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HAZELHURST COURT EXTRA CARE 
ALLOCATIONS AND LETTINGS POLICY 

Responsible Officer 
Director of Customer Services 

 
Aim of the Policy  
The aim of this policy is to set out how apartments at Hazelhurst Court will be allocated and let in 
line with our overall vision “To build a better future for our Phoenix Community” 
 

Policy Scope 
This policy applies to Hazelhurst Court Extra Care Scheme 
 

 
Policy Statement 
Hazelhurst Court Extra Care is unique within Phoenix and whilst the standards and guidance within 
Phoenix’s Allocations and Lettings Policy remains relevant, this policy specifically covers the ‘local’ 
allocations and lettings for Hazelhurst Court extra care.  
Phoenix is committed to providing good quality homes and services in a transparent, fair and 
accountable manner. We will put reasonable steps in place to eliminate fraudulent housing 
applications and take appropriate action where necessary.  
 

The Policy 

Hazelhurst Court Extra Care is a specialist housing scheme designed to offer safe, private and secure 
accommodation. Residents retain the independence of having their own home whilst enjoying the 
benefits of having staff on hand to provide planned and unplanned care and support.   

The aim of Extra Care housing is to provide high quality housing, support and care services which 
enable, support and encourage people to live independently as long as they wish to. The provision of 
Extra Care housing can contribute to a decrease in unplanned admission to hospital, increases bed 
capacity within hospitals, increases the number of patients discharged from hospital, and decreases 
those who may have a need for residential care. 

At Hazelhurst Court the Allocations Policy seeks to sustain a mix of dependencies across the whole 
scheme in line with the London Borough of Lewisham Nomination Agreement  and the London 
Borough of Lewisham, Notting Hill and Phoenix Collaboration Agreement. 
 

London Borough of Lewisham (the Council) have commissioned a care and support service which will 
provide direct support to the residents in the moderate and high care categories and 
background/emergency support to the remaining residents.  

Allocations and Lettings 

The Council holds 100% nomination rights across all the properties at Hazelhurst Court.  
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Access to Hazelhurst Court is by one of two routes: 

 

1. Applicants with no/low care needs: 
 
Homesearch nominations: We will advertise our void properties on Homesearch and applicants 
registered on the local authority waiting list who are over 55, with a demonstrable housing need can 
bid. 

2. Applicants with Medium/High care needs: 
 
Extra Care Housing Panel: Applicants who meet the eligibility for the Council commissioned Extra 
Care Service at Hazelhurst are considered by the Extra Care Housing Panel, details of which are 
appended to this Policy (appendix 1). 

 
Chain Lettings 
Many older Phoenix residents are living in larger properties which exceed their immediate housing 
needs. As a result of immobility, some residents live in micro environments occupying and utilising a 
single room only. A high level of under-occupation is holding back the supply of larger accommodation 
which is in high demand. The release of larger properties would help the Council reduce its 
dependency on temporary accommodation for families in housing need.    
 
Hazelhurst increases the provision of suitable alternative accommodation for older Phoenix tenants 
and the Chain Letting Scheme enables Phoenix to make better use of its properties. 
 
Properties released via the Chain Letting scheme will be offered to the Council for allocation.  

 
Offers and refusals 
Irrespective of the route in to Hazelhurst Court Extra Care, Phoenix will approve the offer of a 
tenancy. 
 
Over and above any exclusion within the Councils Extra Care Housing Panel Protocol, Phoenix will 
not normally make an offer of accommodation where the following exclusions apply: 

• The applicant owns or has access to a suitable home by virtue of a secure or assured 
tenancy agreement which they do not intend to sell or relinquish. 

• The applicant’s income and level of savings are sufficient to purchase a property of an 
appropriate size and type and which is suitable in meeting their specific needs. 

• The applicant is deemed to have behaved unacceptably in the past and has breached the 
terms of a tenancy with phoenix or another social housing provider. 

 
Appeals 
Phoenix recognises that any applicant has the right to appeal against a decision.  
 
The appeals procedure for lettings agreed through the Extra Care Panel are detailed within the 
protocol. 
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Other applicants who wish to appeal should contact us to enable us to respond informally and 
thereafter failing a satisfactory explanation/outcome can appeal at stage 2 of Phoenix’s Complaints 
Policy.  

 
Monitoring and review  
This policy will be monitored through performance indicators on empty property (void) turn around, 
occupancy and the mix of the dependencies of residents living at Hazelhurst.  

This policy will be reviewed every three years or sooner if there are changes to legislation, good 
practice or other learning. 

Legislation 

Equality Act 2010 
Localism Act 2011 

Reference to other documents and associated policies and procedures  

Including: 

Lewisham Allocations Scheme 2017 
Lewisham Nomination Agreement 
London Borough of Lewisham, Notting Hill and Phoenix Collaboration Agreement. 
Chain Lettings Procedure 
Lewisham Extra Care Housing Panel Protocol and procedures  
Phoenix Allocations and Lettings Policy  
Hazelhurst Court Extra Care Rent Setting and Service Charges Policy 
Hazelhurst Court Extra Care Mobility Scooter Policy 
Hazelhurst Court Extra Care Scheme Handbook 
Equality and Diversity Charter 
Phoenix Standards 
 

Definitions 
 

Term/acronym Description  

Resident  Includes tenants of Hazelhurst Court Extra Care Scheme 

Phoenix  Phoenix Community Housing. 

RSPCA Royal Society for the Protection and Care of Animals 
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Appendix 1  

LONDON BOROUGH OF LEWISHAM 

 

EXTRACT FROM EXTRA CARE HOUSING PANEL PROTOCOL AND PROCEDURES 

(ALL EXTRA CARE SCHEMES ACROSS THE BOROUGH) 

 

1. Purpose of the Panel 
 
1.1 To consider and determine the outcome for all referrals. 
 
1.2 To ensure that referrals to the schemes are co-ordinated in a timely and efficient manner. 
 
1.3 To ensure vacancies in the schemes are allocated to adults who meet the eligibility criteria. 
 
1.4 To ensure voids are let as quickly as possible minimising void days  
 
1.5 Care Providers at the Extra Care Schemes have separate and specific contracts with the 

Council. This document seeks to set out overarching expectations of the schemes and how 
the panel operates to support them. 

 
1.6 The Council meets separately with the different Extra Care Providers and landlords reflecting 

the geographical location of Extra Care Housing provision across the borough and the impact 
of this on the expressed preferences of prospective service users. The Council keeps the 
sustainability of this under review along with any issues of equitability and accountability. 

 
2. Extra Care Housing Schemes 

 
2.1. Extra Care Housing aims to provide service users with their own home in a communal setting 

where 24-hour care and support services are available should users need this.  
 
2.2.  Schemes provide for permanent residence under an assured tenancy or similar, until the 

service user’s health deteriorates to a point where long term nursing care is required. 
 
2.3      The Extra Care Services are registered with Care Quality Commission  

(CQC) as a provider of regulated activities of personal care, and are subject to inspection and 
a CQC rating. 

 
2.4. All extra care service referrals to the schemes must be made through the Extra Care Housing 

Panel and all service users must meet the Directorate’s eligibility criteria, as identified though 
a community care assessment.  
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3. Suitability to the Scheme 
 

3.1 In order to be considered for extra care housing, service users must meet the following extra 
care eligibility criteria: 

 
o Be aged 55 years upwards on referral. Other service users may be considered in exceptional 

circumstances. 
  
o Be resident in Lewisham or be the housing responsibility of Lewisham under the Care Act 

(2014). 
 

o Be able to live alone in their own flat for periods of time, with care given on a domiciliary 
support model. It will be possible to vary the level of care, depending on the needs of the 
service user. 

  
o Be able to agree to accept the level of services offered and agree to enter into a support plan 

and periodic reviews. There is no minimum hours or ceiling to the support plan hours. 
However, most users of extra care services would have a need for at least 5 hours of care per 
week at point of referral.   

 
3.2 Extra care housing would also be suitable for those users where their current care package is 

at risk of breaking down, for example: 
 

o Service user has difficulty accessing toilet because of layout of home e.g. stairs 
 

o Service user has a disability and is living in a poor housing environment 
 

o Service user with care needs is socially isolated or at risk of self-neglect 
 

o Service user has a complex disability  
 

o Service user is diagnosed with mild to moderate deteriorating levels of mental illness for 
example, depressive illness, anxiety disorders.  

 
o Couples, where one user has an assessed care need, including couples housed in single 

bedroom flats.  
 

3.3 The need for ‘carers’ who care for prospective tenants will also be considered within the Panel 
process. This will not include the re-housing of those who are the ‘carers’. 

 
3.4 The panel will positively support applications for people who are ready to move out of 

residential or nursing accommodation even where an additional high package of support may 
be required in the short term to support the step down. 
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3.5 The panel will also consider the applicability of Extra Care Housing for people 
in hospital who may not have previously needed care and support.  

 
3.6 The Extra care eligibility criteria above will be used to make an initial decision as to whether 

or not a service user is accepted by the panel for consideration of extra care housing and 
support.  Following the initial decision, the provider will be required to complete an 
assessment for suitability. 

 
4. Non Suitability to the Scheme 
 
4.1       Extra Care Housing may not be suitable at point of referral for: 
 

o Service users with active antisocial drug or alcohol substance abuse who would pose a specific 
risk to service, staff and tenants 

 
o Service users with a criminal history  

 
o Service users requiring nursing care to be provided by the Extra Care provider 

 
o Service users requiring Deprivation of Liberty Safeguards (DoLS) e.g. people with severe 

dementia; people who leave their flats and require attention; and service users with 
moderate to severe ‘mental illness’ 

 
o Service users who both smoke and who require oxygen therapy 

 
o Service users who live in poor housing or are homeless without any assessed care needs 

 
o Service users, where their behaviour, or the behaviour of their relatives or friends would 

present an unacceptable level of risk to other users and staff at the scheme.  
 
5. Scope of the Panel 
 
5.1. Where an adult is accepted by the Panel as appropriate for Extra Care and nominated for a 

particular scheme, the eligibility criteria specific to that scheme will need to be met. 
 

5.2 All service users nominated to an Extra Care Scheme will be subject to a provider service user 
assessment within 5 working days of the panel  
 

5.3 Any application for extra care will include a financial risk assessment by the extra care 
provider 
 
5.3.1 Where a service user is accepted by the extra care provider/landlord, the service user 
will be asked to make an advanced rent/service charge payment to the provider/landlord, 
usually at the time the tenancy agreement is signed. For Hazelhurst this will be one week. 
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5.3.2  If a service user is unable to pay the full advanced rent/service 
charge payment the extra care provider/landlord can make an offer to the service user to pay 
a reasonable amount of the advanced rent/service charge, and to pay the remainder on a 
weekly or 4 weekly basis over a given period. The provider’s/landlords decision on the amount 
to be paid will be made on a case by case basis. This process will ensure financial stability for 
the tenant and also ensure a sustained tenancy. Service users will not be prevented from 
entering the scheme because they are not able to pay the advanced rent payment. 

 
5.4 Owner Occupiers: All schemes are available to owner occupiers, assuming that Service Users 

are able to meet the full cost of their rent and service charges, and any care costs, whilst their 
property is being sold.  

 
5.5. Referrals that do not meet the extra care panel eligibility criteria will be ‘declined’. For 

appeals, see Section 12. 
 
6. Panel Membership 
 
6.1. The Panel will consist of representatives from:- 

o Older Adults Social Work Team (who will chair the panel) 
 

o Mental Health Older Adults Team 
 

o Extra Care Service Providers/Extra Care Landlords 
 

o Contracts & Quality Assurance Team 
 
7. Making a Referral for Extra Care Housing (Nominations) 
 
7.1. Referrals into the Panel are made by social care staff following a care assessment or review 

using the Council’s assessment documentation to ensure compliance with the Care Act 
(2014).  

 
7.2. Following the assessment identifying Extra Care Housing as an appropriate provision, the 

social worker/ support planner or other professional will advise the person and their family 
of that assessment outcome and encourage them to visit the various schemes by 
appointment. This will support them having a knowledge of available resources, in order to 
gain an understanding of the scheme and services available. The social worker/ support 
planner will ensure that the user and/or family understand that visiting a scheme does not 
guarantee a decision has been made about eligibility, scheme, or flat.  

 
7.3. Upon confirmation by the service user or family that the user wants to proceed with the 

application for extra care housing the social worker/ support planner or other professional 
will contact Business Support to book a panel date. 

 
7.4. Prior to panel, the Social worker or other professional should establish the following: 
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o All relevant completed paperwork (proposed care plan and assessment) is 
up to date and has been discussed with, and signed by the service user or their representative 
and has been authorised by their line manager. 

 
o Confirmation that the service user can, if necessary, meet the sign-up requirements of the 

specific Extra Care Service. Where service users are unable to meet some of those conditions 
(e.g. advance payment of rent) this should be marked explicitly on the panel papers for the 
panel to consider alternative approaches. 

 
 
8. Accessing the Panel 
 
8.1. Extra care panel meetings are generally held on Wednesday on a fortnightly basis, 2nd floor, 

Laurence House. The Social Worker or other professional should contact the Business Support 
Officer on 020 8314 9910 to check for the next available panel date and book a timed slot.  

 
9. The Panel Meeting 
 
9.1. The social worker/ support planner making the referral should attend the panel meeting. 

Three copies of relevant documents are required, in particular:  
 

o Relevant care act overview assessment documentation  
 
o Proposed care plan which clearly sets out all formal and informal care to be provided, 

frequency of care and total hours allocated for each task / episode of care.  
 

o Any other assessment or documents which might support the referral for extra care housing. 
 

o VA Panel front sheet 
 
9.2. The social worker/ support planner shall present their case to the Panel Members and 

answers any questions or queries that may arise.   
  
9.3. Outcome: Based on the information presented, the panel members then jointly determine 

the outcome of each case as follows:  
 
i) Agree the referral for extra care housing based on current availability 

 
ii) Defer the referral for extra care housing should further information be required, including 

clarification with the social worker/ support planner regarding timescales for the information 
to be returned and whether a decision can be made out of panel or whether the case will 
need to be formally represented at the next panel. 
 

iii) Decline the referral for extra care housing (See Appeals). The social worker/ support planner 
will then notify the service user of the panel’s decision. 
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9.4  Waiting List: Up to 10 service users can be held on a waiting list for extra 
care at any one time for a period up to 3 months. The CQAO will notify the social worker when 
it is anticipated that a flat will become available or when 3 months has expired and the service 
user will be removed from the waiting list. The waiting list will be reviewed at every panel 
meeting to ensure that the service user still wishes to be considered for extra care 
accommodation and to check if the service user’s circumstances have changed. 
 

9.5. Following the panel, the Provider/Landlord will undertake their own visit/ assessment to the 
person within 5 working days of the panel meeting. The Provider will advise the Social Worker 
and the Contracts and QA officer of the outcome of their assessment, and also the service 
user themselves. This will represent an offer from the provider/Landlord and will be valid for 
1 week from when it was made with an expectation that the tenancy take up will be 
completed within the following 4 weeks.  

 
9.6. Offers on schemes are based on the availability of resources and not the needs or 

circumstances of relatives unless doing so would have a direct impact on the welfare of the 
service user. 

 
9.7. If the service user or relative declines the offer, then the property will become available to 

other potential service users.  

 

10. Roles and Responsibilities  

10.1. Social workers and other Professionals  

10.1.1  Social workers and other professionals referring service users for extra care housing are 
responsible for tracking the whole process from assessment to the service user moving into 
the scheme and are particularly responsible for the following: 

  
o Monitoring the whole process ensuring that the service user moves in to the scheme within 

a timely manner i.e. a maximum of 5 weeks from the panel date. 
 
o Establishing, during the social care assessment, who will be assisting the service user and how 

in arranging the move and filling in housing benefit forms.  
 
o Informing the service user or their representative of the Panel process, the decision and any 

other recommendations  
 

o Keeping the relevant scheme manager up to date with any significant changes to the name of 
allocated social worker or other professional. 

 
o Updating LAS with change of address, adding a new provision and ending previous care 

provision as necessary. 
 

o Completing 6 week reviews. 
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10.2 Extra Care Housing Providers/Landlords 

 
10.2.1 The extra care providers/landlords are responsible for: 

 
o Showing the potential service user around the scheme, explaining the various services 

available, and advising the potential service user of rent and service charges, including any 
special requirements.  

 
o Carrying out a home visit assessment against the eligibility criteria for that scheme within 5 

working days of the panel meeting. 
 

o Notifying the Panel, social worker, and the service user of the outcome of the visit/ 
assessment, including any reasons for declining the referral. 

o Preparing an offer to the service user and confirming to the Panel and allocated social worker 
or other professional whether the offer has been accepted or declined. 

o Initiating a tenancy agreement and providing assistance to the service users in filling out 
tenancy agreement forms, undertake benefits checks etc.  
 

o Informing the Panel of service/ accommodation availability at relevant schemes. 
 

10.3. Chair of Panel 

10.3.1 The Chair of the Panel is responsible for: 
 

o Facilitating a discussion about the progress of previous referrals, waiting list applicants and 
current availability at each scheme. 
 

o Ensuring all appropriate documentation is presented at panel, completing panel decision 
sheet and ensuring a copy is given to the Provider/Landlord. 

  

10.4 Contract Monitoring Officer 

The Contracts Monitoring Officer will be responsible for: 
 

o Calculating the agreed care plan hours presented at Panel 
 

o Monitoring the waiting list for the extra care schemes 
 

o Keeping notes of the extra care panel meeting and recording the Panel decision on LAS. 
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11. Appeals 
 

11.1 In the event that a referral to the Panel is declined by the Panel on the grounds that it does 
not meet the extra care housing eligibility criteria, the service user may make representation, 
in writing, to the relevant Service Manager within 28 days of the Panel meeting. 

 
12. Review 

12.1 This protocol will be reviewed in January 2018.  
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Appointment made for service user to visit Hazelhurst, 
Phoenix/Care Provider to show user and/or relatives around scheme 

Service user and/or family confirm user wishes to proceed with application for Extra Care 
Housing. 

Panel takes place 

 

Social worker or other Professional books panel date and ensures 3 copies of social care 
assessments and documents are taken to Panel meeting 

Is referral accepted by Phoenix/Care 
Provider? 

Panel offers scheme according 

to availability 

User notified 

Care Provider carries out home risk 

assessment within 5 working days of panel Appeals 
Process  

Accepted 

 Care Act overview assessment indicates service user would benefit from Extra Care 
Housing.  

 
Does referral meet panel eligibility criteria? 

Deferred Accepted Declined 

Further 
information 
requested 

Declined 

Phoenix informs social worker or 
other professional and panel 

Phoenix makes offer – offer open for 1 week 
from offer date 

User 
Declines 

offer 

User Accepts 

Phoenix initiates tenancy 
agreement & advanced 

payment is 

paid  

Social worker or other 
professional assists with 
HB forms if required 

Family or social worker /other 
professional assists with moving 
in arrangements 

Panel 
informed 

Expectation is that the Tenancy starts within 5 weeks of Panel Date 

 


