
Scheme Guidance & Information for 
Applicants   
  
 
   
 
This document sets out the broad principles of the scheme and how it is intended to operate.  However, 
it is not exhaustive and applicants presenting with exceptional circumstances may be considered for 
award where the Imago is confident with the checking and vetting process and the award is justifiable. 
 
Imago are commissioned to provide administrative support for Medway Council’s 
 

• Crisis Awards 
 
Access will be based on need only and priority will be given to families with children and vulnerable 
young people or adults. There is a finite pot of funding available and it must therefore be used wisely to 
assist those most in need. 
 
Applicants will be able to access food provisions, clothing and footwear, basic goods for setting up home 
or the replacement of such goods e.g. furniture, bed, white goods in the event of a disaster or 
emergency. No charges will be made for these goods/services. 
 
The LWP scheme is not a rent deposit scheme or a rent in advance scheme.  Applicants seeking 
support for this should be referred to the DWP. 
   
Any abuse of the scheme will not be tolerated and would exclude the recipient from access to crisis 
grants in future. 
 
The scheme should be applied to: 
 
a) Help people to establish themselves in the community following a stay in institutional or residential 

care, or to remain in the community rather than enter institutional or residential care; or 
b) Ease exceptional pressures on families e.g. the breakdown of a relationship (especially if involving 

domestic violence) or onset of a disability / caring responsibility, or a calamity such as fire or 
flooding; or  

c) Help people setting up home as part of a resettlement programme following for example, 
homelessness.  

 
Applicants must qualify in accordance with the Eligibility Criteria and awards granted must be 
accordance with the Allowable Awards. 
 

Crisis Awards 
 
Crisis awards cover situations where a household has insufficient resources to meet an urgent need that 
poses an immediate and substantial risk to their health and safety.    
 
Once an application’s paperwork is complete, we must process the “outcome” within a maximum of 48 



 

hours. 
 
A crisis refers to an urgent need because of an emergency, disaster, unforeseen circumstance or a 
pressing need that is strikingly different from the pressures generally associated with managing on a 
low income.  
 
A crisis could, for example, cover the following risks:  

• No access to essential items (food, heating and clothing)  
• Domestic abuse, neglect and harm  
• A flood, fire and gas explosion  

 
What does not count as a crisis:  

• Minor mishaps or damage/failure of a household item 
• Lost or spent money 
• Unable to access savings or capital 
• Benefit disallowance or sanctions 

 
In determining the nature and complexity of a crisis, considerations include:  

• Circumstances that place the household and/or the immediate family members under greater 
pressure than might generally be associated with managing on a low income 

• It does not matter whether it is a single major pressure or the cumulative effect of a number of 
less significant pressures, which may not be exceptional if taken individually. It is the overall 
impact on the household’s circumstances that is important 

• The individual’s/household’s resources and skills for coping with the crisis 
• The point the crisis occurred and the date the application was received in relation to the number 

and type of associated incidences happening within this period 
• If the period of the crisis is longer than 6 months or cannot be reconciled within the immediate 

term, it will require consideration of a referral into Social Services to assess that person’s ability 
to cope with family/personal pressures. 

• Urgent need can be met by other sources of help or the possibility that some other person or 
body may wholly or partly meet the need;  

• Urgent need would not abate without immediate support;  
• Application is the consequence of an act or omission for which the applicant or partner is 

responsible and the applicant or partner could not have taken reasonable steps to avoid.  
 
If the crisis has been mediated by a few factors, such as a deterioration in health, drug and alcohol 
problems, unemployment, an abusive relationship and so on; we will review whether the applicant is in 
receipt of agency support to address the factors that underscore the crisis and that the support 
provided will prevent the crisis from re-occurring, so the applicant is unlikely to submit another 
application within the next 12 months.  

Onward Referrals for Support 
 
The Council has other avenues through which it can support residents with financial difficulties in a 
range of circumstances.  These include: 

• Providing help with housing costs through the Discretionary Housing Payments scheme within 
Revenues and Benefits 

• Providing care leavers with help with setting up home costs and other items through the Care 
Leavers Grant administered by the Children and Adults Directorate 



 

• Referring rough sleepers to the Housing Department 
• Welfare Benefits Advice and assistance with making applications 
• Adult Social Care assistance to adults with disabilities, older people and carers 
• Emergency support under the National Assistance Act for people who are destitute 

 
 
 

 
ELIGIBILITY CRITERIA 

 
ELIGIBLITY 
Must be aged 16 or over 
Able to demonstrate they have been a permanent resident in Medway for at least 1 year prior 
to application (this excludes time spent living in temporary accommodation or prison) 
Are in receipt of benefits that form part of Universal Credit 
Are leaving care in the next 6 weeks and have a referral from a professional support worker 
i.e. Social Worker or Probation Officer (must have transition plan). 
Require support to stay in the community and have a referral from a professional support 
worker i.e. Social Worker or Probation Officer 
Have demonstrated they are without immediate resource to meet the basic needs of 
themselves and/or of their dependents 
Are not eligible for Advance of Benefit payment or Budgeting Loan from DWP that could meet 
their need 
Have not received DWP Community Care Grants, Crisis Loans or an LWP awards within the last 
12 months (unless there are exceptional circumstances) 
Not be seeking support for excluded items 

 
DEEMED INELIGIBLE 

• A person in hospital or care home (independent or local authority), unless their 
discharge is planned to take place imminently 

• A person subject to immigration control by virtue of the Immigration and Asylum 
Act 

• Applicant deemed to have sufficient resources to meet the urgent need 
• Need can be met by other sources of help  
• Applicant or immediate family member has received 2 awards within a 12 month 

rolling period (exemptions may be granted in exceptional circumstances). 
• The items or service applied for are ineligible  
• Application is deemed fraudulent 
• Insufficient information provided to verify applicants need, circumstances or 

eligibility 
• Placed in temporary accommodation in Medway by another local authority 
• Full-time or part-time students not on Welfare Benefits  

 
EXCLUDED ITEMS AND SERVICES 

 
EXCLUDED ITEMS AND SERVICES 
• Costs normally met by state support or benefits including Universal Credit 
• Television, radio or satellite cost or repair 
• Holidays 



 

• Installation of telephone or telephone line and associated costs  
• Mobile phone charges 
• Debts 
• Motor vehicle expenses 
• TV Licence 
• Costs associated with Care Provision 
• Housing costs or arrears of rent including shortfalls in Council Tax Support awards or reductions 

in Housing Benefit including those with social sector size criteria 
• Any repair costs to properties owned by Public Sector bodies including Housing Associations, 

housing co-operatives and housing trusts. If private landlord evidence required as to why the 
landlord is not responsible. 

• Where the applicant has sufficient income or savings 
• A need which occurs outside the United Kingdom 

 
ALLOWABLE AWARDS 

 
In exceptional circumstances, financial awards may be granted.  In these instances, Imago, must be 
satisfied that the need is genuine and that there is no alternative available to the individual. This will be 
established through the application process and interview process combined with the relevant and 
appropriate vetting and checking and evidence gathering process. Details of the recipient, the award 
provided and the reason for granting award will be recorded and will be available for monitoring by the 
Council.  Financial awards require robust checking and full justification that the award was necessary in 
the particular applicant’s exceptional circumstances. 
 
 

AWARDS 

CATEGORY 
PROVISION 

SOURCE OF SUPPLY ITEMS MAX AWARD (per 
application) 

Food Basic food items  Supplies to last 1 week 

Refer to  
Food banks for food 
parcels 
Food vouchers in 
exceptional 
circumstances 
 

Clothing & 
footwear 

Basic items (budget range); 
underwear, t-shirt, 
trousers, socks, jumper, 
shoes 

1 set per person Service Provider with 
links to community 
projects, charitable 
organisations, budget 
range local stores as a 
pre-purchase on Asda 
or provision from 
Imago Charity Shop up 
to amount 

Baby consumables Milk and nappies Supplies to last 1 week Service Provider and/ 
or via ordering or 
voucher provision with 
local store  

Women’s sanitary 
products 

Feminine hygiene products 
such as sanitary towels 

Sufficient supplies for 
one cycle – refer to 
medical support if 

Service Provider and/ 
or via ordering or 



 

longer than 1 
week/exceptional  

voucher provision with 
local store  

Heating Gas and electric Top up £25 Service Provider via 
top up of pre-payment 
card  

Furniture 
(basic range or 
model at all times) 

Single or double divan and 
mattresses 
 
Wardrobe and drawers 
 
Sofa  
 
Dining table & chairs 
 
Washing machine  
 
Fridge with small freezer 
compartment 
 
Microwave 
Electric cooker 

Max spend £120 
 
 
Max spend £100 
 
Max spend £200 
 
Max spend £80 
 
Max spend £180 
 
Max spend £150 
 
 
Max spend £50 
Max spend £180 

Service Provider via: 
 
1. Recycling 

community and 
charity projects 

 
2. Ordering with local 

store 
 
Larger items to be 
delivered to applicants 
address 

Household Bedding (duvet, sheet, 
pillows + covers) 
 
Pans, utensils, crockery, 
cutlery, kettle, toaster 

Max spend £25 
 
 
Max spend £50 

Service Provider via: 
 
1.  Recycling 
community and charity 
projects 
 
3. Ordering with local 

store 
 
Larger items to be 
delivered to applicants 
address 

Financial awards are to be made in EXCEPTIONAL CIRCUMSTANCES only and maximum award is 
£100 

 
 

APPLICATIONS 
 
Applications will be made in person by the applicant at the LWP Scheme Providers Office.   Enquiries can 
be made by phone on 0300 111 4567 – Monday to Friday – 9.30-4.30pm 
The Imago office is open to personal callers for interview/presentation of paperwork :   
Monday to Friday 10am until 12 noon and at other times by appointment only 
 
Imago Community, 60 Balmoral Road, Gillingham 
 
There will be no out of hour’s provision within this scheme.  
  



 

 
APPEALS 

 
An applicant may appeal against a decision made by Imago under the following grounds: 
 

• New or additional information becoming available for the applicant 
• A change in circumstances 

 
An appeal must be made within 14 days of the decision being made.  An appeal must: 
 

• Be made in writing (Imago can support this process, if necessary) 
• Be signed by the applicant or the applicant’s representative 
• State the grounds for appeal 
• Contain information and evidence relevant to the claim which should be considered during the 

appeal process 
 

An appeal must be considered by Appeals Panel within 14 days of submission and the outcome of the 
appeal be notified in writing to the applicant or person submitting the appeal. 
 
Records of all appeals must be maintained by Imago and available to the Council for inspection and 
monitoring. 
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