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EXECUTIVE SUMMARY 
 

This review of the Worcestershire Single Homeless and Childless Couples 
contract has been commissioned by Worcester City Council as lead commissioner 

in partnership with Bromsgrove District Council, Malvern Hills District Council, 
Redditch Borough Council, Wychavon District Council, Wyre Forest District 
Council and Worcestershire County Council.  The contract is delivered by Caring 

for Communities and People (CCP).   
 

The Service was commissioned with CCP in early 2016 for an initial period of 
three years with Worcester City acting as contracting authority.  The contract 
was recommissioned with CCP in 2019 for two years with the option for a one 

year extension.   
 

The review covers the current contract period to date (October 2019 to March 
2021).  It focusses on the performance of the contractor against contract 
specification, their response to the pandemic and identifies opportunities for 

service change.  The following areas of service delivered by CCP are covered in 
this review:- 

 
1. Homeless Prevention Support Service supporting individuals at the earliest 

stage to prevent tenancy breakdown.  

 
2. No Second Night Out (NSNO) – providing support to homeless individuals 

who are new to the streets and have been accommodated under this service. 
 

3. Severe Weather Emergency Protocol (SWEP) – activating the emergency 

accommodation for rough sleepers in severe weather and providing the 
support.  

 
The review found the service to be flexible and adaptable and the provider works 
closely with the LHAs on solutions.  At a county level, they played an important 

role during the pandemic engaging with COVID related meetings.  The service 
adapted quickly when changes have been necessary.  They continued to operate 

the contracted service throughout the pandemic, most of which was carried out 
virtually as the face to face drop in centres were closed.   
 

Due to the impacts of COVID, it is anticipated that there will be further 
challenges ahead and an increase in numbers needing a housing support service. 

This is due to the further job losses anticipated and the expected rise in the 
number of people losing their home due to the restrictions being lifted on 

housing evictions.  These conversations are already taking place across 
organisations and plans being formed to put measures in place.   
 

This report identified opportunities for service change.  A target of contacting a 
customer within 72hrs has been achieved by CCP and developing closer linkages 

with the LHA Housing Options Teams will support the delivery of intervention at 
the earliest stage and the prevention of homelessness. A housing support 
pathway review is recommended to look at the integration of the service within 

LHA Housing Options Teams.  This will ensure that the process is more seamless 
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for clients and partners.  Also, regular methods of communication between the 
LHAs and the provider need to be made more robust.  This should include a 

refresh of existing protocols and processes. The opportunities for service change 
are covered in full in the report and will form part of the service development 

plan.  This plan will also address the concerns expressed by one of the districts 
about the quality of outcomes in their area. 
 

When reviewing the Homeless Prevention Support Service element, it was 
identified that the service needs to become more integrated within the Housing 

Options Teams.   There needs to be further work undertaken with the LHAs to 
assess how, where and when clients need to access the service to ensure that it 
meets current and emerging need. 

 
The review found that there may be opportunity to support clients at an earlier 

stage to prevent their homeless and this is an area identified for further 
investigation.   
 

A review of NSNO found that the service accepts the majority of referrals from 
the LHAs, but it is concerning that 50% of clients do not arrive at the 

accommodation following the referral.  This will be analysed further once the 
new performance figures are available.   

 
The review also noted that clients often do not wish to move out of their own 
area to access the current centralised location of the NSNO service in Worcester.  

The LHAs are working on a local provision in their own districts and the provider 
has confirmed that they are open to working with the LHAs on this new 

approach.  
 
The report found that the SWEP was opened on all occasions required with 

timely notification to partners.  Rather than the communal accommodation used 
in previous years, the SWEP provision was in B&Bs, in most LHA areas, which 

has generally been considered very successful by the LHAs, provider and clients.  
Although the new self contained accommodation used during the pandemic has 
generally been positively received, this did lead to a staffing resource issue for 

CCP within one of the local authority areas 
 

The provider has a good record of working with partner organisations and 
attends key meetings across the LHAs.  However, attendance at these 
partnership meetings has only happened more recently in one of the LHAs.   
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INTRODUCTION 
 
This review of the Worcestershire Single Homeless and Childless Couples 

contract has been commissioned by Worcester City Council as lead commissioner 
in partnership with Bromsgrove District Council, Malvern Hills District Council, 
Redditch Borough Council, Wychavon District Council, Wyre Forest District 

Council and Worcestershire County Council.  The current contract is delivered by 
Caring for Communities and People (CCP). 

 
The service provides housing advice and homeless prevention assistance in 
conjunction with Local Housing Authorities (LHAs) to prevent the increase in 

rough sleeping across the County.  The service assists the LHAs in achieving 
their legislative obligations, in particular the requirements set out in the 

Homelessness Reduction Act 2017.  In addition, the service assists in achieving 
the objectives set out in the Strategic Direction for Tackling Homelessness 
document, namely:- 

 
Priority 1: Prevent Homelessness at a much earlier stage (Prevention) 

Priority 2: Provide flexible and comprehensive responses to those in crisis and 
those with complex needs (Intervention) 
 

The review covers the current contract period to date (October 2019 to March 
2021).   It focusses on the performance of the contractor against specification, 

their response to the pandemic and identifies opportunities for service change.  
The following areas of service delivered by CCP are covered in this review 

 
1. Homeless Prevention Support Service supporting individuals at the earliest 

stage to prevent tenancy breakdown. The service provides advice and 

support which includes tenancy issues, housing rights & homelessness, 
budgeting & benefit take-up and training & employment. 

 
2. No Second Night Out (NSNO) – providing support to homeless individuals 

who have been accommodated under this service.  The service provides 

accommodation for people who are new to the street to ensure they do not 
spend a second night sleeping rough.  

 
3. Severe Weather Emergency Protocol (SWEP) – activating the emergency 

accommodation for rough sleepers to access in severe weather and providing 

support. 
 

 

SCOPE 
 
The review will focus on three elements of service commissioned through CCP. 

For each of the service areas the review will consider:- 
 
 Performance of contractor against contract specification and delivery against 

intended outcomes.   
 

 The response to pandemic and whether there has been a move away from 

the contract specification during that period.  
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 The recommendations and opportunities identified for service change.  

 
The following areas are not included in the review scope:  

 Other services in Worcestershire commissioned through CCP  
 
 The previous contract dated 2016-2019 and the 2018 review findings. 

 
 Audit of finances and contract value for money. 

 
 Review of policies, procedures and safeguarding.  

 
 

BACKGROUND 
 
The Service was commissioned via CCP in early 2016 for an initial period of three 
years with Worcester City acting as contracting authority.  The contract was 

recommissioned in 2019 with CCP for two years with the option for a one year 
extension.   

 
The Service is funded by the six district councils and Worcestershire County 
Council.  The percentage of funding paid by the LHAs was calculated on demand 

for the service in the previous contract:   
 

 
Local Authority    Funding PA   
 

Worcester City Council   £103,210   
Wyre Forest District Council  £32,924   

Wychavon District Council  £29,717   
Malvern Hills District Council  £25,229   
Bromsgrove District Council  £5,424   

Redditch Borough Council   £4,996   
 

Worcestershire County Council  £100,000   
 
TOTAL FUNDING    £301,500 
 

A review of the previous contract was completed in 2018 and the 
recommendations from the review were used to inform the new contract.  The 

provider worked with the LHAs to implement the recommendations. 
 
In March 2020, 6 months after the new contract commenced, the Coronavirus 

pandemic brought most of the country to a halt.  The restrictions of the 
pandemic are still in place at the time of writing this report and the contract has 

been operating under these restrictions for over 12 months.  
 
In response to the pandemic, the Government put in place several measures to 

reduce the negative impact of the Coronavirus on the public.  These measures 
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have directly affected how contract operates now and will operate into the 
future.  The measures are: 

 
 On 26 March 2020, the Government asked local authorities in England to 

“help make sure we get everyone in”, including those who would not 
normally be entitled to assistance under homelessness legislation.  Local 
authorities across the country sought to ensure that people sleeping rough 

and in accommodation where it was difficult to self-isolate (such as 
shelters and assessment centres) 

 

 On 20 March 2020, the government also announced the Coronavirus Job 

Retention Scheme.  This scheme financially supported employers and 
employees negatively affected and unable to work during the COVID 
pandemic by paying a proportion of their salaries.   
 

 The Coronavirus Act 2020 introduced a package of measures designed to 

protect tenants which includes protection to social and private tenants by 
delaying when landlords can evict tenants. The provisions in the Act 
increased the required notice period length landlords must provide to 

tenants when seeking possession of a residential property and have been 
extended through additional legislation.   

 
The impact of the pandemic and associated measures put in place by the 
government have been considered within the report. 

 

 
METHODOLOGY 
 
The review is based on information provided during the contract period. The 

sources of information used to inform the review include:-  
 

 Individual interviews with representatives from the provider and partner 

agencies.  
 Individual interviews and questionnaires with local authority Housing 

Option Teams 
 Audit of sample customer case files  
 Interviews with previous and current participants of the NSNO and the 

Homeless Prevention Support Service 
 Review of reports and documentation provided to the local authority by 

the provider over the contract period 
 Review of contract performance information 

 
 

CONTRACT PERFORMANCE OUTCOMES AND STATISTICS 
 

The contract specification sets out performance requirements for the provider to 

deliver. In line with the contract, the performance outcomes are reported 

quarterly. This is in the form of performance monitoring figures, a narrative 

report and also regular soft data reporting in the form of case studies.   
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This is a demand led service and the key figures in this section show the level of 

demand and service delivery against timescales.  They cover the contract period 

1 October 2019 to 31 December 2020 (covering five quarters).  

 

Homeless Prevention Support Service and NSNO 

 

The figures for the Homeless Prevention Support Service and NSNO are 

combined in some areas of the reporting below.  This made the analysis of 

figures for this report more difficult in some areas.  The figures will be split for 

the two services in the next set of reporting figures due year 2, Q2. 

 

 Total number of referrals coming into the Homeless Prevention Support 

Service and NSNO service was 581 for the contract period to date which 

averages at 116 per quarter. The largest number of referrals into the service 

are for people in the 25 to 50 age range and who identified as white British.  

 

The number of referrals into the service has declined since the contract 

started in October 2019.  In year 1 Q2 there were 69 referrals and in year 2 

Q2 there were only 18 referrals across Worcestershire. 

 

 It is mainly males referred into the service with 18% of females and no one 

identifying as transgender.  

 

 The primary reasons for homeless are friends and relatives no longer wishing 

to accommodate and relationship breakdown, followed by people leaving 

prison which was higher than expected at 14%. A breakdown by LHA of the 

number of people referred to the service with leaving prison as a primary 

reasons for homelessness is: - 

 

 Y1 Q1 Y1 Q2 Y1 Q3 Y1 Q4 Y2 Q1 Total 

Bromsgrove 0 0 0 1 0 1 

Malvern 0 0 0 0 0 0 

Redditch 0 0 0 0 0 0 

Worcester 5 7 15 15 11 53 

Wyre Forest 2 2 1 2 4 11 

Wychavon 3 0 4 5 1 13 

Number of prison leavers referred into service by LHA 

 

 The top 3 local authorities referring clients into the service were Worcester at 

50% followed by Wychavon at 23% and Wyre Forest at 21%.  These make up 

94% of all referrals into the service.  
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 The percentage of referrals declined by the service is an average of 3% over 

the contract period.  

 

 At the start of the contract the number of referrals assessed within 72 hours 

were 90%.  This increased to 100% in year 2 Q1. 

 
 An overview of the type of support offered by the service and the outcomes of 

the support: - 

 

Support Number 

requiring 

support 

Successfully received 

support (note: this support 

may be through a referral to an 

external agency) 

Reduction in Debt 186 74% 

Substance Misuse 167 73% 

Reduce Offending Behaviour 127 81% 

Maximise Income 111 67% 

Mental Health Care 100 75% 

Comply with Statutory orders 94 81% 

Primary Health care access 79 80% 

NSNO and Homeless Prevention Support Service Support Outcomes 

 

 

Homeless Prevention Support Service 

 

 The number of referrals into the Homeless Prevention Support Service by 

district are in the table below.  It has been noted that these referrals declined 

significantly in year 2, Q1. 

 

 Y1 Q1 Y1 Q2 Y1 Q3 Y1 Q4 Y2 Q1 Total 

Bromsgrove 0 0 0 0 0 0 

Malvern 1 1 0 1 0 3 

Redditch 1 0 1 0 3 5 

Worcester 36 36 14 24 14 124 

Wyre Forest 17 18 7 11 1 54 

Wychavon 14 9 6 5 0 34 

Number of referrals into Homeless Prevention Service by district 

 

 Within the Homeless Prevention Support Service, the tenure of people 

supported to remain in their own accommodation is predominantly 

temporary/hostel/B&B at 36%, closely followed by private rented 

accommodation and then social rented accommodation.  There were no owner 
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occupiers supported.  It is thought that once the Coronavirus Job Retention 

Scheme has ended there may be more owner occupiers needing to access a 

housing support service.   

 

 Figures showing that the number of people who remained in their 

accommodation following support under the Homeless Prevention Support 

Service is broken down by district in the table below.   

 

LHA Percentage remained in 

accommodation (Q1-Q4) 

Bromsgrove 100% (3 referred) 

Malvern 67% 

Redditch 100% (3 referred 

Worcester 77% 

Wychavon 70% 

Wyre Forest 65% 

     Percentage remaining in accommodation following support by LHA 

 

NSNO 

 The number of individuals referred into NSNO were 358 for 1 October 2019 to 

31 December 2020 of which approximately 50% percent of clients arrived at 

the NSNO accommodation.   

 

LHA Number 

referred 

Number 

accessed 

Bromsgrove 0 0 

Malvern 10 6 

Redditch 3 2 

Worcester 168 84 

Wychavon 89 46 

Wyre Forest 88 44 

 Number of people referred into service and number accessing service from Y1 Q1 to Y2 Q2 

 

 The number of individuals referred into the NSNO service from Wychavon, 

Wyre Forest and Malvern has increased substantially over the last two 

quarters (please see table below).  Whereas the number accessing for the 

other LHAs have remained broadly consistent.  The LHAs believe that the 

increase in referrals is due to the following:- 

 

1) The accommodation is now better quality (they have their own room).  
The previous communal setting was known to put rough sleepers off 

accessing.  
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2) An increase in homeless approaches for single people (for example 20% 
for Wychavon and Malvern) has increased reliance on NSNO.  

3) Higher rate of relationship breakdown due to COVID.  This includes those 
who moved out of the homes of those shielding and wanted their own 

accommodation due to COVID. 

 

 Y1 Q1  Y1 Q2 Y1 Q3 Y1 Q4 Y2 Q1 

Bromsgrove 0 0 0 0 0 

Malvern 1 0 0 6 3   

Redditch 0 0 1 2 0 

Worcester 30 25 52 39 22 

Wychavon 19 10 3 24 33 

Wyre Forest 10 7 17 30 24 

     Number of referrals into NSNO by LHA area per quarter 

 

SWEP 

 

 Due to the success of ‘Everyone In’, figures show the numbers of people 

sleeping rough on the street have reduced across Worcestershire.  In March 

2021 local intelligence showed that were 18 people sleeping rough on the 

street in Worcestershire. When compared to the last rough sleeper snapshot 

on a single night in autumn of 2020 of 36 means a reduction of 18 people.    

 

 At the time of writing this report, SWEP had been activated 44 times during 

the winter of 20/21 with an average of 8 people accessing per night.   This 

compares to 23 nights in 19/20 due to cold weather and an additional 16 in 

Worcester due to flooding. 

 

 
 

FINDINGS 
 

Homelessness Prevention Support 
 

 This service element meets priority 1 of the Strategic Direction for 
Homelessness Strategy, to “Prevent homelessness at a much earlier stage”. 
The provider works in partnership with the six district councils to deliver a 

prevention focussed enhanced homeless support service.   
 

 The contracted support for customers is one hour per week for a period of 6 
to 26 weeks. Of the 12 clients interviewed for this report, most clients felt 
that they did get their one hours’ support and a review of case files showed 

that client files were open for between 5 and 44 weeks.  
 



11 
V9 

 In line with the contract, the method of referral into the service is via the LHA 
to ensure that the client meets the criteria before accessing the service.  This 

works well in general, however, the review found that people who accessed 
the service directly were rerouted to the LHA for a referral which meant that 

there was more than one point of contact. Consideration needs to be given as 
to how this can be streamlined to enable clients to be helped at the first point 
of contact in all cases. (see recommendation 1) 

 
 The number of referrals into the Homeless Prevention Support Service 

declined in year 2 Q1 across all LHAs and more significantly in Wyre Forest.  It 

is recommended that further work is undertaken between the provider and 

the LHAs to ensure the service becomes more integrated within the Housing 

Options Teams.   This should also include an increased local presence in each 

LHA area and training staff to safely undertake lone working whilst ensuring 

the necessary processes and policies are in place. (see recommendation 4) 

 

 It has been noted that referrals are rarely refused and if they are turned down 
an explanation is given to the LHA by the provider.  

 
 Clients are usually supported via the telephone.  Around three quarters of 

respondents said they preferred telephone support.   However, half of all 

respondents felt that their engagement with support would have improved 
had it been face to face.  It is not clear why the respondents preferred 

telephone support if the face to face contact would have improved their 
engagement.  The main areas of support are with independent living, personal 
development, emotional wellbeing, rent arrears and benefits. 

 

 The service model also includes drop in or hub locations for clients in three 

LHA areas (Worcester, Wychavon and Wyre Forest).  These hubs have been 
closed since the pandemic, although in some areas the LHA Housing Advice 

Centres (where the hubs operate from) were made COVID compliant and 
remained open.  The provider has confirmed that they are planning to open 
them as soon as they have assessed it is safe to do so.  Before the hubs are 

reopened the provider would like to work with the LHAs to review how, where 
and when clients can see CCP staff face to face to ensure they meet current 

and emerging need.   
 

 Although the focus of this service is preventing homeless at the earliest stage, 

the performance figures highlighted that referrals are often for people who are 
already in temporary accommodation rather than being picked up at an earlier 
prevention point. This is also reflected in the interviews with service 

participants which confirmed that half of respondents were in not in a 
tenancy.  There may be opportunity to refer people through to the service 

earlier. (see recommendation 2) 
 

 Regular methods of communications between the LHAs and the provider need 

to be made more robust. How this will be achieved will be considered in detail 
as part of the work on a service development plan. This should include 

refreshing and embedding existing protocols. (see recommendation 1) 
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 The review identified that more training is needed for less experienced staff 
particularly around housing advice to enable staff to feel more empowered in 

decision making and to work with the more complex clients that are coming 
through housing services. (see recommendation 4)  This may lead to a 

reduction in the dependence on the Housing Options Teams for support 
related elements which have been identified in some cases. 

 
 As part of this review we asked a random selection of clients about their 

satisfaction with the service and found that all respondents would recommend 
the service to others.   This is with exception of the clients in Wyre Forest 

where only 1 out of the 4 people interviewed confirmed they would 
recommend the service.  It should be noted that there was only a small 

sample undertaken.  The provider undertakes their own satisfaction 
questionnaire when a client exits the service.  The results of this can’t be 
broken down by service elements but overall results were that 51 out of 53 

were satisfied with the service (further information on this can be found in the 
Contract Performance Outcomes section).  The review would recommend that 

the results of these satisfaction questionnaires are provided broken down by 
LHA at Performance Board Meetings. (see recommendation 3) 

 

 It was noted that there were different options for housing support available 
for the client from CCP, voluntary organisations and within the LHAs.  The 

review recommendations review/refresh of the pathways. (see 
recommendation 1) 
 

 There needs to be an increased focus on using the private rented sector to 
accommodate people rather than social housing. (see recommendation 5)  

Whilst recognising that finding suitable accommodation for homeless clients 
has become increasingly difficult as there are more people with complex 
needs using the service.  This is coupled with the issues of sourcing 

accommodation which is suitable and affordable. It is an issue found across 
the whole of the housing service and an area of work within the 

Worcestershire Housing Partnership Plan 2017 and the Worcestershire 
Homelessness and Rough Sleeper Strategy 2019-2022. 

 

 The provider has been able to add value into the contract through:- 
 

 their experience and knowledge of homelessness services through the 
delivery of contracts homeless support for other local authorities.  

 obtaining funding to provide mobile phones to clients during the pandemic 

 the use of two social work students who are on placement within the 
Homeless Prevention Support Service and NSNO.  

 
 

No Second Night Out Support 
 
 The provider has been commissioned to deliver the support element for the 

No Second Night Out service.  The focus of this service is on providing support 
and accommodation to prevent an individual from spending any more than 

one night on the street and preventing rough sleeping. This accommodation is 
available to the client for five days but can be extended with the authorisation 
of the LHA. 
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 When a referral is received, the provider confirmed that they make immediate 

contact and will meet the client at the NSNO accommodation.  However, this 
isn’t something that is currently measured on their performance figures. (see 

recommendation 3) 
 

 The majority of referrals made by the LHA are accepted by the service.  When 

the provider is unable to accept someone into the service the LHAs felt there 

is an explanation as to why they are turned down.  It was highlighted that the 
LHAs need more transparency in the decision making process behind 
acceptance of referrals.  Consideration should be given to using a framework 

in the update of the NSNO protocol within which decisions on acceptance can 
be made.  
 

 The figures show that only 50% of clients arrive at the accommodation 
following a referral from the LHA, which is low.  The reasons are not currently 

known but will be recorded in future as part of the new performance data.  
 

 The review identified that placements in accommodation for clients are being 
extended beyond the five day limit.  The reason for these extensions will be 
understood further from the new updated performance data.  

 
 The LHAs felt that there may be further opportunity to provide support at a 

faster pace to reduce the length of stay in accommodation. The provider and 
the LHA should work together to identify opportunities to reduce length of 

stay. (see recommendation 1) 
 

 As part of this review, the LHAs interviewed 11 NSNO clients most of whom 

had previously accessed the service but there was one client who was being 
supported by the service at the time.  As it is a small sample the results do 

need to be treated with some caution.  
 
The key findings from the client interviews were:- 

 
 10 out of 11 people interviewed would recommend the service to others. 

 Everyone confirmed that they were happy with the accommodation.  
 Following support: seven people were assisted into accommodation, one 

person returned to rough sleeping, two people returned to sofa surfing 

and one person was supported to return home.  
 8 out of 10 interviewed were happy with the support but it was noted that 

not all clients were aware of the full range of support that could be 
accessed.  
 

 In response to the pandemic, the NSNO accommodation was moved to a more 
self contained setting as the previous accommodation was communal. The 

provider worked with the LHAs to make this transition. 
 

 The current accommodation is centralised in Worcester.  The figures show 

that the highest rate of referrals is from Worcester City with the lowest from 
Redditch and Bromsgrove.  The LHAs have reported that this is due to the 

centralised location at Worcester City and the difficulties with clients not 
wanting to travel out of area.  
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 The difficulties with centralised accommodation have already been recognised 

by the LHAs and work to put in place a more localised approach for 
emergency accommodation for rough sleepers has already commenced.  The 

LHAs are planning for a local provision in each district and a bid for funding 
has been included in the Rough Sleeper Initiative 4 bid to the MHCLG.  CCP 
are very open to working with the local authorities to put this new approach 

into place.  
 

 It was noted that there is no reconnection service provided by CCP as this is 
now carried out via the local authorities.  This is where people approach in 
Worcestershire and need to return to their local area. Numbers requiring 

reconnection are very low (averaging 1 per quarter) and are reported back in 
the quarterly reports.  

 
 The review found that the NSNO Protocol needs to be updated and embedded.  

As part of this process they may be further opportunities identified to develop 

a consistency of approach across the LHAs whilst still meeting local need. (see 
recommendation 1) 

 
 

 
Emergency Accommodation during severe weather (SWEP) 
 

 Within the contract, the provider is expected to deliver five emergency 
shelters across Worcestershire. The accommodation provision is triggered with 

24 hours notice during severe weather which includes when the temperature 
falls below zero degrees or less in any part of the County.  During the coldest 
winter months there is also requirement to employ two Winter Weather 

Workers as additional resource to support the service during this time.   
 

 Prior to the pandemic the emergency accommodation provided was 

communal.  During the pandemic the provider worked with the local 

authorities to source alternative locally based accommodation within a more 

self contained setting.   

 

 In agreement with the LHAs, the provider supported the opening of 4 

locations during 2020/21 due to more limited need in one of the LHA areas.  

Most of the emergency accommodation is provided was within private B&B 
settings.   Wychavon’s provision was in a Church as there was no alternative. 
It is generally felt by LHAs and the provider that the B&B accommodation 

worked very well.    
 
 CCP have enabled access to all accommodation locations for all 44 nights that 

SWEP has been activated to 16 April 2021.  They use a bank of sessional 
workers to staff the emergency accommodation. 

 
 It is felt that SWEP is delivered flexibly and CCP do not refuse access to SWEP 

unless there has been a serious incident or breach of service expectations; 

this did not occur from CCP during 20/21. 
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 However, both the provider and LHAs raised the issue that on one occasion, a 
client was not accepted by the private B&Bs due to a serious offence.  On this 

occasion they were able to offer an alternative venue, but for many people 
SWEP is the accommodation of last resort and could result in someone having 

the spend a night on the street in severe weather.  

 

 The gap in suitable accommodation for rough sleepers with complex needs is 

a recognised within Worcestershire. There is an opportunity to bid for funding 
as part of the 2021-2024 Rough Sleeper Accommodation Programme.  As part 
of the Rough Sleepers Accommodation Programme 2021-2014, funding has 

been allocated by the Government to provide move on accommodation and 
high quality support for rough sleepers.  

 
 Generally, the LHAs were happy with the support service provided by CCP and 

their ability to open multiple SWEP sites at short notice. The notifications of 

opening were communicated in line with protocol.  However, there were 
concerns raised by one LHA around the reliance on Housing Options Teams 

staff to assist clients during early morning check out. The SWEP Protocol sets 
out that as minimum service standard the provider needs to be at the 

accommodation for check in and check out. More lone working would reduce 
the need for a second person when visiting clients. (see recommendation 4).  
The provider confirmed that there were occasions when they needed to work 

with the LHA and this was usually when they were short staffed after long 
stints of opening.   

 
At the time of writing this report, SWEP was still opening due to cold weather.  
However, the figures are already showing that due to ‘Everyone In’ the 

numbers accessing SWEP were considerably lower than previous years.  This 
is with the exception of Wyre Forest where the numbers accessing this 

accommodation have increased.  Wyre Forest have confirmed that they 
understand this to mainly due to the increased quality of provision and the 
success of their own outreach officers.  

 
Partnership Working 

 
 One of the key elements within the contract is building relationships with 

partner organisations as multi agency working is essential to the success of 

this contract. 
 

 When speaking to partner organisations they reported that there is generally 
a positive working relationship between themselves and CCP.  There are 
specific examples such as secondment between organisations which has really 

helped strengthened relationships. It has also been felt that relationships 
across the services have also been strengthened due to pandemic.  
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 CCP have very good attendance at a wide range of partnership meetings both 
Worcestershire wide and specific district based meetings.  These meetings 

include  
 

 Daily Ops call/huddle - Worcester 
 Fownes Weekly Move-On meeting 
 Care & Protect 

 Worcester Cares 
 South Worcestershire ODOC (One Day One Conversation) 

 Prevention Panel (Wyre Forest) – recently established  
 AXIS Youth Hub Partnership Forum (Wyre Forest) 
 Malvern Hills Homelessness Partnership meeting 

 VOW (Volunteers of Worcester) meeting 
 Wychavon Homelessness Partnership meeting 

 
 In addition to these meetings, CCP regularly attend and contribute to several 

task and finish groups across Worcestershire, including the Homeless 

Taskforce, as and when required.   
 

Contact Performance Outcomes 
 

 There are comprehensive performance outcomes which are reported on a 
quarterly basis at the Board meetings attended by CCP, all LHAs and 
Worcestershire County Council.  There are also two Councillor representatives 

who attend six monthly from the commissioning authority.  CCP also produces 
an Administrating Authority/Annual Report. 

 
 The outcomes data is presented as performance spreadsheets, a narrative 

report and case studies.  The data returns provided are line with good 

practice.   All performance data detailed in the contract is provided within 
timescales. 

 

 The current performance information has recently been reviewed.  In 
discussions with the commissioners, the provider has made the requested 

changes to the performance monitoring information. The new method of 
reporting will be ready for Year 2 Q2 (January 2021-March 2021).  The key 

changes to the report data are the split in the NSNO and Homeless Prevention 
Support Service elements to make it easier to understand how the two 
separate services are performing. There will also be more narrative provided 

making the figures more meaningful.  It should be noted that this new format 
was not available for this report. 

 
 The contract does not set any targets against any of these indicators as it is 

demand led and aims to ensure that all clients will be seen.  The performance 

is measured against the timeliness of intervention.  
 

 CCP monitor client satisfaction through feedback forms which are completed 
when the client leaves the service. It is recommended that these are reported 
in detail to the Performance Board meeting (see recommendation 3).  The 

results from the most recent returns for 1 October 2020 – 31 March 2021 
show the following: 
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 51 out of 53 were satisfied with the service 

 51 out of 55 felt the service made a difference 
 53 out of 56 would recommend the service 
(note: these figures contain the results of 3 questionnaires made by CCP partner 

organisations rather than clients) 

  

 
 
COVID 

 
 In March 2020, the Government wrote to local authorities in England asking 

them to house all people sleeping rough, and those in hostels and night 
shelters, by the following weekend.  CCP played a key role during that time 
engaging with partners and attending COVID related meetings. 

 
 During Covid-19, CCP also quickly adapted and reconfigured their services to 

meet the needs of local authorities and have taken on additional support 
responsibilities helping multiple vulnerable people.  This includes working with 
some of the LHAs relocating the accommodation provision for NSNO and 

SWEP and countywide working on ‘Everyone In’. 
 

 The Homeless Prevention Support Service has continued throughout the 
pandemic and has adapted by providing mostly virtual support with a few face 
to face meetings taking place outdoors where it has been possible.   

 
 CCP provide regular drop in sessions in Worcester, Wychavon and Wyre Forest 

for clients but these were suspended due to the pandemic.  The provider has 
confirmed that they are keen to restart and work with the LHA to review the 

location of these sessions. 
 
 It is widely anticipated that the COVID pandemic will result in job losses and 

evictions.  The review respondents are predicting an increase in referrals and 
change in the demographic accessing the service.  The provider is planning for 

this scenario and includes the likelihood of more owner occupiers needing 
support. 

 

 One of the positives that respondents felt have come from the pandemic is 
that COVID had strengthened relationships between organisations.  

 
 
Client support 

A review of the client case files held by CCP on Advicepro found the following:- 

 
 Personal support action plans were in place on all case files but actions were 

limited and, in most cases, not updated after the first meeting.   

 
 It was found that the case notes were very comprehensive, regularly updated 

and easily gave a picture of the support given.  
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 There needs to be more links made to the personal housing plan.  Evidence of 
communication with the LHA ranged from excellent to no evidence found in 

one case.   
 

 There was evidence of the risk plan being completed and kept up to date.  
However, there were a couple of cases where this plan needed to be used 

more effectively.  In one example, there were risk triggers around drugs and 
alcohol and the control measure identified was a referral through to a drug 

and alcohol support agency but there was no evidence of this referral on file. 
 
 The contract states that support should be provided for between 6 and 26 

weeks.  The files show that cases were open between 5 and 44 weeks.  With a 
good proportion of files still open after the 26 weeks albeit only by a few 
weeks in most cases.  

 
 There was evidence of support to gain access to accommodation in all cases 

where support was required, but the evidence of support in other areas 
appeared to be more limited in some cases. 

 

 It was noted that sometimes there was an overlap with support from other 
agencies.  For example, when a customer moves into temporary 

accommodation. This should be included in the review of the housing support 
pathway (see recommendation 1) 

 

 

SUMMARY OF FINDINGS 
 
CCP are an established charity who are there to meet the needs of the client 

with a charitable ethos at the heart of what they do.   
 

The review found the service to be flexible and adaptable and the provider works 
closely with the LHAs on solutions.  At a county level, they played an important 
role during the pandemic engaging with COVID related meetings.  The service 

adapted quickly when changes have been necessary.  They continued to operate 
the contracted service throughout the pandemic, most of which was carried out 

virtually as the face to face drop in centres were closed.   
 
Some of the key points identified for service change include the need for more 

integrated working to facilitate closer partnership working.  The communications 
between the provider and the LHAs could be more robust.  It is recommended 

that these additional formalised communication channels should include a 
workstream to refresh of processes and protocols and the opportunities for 
service development identified in this review.   

 
The review also identified that the LHAs felt there are potentially some additional 

training opportunities for those staff with less experience and also to facilitate 
more lone working.   
 

For clients accessing the Homeless Prevention Support Service the review 
identified that more work needs to be carried out to identify potential 
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opportunities to see people at an even earlier stage and increase the number of 
people prevented from becoming homeless. 

 
Within the NSNO service the provider does accept the majority of referrals from 

the LHA but there is an issue with the number of clients (50%) who don’t arrive 
at the accommodation following the referral.  There will be opportunity for 
further analysis in this area once the new performance figures are available.   

 
The review also noted that clients often do not wish to move out of their own 

area to access the current centralised location of the NSNO service in Worcester.  
The LHAs are working on a more localised provision in their own districts and the 
provider has confirmed that they are open to working with the LHAs on this new 

approach.  
 

With regard to SWEP, the LHAs were generally happy with the support service 
provided by CCP and their ability to open multiple SWEP sites at short notice. 
The notifications of opening were communicated in line with the protocol.  

However, it was noted that LHA staff used to support one of the SWEPs on 
occasions could be reduced if staff undertook more lone working.  

 
The provider does need to access the private rented sector to accommodate 

more clients rather than using social housing.  Whilst recognising that finding 
suitable accommodation for homeless clients has become increasingly difficult as 
there are more people with complex needs accessing the service.  This is 

coupled with the issues of sourcing accommodation which is suitable and 
affordable. It is an issue found across the whole of the homeless service and an 

area of work within the Worcestershire Housing Partnership Plan 2017 and the 
Worcestershire Homelessness and Rough Sleeper Strategy 2019-2022. 
 

The provider ensures that all performance information is submitted on time for 
the regular performance meetings.  In discussions with the commissioners, the 

provider has made the requested changes to the performance monitoring 
information, but this was not available in time for this review. 
 

The provider has a good record of partnership working and has recently started 
regularly attending key meetings across all the LHAs. 

 
 

RECOMMENDATIONS/OPPORTUNITIES FOR SERVICE 
CHANGE 
 
More detailed information on these recommendations can be found in the body 

of the report and will form part of the service development plan.  
 

 
1. Review Housing 

Support 

Pathway and 
communication 

  
 More integration of the service within the LHA 

Housing Options Teams should be considered as 

part of a review of the housing support pathway. 
This will facilitate closer partnership working and 

provide a more seamless service for the client. 
 



20 
V9 

 The method communications between the LHAs 
and the provider need to more formalised in areas.  

These more robust communication channels should 
include a workstream to refresh processes and 

protocols and to work on the opportunities for 
service development identified in this review.   

 

2. Earlier 
Intervention  

 A small audit sample of current cases may provide 
an insight into how we can identify clients at risk of 

homelessness at an even earlier stage.  This would 
increase homeless prevention.   

 

3. Service 
Monitoring 

 To include the three additional monitoring 
measures recommended in this review within the 

current monitoring information.   
 

4. Staff Training  More intensive training in housing advice should be 

considered for staff with less experience, this could 
include some work shadowing.  Further training in 

lone working should also be considered.  
  

5. Accommodation 
Options 

There is a recognised issue in the gap of provision 
for suitable accommodation for people with 
complex needs and it should be noted that this has 

also been the findings of this review. 
 

The issue with the large proportion of prison 
leavers being referred into the service to be raised 
at the Prison Leavers Task and Finish meetings.  

 
 The provider needs to identify more opportunities 

to enable clients to access the private rented 
sector. 

 

 
 

 


