Shannon’s Story

Shannon was at the end of her tether in a privately rented, run down home,
Her worry was about the walls at first with creeping black mould.
Soon it was about her child playing in home that was making them all ill,

First it was his Asthma and then her own depressed feelings about cracks she could not fill.

The landlords were non-responsive and avoided all her calls,

So off she went to the council expecting them to respond with the help she needed.

compassionate and supportive way.

Not treated as a complainant but a human in need of

a safe and comfortable home. _
Communicate

Active listening, empathy and a genuine desire
to find short- and long-term solutions brought her Resources
the right approach. Having lived experience .
valved and asolutions focused fix. . Support
Compassion and a welcoming ‘no appointment N
needed’ approach. Understood barriers to engage Action = tttteeceenn.....
due to previous bad experience and her preferred D 0
communication needs.

Help ...
Co-produced a response and agreed a plan of action a8 e
that was reviewed and regularly reported upon. [
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In an ideal world if they used a co-produced action plan approach when she got there, she would
feel helped her straight away. She had identified her end goal and wanted to be engaged in a

How Shannon could be helped in an ideal world?

Time to talk the problems through and feel genuinely heard in a
compassionate and understanding way. Time to express the impact
and share their story in a different, facilitated way.

Practical resources like a dehumidifier on loan for a month and a £10
electricity top up card to help with running costs. A £30 mould cleaning kit
meant she could have access to immediate things she could not afford and
education about not using bleach and handy hints like room ventilating.

The local authority acted by contacting the landlords and they were
given notice to improve the house. Landlord permits in all areas.

Help with letter templates to send to her landlord and education around
her rights to a warm and dry home. Times and venues of community
warm spaces to visit during the day. Places where her child could go to
mix with others and safely play. The details of a warm home scheme to
get information on insulation and information on funding a new boiler.



Empathy

Understanding lived experiences fosters
meaningful support. Ensuring culture of the
organisation reflects this. Compassion

becomes a driver and an adopted practice.

Dignity

Everyone deserves to live in safe, healthy
housing that is warm and dry. A roof over
every person’s head.

Looking after people in the process
Prioritise and promote...

Respect

Everyone deserves to live in a way that they
recognise as their own culture and choice.
Respecting the right to ask for our help and support
when housing is not right.

Equity

Addressing housing disparities improves health
outcomes and promotes the thriving of the family
unit. Access to accessible housing that meets the
needs of people with additional needs and larger
homes for growing families.

Action

Listening should lead to real change and policy
shifts. Some of the smallest measures produce the
largest outcomes. Doing something different to suit
the needs of the individual brings about a person-
centered approach.

Coproduction
Co-producing housing design and embedding

regular co-production to facilitate impact of
housing issues.

Wellbeing

Poor housing affects physical and mental health, and
the lives of those living with long term health
conditions. Working towards better outcomes that
reduce stress, emotional burden and dismay
encountered along the way.

Advocacy

Professionals must amplify voices we do not regularly
hear from and recognising the duty to provide
information and advocacy around housing. Assets
based approaches should not be reduced but used
alongside a strengths-based approach in social work.

Opportunity

Seek out and increase opportunities for co-production
which brings people together to share experiences.
Providing policy framing, sharing lived experience to
shape practice through story telling.

Innovation and adapted thinking

Improve our approach towards building communities
where people can live in their own homes for longer
and be equipped to do so, safely. Innovate our thinking
beyond what we do now and cater for the ageing
population in different ways to what we do now.
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