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Section 1. Introduction

Consultation
1.1 This consultation seeks views on good practice guidance for the management of Gypsy 

and Traveller sites.

1.2 We welcome any comments that you may have on this guidance. It would be helpful if 
you have comments on specifi c parts of the guidance if you could identify the section 
or paragraph number to which your comments relate. It would also be helpful if 
comments were submitted electronically, as well as any hard copies that may be sent. 
This will help reduce the time needed to compile and consider the comments received.

1.3 Responses and comments, to be received by 22 August 2007, should be sent to:

Trevor Diesch
Gypsy and Traveller Unit
Department for Communities and Local Government
Zone 1/F8
Eland House
Bressenden Place
London SW1E 5DU
e-mail: trevor.diesch@communities.gsi.gov.uk
Tel 0207 944 2501

1.4 We will consider the responses and make any changes necessary to the guidance as 
a result, and produce a document which summarises the responses and the changes 
made.

1.5 Please note that responses, including the names and addresses of respondents will 
be made available to anyone who asks for them unless confi dentiality is specifi cally 
requested or disclosure would prejudice third parties. 

1.6 The Government has adopted a code of practice on consultations. Further details are at 
Annex A.

Purpose of guidance
1.7 There are currently around 300 socially rented Gypsy and Traveller sites in England, 

which will either be managed by the local authority or registered social landlord 
that owns them, or by another organisation on their behalf.  The Government has 
established a new framework to increase site provision to meet the accommodation 
needs of Gypsies and Travellers, reducing the number of unauthorised sites and 
promoting good relations with the settled community. However, site provision needs 
to be backed by good quality site management. The Government believes that it 
is important to encourage good practice and a consistent approach to managing 
accommodation for Gypsies and Travellers. This guidance aims to achieve this for both 
existing and future sites.



6

1.8 Where sites are properly managed they can be self-fi nancing and sustainable, which 
will assist the Gypsy and Traveller communities to co-exist peacefully with the settled 
population. Gypsies and Travellers are a highly socially excluded group, with health 
and education outcomes signifi cantly worse than that of the settled population. The 
evidence suggests that where they are able to settle on well managed and maintained 
sites, they are better able to access health and education services and this leads to a 
better quality of life.

1.9 Conversely, where caravan sites for Gypsies and Travellers are not properly managed 
the likely result is deterioration in the physical fabric, and an increased vulnerability to 
anti-social behaviour, as experienced in the settled community. Site residents, as well 
as suffering from health and safety risks, may suffer intimidation from new residents 
moving onto the site, which they are powerless to resist. This in turn can make service 
agencies, utilities and other contractors reluctant to enter and work on the site. 

1.10 Money invested in new site provision is potentially wasted unless the site is properly 
managed and maintained. When a local authority or registered social landlord 
undertakes to develop a site, it must also accept responsibility for managing it, in the 
same way that it would do with other forms of accommodation. This does not mean 
that it has to manage the site itself – this can be contracted out, although in doing so 
the site owner must remain accountable for the quality of management and put in place 
appropriate monitoring to ensure that standards are maintained.

1.11 The Government has made capital funding available to local authorities and registered 
social landlords, to help them meet accommodation needs for Gypsies and Travellers 
in their areas. Quality of management arrangements is an important factor in evaluating 
schemes that are put forward for Gypsy and Traveller Site Grant, in order to maximise 
the benefi t from this investment. This guidance will help those with this responsibility 
to ensure that their management arrangements are appropriate and consistent with 
good practice, taking into account the experience of those managing sites, and the 
Gypsies and Travellers that live on them. The aim should be to offer the same high 
standards of management and support as are available to tenants in other forms of 
social accommodation, while recognising and respecting the cultural and lifestyle 
differences of these particular groups.

1.12 This guidance is intended for use by a local authority or registered social landlord 
developing a site for the fi rst time, or for those already managing sites, although many 
elements of it will also apply to management of private sites. The aim is to encourage a 
positive, realistic and practical approach to the issues that can arise in the management 
of sites, especially where they are old and have suffered from under investment or 
neglect over the years, or where the behaviour of some residents is impacting on 
others, and may not have been addressed fi rmly and fairly. It is intended to provide 
an index of good practice which, if followed, can both prevent the continuation or 
recurrence of problems. 

Draft Guidance on the Management of Gypsy and Traveller Sites
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The Race Equality Duty
1.13 English Romany Gypsies and Irish Travellers are recognised ethnic minority groups 

under Race Relations legislation. This legislation applies to all organisations. However, 
it puts additional duties on public authorities to ensure that all ethnic groups receive 
parity of treatment regarding the service being provided.

1.14 The Race Relations Act 1976 gives listed public authorities, including local authorities, a 
three part statutory duty (known as the ‘general duty’) to “pay due regard to the need 
to eliminate unlawful discrimination; and to promote equality of opportunity and good 
race relations between persons of different racial groups”. The Act was amended in 
2001 to introduce ‘specifi c duties’ for certain listed public authorities, including local 
authorities, to make sure they had the systems and processes that would allow them to 
meet the general duty.

1.15 Local authorities must meet the general duty and specifi c duties in respect of all legally 
recognised ethnic groups. As legally recognised ethnic groups, English Romany Gypsies 
and Irish Travellers are included in the scope of the duty to promote race equality 
and good race relations. This means it is unlawful for any individual or organisation 
accommodating individuals to treat these groups less favourably than other racial 
groups, or to discriminate against them directly. The Race Relations Act 1976 covers all 
locally and nationally provided services, including housing and management of housing 
– and this includes Gypsy and Traveller sites (section 20 of the Race Relations Act 
refers).

1.16 Although registered social landlords are not listed public authorities, the Housing 
Corporation is, and in its capacity as regulator places specifi c obligations on them in 
relation to race equality.
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Section 2. What makes a successful site?

2.1 In the course of research undertaken on behalf of Government on local authority Gypsy 
and Traveller sites in England1, some residents were invited to say what factors they 
thought constituted a successful local authority site. These factors included:

Good repair;

Clean and tidy;

Quiet and peaceful;

Residents like it there;

Freedom to carry on lifestyle;

People at ease and not frightened;

Children in school;

Health and other services available;

Social cohesion;

Well maintained for the use of residents;

Not causing the local authority major expense or trouble.

2.2 Although these factors were quoted in the context of public Gypsy and Traveller sites, 
they are the kind of requirements which most people would naturally aspire to in 
their own neighbourhood, irrespective of whether they own or rent a house, a fl at, or 
a mobile home; and live in a city street, a housing estate, a country village – or on a 
caravan site.

2.3 All these factors interrelate and can be achieved where the right structure, people and 
skills are all in place.

2.4 Effective site management is vital to achieving these outcomes. It is a key element in 
establishing a new site – and the most important in sustaining it as a successful one. 
It is in the interest of both the local authority and the Gypsy and Traveller and settled 
communities to ensure that both new and existing sites are well run, good places to live 
and with a good spirit of community.

1  The Provision and Condition of Local Authority Gypsy/Traveller Sites in England October 2002

•

•

•

•

•

•

•

•

•

•

•
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Section 3. Initial approach to site management

3.1 When taking over or managing a site for the fi rst time, it is an essential fi rst step for the 
site manager to quickly become acquainted with details of the site:

Know the layout and dimensions of the site surroundings in some detail, with plans 
of the total land managed and/or owned, and plans of the original site layout – and 
whether it is the same now;

A recent aerial photograph of the site would be helpful, for instance in identifying 
fi re spacings, and plot limits;

Find out where all water and electric supplies are turned on and off, and where these 
and the drains and telephone cables run;

Make sure that a range of people have keys which give access to crucial parts of 
the site, such as any building where the main electric switch is located, or access to 
switch drainage equipment;

Find out about the people who live on the site or sites – how long have they lived 
there? Are they related? Are any of them especially vulnerable (dependent on 
machines powered by electricity for their health, for example)?

3.2 The second step is to identify all the stakeholders in the site management process. This 
may include:

The local authority or registered social landlord, its staff and any governing body;

The residents on the site;

Those who live nearby the site, or have businesses near it;

Public and private service providers who provide services to the site (education, 
health, waste collection, utility companies like electricity and water suppliers). 

3.3 The third step is to seek to agree, with those stakeholders:

The outcomes being sought (e.g. a well-managed site, with contented residents living 
peacefully with their neighbours, full access to services, and a means of resolving any 
confl icts, and ensuring good communication and understanding between all parties);

The objectives to be pursued to achieve those outcomes;

A licence or agreement that protects the interests of the landlord and manager, and 
the residents, and, ideally, is agreed by all.

3.4 The fourth step is to recruit or appoint the staff needed for the site management 
required.

•

•

•

•

•

•

•

•

•

•

•

•
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Check list

Get to know the site and residents (3.1)

Identify and meet all other stakeholders (3.2)

Agree site management outcomes and objectives with stakeholders as far as 
possible (3.3)

Recruit the right staff to manage the site (3.4)

•

•

•

•
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Section 4. Corporate organisation

4.1 Studies have shown considerable variations in the way that local authorities are 
organised for dealing with Gypsy and Traveller accommodation matters. Some socially 
rented sites are owned and managed by the same authority, some owned by the county 
council but managed by the district council – or vice versa – others contracted out to a 
non-local authority body, or to Gypsies and Travellers themselves. Other sites are owned 
by registered social landlords or run by them on a local authority’s behalf. These are 
often the product of history or refl ect local administrative arrangements – but there 
are key ways to manage the site portfolio irrespective of these and this guidance can be 
adopted in any of these circumstances.

Where does strategic responsibility lie?
4.2 The management of a local authority or registered social landlord’s portfolio of Gypsy 

and Traveller sites, in its broadest sense, remains the responsibility of that organisation 
even when the day to day management is contracted out. It must ensure adequate 
monitoring arrangements are in place to ensure effective management practices are 
adequately maintained. The ultimate responsibility for effective management rests with 
the owner of the site.

4.3 Historically most sites have been developed by county councils under previous 
legislation. The Housing Act 2004 requires local housing authorities to assess the 
accommodation needs for Gypsies and Travellers, and develop strategies for meeting 
them. This means that, over time, we might expect to see local housing authorities 
increasingly taking responsibility for site provision and management either directly, or 
in partnership with county councils. Where operational responsibility rests with county 
councils there should be clear lines of accountability to the responsible local housing 
authority.

4.4 Many local housing authorities have transferred their housing stock to registered social 
landlords, and they are also the main providers of new social housing. It is therefore 
appropriate to seek to encourage more registered social landlords to become involved 
in developing and managing Gypsy and Traveller sites.

4.5 In many local authorities Gypsy and Traveller liaison offi cers are responsible both 
for site management and enforcement against unauthorised camping, and are often 
based in legal services, environmental health or even consumer protection services. To 
reap the benefi ts of managing sites alongside other forms of social housing it may be 
necessary to split these two roles. It is in any case important that issues around both 
accommodation and planning enforcement are addressed for Gypsies and Travellers in 
the same way as they are for any other part of the community.

Check list

Effective arrangements in place to monitor site management performance (4.2)

Consider aligning site management and housing responsibilities (4.4)

•

•
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Section 5. The landlord/resident relationship

5.1 Effective site management is key to the success of any Gypsy or Traveller site. Without 
it the viability of a site would be at risk, as would the public money invested in it. Its 
popularity as a decent place to live would be placed under threat, and residents may 
choose to move off the site, creating more unauthorised camping.

5.2 It also plays a vital role in promoting social harmony and addressing the fears and 
anxieties of the settled community. A successful site is one that can allow communities 
to co-exist together without friction and serve to overcome misunderstandings and 
misconceptions about Gypsies and Travellers and their way of life.

5.3 To achieve this it is essential that there is a strong emphasis on building and maintaining 
a relationship between the site’s management and its residents based on mutual 
trust and respect, with simple, sensible and fair rules and clearly stated roles and 
responsibilities that everyone understands and which are applied consistently. Residents 
should all be treated in the same way, with rules enforced equally.

5.4 Without this clarity there is a risk of uncertainty, misinterpretation and disagreement 
which will threaten a site’s sustainability.

5.5 A fl exible site management plan should be drawn up with particular attention paid to 
the involvement of residents in the management and maintenance of the site. This can 
only be properly sustained by a regime which has consultation and dialogue embedded 
within it as a matter of course. This guidance is designed to help this process.

The management regime
5.6 Site management arrangements for socially rented Gypsy and Traveller sites vary 

between one organisation and another. Some have an in-house management 
arrangement and others contract this function out. Some differentiate between a site 
manager, as a senior offi ce-based post in a local authority offi ce; and a caretaker or 
warden, responsible for everyday management of one or more sites, sometimes residing 
on a site or with a permanent offi ce based on it, or based off-site but with regular 
patterns of attendance.

5.7 Whatever the arrangement there should be a named individual who lives on or regularly 
visits the site, acts as the landlord’s direct, or at least initial, point of contact with the 
residents, and has a general responsibility for the day to day operation of the site. In the 
context of this guidance that fi rst and local point of contact is referred to as the “site 
manager”.

5.8 The very nature, location and infrastructure of a site may mean that management 
is a more intensive activity, and involve much more contact between residents and 
managers, than for some other forms of social housing.
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5.9 The site manager will also need strong support from the organisation that owns the site. 
It is important to ensure that the chain of site management is as short as possible and 
that each link: 

Is clear about its roles and responsibilities;

Has appropriate powers and delegation to undertake them;

Is able to access a named offi cer in the management chain of appropriate seniority 
where decisions are needed above delegated levels of responsibility;

Is committed to managing sites effectively and safeguarding the funding invested;

Is able to understand the distinct culture, traditions and needs of the residents of the 
site;

Committed to ensuring that residents are fully aware of the respective responsibilities 
of the organisation owning and running the site, and those living on it.

Check list

Establish and maintain simple, sensible and fair site rules (5.3)

Ensure short and effective chain of site management with senior management 
buy-in and support (5.9)

•

•

•

•

•

•

•

•
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Section 6. The site manager

Role of the site manager
6.1 In overall terms the role of a site manager is to ensure the site is providing a decent 

environment in which to live, under a management regime which is effi cient and 
responsive to the requirements of the local authority or registered social landlord and 
to the needs of its residents. The continued viability of the site lies primarily in the 
hands of the person appointed to this role.

6.2 The core management role consists of those duties outlined in Figure 1 below.

Figure 1 – Core management duties

Site Inspection

Examine site personally at least twice a week;

Ensure residents are aware of site rules and regulations and are complying with them;

Produce weekly monitoring report(s) identifying general maintenance and other actions 
necessary to ensure proper operation of site; 

Talk with residents about the site, be available; encourage participation in on-site 
residents’ association;

Act on resident feedback and report progress to them.

Health and Safety

Produce weekly health and safety report after site inspection;

Arrange for immediate repair/rectifi cation of problems where possible;

Tell residents where immediate action is not possible and introduce effective warning 
and protective measures;

Record all actions taken;

Review fi re and bomb disposal safety procedures regularly;

Ensure residents are aware of safety procedures, particularly of any changes to 
arrangements;

Conduct annual risk assessment, record outcome and remedial actions taken;

Conduct annual health and safety testing of equipment and facilities and record 
outcome.

Site Maintenance and Repair

Produce weekly maintenance and repair report following site inspection and keep 
detailed records;

•

•

•

•

•

•

•

•

•

•

•

•

•

•
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6.3 The role of the site manager and the services they are expected to provide should 
be made clear through a detailed job description. In certain cases, and to enable the 
professional running of the site, it may be that some residents require additional help 
from the site manager to help them engage effectively with social, welfare and benefi t 
systems. This will ensure for example, prompt payment of housing benefi t or associated 
allowances, and prevent some residents from falling into fi nancial arrears or being 
unable to sustain their occupation of the pitch. In some cases this kind of support 
is provided through tenancy support or other welfare offi cers. Where necessary, the 
site manager’s role may need to go beyond the immediate core management tasks to 
include those set out in Figure 2.

Undertake minor repairs etc where possible, both promptly (see Figure 9) and to a 
satisfactory standard;

Agree with senior management where use of contractors will be necessary;

Ensure contractors carry out work properly and to expected standard;

Inform residents of impending works, timescales and subsequent progress  and keep 
detailed records of consultation meetings etc.

Finance

Collect rent, water charges etc;

Liaison with housing benefi t offi ce;

Maintain accurate records of all fi nancial transactions, issue receipts;

Make arrangements for safe handling of cash e.g. deposits.

Arrivals and Departures

Ensure new arrivals, departures and evictions are reported to those responsible for 
maintaining site waiting lists;

Welcome new residents and provide introductory material;

Issue licence or agreement and explain its terms and site rules;

Receive deposit payment and keep securely;

Keep proper records for audit purposes.

Departures

Ensure rent and any other outstanding charges have been paid;

Ensure pitch and associated facilities are left clean and in good order.

Record Keeping

A fundamental aspect of all these activities is the need for the site manager to complete 
and maintain updated records, for ease of auditing and health and safety checks, and to 
ensure the local authority’s legal position can be properly defended in case of any dispute.

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•
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Figure 2 – Some additional management roles

Advising tenant of benefi t entitlement and avoiding overpayments;

Financial management and debt counselling;

Liaising with health, education, the police and other statutory bodies  ;

Helping residents in fi lling in forms;

Liaising with outside agencies.

•

•

•

•

•

On or off site manager?
6.4 Whether or not the site manager resides on site is an operational decision for the 

organisation concerned. Whatever the arrangement this should be kept under review in 
the light of the relative success of the site, its operational performance and the degree 
of cohesion both within the site and with the neighbouring community.

6.5 An on-site manager would offer opportunities for a close rapport to be developed with 
residents, as an easily accessible and familiar individual, and ensure that any problems 
or issues can be quickly identifi ed.

6.6 There are obvious resource implications for full time on-site management arrangements 
and a balance needs to be struck between this and a management presence on a regular 
basis. It is unlikely that an on-site manager would be justifi able in the case of a small 
site. However a large and busy site of 15 pitches or more could well justify this on 
fi nancial and management grounds.

6.7 Although residents might prefer an on-site manager in some circumstances there is 
also a risk that in the longer term the continual presence of an “authority fi gure” on site 
could sour relationships where this is considered unnecessary. In many cases residents 
are known to prefer non-resident managers.

6.8 To be fully effective off-site managers should ensure that they are in attendance on 
site at regular times of the day or week, that residents are aware of their times of 
attendance, and have a well advertised and reliable telephone number on which they or 
colleagues can be contacted at any time in case their services are needed, particularly 
in an emergency e.g. outbreak of fi re. It would be sensible to publicise the telephone 
contact number for normal working hours for routine enquiries to be made and an out 
of hours emergency repairs or situations telephone number which could be contacted 
via a public or private mobile telephone.

What personal skills should a site manager have?
6.9 While previous experience of working with Gypsy or Traveller communities is not 

essential, experience of working with the general public in a supervisory/managerial 
capacity would be a distinct advantage, particularly if this has been in the housing fi eld. 
It is also very important that the site manager understands the way that Gypsy and 
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Traveller culture affects requirements for the site and its management. This will also be 
important in helping to gain the confi dence of the residents.

6.10 The success of a well run site depends to a great extent on the competence of the site 
manager and their relationship with and support provided by senior line managers. As 
the direct representative of the landlord the person must:

Have sound and balanced judgement, particularly under pressure;

Be literate and numerate;

Have well developed inter-personal skills, both to maintain the trust of the employer 
that their interests and responsibilities are properly safeguarded – but also to gain 
the trust and confi dence of the Gypsy and Traveller community that the site will be 
managed fairly;

Be committed to the role.

Site manager qualifi cations
6.11 Possession of the Business and Technical Education Council advanced award on site 

management would be advantageous. Employers should ensure that site managers 
receive effective and up to date training in the necessary skills to effectively undertake 
the role in accordance with the job description.

Advertising site manager positions
6.12 As for all public sector appointments vacancies for site manager appointments should 

be widely advertised, with a transparent and vettable process in accordance with 
the local authority’s procedures for other appointments. It should be open to all 
communities to apply and be considered on merit and suitability for the position 
irrespective of ethnic or cultural background.

Wider organisational training needs
6.13 It is recognised by practitioners that as a result of their nature, location and 

infrastructure, managing a site can be more demanding than for some other forms of 
social housing, and can involve much more contact between residents and managers. 
Relevant training should be provided for housing and accommodation providers, ideally 
with input from the communities, in order to increase understanding of the needs, 
travelling cultures and lifestyle of the Gypsy and Traveller communities.

6.14 A formal liaison group, consisting of representatives from the county council (where 
appropriate), local authority or registered social landlord, the local Gypsy and Traveller 
community, together with health, education, the police and other agencies working 
with these communities, can help to gain a deeper mutual understanding, keep policies 
and procedures under review and develop best practice.

•

•

•

•
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Monitoring management performance
6.15 Whether site management is conducted in-house or contracted out, the organisation 

should have robust arrangements in place to monitor the standard of the site 
management services provided in the same way as for other forms of social housing.

6.16 Where the management of a site is contracted out there should be a mechanism 
and appropriate resources in place to rectify site management problems where the 
contractor is not fulfi lling the contract specifi cation.

6.17 In line with the general duty on public authorities, management should be in 
accordance with the race equality duty. If the management of a site has been contracted 
out the authority should ensure the contract takes account of the race equality duty 
it has effectively adopted in acting on the local authority’s behalf. The local authority 
should have arrangements in place to measure the effective performance of the 
contractor with regard to race relations legislation.

6.18 Where the contractor has responsibility for setting fee levels it should operate in line 
with section 10 of this guidance.

6.19 Management arrangements should include an effective complaints procedure. Where 
residents wish to complain about the service provided by a contract manager they 
should fi rst approach the contractor directly and seek rectifi cation of the matter. Where 
the resident is not satisfi ed with the outcome, complaints should be directed to the 
landlord in accordance with effective complaints procedures outlined in paragraphs 
14.11–14 of this guidance.

Check list

Site manager provided with detailed statement of duties (6.2)

Decide whether site manager should live on or off site (6.4–6.7)

Make residents fully aware of site manager’s availability and emergency contact 
details (6.8)

Consider setting up a formal liaison group (6.14 & 14.2)

Ensure site management performance is properly monitored (6.15–6.19)

•

•

•

•

•
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Section 7. Applications and allocation of pitches

7.1 It is recommended that local authorities and registered social landlords have and publish 
a scheme which sets out the policies and procedures for allocating pitches. While 
landlords are free to devise allocation schemes which make the best use of available 
resources in the light of local circumstances, the priority for the allocation of a suitable 
pitch should be given to applicants who are in greatest need and all those on the waiting 
list should receive due consideration on the basis of an assessment of their needs.

7.2 The policy for allocating pitches should be clear, fair and transparent and common 
across all Gypsy and Traveller sites owned by the landlord. The waiting list should be 
regularly reviewed and kept up to date.

7.3 Agreeing common waiting lists across whole county council or other authority areas 
(including unitary councils within the same geographical area) could make the 
whole system much more user-friendly, and enable Gypsies and Travellers to apply 
for vacancies over a much wider area than they can now. In addition, landlords might 
consider some system parallel to choice-based lettings which have been very successful 
within other forms of social accommodation, and have encouraged more applications for 
waiting lists, and more customer satisfaction. The policy of any landlord should be made 
available for inspection on request. The landlord may also wish to set qualifi cation criteria 
for admission to the waiting list and may ask for evidence in support of the application, 
for example in relation to previous accommodation and household circumstances.

7.4 The landlord must retain control of the administration of the site and the allocations 
policy for it. The accommodation needs of Gypsies and Travellers should be addressed 
in the same way as allocating other forms of social accommodation for the wider 
community, and control of the allocations policy is essential to that process.

7.5 Although sites are often occupied by extended family groups and this can help to 
ensure good community relations on the site, family connections should not override 
other allocation criteria designed to give priority to those in greatest need. That said, 
the landlord in consultation with the site manager will want to take account of factors 
which may affect the suitability of a site as a social unit.

Applications
7.6 The application form should be simple to understand and in plain language and is 

best completed either by the applicant or by the site manager during an introductory 
interview at which the key rules applying to the site can be explained. These should also 
be stated clearly in the licence or agreement, a copy of which should be retained by a 
successful applicant when admitted to the site.

7.7 The site manager should hold a supply of the application forms on site in case an 
approach is made at the site, and should be prepared to help the applicant complete the 
form where necessary and ensure it reaches those administering the waiting list centrally. 
Other authorities (for example, district councils in a district where the county council 
manage sites) could also help people fi ll out application forms for site waiting-lists.
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7.8 Where sites have a full or part time manager on site, decisions on whether or not to 
admit a new applicant should not be taken by the manager in isolation but with proper 
liaison with senior colleagues in the management chain, in the light of the admissions 
and allocation policy the authority has in place.

7.9 Each application should be acknowledged and assessed as soon as possible after receipt 
and applicants who meet the qualifi cation criteria should be placed on the waiting list. 
Any applicant who does not meet the criteria should be notifi ed with the reason why 
they do not qualify.

7.10 It is recommended that the application is submitted by the head of the household 
personally with members of the household named on the form. Where the applicant 
is placed on a waiting list the applicant must ensure the information provided is up 
to date and report any change in circumstances which would affect their eligibility 
for a pitch. The submission of false information could result in the application being 
cancelled.

7.11 Applicants should be required to provide proof of identity, and references from any 
previous sites. References should be suffi cient to satisfy the new landlord that the 
applicant and household had left any previous site accommodation in good order and 
settled all rent and other charges which were outstanding.

7.12 Where this information is not available the authority should ask the applicant to 
nominate a contact from whom a reference may be obtained. Even if a vacant pitch 
is available the authority should not permit occupation of a pitch until a satisfactory 
reference has been obtained.

7.13 The landlord should reserve the right to withdraw any offer or raise an action to 
terminate a licence or agreement which may have been granted on the basis of 
incorrect information.

Allocations
7.14 It is recommended that the allocation of pitches should be made on broadly similar 

lines to housing accommodation under the allocation schemes for residential 
accommodation. Priority should be given to those households which are in greater 
need of accommodation, including those specifi ed in fi gure 3 below.

Figure 3 – Examples of accommodation need

People who have a need for accommodation on medical or welfare grounds, including 
those who are mentally ill, or with a physical or learning disability, and need a pitch to 
receive care;

People who have a particular need for a stable base, including older people and 
families with children;

People occupying unsanitary or overcrowded conditions or who have nowhere to live 
and are seeking permanent authorised site accommodation for the fi rst time.

•

•

•
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7.15 As with other forms of social accommodation, Gypsies and Travellers seeking site 
accommodation should, if possible, be allowed a choice over the type of pitch offered 
and may elect to remain on the waiting list until a suitable pitch becomes available. 
In circumstances involving an unauthorised encampment, the household concerned 
should be found authorised site accommodation as soon as possible for the short term 
with more suitable authorised accommodation as soon as possible thereafter.

7.16 The landlord should liaise with relevant agencies as appropriate to ascertain whether 
any special aids or adaptations are necessary on the allocation of a pitch.

7.17 Allocation schemes should include a system of prioritisation (which might be a points 
or banding scheme) and pitches should be allocated in accordance with that system 
of prioritisation. It should relate as closely as possible to the scheme for the allocation 
of other forms of social accommodation to ensure parity across all sectors of the 
community. However any system of prioritisation should permit the landlord to retain:

limited discretion in allocating pitches and should not be automatically bound to the 
household with the highest priority; and

discretion to offer other pitches than those applied for (e.g. where these may also 
meet the needs of the applicant, or where the household would otherwise have no 
choice but to reside on an unauthorised encampment).

7.18 Site records should include an assessment of predicted turnover. Existing residents 
should be asked to advise the site manager of plans to travel, particularly where they 
have no plans to return to the site and a pitch is therefore likely to become vacant.

7.19 When someone applies for a pitch on a site, they should be asked to agree that inquiries 
can be made about them, and asked to supply references. If, as a result of an assessment 
of their application, the landlord has good reason to be concerned about the risk 
of confl ict with existing residents, they should take this issue up with the applicant, 
and carry out a risk assessment. However, they should be careful to be objective. 
There need to be good reasons to refuse an application, based on the merits of the 
application, without undue infl uence from those already on a site. Special attention 
needs to be paid to applications from people who are not part of a family which is well-
represented on a site. All applications need to be considered carefully, and not rejected 
as a result of assumptions and stereotyping by those making the decision.

7.20 Decisions to refuse admission (to a waiting-list, or a site) should only be taken as a 
last resort and as a joint decision with senior management of the landlord. Applicants 
should be told of the procedures for appealing against a decision not to admit entry, or 
to favour another applicant for admission to a vacant pitch. In all circumstances, and 
in particular where the applicant household has no other authorised accommodation, 
every effort should be made to meet the immediate accommodation need of the 
applicant.

Check list

Publish clear, fair and transparent criteria for pitch allocation (7.1–7.5)

Provide a clear and simple site residency application form (7.6)

Obtain proof of identity of applicants, and references (7.11)

Apply allocation policy fairly and based on need (7.14–7.19)

•

•

•

•

•

•
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Section 8. Dealing with new arrivals

8.1 The site manager should arrange to meet the new residents at a mutually convenient 
time on the site and ensure they are properly welcomed and provided with a copy of 
the licence or agreement, a plan showing the plot they are taking a licence for (which 
shows the plot boundaries, and either the nearby plots or the whole site) and a leafl et 
explaining the terms of the licence or agreement in plain and simple language.

8.2 Suffi cient time should be set aside to explain the details and ensure all other rules, 
facilities, rights and responsibilities on site are clarifi ed and fully understood. Questions 
should be dealt with patiently.

8.3 The new residents should only be let onto the new pitch when the licence or 
agreement has been signed by both parties and any deposit paid. Any deposit charged 
should not normally be in excess of four weeks’ rent.

8.4 Information should be provided concerning the services to which residents of the site 
will be entitled in return for their rental payments, other services (like waste collection, 
water, electricity) provided by others, the rights and responsibilities of both parties 
and what needs to happen before termination of the licence or agreement. Contact 
addresses should also be provided for useful organisations including, as a minimum, 
out of hours contact details for the site manager and for emergency services in case of a 
problem on site.

8.5 New residents should be absolutely clear about what they can expect, and what is 
expected of them, and have the terms of the licence or agreement explained to them 
verbally before they set up their accommodation on the pitch.

8.6 After signing the licence or agreement, payment of any deposit and other formalities 
have been completed, the new residents should be shown:

The pitch;

Where they can place their caravans, trailers and other possessions on the pitch 
(including ensuring a 6 metre gap between any caravans of one household, and 
those of the next door household);

The accommodation units;

Essential service provision e.g. hooking up to electricity/water supply, and where any 
emergency telephone is on the site.

 It will be helpful for them to be introduced to, and meet other families on the site if 
they don’t know them already.

•

•

•

•
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Figure 4 – Information to be provided for newly arrived residents

Welcome to the site

Landlord’s and manager’s commitment to good service in site provision; 

Equality and diversity statement; 

Day to day management arrangements, including rent collection, housing benefi t 
arrangements, council tax liability, water, electric, waste collection and recycling 
arrangements, collection day etc; 

Moving onto the new site – what to do e.g. signing up for health and education 
services, redirection of mail;

Who to contact in an emergency and how to do it.

Licence or agreement

Explaining the agreement;

Changing the agreement;

Your rights and responsibilities;

What if I break the agreement?;

Examples of breaking the agreement;

Pitch to be used as principal home;

No sub lettings or lodgers;

Absence from site.

Rent – how to pay and what it covers – in more detail

How rent is set and what it covers;

What rent does not cover;

How to pay;

Advice if you have diffi culties in paying the rent;

Standard arrears procedure;

Electricity etc payment arrangements (including direct payment as a customer, or 
purchasing cards or keys – and where to do it).

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

8.7 New arrivals should also be provided with a more detailed information pack, in writing, 
and ideally also on CD, DVD or audiocassette, setting out the range and standards 
of services provided, what can be expected from the site management and what is 
expected of the residents. These should be produced in clear and simple language. 
Ideally, this could include the issues listed in Figure 4 below.
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Repairs and maintenance

Landlord repair responsibilities;

Resident repair responsibilities;

Emergency repairs;

Non-emergency repairs procedures;

How to report a hazard, and what action to take to help people be safe;

Service standards including response times;

Health and safety issues.

Other services provided

Maintenance of communal areas, litter clearance, dealing with disruption of essential 
service provision to site as a whole (dealing with regulatory bodies, NHS, Post Offi ce 
etc).

Responsibilities of the resident

What is expected of residents;

Getting on with your neighbours;

Avoid making excessive noise;

Avoid nuisance or anti-social behaviour;

Duty to arrange and pay for repairs needed because of damage or neglect caused by 
resident, household members or visitors;

Keeping to the licence or agreement and the general law which affects all neighbours;

Keep pitch clean and tidy;

Paying water charges and council tax;

Taking care and ensuring control of pets, restrictions on various types of animals, any 
arrangements for such animals near the site.

Resident involvement

Consultation arrangements;

Getting involved/resident involvement.

Complaints

How complaints are dealt with;

Complaints standards.

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•
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Check list

New residents welcomed and provided with full site information (8.1–8.7)

New licence or agreement signed before admission (8.3)

•

•

Changes to your household

What happens if the person who signed the licence or agreement dies?;

Support for families where relatives have died;

Need for alterations or adaptations in case of disability etc – and how to make contact 
with Occupational Therapy and other services.

Moving Out

Planning to move on;

Departure checklist, paying the rent, damage checks;

Provision of references.

•

•

•

•

•

•
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Section 9. Licence or agreement

9.1 The licence or agreement is a legal contract between the resident and the local 
authority or registered social landlord and as such should be drafted in accordance with 
the powers of the relevant legislation. 

9.2 The resident should be provided with a written explanation of the terms of the licence 
or agreement and have the terms clearly explained verbally before signing. 

9.3 The tone and language of the licence or agreement should refl ect that for any tenancy 
agreement relating to other housing managed by the landlord. It should be expressed 
in a clear and concise manner with a minimum of unnecessary legal language and leave 
as little chance as possible of doubt or dispute. It should make clear the respective 
responsibilities of both the resident and the local authority or registered social landlord, 
and the circumstances which could constitute a breach of the agreement.

9.4 It would be good practice to provide an audiotape or video version of the licence 
agreement/site rules for such circumstances.

9.5 Ideally a specimen licence or agreement could be provided when a household is placed 
on the waiting list. This would ensure that the applicant is already aware of the terms 
when a pitch subsequently becomes available, will save time, prevent acceptance being 
made in haste or under pressure, and help avoid adding to the stress of moving onto a 
new site. But it should be emphasised that this is a specimen copy only and be clearly 
indicated as such.

9.6 The new residents should be reminded that they are responsible for keeping to the 
conditions as soon as the licence starts, and, very importantly, are responsible for the 
behaviour of members of their household and visitors to their pitch.

9.7 The licence or agreement should set out clearly the precise circumstances in which its 
terms can be varied or amended.

Some examples of breaking the licence or agreement
9.8 The most common circumstances in which a breach of the licence or agreement 

may occur could be set out in the explanatory guidance, as examples only and not an 
exhaustive list, and could include the issues listed in Figure 5 below.
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Figure 5 – Breaking the agreement

Resident and household

Abusive, threatening or violent behaviour by the resident, or members of their 
household or visitors towards employees of the site owner or their contractors;

Falling into rent arrears;

Refusing access to employees of the local authority to undertake their duties;

Not using the pitch as a permanent home (during the period of the licence);

Leaving the pitch vacant beyond the period permitted in the licence agreement;

Sub-letting the pitch to another resident;

Fly tipping;

Noise nuisance;

Undertaking activities on site which are not permitted by the agreement e.g. 
employment;

Causing damage to the pitch, amenity block, other facilities and communal areas;

Conducting or permitting anti-social or criminal behaviour.

Landlord

Failure to: 

Maintain and supervise site to provide a safe environment;

Provide domestic electricity and water supply; 

Undertake repairs in line with local authority’s specifi ed standards.

•

•

•

•

•

•

•

•

•

•

•

•

•

•

What happens if the licence or agreement is broken?
9.9 Where a licence or agreement has been breached, depending on the severity of the 

breach, the fi rst aim should normally be to remedy the breach. Appropriate steps 
might be:

Collect evidence demonstrating the breach;

Verbal negotiation;

Written communication with timescale in which to remedy the breach;

Second written communication with notifi cation of subsequent actions which could 
ultimately lead to termination of the licence or agreement.

•

•

•

•
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Gypsy and Traveller residents on local authority sites – protection from 
eviction
9.10 Gypsies and Travellers occupy local authority sites under a licence. The Caravan Sites 

Act 1968 provides that a local authority can gain possession of a pitch on a site by 
providing a minimum of 28 days notice of termination and then obtaining a court order.

9.11 In 2004, the European Court of Human Rights decided the case of Connors v. the 
United Kingdom, in which the claimant had been evicted from a local authority Gypsy 
site on which he had resided for many years. The local authority served a notice to 
quit, apparently on the basis that the family had been causing a nuisance, and were 
accordingly in breach of their licence conditions. When they failed to leave, the local 
authority commenced possession proceedings. The local authority subsequently 
dropped the allegations of breach of licence and asserted a right to summary 
possession on the basis that, since permission to occupy the land had been withdrawn, 
in circumstances where the licence was terminable by the local authority on notice, the 
family were trespassers. The court granted a possession order on that basis, but was 
unable to scrutinise the allegations of nuisance or, use discretion as to whether it was 
reasonable for a possession order to be made. 

9.12 The European Court of Human Rights decided that that lack of adequate procedural 
safeguard was a clear breach of the occupant’s rights under article 8 of the Convention, 
which provides a right to respect for that person’s home, private life and family life.

9.13 The Housing Act 2004 has provided some additional protection. Although it does 
not provide residents of these sites with any grounds for resisting a possession order 
against them, it allows judges to suspend the enforcement of a possession order against 
Gypsies and Travellers on local authority sites. 

9.14 The Government is committed to improving the security of tenure for Gypsies and 
Travellers on local authority sites and will be consulting on proposals for legislative 
change to address the issues raised in the Connors case shortly.

9.15 In the meantime, in order to comply with the Connors judgment, we would 
recommend local authorities avoid asserting a right to summary possession and we 
would encourage them to provide additional protection to licensees on Gypsy and 
Traveller sites. We set out below examples of ways in which this might be achieved:

Include express terms in licence agreements giving licensees additional protection 
from eviction. We are aware that some local authority licences have been redrafted 
so that the authority can only seek possession on certain grounds, for example those 
which they may rely on against secure tenants. Alternatively they could include 
some of the protections and privileges given to residents on private sites under 
Schedule 1 of the Mobile Homes Act 1983;

Set up an internal appeals procedure whereby the decision of a local authority to 
terminate a licence could be challenged by licensees threatened with eviction. The 
appeal could be considered by a panel which could decide factual disputes between 
the site manager and licensee and consider whether it was reasonable for the licence 
to be terminated. 

•

•
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9.16 Broadly, we suggest local authorities should follow procedures and safeguards aligned 
to those expected in other social housing to tackle breaches of tenancy agreements. 
Failure to do so may result in an evicted licensee taking action against the authority, 
citing the Connors judgement. Local authorities are, therefore, urged to work with their 
legal advisers to review their Gypsy and Traveller licence agreements and procedures.

Short term absence from site
9.17 The present levels of site provision and often long waiting lists mean that residents who 

are permanently established on sites are reluctant to pursue their travelling culture, as a 
guaranteed pitch may not be available on return. 

9.18 Nevertheless, periods of absence from a pitch eg for seasonal work or holidays, should 
be permitted within the licence or agreement subject to criteria for extended absences. 
Residents should be encouraged to advise the site manager of periods away from their 
pitches. During periods of absence, fees should continue to be paid by residents for 
allocated pitches and should not be available for reallocation. Where residents breach 
any term of the licence or agreement relating to short term absence from the site, this 
could result in its termination, with pitches being reallocated in accordance with the 
site waiting list.

9.19 The maximum period is at the landlord’s discretion but a period of less than 8 weeks 
is likely to be unduly restrictive. Where an absence is permitted, it should be agreed in 
advance. 

Changes to the household/succession 
9.20 The 1968 Act does not make any provision for succession where a licensee dies. In 

these circumstances the landlord may consider transferring the licence, for example to:

The surviving spouse or partner providing the pitch was that surviving spouse or 
partner’s primary residence at the time of the licensee’s death; or

A member of the licensee’s family over the age of eighteen years, providing the pitch 
was that person’s primary residence at the time of the licensee’s death and for a year 
prior to that.

9.21 Similarly, where a licensee is absent from the pitch for an extended period or legally 
separated from the immediate occupant of the pitch, consideration should be given to 
transferring the licence to the spouse granted custody of any children. 

Check list

New residents provided with clear explanation of licence terms (9.1–9.4);

Local authority to consider including terms in licence agreements providing 
additional protection from eviction and/or setting up appeals procedures 
(9.9–9.15);

Residents reminded to give notifi cation of short term absences (9.16–9.18).

•

•

•

•

•
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Section 10. Fees – how to pay and what is covered

10.1 Residents should be given a clear statement of the fees and other charges which need 
to be paid at the commencement of the licence or agreement together with a list of the 
services which are provided in return.

10.2 In addition to the use of a pitch and associated amenity buildings, fees should include 
the services listed in Figure 6 below.

Figure 6 – Services provided in return for fees

Effective standard of maintenance of site infrastructure, repairs regime, proper 
protection of residents and visitors from health and safety risks and swift remedy where 
such risks are identifi ed;

Proper and effective safety arrangements, including spacing of caravans and provision 
of equipment to prevent fi re outbreaks, fi re spread or other safety risks;

Regular maintenance and cleaning of communal areas, including site roads and car 
parks;

Regular site inspections and reporting of anti-social behaviour;

Bulk rubbish removal.

•

•

•

•

•

10.3 The cost of fees for socially rented site provision can sometimes represent poor value 
for money in comparison to other forms of social housing and can be prohibitively 
expensive particularly where the resident also has to meet the cost of renting a trailer. 
Excessive fee levels do not help encourage full use of a site and can threaten the 
relationship with residents, particularly where they have no alternative site to live on.

10.4 There is no reason why residents of socially rented Gypsy and Traveller sites should 
receive less value for money for their fees than that enjoyed by tenants paying rent for 
other forms of social housing. Levels charged should balance a realistic return for the 
local authority or registered social landlord with a reasonable charge to the residents for 
the services provided. They should compare fairly with fees charged for other sites in 
neighbouring areas.

10.5 In fi xing licence fee levels, account should be taken of fairness for what is offered, 
particularly in the light of the average rent applied by the landlord for other social 
housing it provides, affordability and the cost of managing and maintaining the site. The 
landlord should set out to the residents how the fees are compiled and what services 
are provided in return.

10.6 Landlords are encouraged to be open and transparent with residents about site income 
and expenditure. Lessons from other types of housing provision suggest that when 
residents can see the costs of tackling such problems as vandalism and fl y-tipping, and 
it is made clear that the cost of dealing with this may be at the expense of routine 
and planned maintenance, they are more likely to take an interest in the management 
of the site.
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10.7 As an incentive to residents, consideration should be given to applying surpluses to 
the site where achieved. Site managers are encouraged to discuss with residents how 
savings which are made could be applied directly to the site.

10.8 The facilities available within a site should be the same for each household, and at 
the same fee, the only exception to this being the provision of double pitches to 
allow for the needs of larger households. In these cases a higher level of fee could be 
appropriate.

10.9 Where management of a site has been contracted to an outside agency and the agency 
has responsibility for setting fee levels the contractor should ensure that the contract 
specifi es that future increases are not above those applied by the landlord to other sites 
which it owns.

Payment of licence or pitch fee
10.10 It is the responsibility of the resident to “offer up” the rent, not for the landlord to 

collect it. Having said that, residents may be offered a range of methods for payment, 
depending on the facilities and systems of the site provider, including:

Collection on site;

Payment cards – used to make payments at a post offi ce;

Post Offi ce giro slips;

Cheque;

Housing benefi t;

Standing order;

Debit or credit cards;

Internet using a debit card.

Payment on site
10.11 Problems can be encountered where fees are collected on site but not on a regular and 

properly understood basis. Where fees are collected on site the site manager should 
ensure that residents are aware of when and where it is to be collected. Residents 
should always be provided with a receipt or other proof of payment. Some residents 
prefer to have a rent book, and this can help them to manage payments and, especially, 
arrears. The site manager should ensure that accurate accounts are maintained in 
accordance with audit specifi cations.

10.12 Payment arrangements must be clearly understood to avoid any confusion or excuse 
for non payment or arrears. If residents are absent at the time of collection a follow up 
visit should be arranged within a short time and payment not allowed to drift. Residents 
should be clearly aware of the standard procedures applied in the event that arrears do 
occur.

•

•

•

•

•

•

•

•
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10.13 Residents should be aware of what steps to take if they are or will be encountering 
diffi culties in paying fees, and advised to tell the site manager as soon as possible. 
Advice should be provided sympathetically, under the same regime as is applied in the 
case of other forms of social housing.

10.14 A fees arrears procedure should be available and clearly explained to new residents 
in their arrival pack and to long term residents when a problem fi rst comes to the 
site manager’s attention. Ideally the landlord should have trained and knowledgeable 
employees available to discuss the arrears, on site and out of offi ce hours if necessary, 
and with assurances that any information given will be kept in confi dence by those 
handling the case. Every effort should be taken to try and make an agreement by 
which outstanding arrears can be paid, before any form of court action is considered. 
Residents should also be helped to access debt counselling, Citizens’ Advice and other 
help, if they wish it.

10.15 Residents should also be made aware in advance of proposed fee reviews and the 
date when increases are to come into effect. Notifi cation should be in writing and the 
resident informed at least 28 days before the increase in pitch fee.

Housing and other benefi t
10.16 Responsibility for applying for housing benefi t, income support etc rests with the 

residents concerned. However the site manager should ensure that residents are aware 
of whom to contact in the locality to deal with these issues and offer assistance where 
required. It is vitally important that the resident understands that, if they use housing 
benefi t for purposes other than the rent, that the rent is still due, and they must pay it, 
or face the procedures applied for arrears.

10.17 Where housing benefi t is involved, the site manager will need to establish with the 
resident whether this is to be paid directly to the individual and then collected as fees 
under normal collection arrangements, or paid directly by the housing benefi t offi ce. 
Ideally, for the landlord, it should be paid direct. Residents should be reminded to 
tell their housing benefi t offi ce if planning to travel away from home, as failure to do 
so could lead to loss of benefi t or double payment if claimed elsewhere resulting in 
overpayments for which repayment demands will follow.

10.18 Where the site manager is aware of changes in a resident’s circumstances, or where a 
new household is to be admitted, the site manager may fi nd it expedient to remind the 
head of the household that the housing benefi t offi ce should be told and, in case of 
doubt, ensure that this has been done. The site manager must inform the benefi t offi ce 
of such changes in circumstances.

Check list

Residents provided with clear statement of licence or pitch fees charged and 
services provided (10.1–10.2)

Fair licence or pitch fee levels set (10.3–10.5)

Residents notifi ed of ways to pay licence or pitch fee (10.10–10.15)

Housing benefi t arrangements clarifi ed with resident (10.16–10.18)

•

•

•

•
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Section 11. Roles and responsibilities

The site manager
11.1 The site manager should ensure that the respective roles and responsibilities of the local 

authority or registered social landlord, manager and residents are spelt out not only verbally 
but in a written statement which makes it clear what is provided within the scope of the 
rent paid and what is not. Clear explanations of why a particular service is not provided 
would be helpful and enable residents to take responsibility for issues themselves.

11.2 The site manager is expected to undertake their role in such a way as to provide site 
residents with a safe and secure environment, provide well maintained facilities and a 
responsive and helpful climate to meet the needs of the residents quickly and effectively 
with full value for the rent paid, and support good relations with the settled community.

11.3 The management arrangements should achieve a sensible balance, on the one hand 
allowing the residents to assume maximum responsibility for their own pitch, while 
offering a clearly recognised and understood service to underpin the management 
and sustainability of the site as a whole. For instance, a dispute between an individual 
household and an external service provider would not be the responsibility of the 
site management, whereas disruption of a regular service provided to the site as a 
whole would be something for the site manager to address. But it is a key part of site 
management to work closely with other providers and organisations so that issues are 
successfully resolved, incidents arising on the site are defused, and do not convey the 
impression to others that the site is an especially risky place to visit, or hostile to people 
who do not live there.

11.4 Where, for example, provision of electricity supply, telephone service, or postal deliveries 
to the site is not functioning properly or within published standards it would be for the 
site manager to help residents to take up the issue with the provider, or to take it up on 
behalf of a number of residents, taking the issue to the appropriate regulatory body if 
necessary. The following are examples of some of the things that can arise:

There is an electricity fault “beyond the site meter”, which the supplier has to 
investigate and address;

There is a power cut affecting either just the site, or the surrounding area;

Mail deliveries have been interrupted by a real or perceived health and safety risk, for 
example dogs not kept under proper control;

A service provider has had an altercation with a member of the Gypsy or Traveller 
community elsewhere, or an incident affecting them personally at their home, which 
has led them to stop providing a service to unrelated site residents.

11.5 In all circumstances the site manager should do their best to gather the facts, tell 
residents of the action which has been taken on their behalf and keep them informed of 
progress.

•

•

•

•
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11.6 It should be clear from what is being said here that communications are absolutely vital 
and key to successful management. It can be typical of a site where the management 
is in diffi culties that the physical means of communication, as well as the actual 
communication, has broken down. So post may no longer be delivered, telephones 
may not be available, and people may feel unwelcome as visitors to the site. In such 
circumstances, any methods of restoring communication successfully should be 
considered.

11.7 The landlord must make clear who is responsible, and set up arrangements for 
maintaining communal areas on the site and delivering services such as clearance of 
litter, communal lighting, site roadways and paths, boundary fences etc. These issues 
need to be addressed to the same standards as for the settled community. Site residents 
should be informed about cleaning, maintenance and repair service standards for these 
facilities (see Section 12 below).

Site residents
11.8 The information pack for new residents should make it clear that residents are 

responsible for:

Abiding by the terms of the licence or agreement and site rules;

Paying the rent on time and reporting immediately if they are having problems 
paying it;

Keeping the pitch, amenity block and any other facilities provided clean, tidy and in a 
good condition;

Reporting any repairs that the landlord is responsible for so they can be remedied 
before deteriorating further;

Good conduct of household members and their visitors, whether in relation to the 
pitch, amenity block, or other facilities on site;

Living in harmony with neighbours;

Avoiding nuisance and anti social behaviour, and reporting instances of it on site 
to the management and other relevant agencies, so that appropriate action can be 
taken;

Avoiding any other breaches of the licence or agreement (see Section 9 above).

Check list

Written statement provided to residents stating landlord responsibilities and 
what is provided for licence fee or rent (11.1)

Written statement provided to residents stating their own responsibilities (11.8)

•

•

•

•

•

•

•

•

•

•
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Section 12. Site repairs and maintenance

12.1 As with other forms of social accommodation it is important that Gypsy and Traveller 
sites are maintained in good repair, clean and tidy, and safe and pleasant to live in. The 
Gypsy and Traveller communities on socially rented sites are entitled to expect these 
basic standards as a matter of course. It should also help to ensure the continued 
viability of the site.

12.2 Suffi cient investment of time and resources devoted to meeting these aims and proper 
two way consultation with the residents are key elements not only in protecting and 
enhancing the viability and performance of the site, but in helping encourage a sense 
of pride and belonging. This will encourage residents to play their part in keeping their 
own pitches in a neat and tidy condition, and reporting any defects which need to be 
rectifi ed.

12.3 Local and senior managers should ensure a budget containing a fair allocation 
of resources for site repairs and maintenance is available not only for a planned 
programme but also for ad hoc repairs, and for priority improvements e.g. where a 
resident needs changes to access or other facilities to help address a change of personal 
circumstances such as special health needs, or physical or mental disability. When 
assessing priority repairs, proper account should be taken of responsibilities under the 
Disability Discrimination Act 1995.

12.4 It is important to make sure that suffi cient funding is set aside both for repair costs, and 
for ensuring that these are carried out with appropriate swiftness. Residents making 
their own repairs on sites can quite often lead not only to extra costs in putting them 
right, but also allegations of vandalism and counter-allegations of delay in carrying out 
repairs. Early attention, especially to urgent repairs (see Figure 9) can mean a double-
saving. Funding for site management and staffi ng should not prevent money being 
available for running repairs. All costs should be closely monitored, both for value for 
money, and closely against all site income. Systems should enable this to be done easily 
by site managers.

12.5 Diffi culties can sometimes be encountered in obtaining the service of contractors to 
work on site repairs and maintenance. Local authorities and registered social landlords 
should consider using approved contractors used to maintain their housing stock 
(or other buildings where it is not a housing provider) for a similar role for its Gypsy 
and Traveller sites. The landlord should consider applying for available grant for 
refurbishment to bring sites up to a high standard.

12.6 Day to day responsibility for site maintenance lies initially with the site manager, 
together with responsibility for reporting more signifi cant maintenance needs to the 
designated budget manager. The budget manager should ensure the availability of 
appropriate funding for emergency and programmed works. Residents should be told 
how to report repairs and the timetable for completion.

12.7 A clear long term maintenance and improvement plan should be available for each site, 
drawn up in consultation with residents, and which should pay particular attention to 
the needs of disabled and older people, and children and young people on site.
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Emergency repairs
12.8 Residents should be clear about:

What constitutes emergency repairs and what constitutes routine repairs (see 
Figure 7 below);

How to report need for emergency repairs out of normal offi ce hours;

Charges which may be incurred if out of hours service is called unnecessarily.

12.9 Standards for repairs and maintenance should be made explicit in the licence or 
agreement and should mirror the standards for the landlord’s other forms of social 
housing. These can be set out in a general statement of service standards made 
available to existing residents and forming part of the information pack provided to 
new residents on arrival (see paragraph 8.7). This should include repair response times, 
levels of pre- and post-repair inspection and satisfaction surveys.

•

•

•

Figure 7 – Repair response times

Emergency repairs to be addressed within 1 day

Drainage

Blocked or leaking foul drain or soil stack;

Blocked toilet (amenity block);

Missing or dangerous manhole covers;

Flooding making roads on site impassable.

Water

Total loss of water supply;

Leaking water or heating pipes, tank or cistern which cannot be controlled;

Toilet not fl ushing (amenity block).

Power

Total loss of electric power;

Unsafe or overheating sockets or electrical fi ttings.

Heating

Total or partial loss of room or water heating (November – April).

Structures

Amenity block major roof leak (if weather conditions permit safe working).

•

•

•

•

•

•

•

•

•

•

•
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Site condition and maintenance

12.10 The site manager is normally responsible for implementation of a clear planned 
programme of maintenance and repair work, and a pre- and post-maintenance and 
repair work inspection regime.

12.11 The site manager should also be responsible for ensuring that maintenance of all 
supplied equipment on site is carried out correctly e.g. external water supplies, site 
barriers, equipment for the disposal of sewage or surface water. Particular care must be 
taken when dealing with all items of emergency equipment.

12.12 A regular inspection of site condition and maintenance should be conducted, at least 
weekly, concentrating in particular on the condition of gullies, gutters, drainage, 
lighting, gates and health and safety issues. A report of the inspection should 
be sent to the manager responsible for the maintenance and works budget with 
recommendations.

12.13 Inspections should take account of the concerns of the site residents, obtained by 
prior notifi cation of an impending inspection and a request that residents report any 
shortcomings which they have identifi ed but not reported since the last inspection took 
place. Care should also be taken to ensure that other areas of the site are in good repair, 
including the general infrastructure of the site and pitches and associated facilities 
relating to pitches which are unoccupied, to ensure they are fi t for re-letting as soon as 
demand arises.

12.14 Residents’ concerns regarding health and safety hazards or nuisance arising from 
external sources should be investigated as part of the routine site inspection and logged 
in the report e.g. emissions or noise from neighbouring land, and hazards in respect of 
close proximity to contaminated land.

Non-emergency repairs and response times

Drainage

Blocked sink, bath or basin – 3 days.

Water

Partial loss of water supply – 3 days.

Power

Partial loss of electrical power – 3 days.

Heating

Total or partial loss of room or water heating (May – October) – 3 days.

Structures

Amenity block minor roof leak (if weather conditions permit safe working) – 7 days.

•

•

•

•

•
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12.15 Every effort should be taken to ensure the residents are not at risk, and the issue is 
addressed, including liaison with environmental offi cers, health practitioners and those 
responsible for the source of concern. Residents should be clearly informed of the steps 
taken, the outcome of investigations and the ramifi cations of the inspection for those 
deemed responsible for the problem.

Check list

Budget available for ad hoc repairs as well as planned maintenance (12.3)

Residents made aware of procedures for reporting need for repairs (12.8–12.9)

Licence or agreement includes details of standards for repairs and maintenance 
including response times (12.8–12.9)

Clear planned programme of maintenance and repair work available for each 
site, after consultation with residents (12.7 & 12.10–12.11)

Regular inspection of site condition and maintenance conducted and report 
compiled, in consultation with site residents (12.12–12.15)

•

•

•

•

•
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Section 13. Other site management issues

Grounds maintenance
13.1 Where sites have extensively landscaped grass areas these can, if properly maintained 

and managed, provide tidy and pleasant surroundings by which to foster good 
relationships and a sense of identity and belonging amongst the residents. In order to 
reduce fi re risks, the grass should be kept trimmed.

13.2 However such areas are often diffi cult to manage and if not properly maintained 
may become areas for waste and litter to be deposited. It is recommended that, if 
possible, communal areas should normally be kept to a minimum to reduce need for 
maintenance and waste clearance and to reduce confl ict over illegal parking and areas 
of waste deposits. Responsibility for cleaning and maintaining these areas should be 
fully planned, documented and made available to the residents together with details of 
the steps to be taken where these communal areas are abused. Strong action is always 
recommended against fl y-tipping.

13.3 Play areas should be well maintained and regularly inspected to ensure a safe 
environment, and children encouraged to play their part in reporting hazards and 
shortcomings both in respect of equipment and surroundings. Play apparatus which has 
been damaged should be taken out of operation immediately and the hazards clearly 
identifi ed to prevent further use prior to repair. If undertaken by the site manager, 
appropriate training and health and safety assessment should be carried out before 
work begins.

Cleaning on site
13.4 Roads and pathways on site should be swept regularly and at the same frequency as 

other areas covered by the local authority’s statutory responsibilities. It is important 
to include the site roads within contracts for road-sweeping that apply elsewhere. 
Residents should be actively encouraged to keep their pitches and adjacent areas in a 
neat and tidy state and free of waste.

13.5 The site should be regularly inspected for evidence of fl y-tipping and waste disposal 
and the local environmental health service told where this appears to be happening 
on a regular basis. It is vital for the site manager to play a key role in helping to deal 
with this. In instances involving larger scale waste tipping, or involving toxic materials 
the Environment Agency should be told immediately. Arrangements should be 
taken to remove offending materials quickly, after consultation with the appropriate 
environmental body, to avoid danger to the residents and their children, and to 
discourage further actions of this sort.

13.6 There have been instances of fl y-tipping reported on or around sites, sometimes the 
result of actions by individuals residing on or connected to the site, sometimes by 
members of the settled community. Irrespective of who is responsible, those residents 
who are not involved should not be subject to the results of the unlawful actions of 
others. Residents should be strongly encouraged to play their part in maintaining the 
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quality of the site on which they live by reporting any instances they observe to the site 
manager to ensure a rapid response and maintain a safe and healthy environment.

Waste/recycling containers
13.7 Effective arrangements must be in place to prevent accumulations of waste which would 

give rise to health hazards, fi re risk or nuisance. In addition to ensuring continuity of 
normal domestic refuse collection services, the site manager should work with the 
local authority to encourage availability of appropriate containers for domestic waste 
recycling.

Liaison with essential service providers including routine practice visits
13.8 It is essential that the site manager maintains regular liaison with the emergency 

services and encourages the residents to directly report their own concerns, particularly 
where the site manager is not regularly on-site or easily available. Any emergency 
occurring on site will normally be dealt with by the emergency services directly and it is 
therefore essential that they are familiar with the site and how to gain access.

13.9 As the majority of vehicles used by the fi re and ambulance services will not fi t under an 
entry barrier, arrangements should be made, by liaising with those services locally as 
to the best means of access in an emergency. If keys are requested by the emergency 
services, they should be supplied, together with any other access arrangements and 
instructions as necessary. Regular inspection by the fi re authority regarding hydrant 
access and any fi re precautions taken on site is to be encouraged.

13.10 The site manager must maintain regular monitoring and testing of fi re equipment, 
alarm-raising equipment, fi re reporting and evacuation procedures to comply with any 
model standards issued under the Caravan Sites and Control of Development Act 1960. 
All site residents should be told of these procedures on arrival and on a regular basis 
subsequently.

13.11 Residents have a responsibility for fi re prevention within the confi nes of their own 
caravans, including the installation of appropriate smoke alarms and other fi re 
prevention equipment. However the site manager can assist this process by liaising with 
the fi re service to visit the site occasionally to offer fi re prevention advice and perhaps 
training to the residents. Some fi re services encourage awareness by children and 
teenagers by inviting them to fi re stations.

Relations with the police
13.12 Gypsy and Traveller site residents are entitled to police services in the same way 

as anyone else in the community. The site manager should work to promote good 
relations between the residents and the police, and to help develop the confi dence of 
both Gypsies and Travellers and the settled community that any issues affecting site 
residents will be dealt with effectively and fairly.
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Relationships with social care providers
13.13 The site manager should maintain regular contact with social care providers to support 

the welfare of residents on site. The site manager must report specifi c concerns to the 
appropriate agencies, schedule meetings and visits to the site and tell residents this is 
being done. Liaison should also be maintained with the local health practices (general 
practitioner and health visitor) to assist residents with registering and keeping good 
relationships with permanent medical services within the locality. Where there are 
additional special needs (e.g. through old age or disability), local health and social care 
services should be informed. The manager should ideally tell general practitioners of 
fl uctuations in resident numbers and planned departures to ensure health practices are 
able to plan their resources effectively.

13.14 Similarly, liaison with the Travellers Education Service (or equivalent, or local 
education authority) and other agencies where appropriate should be encouraged and 
maintained, particularly where arrivals and departures involving families with children 
are expected to occur.

13.15 Current information about welfare benefi ts and local services should be available on site.

Waste collection
13.16 The site manager should ensure that:

Local authority refuse collections call as regularly at the site as at other residential 
premises nearby;

Barriers are opened for this purpose;

Waste is collected wherever access permits, and from individual pitches, not simply 
from one single pick up point.

 Poor waste collection, or waste management by site residents, can lead to a build-up 
of refuse close to where people live, may develop into a signifi cant health hazard, lead 
to a collective downward spiral of confi dence of the residents on the site and could 
ultimately threaten its viability.

Postal delivery
13.17 Residents of authorised permanent residential sites are entitled to receive delivery of 

mail to their individual address in the same way as anyone else. However postal workers 
have the right to refuse to deliver directly to premises where their personal safety is 
threatened (e.g. by dogs not kept under proper control).

13.18 Where postal workers refuse to deliver to a pitch for this type of reason, responsibility 
rests with the resident to put matters right in direct consultation with the provider. 
However where there is a breakdown or disruption in normal service to a site as a 
whole, the site manager should take this up with the postal service to ensure the safety 
of postal staff is protected, and the obligations of the provider are met.

•

•

•
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Electricity supply
13.19 The resident is responsible for the cost of electricity consumed by the household on the 

pitch, and should have the available payment methods made clear when fi rst arriving at 
the site. Where the site manager collects payments on behalf of residents, arrangements 
should be made to ensure that regular weekly collections are made and that arrears are 
not allowed to build up for more than two weeks. In such cases, residents should be 
reminded of arrears and prompt payment sought. For arrears beyond that period the 
local authority should follow the guidelines issued by the power companies concerning 
their disconnection policies.

13.20 Where “pre-payment” cards or key access energy systems are in use, the site manager 
should ensure that these are readily available. It would be helpful to have at least one 
alternative nearby outlet (e.g. post offi ce, shop, or council offi ce) where these can be 
bought, wherever possible in a location which does not involve a need to use transport.

13.21 The site manager is responsible for liaison with the electricity provider to ensure a 
proper supply is available on site and to make contact with the provider to secure 
restoration of power where disruption occurs. Individual disputes between a resident 
household and the supplier, where they are direct customers, are not the responsibility 
of the site manager although residents should be made aware of where and how to take 
forward a complaint.

Site security
13.22 The site manager is responsible for reporting and, where possible, managing any 

unauthorised occupation on the site.

13.23 Some local authorities or registered social landlords regard an effective gate or safety 
barrier as essential to prevent unauthorised entry of caravans, although this should be 
of a type which still allows residents normal access to the site in cars and other standard 
vehicles. The specifi c arrangements applying to the operation of the gate or barrier 
depend on local requirements and custom and practice. Residents should be consulted 
and be clearly aware of what these arrangements are.

13.24 Arrangements should be put in place to ensure that the emergency services can gain 
entrance to the site at all times. The site manager should also have arrangements 
in place to ensure that service providers can get access to the site (e.g. for rubbish 
collection).

13.25 The boundaries of the site and of individual pitches should be clearly indicated by 
fencing, landscaping etc which should be adequate to prevent unauthorised entry. Plot 
and site boundaries should be shown on a plan attached to the licence or agreement. 
Regular inspections of these facilities should be conducted to ensure they remain in 
good condition.

13.26 Closed circuit television facilities with external monitoring can help protect both 
residents and staff, as well as safeguard the infrastructure from vandalism from whatever 
source. As with all other repairs and improvements, residents should be made aware 
of and consulted on plans to introduce closed circuit television before any installation 
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takes place. Residents should be encouraged to participate in consultation and give 
their views. It should be made clear to residents that where closed circuit television 
is provided it is for their benefi t as well as for the security of the site. Residents’ views 
should be sought and taken into account in respect of how closed circuit television can 
best be sited to give proper protection without unduly invading their privacy.

Visitors
13.27 Site residents are entitled to receive visitors but visits should not be permitted to turn 

into permanent occupancy. To guard against this any additional caravans belonging to 
visitors should not be permitted on other vacant residential pitches, and visitors should 
be allowed to remain for a specifi ed period only subject to written agreement signed by 
all parties.

13.28 Residents should be encouraged to seek the approval of the site manager in advance of 
the arrival of visitors with caravans, providing details of the number of caravans involved 
and their plans for locating them if there is no room on site. 

13.29 A clear and unequivocal maximum stay period should be stated where extra caravan 
accommodation is involved on site. Ideally a request and permission form for this 
purpose should name the individuals visiting, date of arrival and intended departure, 
and be signed by the resident. Permission to extend the period of stay should be strictly 
at the discretion of the site management although it should be noted that planning 
restrictions may limit the length of time any extra caravans can remain on site.

Scrap and storage
13.30 The traditional occupations of some members of the Gypsy and Traveller communities 

can lead to the appearance of scrap on site. Storage of scrap and other waste items 
should be discouraged. Information regarding disposal facilities can be obtained from 
the Environment Agency.

13.31 In the event that scrap does appear on site, the site manager should attempt to 
establish ownership and require the resident to arrange for commercial removal from 
the site at the fi rst opportunity. Attempts to leave scrap or other waste on site may 
constitute an offence and could be regarded as a breach of licence conditions.

Working on site
13.32 Gypsy and Traveller sites are essentially residential and those living there are entitled 

to a peaceful and enjoyable environment. As a general rule working from residential 
pitches should be discouraged, although residents may be permitted to engage in small 
scale domestic work within the confi nes of their pitch provided they have fi rst secured 
express written permission from the site management, and the activity does not 
interfere with neighbouring residents both on and off site.
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13.33 It is recommended that residents should not normally be allowed to work elsewhere on 
site. Rules governing work should equate with those for other forms of social housing 
where work is not encouraged or allowed within a residential setting. Examples of 
activities that should not be approved include:

A car repair business and vehicle breaking;

Scrap metal work or related activities, including storage;

A taxi service from the premises;

A business that involves many people visiting the site.

13.34 However permission for some level of activity may be considered where the landlord is 
satisfi ed that there are no planning, environmental, or health and safety considerations, 
and that work practices do not intrude on other residents’ own living environment.

Animals
13.35 Again, as for other forms of social housing, keeping domestic pets (dogs, cats, small 

birds etc) should be permitted, subject to number and health and safety considerations. 
In the case of dogs, ownership must be properly identifi ed and conditional upon the 
animals being properly controlled within the pitch. Any animals in excess of those 
agreed within the licence or agreement should be agreed with the site manager 
beforehand.

13.36 The ownership of dangerous dogs, within the defi nition of the Dangerous Dogs Act 
1991, should be refused within the confi nes of the residential site.

Grazing land
13.37 Where there is demand for such facilities and where the landlord is satisfi ed that it 

may be reasonable and practicable to do so, a grazing area for horses and ponies may 
be provided, adjoining the site or nearby, to refl ect the cultural use of the horse as a 
traditional means of transport. Consideration should be given to arrangements for the 
management of this facility, including the imposition of a charge, which might pay for 
any grazing or stables provided, at a reasonable rate.

13.38 Site managers may also enquire whether owners of suitable land (without ragwort or 
other hazards) on the periphery of the site may be amenable to providing surplus land 
for this purpose at a reasonable rent, and to make details known to the residents of the 
site. Residents would be responsible for making their own arrangements with the owner 
of the land and entering into a separate agreement.

•

•

•

•
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Check list

Arrangements in place for maintenance of communal areas and residents made 
aware of these (13.2)

Play areas well maintained and inspected regularly for health and safety risks 
(13.3)

Residents encouraged to keep pitches and adjacent areas tidy (13.4)

Site inspected regularly for fl y-tipping and waste disposal hazards (13.5–13.6)

Regular liaison maintained with emergency services (13.8–13.12)

Fire equipment, evacuation procedures etc regularly monitored and tested and 
residents informed (13.10)

Regular contact maintained with social care providers (13.13–13.15)

Waste collection and postal services maintained on site, and disruption 
investigated (13.16–13.18)

Site gate or safety barrier in good working use, and emergency services and 
residents aware of access arrangements (13.23–13.24)

Residents aware of rules relating to visitors to the site (13.27–13.29)

•

•

•

•

•

•

•

•

•

•
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Section 14. Consultation and resident involvement

14.1 It is essential that the views of Gypsy and Traveller residents are taken into account 
over the services provided, and that these arrangements are responsive to their needs. 
Resident consultation should be actively encouraged with well publicised consultation 
arrangements organised in the same way as for other forms of social housing, which 
may include resident groups and a committee to represent the views of site residents.

14.2 These could be in the form of local forums with residents on site, designed to:

Discuss the services provided;

Permit joint site inspections to identify problems and the need for improvements;

Draw attention to any perceived problems, including instances of damage caused by 
anti social behaviour;

Agree ways in which these issues can be addressed; and

Enable residents to work with the site owner to help shape services and set the 
standards which will be most effective in a site environment.

14.3 The site manager should propose and agree details of the procedure and frequency of 
resident groups and meetings and ensure newly arrived residents are aware of these.

14.4 Ideally, the landlord could provide service standards on which consultation is based, 
committing to consultation on, for example, those items specifi ed in Figure 8 below.

Figure 8 – Consultation standards

We will consult you on:

Matters of site management;

Changes in terms of licences or agreements;

How to get the best from the site;

Proposed repairs and improvements to the site;

Any matter signifi cantly affecting your everyday life on the site;

Ways in which the site can be improved;

Access to services and changes in payment methods;

Carrying out regular surveys to fi nd out your views on the service delivered and give 
you the opportunity to comment.

•

•

•

•

•

•

•

•

•

•

•

•

•
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14.5 Proper consultation helps develop a sense of partnership and trust between the site 
manager and the residents, and will help avoid confl icts otherwise arising from a lack of 
communication. Consultation should be real and proactive, and undertaken regularly 
rather than immediately prior to the date in which proposed changes would take 
effect. It should be conducted not only with the head of the household but with all its 
members wherever possible, separately where residents prefer. Care should be taken to 
encourage and involve younger people and children to give their views and to play an 
active part in the running of the site and the services it provides.

14.6 It is recommended that site managers encourage all residents to participate in a 
residents’ association and a site liaison committee which could also include, for 
example, representatives of the police, social services, education and health providers, 
and parish council. This should include a commitment to monitor and review the 
outcome of consultation and feed the results back to the residents.

14.7 Residents could be encouraged to participate in a neighbourhood watch scheme both 
to protect their own safety and that of their families, help protect the security of the 
site on which they live and enhance the community spirit both within and beyond the 
immediate vicinity of the site.

14.8 The site manager could also encourage residents to become more involved both 
within and beyond their community by publicising the work of voluntary, statutory and 
community organisations within the area. This can range from inviting organisations, 
youth groups etc to provide details of forthcoming inter-community events, to 
arranging visits of representatives of these groups to visit the site to explain directly to 
residents what their organisation’s work entails and the benefi ts which participation 
could bring.

14.9 Involving residents in suggesting improvements and in site maintenance issues is a 
positive approach to successfully managing a site. In the case of plans to repair or 
otherwise develop site facilities, residents should be consulted at an early stage not 
only about changes which would be most effective for the site from the resident’s 
perspective, but should be informed of the timing of the work. This will ensure 
that residents may continue to enjoy their normal everyday life and routines, with 
unavoidable disruption kept to a minimum.

14.10 As in any consultation exercise, care should be taken to ensure that the genuine views 
of all site residents are sought. Representations made by individuals who may be 
unrepresentative of the majority on the site should be approached within that context, 
and efforts made to ensure the feelings of all are encompassed in any participation 
arrangements.

Complaints procedures
14.11 The site manager should ensure that a clear and accessible complaints procedure is 

available on site, including recording complaints made. Where an issue raised by a 
resident cannot be addressed by the site manager to the satisfaction of all concerned, 
residents should have access to complaints procedures in the same way as for other 
forms of social housing.
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14.12 Details of the complaints procedures should be freely available to all site residents. 
Complaints forms should be easily available from the site manager or landlord’s offi ces, 
with help given to the resident in completing the form where necessary. Arrangements 
should be in place to enable residents to complain directly to a nominated and senior 
offi cer in confi dence where this involves a complaint related directly to the actions of 
the site manager.

14.13 Feedback on progress of the complaint should be available during the investigation 
process. All residents are entitled to a written response from a senior representative of 
the landlord responsible for the complaint.

14.14 Published standards should state that the complaints procedures will provide:

Acknowledgement of the complaint within a stated time;

The name of the investigating offi cer;

An assurance that the complaint will be dealt with confi dentially;

That the complainant is informed of progress;

A full explanation of the outcome is provided and the steps to be taken where 
appropriate.

Check list

Consultation procedures in place and participation encouraged (14.1–14.4)

Residents consulted at an early stage about proposals to repair and develop site 
facilities (14.9)

Clear and accessible complaints procedure in place and explained to residents 
(14.11–14.12)

•

•

•

•

•

•

•

•
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Section 15. Conduct on site

15.1 It is important that members of the Gypsy and Traveller communities residing on local 
authority and registered social landlord’s sites are given the same protection against 
anti-social behaviour as the settled community. Through well managed and regulated 
sites, it is possible to provide the safety on site which residents deserve and expect.

15.2 Landlords will have a range of anti-social behaviour policies in place in respect of other 
forms of social housing and these should apply equally to those residing on Gypsy and 
Traveller sites they manage, or which are managed on their behalf.

15.3 The site manager has important responsibilities in this context to:

The local authority or registered social landlord;

Site residents;

Residents outside the Gypsy and Traveller community living in the vicinity of the site

 to ensure that the landlord’s policy on prevention of anti-social behaviour on sites is 
effectively implemented, both for instances arising from within and outside the site.

15.4 The licence or agreement signed by all parties on arrival should contain full details of 
the landlord’s policy on what forms of behaviour and activity are not permitted on site, 
and action to be taken where reported. It should be clear in the document that activities 
of this sort may constitute a breach of the licence or agreement and ultimately result in 
its termination.

15.5 Residents should be told on arrival, and regularly reminded, of the conduct expected 
of residents, the way in which misdemeanours should be reported and the penalties 
for acting in contravention of what is required. This should mirror similar statements 
in respect of other forms of social housing and offer the same range of investigative 
procedures and remedial actions.

15.6 The site manager must uphold the rules relating to behaviour on site, and in the licence 
or agreement. In turn the manager should ensure that the residents are protected and 
reassured on site, through close liaison with police and emergency services.

15.7 The landlord should be prepared to support, guide and advise residents regarding all 
issues of anti-social behaviour, working with them to fi nd ways to resolve particular 
problems which may arise. Residents should be provided with arrangements by which 
to report instances of anti-social behaviour to the landlord in confi dence, whether in 
respect of activities on site or within the near parameters of it.

15.8 The site manager should liaise with senior management where instances of illegal 
activity or anti-social behaviour take place on or around the site (whether by residents 
or the neighbouring community). This includes vandalism, fl y-tipping, waste disposal 
and damage to the site’s facilities and amenities.

•

•

•
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15.9 The site manager should record incidents and notify senior management with a view 
to their reporting any such occurrences to the police, the local Anti-Social Behaviour co-
ordinator, or fi re authorities as appropriate.

Check list

Licence or agreement clearly states what forms of behaviour and activity are not 
permitted on site (15.4)

Residents regularly reminded of conduct expected and ways in which to report 
anti social behaviour in confi dence (15.5–15.7)

Arrangements in place to record incidents of illegal activities and anti social 
behaviour and liaise with appropriate authority (15.8–15.9)

•

•

•
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Section 16. Departures

16.1 The site manager should be advised of the departure of a family not less than 28 days 
before the planned date or subject to other conditions contained in the licence or 
agreement.

16.2 Before the family depart the site, the site manager should ensure that all outstanding 
payments have been settled, and no damage to facilities has occurred or waste has been 
left behind which would incur a charge on the resident’s deposit, where in place.

16.3 Rules and regulations for the site should make clear the resident’s responsibilities in 
case of departure (see Figure 9 below).

Figure 9 – Resident’s responsibilities when departing site

On deciding to vacate the site, residents should ensure:

At least 28 days’ prior notice has been given;

The pitch and all other facilities covered by the rent are in a clean and reasonable 
condition and clear of rubbish;

Rent and additional service charges are paid through the required period of notice, 
even if departing earlier;

Outstanding amounts in respect of utility bills (water, electricity etc) are fully paid;

The appropriate local benefi ts offi ces know of the change of address.

•

•

•

•

•

16.3 The rules and regulations should also include a statement to the effect that in the event 
of departing the site with rent arrears or other charges to be paid, the landlord will seek 
to take action to locate the family and take court action or use a debt collector to obtain 
sums outstanding. 

16.4 The site manager should be prepared to provide on request a reference to another 
landlord.

Check list

Ensure residents are aware of departure arrangements and responsibilities 
(16.1–16.3)

All outstanding payments and charges settled before departure (16.2)

•

•
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Section 17. Enforcement/eviction policy

17.1 Although eviction must always be regarded as a last resort, the site manager must 
ensure that the ability for law abiding residents to live peacefully and be protected from 
anti-social behaviour on site is followed through effectively.

17.2 In the event that a court order for possession is made, the site manager should ensure 
that the eviction is conducted with discretion, to avoid distress as far as possible, 
particularly for younger members of the household and any children involved.

17.3 Ideally those involved should be given advance notice of the date this is to happen and 
the manager should ensure that all appropriate agencies are aware in advance and in 
attendance when eviction takes place (see Offi ce of the Deputy Prime Minister/Home 
Offi ce “Guidance on Managing Unauthorised Encampments”).

Check list

Any eviction is conducted sensitively and in liaison with appropriate agencies 
(17.2–17.3)

•
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Annex A. The consultation criteria

 The Government has adopted a code of practice on consultations. The criteria below 
apply to all UK national public consultations on the basis of a document in electronic or 
printed form. They will often be relevant to other sorts of consultation.

 Though they have no legal force, and cannot prevail over statutory or other mandatory 
external requirements (e.g under European Community Law), they should otherwise 
generally be regarded as binding on UK departments and their agencies, unless 
Ministers conclude that exceptional circumstances require a departure.

Consult widely throughout the process, allowing a minimum of 12 weeks 

for written consultation at least once during the development of policy.

Be clear about what your proposals are, who may be affected, what 

questions are being asked and the timescale for responses.

Ensure your consultation is clear, concise and widely accessible.

Give feedback regarding the responses received and how the consultation 

process infl uenced the policy.

Monitor your department’s effectiveness at consultation, including through 

the use of a designated consultation co-ordinator.

Ensure your consultation follows better regulation best practice, including 

carrying out a Regulatory Impact Assessment if appropriate.

 The full consultation code may be viewed at: www.cabinet-offi ce.gov.uk/regulation/
Consultation/Introduction.htm

 Are you satisfi ed that this consultation has followed these criteria? If not, or you have 
any other observations about ways of improving the consultation process please contact

 Albert Joyce
Department for Communities and Local Government Consultation Co-ordinator
Zone 6/H10, Eland House, Bressenden Place, London SW1E 5DU;

 or by e-mail to albert.joyce@communities.gsi.gov.uk

 Please note that the response to the consultation itself should be sent to the contact 
shown within the main body of the consultation.

1.

2.

3.

4.

5.

6.
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