risk assessment.

Re-engagement or Return
10.18 If the client returns during or after the abandonment notice period:
o Staff must meet with the client to understand the reason for absence.

e The incident will be treated as a breach of tenancy, and a proportionate response will be
applied (e.g. verbal or written warning).

e A support plan review must be conducted to assess risks and re-engagement strategies.
e Repeat incidents of abandonment may escalate to formal tenancy enforcement.
Safeguarding and Vulnerability
10.19 In all cases of suspected abandonment, staff must consider:
e Mental health concerns
e Risk of exploitation or harm

e Missing person protocols (see Policy 23)
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e Duty to refer under the Homelessness Reduction Act

10.20 If there is any indication that the client may be at risk, safeguarding procedures must be
followed immediately.

11. TERMINATION NOTICE TO YMCA (Voluntary)

11.1 Clients who wish to voluntarily end their Licence to Occupy or Assured Shorthold Tenancy
(AST) must follow YMCA Norfolk’s termination procedures, which are designed to ensure
smooth transitions and minimise void periods.

11.2 Notice Period: Clients must provide a minimum of 7 days’ written notice, using the
Termination Notice Template (Document 43). The notice must end on a Sunday, in line with
YMCA Norfolk’s tenancy cycle (Monday to Sunday), as outlined in the Allocations and
Lettings Policy (Policy 27).

11.3 Weekend NTQs: Where possible, NTQs should not be issued to end over a weekend or a
Bank Holiday. Staff should aim to schedule tenancy terminations to conclude on a Monday,
allowing for appropriate support and administrative processing and contact with a local
authority.

11.4 Exit Planning: Staff must support the client in planning their exit, including:
¢ Reviewing outstanding rent or service charges
e Ensuring the property is returned in good condition
e Providing referrals to external support services if needed
e Conducting a final welfare check and exit interview

e Log if a planned or more or unplanned and update the client Outcome Star.
12. ADHERENCE TO LICENCE

12.1 Where a client demonstrates adherence to the terms of their Licence to Occupy or AST,
YMCA Norfolk will take a proportionate and supportive approach to tenancy management.

12.2 Return to Full Agreement: Clients who have previously breached their agreement but
have since complied may return to full tenancy status, subject to review.

12.3 Proportionate Response: Housing Managers must assess each case individually,
considering:

e Housing history: Previous tenancy behaviour and engagement

e Mitigating circumstances: Health, personal crises, or other relevant factors

¢ Engagement with support: Willingness to work with tenancy sustainment staff
¢ Risks and vulnerabilities: Any safeguarding concerns or support needs

12.4 Discretion and Documentation: Decisions must be documented on INFORM and
communicated clearly to the client, including any conditions or ongoing support plans.

13. GENERAL PRINCIPLES

13.1 YMCA Norfolk is committed to fair, transparent, and legally compliant tenancy enforcement
across all housing services. The following principles apply:
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e Use of Standard Tools: Staff must use the approved templates and tools listed in the
appendices of this policy (e.g. warning letters, NTQs, abandonment notices) to ensure
consistency and legal compliance.

¢ Right to Appeal: All clients have the right to appeal any tenancy enforcement action
under the Appeals Policy (Policy 25). Appeals must be acknowledged and processed
within the specified timeframe, and clients must be supported to access advocacy if
needed.

e Data Protection: All documentation related to tenancy enforcement—including
warnings, NTQs, and support plans—must be handled in accordance with YMCA
Norfolk’s data protection policies and procedures. This includes:

> Secure storage of personal and sensitive data
> Restricted access to authorised staff only

» Compliance with GDPR and internal confidentiality standards
14. MONITORING & EVALUATION

Policy Review

14.1 This policy will be formally reviewed every three years from the date of initial approval by
the Young Person Panel and the Executive Team. However, it may be reviewed earlier under
the following circumstances:

e At the request of staff, management, or governance bodies

e In response to changes in legislation, statutory guidance, or regulatory requirements
e Following significant organisational changes or restructuring

e In cases of identified non-compliance or operational concerns

e Based on feedback from tenants, staff, or external partners

14.2 All reviews will be documented, and any amendments will be approved through the
appropriate governance channels.

Monitoring of Tenancy Enforcement
14.3 YMCA Norfolk will maintain a centralised log of all tenancy enforcement actions, including:
e Verbal and written warnings
e Notices to Quit (NTQs)
e Evictions (voluntary and enforced)
e Abandonment cases
e Appeals and outcomes
14.4 This log will be:
e Updated in real time via the INFORM system
e Reviewed quarterly by the Compliance and Performance Committee

e Used to monitor trends, identify areas for improvement, and ensure consistency across

services
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Used to inform training needs, policy development, and strategic planning

14.5 Where patterns of enforcement activity suggest systemic issues (e.g. high eviction rates,
repeat breaches), further investigation and service-level review will be initiated.

15. ASSOCIATED DOCUMENTS

15.1 The following documents are associated with this policy:

Document 39 - Written Warning Letter Template
Document 40 - 28 Day Notice To Quit Letter Template
Document 41 - Evictions Checklist Guidance Master
Document 42 - Abandonment Notice Template

Document 43 - Termination Notice Letter Template
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