IMPACT REPORT 2020/2021
How Housing Rights continued to support during the Pandemic
As Covid-19 impacted people across Northern Ireland, we saw increased demand for support and advice from people worried about their housing situation.
We provided specialist support, pivoted our responses to cater for digital demand, influenced government's response to housing needs and ensured our staff
and resources were able to continue services.

Providing Specialist
Support

New Digital Demand

We ensured access to our frontline
advice services was uninterrupted .

We developed and rolled out a
digital advice service to complement
our telephone service and ensure
clients could reach us through the
channel that suited .

Our telephone enquiries
assisted 10584 households

We developed and implemented
a new housing mediation service
for the private rented sector, and
further developed our recently
established specialist service for
young people

Digital advice enquiries
increased by 83% over the
course of the year

Influencing Government
Housing Response
Our policy team influenced the
government housing response which
included:

Staff and Resources

We ensured our staff had the correct
equipment and training to work from
home.

Influencing The Private Tenancies
(Coronavirus Modifications) Act
(NI) 2020

We secured additional funding to
provide our services

Guidance for landlords and
tenants

We introduced a new Customer
Relationship Management
System

Enhanced support to private
tenants through the expansion of
assistance available through
Discretionary Housing Payments

We introduced new online
platforms for enhancing internal
communications

Digital
Presence
Over the course of the year the number of
users accessing advice by digital means
increased by 83%.

We increased our
social media presence

We provided advice via email,
virtual adviser, and online chat
to 2608 users

We launched a new service targeted at
younger people who are; in or trying to access
accommodation, living in a shared house,
homeless or at risk of becoming homeless.
The service aims to help prevent
homelessness as well as enabling young
people to; remain in the family home, sustain
current living arrangements, meet housing
costs, access suitable accommodation.

We delivered specialist housing
advocacy and mediation to 210 young
people
HousingAdviceNI.org
We provided information
on housing and
homelessness
to 619163 via our public
advice site

HousingAdviceNI.org
9 out of 10 users were
satisfied with
the service provided

“It was very quick and
efficient,
and the adviser was
really helpful”
Digital Advice Client

Prevented homelessness for 70 clients
who engaged with the service

Throughout the year the Housing Mediation
service developed well despite challenges
posed by Covid and saw a steady increase in
referrals for mediation. The service continued
to offer an accessible, effective, and
proportionate means of resolving disputes
between tenants and landlords in the private
rented sector.

Mediation helped resolve issues such as
repairs, anti-social behaviour, arrears,
and evictions

77 mediation sessions were
conducted via telephone, email and
zoom

Alleviated homelessness for 44 clients
Housing circumstances had improved
for 100% of clients using the service
97% of clients accessing the service felt
an improved sense of well-being

“They were able to get the issue
resolved relatively quickly and
save me money and stress, as prior
to their involvement there was
little movement from the other
party”.

Policy Impact

Supporting Frontline Practitioners

Throughout the year Housing Rights continued to act upon opportunities to
influence policy change.
28 policy
recommendations
were acted upon

889 people attended
our training

10 positive changes to
legislation / policy / practice
were secured

120 attended our
Practitioners Forum

1573 practitioners
supported
via Practitioner
Helpline

We supported partner
agencies with 24639
housing issues

100% of those using our
Practitioner Line and
Practitioner Support
Service were satisfied with
the service

Championing Tenant Voices
In 2020 Renters Voice was formally launched with the aim of building a strong
voice for private tenants in NI and a culture of tenant participation on the
development of the private rented sector.
However, on the eve of the first initiative, lockdown was introduced forcing the
project to quickly pivot to online, which turned out to be the first in a series of
innovative and agile responses made to make renters’ voices heard.
To date they have surveyed private tenants about the impact of Covid-19 and
longer-term changes people would like to see, conducted a ‘Notice to Quit
Campaign’ calling for 6 months’ notice for tenants or a move towards longer
term / indefinite tenancies, held accredited training, met with DFC officials,
submitted evidence on the Housing Supply Strategy and Private Tenancies
Bill, and held online events to reach out to other private tenants.

100% of attendees felt
attending our training
improved their housing
skills and knowledge

We offered advice
to 1641 contacts
via our Landlords
Helpline

"An amazing service,
saved me from losing my
home. From the moment I
phoned I got all the help I
needed."
Case Work Client

As a result of our services...
"The service provided is
absolutely excellent...
Every adviser was
outstanding..
.I was given advice to
enable me to resolve my
issue."
Helpline Client

We provided advice,
advocacy, and
representation services to
11852 households

We helped alleviate
homelessness for a total of
422 households

63 disputes were
resolved through our
Housing Mediation
Service

@HousingRightsNI

We provided help with
46648 housing issues

Housing circumstances had
improved for 93% of clients
assisted directly by Housing
Rights advice staff

www.housingrights.org.uk

028 9024 5640

