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● Please ask questions throughout
● Aim to finish by 11.45 

Good to know
● Short survey at the end
● Slides and recording will automatically follow

Connect with us 
● on X @policy_practice and LinkedIn (search policy-in-practice)

Housekeeping
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https://twitter.com/policy_practice
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Missing out: £23 billion of 
support is unclaimed each year

We close the unclaimed support 
gap with data



Agenda
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● Overview of housing and the impact of the cost of living crisis on rent arrears  - Kate 
Collins, Policy in Practice 

● Introduction to SNG’s mission and strategies for tackling rent arrears, including 
partnerships and best practices - Hana Westby and Lizzie Aston-Long, SNG 

● Future trends for housing associations, emerging technologies, and leveraging data 
for effective solutions - Ed McNamara, Policy in Practice

● Q&A discussion
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● Over 100,000 households in 
England living in temporary 
accommodation, and nearly two 
thirds of these were families with 
children (MHCLG, 2023)

● 1.3 million households on waiting 
lists for social housing (MHCLG, 
2024)

● Two thirds of those receiving 
housing support in 2022/23 were 
social renters (DWP)

A look at the national context
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DWP, English Housing Survey, 2022/23
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Impact of the crisis on housing providers and councils
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Clockwise from top: Inside Housing, 
BBC News, Liverpool World
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● LHA rates restored to 30th 
percentile of local rents in April 
2024 before being frozen again

● New government sent strong 
signals prioritising house building:
○ 1.5 million new homes over 

lifetime of the new parliament
● Managed migration continuing at 

pace. Over 150,000 notices sent in 
February alone (DWP)

● What can LAs and HAs do for 
residents now? 

Policy outlook
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Potential for proactive income maximisation 

policyinpractice.co.uk/missing-out
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 Lizzie Aston-Long and
 Hana Westby
 SNG
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Customers at the heart

• Leading housing association, providing 
good, affordable homes:

• Over 84,000 homes across the South of 
England, London and Hertfordshire

• Driven by our social purpose, with customers 
at the heart of everything we do

• SNGs Community Foundation will invest 
£100m over 10 years

• Investing £9.2bn into new & existing homes

• Development of 20% more homes to be built 
over next 10 years

• £3m Customer Support Fund 22-24

Thriving communities, over generations





“..all my benefit money goes onto bills and rent, even though I have nothing left to buy food or anything else. I have 
been trying to swap houses since February this year, the first one failed and now they have another 4 month wait.. but I 
don't know how I can keep going now... please help”

 ”I’m struggling.. some days I can’t get out of bed I isolate 
myself in my bedroom which has been really bad… I’m 
worrying about rent. My husband works but he does 
everything for me as he knows I can’t do much then he 
deals with my depression”

I can’t afford to put money on my meter for the Gas check,  I 
have so much debt, I can’t keep up! I am struggling, I don’t 
know who can help me..”

“I work in Care Home on minimum wage, have checked online and I am not entitled to any 
benefits or fit any criteria with help during the cost of living crisis. SNG are going to put up 
my rent by £108.00 per month from April and I know right here and now that I am not 
going to be able to afford the increase..”

“I am a lone parent, I work for the NHS. I am really struggling, 
I end up using my credit cards just to pay for what we need 
to get through the month..”

“I have debts with with Council tax , Electricity , water , family , my 
glasses.. I don’t have any internet, I have debt with BT.. I have been 
ill , limited money coming in and the worry and debt are making 
me unwell. I need help and support ..”

I’m 85, I can’t afford to live here, I am waiting for a date to move out. I 
have turned off my heating, so I don’t get any unexpected bills before 
I leave..”

“I don’t use the central heating at all. There are lots 
of people in my house and we use  blankets to keep 
warm”

“I have huge bills from Scottish power, I don’t know what to do!”“I have debts with my gas company, I can’t switch, I’m 
cold. I am having a baby in 2weeks, how can I keep my 
baby warm?”

“I am really struggling to keep up with 
my rent payments, plus keeping 
money on my electric..”

“Please, help me!”

“At the moment I am managing to survive and pay my rent and bills, 
nothing else. I am on a minimum wage”

“I spend most of my time in bed to keep warm, with a hot 
water bottle and socks on”







“My son is able to have plenty of fresh fruit and veg and other things that have now become 
luxuries”

“It meant we could afford to pay extra bills that were being missed”

“They have just been wonderful not only do I get to do a manageable 
food shop each week, I also feel I have made some lovely friendships”

“The help I received was exceptional,  I was made aware of things that I had no idea 
existed,  and if it wasn't for the help from Jon I would be still be struggling , or worse still, 
homeless”

“I have now been selected to start a recognised accounting and bookkeeping 
course through skills and learning.  I am hoping that this is the first step of many in 
starting a new career”

‘I managed to make more income , what is very helpful to pay back my debt and build a better 
future for me and my son’

‘I would like to say a massive thank you to everyone concerned especially my coach Haley” 

I just would like to say a big thank you for everything , this team is amazing, especially for 
Hayley who has helped me to make real my ideas

“Thank you SO much!!”

“Kirsty has been my rock, finding me courses, offering direction… helping me pick up the pieces and find a way 
forward.. I love my [new] job!’

“You’ve made my morning!”





Our Impact 2023

Scan this QR code to download our 
Community Impact Report 2023:

“One of the most wonderful things one human being can facilitate in another is a greater 
sense of hope; that's what your services has been giving me and I am truly grateful” 
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 Ed McNamara 
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Better Off Calculator

● Self serve

● Empower tenants 
with financially 
sustainability

● Deal with rising 
demand for help and 
rent arrears
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Universal Housing Form

● A single universal application 
for the entire organisation, from 
lettings to collections 

● Include income maximisation 
as part of the pre-lettings 
process

● Improve administration 
efficiency and reduce 
operational costs
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Affordability alerts

● Model your housing affordability 
criteria into the Better Off 
Calculator

● Provide a RAG (red, amber, green) 
rating on tenant affordability

● Proactively identify tenant 
vulnerabilities that require 
immediate support
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Budgeting advice and financial sustainability

● Breakdown tenant expenditure 
graphically

● Create actionable advice based 
on ONS expenditure data

● Create sustainable budget plans 
with your tenant and prevent 
future rent arrears
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Data porting and the Better Off platform 

● One click applications for support 
provided by our Better Off platform

● Extra support tailored to individual 
circumstances and provide holistic 
income maximisation 

● Integration and collaboration with  
Advice Pro, Pocket Power, Lightning 
Reach

policyinpractice.co.uk
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Discussion 
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Next steps
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Take our very short survey when the webinar ends to:
● Give us feedback and ask further questions of our speakers
● Book a chat with the team 

See you soon
● We're taking a summer break for August and will be back with two 

webinars in September
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Scan to book a chat



Thank you
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Hana Westby, SNG 
Lizzie Aston-Long, SNG
Ed McNamara, Policy in Practice 
Kate Collins, Policy in Practice 

hello@policyinpractice.co.uk
0330 088 9242
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