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Key Findings

TheCoordinatedCommunitySupport CC3Programme works with four different local authority areas to gt

pilot workstreams providing support, guidance and resources to local community organisations to better
coordinate crisis provision within thdimcalauthority area.Taking a collaboraterapproach, the programme

seeks to develop new approaches to supporting people facing financial crisis through the sharing of ideas, direct
funding and supporting applications to welfare support. The programme also seeks to influence national
systems by hbinging policy makers and funders closer to the experiences of local people.

Our conclusions for Year 1 of the Coordinated Community Support Programme can be summarisedss follow

o Significant progress made and strong relationships buitie CCS Tealmave exceeded the number of
people and organisations they have engaged through the ProgrammeCTBeT eaimave gained
credibility and trust of a range &foluntaryand Community SectoWC$organisations within 1 year.
This achievement, especially dwiovidl9 where face to face meetings have not been possible, is
notable.

o The Programme has been agile in response to Ceiddvith coordination remaining a key priority:
the Programme has allowed space for workstreams to be Ci¥iesponsive (i.e. prading support in
direct response to needs emerging because of the pandemic). Furthermore, the Progtaamme
facilitated useful conversations at pilot site level to increase awareness of community needs arising due
to Covid19. While the focus of Year 1 gilot site level has been somewhat adapted due to Cd¥d
the core value of improved coordination remains visible and attainable. In some cases1@tasd
catalysed improved coordination.

o Preconditions for systems change at local levétar 1 of the Programme has built some solid
foundations for systems change in each of ther local areas. This includes improved coordination,
improved recognition of the strengths of different organisations and some firm plans to develop
coordinated systems for ées 2 and 3 of the Programme.

o Learning how to improve pathways and experiences for people who access serttoesigh the
funded workstreams, Year 1 of the CRI8grammehas enabled some rich learning and reflection about
how VCS organisations support their communities. For example, the unique and trusted relationships
that are built, innovative ways to keep in touch with people during lockdown and how to mobilise
resour@s at times of crisis.

0 lIterative and evolvingProgrammethe Programme has learning at its heart. There is an
acknowledgment amongst theCS Teaithat the initialfive Programme themes will need to be adapted
¢ partly in response to Cowitl9 and partly de to learning via the workstreams.
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1 Introduction

1.1 Background

¢ KS / KAf RNEgiQEartngrehp wvith e¥eralrganisationsncludingButtle UK the Lloyds Bank
Foundation, Children in Needhe Church of Englan@ihe Legal Education Foundatjdime Local Government
AssociatioLGA) Trust for London, Smallwood Trust, Stepchaage Trussell Trustre delivering the
Caordinated Community Support (CG8pgramme

Thethree-yearprogrammehas the following objectives, as described in tiniginal proposal:

o To ensure that more people have access to the emergency support provision they need, at the point
when they need it

0 To ensure that Local Welfare AssistasahemegLW/AS)and the Discretionary Assistance Fund (DAF)
schemeare deliveredeffectively, and to reduce duplication of crisis support provision available locally.

0 To reduce the recurrence of crises by improving local referral networks.

o To improve the provision of crisis support nationwide by sharing learning from those areas where
projects are delivered, with other Local Authorities across the country.

TheProgrammewas devisedn response to thdocalisation of welfare assistance in 20Hd research
O2yRdzOGSR 08 ¢KS / KAfRNBYyQa {@tdakhgBds Mdetieiorte' Refore/ K dzNI k
2013,there was a national scheme of crisis loans and community care gHowever, reform of the system

led to the establishment dfocal Welfare Assistance Schemes (L\WW#8¢h are nowadministered by upper

tier local authorities in Englandhe funding for these schemés not ringfenced for that purposgandthe

overall sum of money for crisis supptidsreducedover time.Fundingin England fell in real terms from around

£291 million in 2010/11 to £132 min in 2020/21 a reduction of 55%.

In Wales, the Discretionary Assistance FUDAK) providesvo types of grank; the Emergency Assistance
Payment (EAP) and the Individual Assistance Payment TIRDAF is administered centrally by the Welsh
Governnent, in contrast to the decentralisddcalwelfare assistance model in England.

1.2 Programmedesign

TheCC3rogrammeworks withorganisations irfiour different localauthority areas to setu@nd pilot projects
providingthe support, guidance and resources to better coordinate crisis provision withinlgwility. To
identify the four areas, gxessions of interest wersent to all Local Authoritiesith 20 submittingexpressions
of interest. Asa prerequisite for Local Authorities to be considered as a pilot #itey needed to have an LVBA

1¢ KS / KAt R N& R Zhufcl?2odBn§ai@®18) Not Making Ends Meet: The precarious nature of crisis support in
England

2¢ KS / KAt RNBy Delave N@Farhilg BebindoStrengtiterting Local Welfare Assistance Cavidd 9
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in place and a commitment to continue funding it throughout the duration ofRnegrammeTheTCSeam
shortlistedeightwho were interviewed and asked:

o How they felt theProgrammecould support with the delivery and development of theiWWAS
provisior

o What areas did they feel their LV&&as lacking and why?

o How did they see thiProgrammesitting more broadly within their strategic vision for their suppimr
vulnerable resident3

o What did they think was working well within théacalauthority are&?

o How well developed did they think their networks with the VCS Were
Following these interviewshe following local areas were chosen as pilot sites

o Norfolk (County council, rural)

0 Oldham(Unitaryauthority, urban).

o SwansedUnitaryauthority, devolved nationurban)

0 Tower HamletgUnitary authority, urban)

The local pilotvork is supported and facilitated by a national |leG&S Tearonsisting o& Programme
Managersupported by twoProgrammeOfficers. TheProgrammeis also supported by laearning Facilitatoand
an independent external evaluation

TheProgrammes founded on five themes, or key componemsthin each pilot site?

0 Improving access to crisis support schemeso often people®ounce aroundibetween different
services trying, but failing, to access crisis support. J@&rogrammeseels to address this by better

marketing of local crisis support provision to those who need it, and by supporting a wide range of local

services to be able to support people to access crisis suggather than simply signposting them on
to another organisation.

o A dmpler, supported, application processvhen people do find out about the support available,
making an application can be challenging. Making these requests can involve filling out lengthy and
confusing forms, providing a substantial amount of evidencevaaiting, often for an unspecified
amount of time, to hear the outcome. THRECFrogrammeseelsto address this, both by improving
application processes themselves, and by supporting staff to assist with making applications.

o Addressing underlying needs forevent the recurrence of crisisn important element of the project is

that service users are not just supported to address the immediate crisis, but to address the causes of

crisis and prevent recurrence. In order to do so, staff need training andttirarable work with service

users to (1) understand why they reached crisis point, and what support would be needed to prevent
recurrence, and (2) make a successful referral into other services within the local crisis support network

which can help addregbese issues

3¢KS / KAt RNByQa {20A@dp@gsalonnmdpy //{ tNBINIYYS
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o Providing aftercare¢ KS / KA f R N®lof Kaking{EAdS M&Blieseddch into crisis support
provision in England found that, where it was available, families really valued good aftercare and
seemed to make an important difference tanig term outcomes, including the incidence of repeat
financial crisis.

o A commitment to ongoing learningeach pilot local project will differ, depending on their local context
and priorities. This both gives the opportunity to test different approaches, and to learn from the
outcomes delivered in different parts of the countrynaking changes to schemes asytidevelop.
Learningwill be sharedwith other Local Authorities in the pilot, and other parts of t@untry.

When theCoordinatedCommunitySupportProgrammewas designed, there were conversaticarsongst the
partnersabout the extent to which thérogranme should bedhterventionisi.e. prescribeutcomes and
suggested activities) voproduced({e. with outcomes agreed at local level) with delivery organisations in
the local pilot sitesThere have been challenges associated with Wisershigrontinuumasdescribed later

in the report.

1.2.1 Programmefunding andgovernance

TheCoordinatedCommunitySupportProgrammes governed by rogrammeBoardconsisting of
representatives from th®rogramm&® & ¥ dzy’ R A y 3 and o ngtidnal paitieBSKhéBoardmeets
every quarterand is sipplemened bya learning and evaluation groum turn made up fronrepresentatives of
organisations on the Programnidoard.

TheProgrammeoriginally envisaged thateeringgroups woull be formed at a local levéb contribute to the
Programmebeing locally owned. While pilgite Steering Group have nomaterialised, theProgrammehas

invited all involved pilobased organisations to sign a charter to demonstrate their commitmettig¢osalues

of the ProgrammeTo move towards a group of organisations with a sense of investment in the Programme, it
was decided thalocalcharter signatories are consulted on any funding arrangementgfaatcrganisationsn
receipt of funds must alsbe a charter signatory.

TheProgrammehas secured external funding of £1.4m from seven external fun@ensging together this
number ofindependentfundersto contribute towardsa singleProgrammes, in itself, a considerable
achievementAn overview ofunders supporting theore costs of thérogrammeby relative size of their
contribution isshown inFigure lbelow.
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Figurel: Funding mix of theCoordinated Community SuppoRrogrammeby contribution

Trust for London

The Legal Education
Foundation

Lloyds Bank Foundation Children in Need

Source: CCS Programmeaem

Each funder has a different focuandthis illustrates themultifacetednature of the problemandreflects the
ambitious aims of th&rogramme TheProgrammeaims tocontribute to a range of issues associated with crisis
support but recogrsing the role that systems change (hamely, coordinated systems) has to play in addressing
challenges and ultimately resulting in better outcomes for service users.

In addition,Srrallwood provided funding to support direct grant funding for individwaid ailmost £70,000 has
been leveraged from other sources (namely Martin Lewis Fund, Paul Hamlyn Foundation and the East End
Community Fund). Further information about this leveragaddingcan be foundn Chapter 3.

1.3 Evaluation approach

1.3.1 ProgrammeTheory of Change

In Autumn 2019when Cloud Chamber was appointed to evaluate @@ordinated Community Support
Programmeit wasstill in the early stage®f implementation Four pilot sites had been identified and a draft
Theory of Changead been compiled by the TES8idence and Impa¢tamin collaboration with the CCS
Programmeeam. Cloud Chamber worked with tHerogrammeeamto refine theTheory of Changeand align it
with the five Programmehemes (access, applicatiomderlyingneed, aftercare and learnings well as
conceptualising th& heory of Changeithin three impacttiers - impact onpeople impact on local systems and
impact on national systemdhis is repremnted diagrammaticallgt the beginning of eackelevantchapter in
this report(p35, p40& p54).
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It is important to note that thelrheory of Change&as developed before the Covi® pandemic in the UK. Many

of the assumptions underpinning thigheory of Changeave been challenged duringgar land a discussion of

this can be foundhroughout thisreport. Furthermore, aligned with the learning spirit of tReogrammethe

Theory of Changis regarded by Cloud Chamber as an iterative theory and the outcomes articulafedrnri

will not necessaly berelevant inYears 2 and 3. In addition, unexpected or unintended outcomes have emerged
in Year land are discussed in this report.

1.3.2 Evaluation activities and dta

Theevaluaton brief was primarilsummative in natureassess the impact of tHerogramme There were also
formative elements, wheréhe evaluation team workwith the Learning Facilitator to highlight barriers and
enablers to impactThis report covers thérst year of delivery of theProgramme from August2019 to
September2020

From the outsetwe recognised that our evaluation methodology would need to be flexible and responsive to
the activities designed in thi@ur local pilot sites. In keeping with the spirit of tfreogramme we wanted each
local pilot site to have a bespoke set of outcorttest resonate with their aspirations. THellowingevaluation
activities anddata informthe Year levaluation reportas detailedn Figure 2.

Figure2: Evaluation data sources

D
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Activity / data Details Timeframe

Deskreview of o Programmeapplication November201%; May

implementation plans 2020
0 Board papers

Observation 0 Steering Group Attendance February to May 2020
o Pilot site deliverymeetings(eightattended)
o Crosssite best practice call reach
Programmeteam o Monthly reflective sessions with tHeCS Teamnd the Ongoing from March
consultation Learning Facilitator 2020
0 National system&ownload€group consultations witlCCS
Teamon a bimonthly basis (May 2020 and ongoing, three ir
total)
o Interviews with four members of the GBrogrammeeam
(October 2020)
CCS partner survey: Ly 2yfAyS adz2NBSe NBIFNRMI3 W June 2020

systems change organisations invited to participate in tHerogrammewere invited
to complete this surveyRelevant data is provided in Appendix 2

Workstream case studies Documentary and monitoring data review plus 15 interviews wii August¢ October 2020
delivery leads and partners

Monitoring data analysis Analysis of monitoring data collated by the TCS Evidence and SepemberOctober 2020

Impact team
Outcome setting Qualitative data from the outcomsetting sessions facilitated by September 2020
workshop Cloud Chamber

Perspectives of crisis Survey (n=41) carried out by ti&CS Tearind Amy Edwards as  OctoberNovember 2020
provision research part of thednalysis of perspectives of crisis provi$iasearch
project included some evaluatiespecific questions designed by
Cloud Chamber
The methodology set out in the initial evaluation framework has been modified in response tc Qs in
alignment with the flexible naturefahe Programme During the lockdown period, the Cloud Chamber
evaluation team observed partnership calls in order to g#kal time(eel for how theProgrammewas
responding and supporting organisationsréspond toCovd-19. It also allowed the evadtion team to be a
soundingboard for the CCBrogrammeeam throughout the first lockdown to share reflections, observations
and support in decision making for the team.this sense our evaluation shifted from a summasxerciseo a
developmental appach.

4 Focus groups have been undertaken wibalauthority representatives and VCS regsentatives as well as-2-1

interviews with beneficiaries of crisis provision locallge research aims to gatbetter understanding of is the different

dzy RSNE Gl yRAY3IA 2F oKIG O2yadAddziSa I WONMA & A ar@isibnyTRis WONA & A
Year 1 report incorporates survey data from this research project.
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FiveKey Performance Indicator&PI3were set for theProgrammeat proposal stage. These are shown in
Appendixl with some narrative around Year 1 progress. The fRison receiving, and referral to crisis
support, as well asngagement of organisations

1.3.3 Workstream case studies

Given the significant disruption causby Covidl9, it wasagreed that a usefuensfor the Year levaluation

would beto conductworkstreamcase studiegn each pilot siteSeventeen workstreams were funded through

the Coordinated Community SuppdProgramme with an additional five funded through leveraged funds. It was
agreed that four case studies would be selected out of this tdthé aim was to have good balancef

workstream type, beneficiary group and thematic foctise following case studies wethereforeidentified:

0 Mulberry School Food and Advice Senibewer Hamlets

0 Norwichintegraton Partnership(Norfolk)

o Ethnic Minorities and Youth Support TeaaYS)Centralised Hardship Furi8wansea)
0 {dzLILI2 NI g | Ol A 2 YSAWNeXiéhged suppbrSsardcgOhan o

Fifteen (15) interviews were carried out in total to inform these case studies findings in this report are
heavily influencd by leaming from across théour case studies and have been triangulated with other data
sourcesasnoted above.

1.3.4 LearningProgramme

Accompanying the evaluation is a learnprggramme led bythe Learning FacilitatoThe purpose of the
learningprogrammeis:

0 To support pilot areas in real time learning from experience and from each other.

0 To support partner sites in understanding what it would take to improverdinationof crisis response
in their area.

0 To enable learning from therogrammeo be communicated to other stakeholders.
0 To contribute (alongside evaluation) to learning in relation to pdioglegislation at national level.
During the firstyearthe learningprogrammeincluded the following activities

o February/March 2020: Foueflective calls with three or four key people from each of the pilot sites to
review the set up and implementation planning process

0 AprilcJune 2020: Developing and hosting a rangg@ctice sharinZzoom calls for people from across
the pilot sites.These included:

0 An'¥pen calflo discuss the implications of lockdown (April 2020)
0 A themed call on the issue Baching those most likely to slip through the cra@kéay 2020)
0 A practice sharing call for the four Local Authorities (May 2020)

o0 AWodking Ahea@vorkshop for those from the pilot sites and the natiofabgrammeooking
ahead to key issues for the recovery phase of the pandemic (June.2020)

0 An open meeting for théen partner sites to update on thBrogrammeand share emerging
themes (dly 2020).
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o Two rounds of 11 reflective calls with members of the CR®grammeeamto review issues
arising (January & August 2020).

Reflections and questions from these activities were summarised into reports and discussion items for the
qguarterly meeings of thelearningandevaluationgroup (held inNovember 2019, February, May, September
2020).

1.3.5 Method adaptations andimitations
As a result o€Covid19, a number oadditionaladaptations have been made to oevaluationmethodology:.

0 Service useevaluation engagementcore to our initial approach was a method basmaobservational
and qualitative evidence gathering. Our inifdhnnedmethodology included some ethnography aind
depth interviews at the delivery sites, helping our evaluation tedmbuild relationships with
workstream providers and some service users. Duedwid19 this has not been possibleurthermore,
late in 2020 an additional piece of research was commissioned Byrdgramme known internally as
the Wnalysis of perspeiwes of crisis provisididesearch projectTheresearchhas service user
interviews as part of its methodology and includes approaching CCS workstreams to identify service
users. We recognised the burden that inviting interviews with service usetwéopieces of worKthe
research projecaind the evaluatiopwould have on delivery organisations and agreed that#nalysis
of perspectives of crisis provisiQesearch projectvould carry out interviews (with some evaluation
specific questions includ¢@nd share the data with Cloud ChamHbeterviews were ongoing with
service users as part of the research at the time of draftingXear lreport.

o Focus on local systems changauch of the observational work carried out by the evaluation team in
the first half of 2020 highlighted the fact that t&CS Teamvere working hard to lay some foundations
for systems change amongst local delivery organisations. This is reflectedYirdhéevaluation
resource and report. The aspiration is ¥6eas 2 and 3 to have a balanced and proportionate
methodologybetweenTiers (1, 2 and 3) of thBrogrammeTheory of Change

0 Baseliningit was agreed that baselining tierogrammen Year 1 wold be inappropriate for two
reasons. Firstly, the start of tierogrammewasAugust2019 although for many delivery providers
they envisage the start of therogrammeo be when workstream fundingasreceived(which didnot
happen until March 2020 in nmy cases)Secondly, it became apparent that a meaningful retrospective
baseline would be challenging to capture given the GagigpandemicFor many delivery partnetghe
Programmebecame visible and useful at the point of the first national lockdowvanch 2020. While
we donot have a robust baseline for tferogrammeTheory of Change, we have two data sources
which we consider to be a proxy or qudisiseline which may senasuseful points of comparison in
Years 2 and 3. Firstly, our local systemasnge survey in April 2020 (n=56) and secondly#halysis of
perspectives of crisis provisiGevaluation questions.

The evidence presented in this report also has some limitations, which include:

0 Monitoring data: the variablenature ofworkstreams their local contextdiffering delivery period, and
the bespoke nature ofnonitoring datafor eachhas meant thathere are consistency issues when
comparing or aggregating data

0 Reliance on case studieghile there is good spread across éaaf the pilot sites, we haveraliance on
a small number of case studiegichmeans we are unable to fully generalise dindingsacross the
whole Programme
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1.4 About this report

This report has been drafted by the Cloud Chamber evaluation team withilootidns from the Learning
Facilitator Janet Grauberg. Learning Facilitator contributions are labelled as such and marked in a pink text box.

10
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2 Respondingto Covid-19

2.1 Introduction

The CCBrogramme like many otheprogrammes, had tosignificantly alter its approach in response to Cevid
19. At the point that the national lockdown startgd March 2020, théProgrammehad:

o  Engaged with a wide range of local organisations in each of the pilot.areas
0o  Conducted scoping meetings to shape Brogramme

o  Produced draft implementation plans, focusing on core workstreams based on the needs identified in
earlier stagesThese were drafted by th€CS Teain consultation with organisations in the pilot sites.

This chapter includes sonwentextto Local Welfare Assistance Schemes (LWAS), how the Programme
workstreams responded to Covi®, and how theapplicability of theProgramme Theory of Changkanged

2.2 Local Welfare AssistanceScheme context
Local responses to the crisis were observed witWAS including

0 Relaxing limits on the frequency of applications

0 Reducing the amount of evidence required

0 Cash handouts

0 Reducing the lengttof application processs.

o (hangingassessment practices

0 Increased funding and personnel to deliver geheme

This can be seen in data fraime LWASor each of the pilot areas, collated by tFeogrammeeam. We have
aggregated data from three local areas in the befmure. The average number of applications per month
doubled from 2019/20 to 2020/21, Wi the number of awards in 2020/21 exceeding those for 2019/20, despite
not having data for the full year (only five montbdatawas available for 2020/21). The average award rate
increased from 48% in 2018/19 to 61% in 2020/21; refledticgl responss to the crisis noted above.

Figure3: LWAS application and award statistics in three pilot sites

Applications** 14,422 16,812 13,977

Average applications per month 1,202 1,401 2,795

Awards** 6,979 8,510 8,539
Awards per month 582 709 1,708
Award rate 48% 51% 61%

Source: CCS, from LWAS schemes in each pilot area. *Data is for five months only, April to August. **Excludes data for
Norfolk, where statistics were only available £518/19

While increases in LWAS suppwdre welcomed, thereremainedthree key issues commonly unmitigated
within LWASas reported at thdProgrammeBoard in June 2020:
11
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0  Support for those with no recourse to public funds (NRPF)
o  Working with schools tprovide support for families not currently able to attend
0  Supporting with issues around access to essential items

This shaped the response to Cottié by theProgramme directing efforts towards these issues at a local pilot
site level.

2.3 Workstream resmpnse

Thefigurebelow provides an overview of the workstreams planned in each of the pilot sites before T®vid
and the UK lockdown.

Figure4: PlannedCoordinated Community Support Programmeorkstreams as of February 2020

Commonthemes Swansea Oldham Norfolk Tower Hamlets

Referral systems Single point of Common referral Referral system & School engagement/
referral form across Agencies Awareness Raising  referrals

Grant awareness Grant awareness GrantAwareness Grant awareness
raising raising

Translation / Translation, Translation & Translation &

interpretation Interpretation & Interpretation Interpretation

NRPF Support

Repairs and/or Repairs and Services Furnituredeliveries &
provision of goods Fund installation

Repairs andervices
Other Legal outreach Universal Pass (for  Peripatetic Services Food pantry (food
the Homeless) and support services)
Peripatetic Advice
Services and Out of  Travel/Emergency

Hours Support Fund
Coproduced fuel Coproduction with
poverty fund clients

Financial literacy and Legal provision
credit union
engagement

Source: CCS ReportRoogrammeBoard February 2020

The national lockdown and response to CeYimeant that many othese workstreams needed to be adapted,
postponed, reprioritised or halted altogethadetworking and engagement meetinffacilitated by theCCS
Tean) in each locality continued during lockdown to share practice adPosgrammesites. ThéProgramme
alsodiverted funding fromYear 1to supporting Coviel9 responses, and additional funding was leveirefrom
other funders and distributed to organisations across regramme

Fgure5: Workstreams funded irYear 1of the CC®rogramme
Swansea Oldham Norfolk Tower Hamlets

12
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Ciii Sy Qa ! R@A C Ancora KeRRngfood parcel Leeway: Smallwood Island Advice / @wer
Food Parcel Leaflet (E110) leaflet(£55) funding for'Home startQ HamletsCommunity Advice
packs (£4,500) Network (THCAN): School
referral project (£5,000)
Ethnic Minorities and AncoraKeyRing Emergency Norfolk GtizenQ A&dvice Mulberry Schoolfood and
Youth Support Team hardship fund (£3,125) Grant Awareness project  advice servicd£20,000)*
(EYS)Centralised (E7,600)
Hardship fund (£9,000)*
Housing Justice Cymru, REEL clothing bank Norfolk CA (i A AdVige© & RSS Training session with
Citadel (£12,883) (£3,200) Digital Inclusion project Northgateand Tower
(£1,200) Hamlets local authorityno
cost)
The WallicitHome Starter  SAWN Furniture and Norfolk Community Law
packs (£2,625) Extended services Service:Family Solicitor
(£9,650)* Expansion (£5,000)

Norwich Integration

Partnership: joint project

(£16,298)*

Norfolk Community Advice

Network: Development

and staffing resource for

NCAN systert£6,552)

Additional workstreams

funded through funding

leveraged
Source: Cloud Chamber informed by Half YeragrammeReport, October 2020 and consultation with t6€S Team
Workstreams irbold font are case studies in this evaluation. Those marked with an * have additional resource funding
from leveraged sources explained in more detail in section 3.3.2 of this report

2.4 Programme learning in response to Covid9

2.4.1 Accesdo services

TheProgrammeactively brought organisations responding to i@evid19 crisis together and offered a chance
to exchange experiences and understandifithe emerging needs resulting from katown. Cloud Chamber
observed these sessions, and the key ways Ch¥ichanged how organisations were able to help service users
in crisis:
0  Structural changes in how services are deliverdlde physical lockdown, and subsequent social
distancing meant there was a significant shifinteractionswith clients

o Digital exclusionin shifting to remote delivery, digital exclusion was a key barrier to inclusiveness and
access to crisis support, there was an impact on educational outcontes was a particular issue for
asylum seekers and those witRPF

o  Complexity:Covid19 has highlighted the complexity of issues facing people and the sometimes
limited nature of delivery providers to respond

5 Leeway: Funding for client transport costs (£3,2002 NF 2 f 1/ A ( A 1-19 tfafdahip fuRdde0,0B)Y / 2 JA R
NorwichIntegration Partnership: Cowitl9 hardship fund (£7,880)
13
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A aL KIFIR 'y Syl dzi NBE oJmhhdsensitivy issBel elpfiNgd]el was 2irddldiibas ¢ K
much as | wanted because there were so masyes. Social isolation, DV, furlough, so much going
oné o6/ { LI NIYSND

2.4.2 Impact of Covidl9 on local systems

SinceCovid19, there is evidence of organisations working hard together to understand need, share information
andcollaborate This suggests that organisations have the abilitydibaborate closelywhen required and in
response to critical circumstanceRnis is corrborated by our systems change survey (albeit a small sample).
This suggests that both the awareness of services, support and advice for people in crisis had marginally
improved since the Cowtl9 crisis (+5% on apoint Likert scale), as well as communica between

organisations in the local area (+4%).

Again, the systems change survey suggests that organisations had a slightly better understanding of barriers to
crisis support facing clients following Co\ligl, compared with the situation before the pdemic. Conversely
however, the ability to address barriers to crisis support was negatively affected by I8o(atbeit marginally).

F

Our observations and case studies have highlighted several key factors that might affect approaches to systems
change. Tese relate to referrals, speed of decision making, collaboration, and understanding and addressing
barriers. Covidl9 appears to have increased recognition of the importance of robust referrals between

agencies

A aL GKAY1l 6S | a 3 bidkdahdsigypssirig andl feferkng]ratkitran Aryitimeet
the needs all the time. Are we armed WithK S A Y T2 NX I GA2YK /Iy 6S 0NR{ ¢
(VCS partner)

Due to\firefightingQdn response tadCovid19 working relationshiphave been caalysed with pragmatic decisions
taking precedent over strategoonsiderations

A a2 KSy L OF t ftéah [inlokafauttiodtyy 1% - & Fuppodrted. There comes a time where
we have to break the madd. My message to thiecalauthority is we need tbreak the maild.€
(VCS Partner)

The appetite for VCS organisations to collaborate with one another appears to have been catalysed due to
Covid19. In Tower Hamlets, one advice provider is able to take referrals from another having previously never
collaborated;specificallythis is aschool running a foodbank referring indm adviceprovider. In Oldham, there

was appetite for organisations working with victims of domestic violence (DV) to share information and cross
refer.

A a2S T2NHSR A GNKS il iyRAKSKNI 18/4 2NHB8 YR LQY K2LA:
opportunity for this joint working. We can understand more about what each other can do. This is
OSYSTFAOALFE F2NJ dzda Fa 62NJSNAE FyR (KBenllS2LX S g &
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2.5 Responding to Covid 19: Reflections from Learning
Facilitator

2.5.1 Changing Mode of Delivery

¢CKS 1S& FSIGdzNE 27T (K389 Iladdowdh ivas & rapidchatge NBa radele/of délive
from a primarily face to face model to almdstally online or telephonebased. There were also examples
new services being mobilised (particularly food support) and new partnerships being forged:

0 The schocebased food bank in Tower Hamlets and their partnership with an advice worker.

0 The developrant of a single hardship fund for migrants and refugees held by one VCS organise
Swansea, and the emergence of a network of advice organisations in Hangets.

In many cases, the organisations achieved in days and weeks changes that had eatismnsion for
years.In reflecting on these rapid changes in réigril, we used thé2OMBCbehaviour change mod#] It
suggests behaviour changes when there is

o Capability to change (e.g. skills to work in a new way)
0 Motivation for change (personandorganisational)
0 Opportunity to change (the time is right)

We concluded that th€ovid19lockdown had led to surge in motivation for change, as organisations
realised otherwise clients would not get food, support or advice. This was accompanied by an increase
opportunity as people worked longer hours and new organisations (such as the Hawdets school, or
mutual aid groups) took on crisis support roles. Some of the opportunity came from organisations not ¢
their Wayjobsz t KS & O0K22f gl ay Qi GSI OKA ys&RerslipyoR chariyleS wad fic
longer cooking a wekly community lunch

The issue of capability was the limiting factor, with staff having to learn how to work digitally being the
challenge. Organisational capability also featured in discussions as the immediate crisis sfitasided
example which ofthe Swansea organisations was best placed to hold a fund on behalf of other
organisations.

2.5.2 What the Covidl9 pandemic revealed about the nature of crisis
The calls with the pilot sites during lockdown revealed a wide range of concernsolstifrequent included

0 ThescaleofthedemandKk S / AGAT SyaQ ! RGAOS G4SIY Ay b2N
team had sent them 500 contacts who they felould need support

0 Supporting welfare benefits applicationghe challenge of supporting people to complete Univers
Credit &Personal Independence PaymeRIBF 2 NY4 6 KSy | ROAaASNE O2c
the online form

0 Loss ofaceto --faceengagement reaching those who might be in nedolut who did not know
where to turn now that faceo face services were closed. At the practtering call on 11 May the
pilot sites shared ideas for this, including greater use of partner organisationsraope your
services€.g.advice leaflets in food bags) and proactively contacting previous service users
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0 Supporting those digitally excludedhe 11 May call also shared good practice such as using
WhatsApp to attach photos or files of key advice, oewslin other languages.

Over theSummer, as the immediate crisis subsided, there was a greater focus on the isHiteofareX; i.e.
follow up support so that crisis did not recur. This was felt to be a challenge for a number of reasons:

o Organisations said they were funded for throughput, not ongoing support.

0 Itwas felt that families in crisis were just glad to have their crisislvedcand did not want to engag
in addressing further issues.

0 Support often was delivered by specialists, for example, financial adejisdre werenot equipped
to offer other types of support, such as mental health advice.

6 Michie, S., van Stralen, M.M. and West, R., 2011. The behaviour change wheel: a new method for characterising and
designing behaviour change interventiorisaplementation scieng®(1), p.42.
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3 Activities delivered inYear 1

3.1 Activity summary

In this chapter, we summarise the activities delivered as part oftherdinated Community Support

Programme Overall, thdProgrammehas distributedust over £100000of workstream fundingFurther detail

on the workstreams funded is included later in this chapter. The following complementary activities have also
beendeliveredby the Programmeeam:

o Promotion, engagement and partnership development

o0 Pilot sitepartnership meetings (26 meetings)

o Online grant awareness training1( attendee}.

0 Development of theCCS Chart€P6 organisations have signed up to the charter)
0 (Cosspilot site partnership learning meetingthree meetings)

0 Research projeantitled Winalysis of prspectives of crisis provisi@fongoing)

0 Support to develop 17 workstreams funded directly by CCS furisegf\ppendix3).

0 Leveragd£68,000 from additional sourcés complementand add value tohe workstreams

3.2 Engagement oforganisations in pilot sites

TheCCS Teatmave engaged 368 professionals durlfepr lof the Programmerepresenting approximately
139 organisations across tleur pilot sites. Not all of these professionals have engaged consistently
throughout theProgrammeThere has been a fluid engagement process where organisdtmreengagel or
disengagd with the Programmeaeas it suits them.

Most of the organisations who hawengaged in th€rogrammehave been voluntargnd community sector
(VCS) organisations. Whitesseemsa lower number oflocal governmenbrganisations have engageaften

more than one person from any givéscalauthority has engaged with thBerogrammeand there are, by
definition, limited numbers of local authorities in any given aile& also reflective of the structure of local
government in any given area (for examplhetherthere are County and District councils, or a single Unitary
authority)

Figure6: Number of people and organisations engagedYear 1

Norfolk Oldham Swansea Tower Total

Hamlets
Individuals 142 78 76 72 368
VCSorganisations 24 RS 31 31 121
Localauthority, or other statutory 8 3 3 1 15!
Shools 0 1 0 2 3

Source: Clou€hambeibased on data provided B§CS Team
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Twentysix (26) organisations have signed €S Programneharter in 2020 and this is regarded as the core
group of organisations who are committed to delivering Br@grammeandhave consistentlgngaged
throughoutYear laccording to theProgrammeeam (from August 2019 to September 202RAppendix 2
summarises data from our survey of invited organisations indicating that the objectives and rationale for the
programme are well understoo@®n the wholeJocalauthority and VC®rganisatiors in the pilot sites

understand and value the objeets of theProgrammeOverfour fifths were fully awareor somewhat aware of
the objectives of the programm@4% n=33) Responsemdicatethat getting support to peopleTierl of our
Theory of Changéhas been ofignificantvalue to partner organisains in local pilot sites forear 1of the
ProgrammeRespondents have valued the ability provided by Rnegrammeto discuss and identify solutions
for people in crisis (47%h=38, and discuss and understand needs of people in crisis, [@73§.

3.3 About the workstreams

3.3.1 Workstream development

The approach to workstream development watended to beorganic anddriven by needs and prioritiga

pilot sites Information and guidance sessions were held in each of the pilot afbesalloweda number of
issues to be identified ttorm the basis of implementation plans. The resulting workstreams were then to be
piloted forapproximatelyé6 months,after which monitoring and review process wouwldtermine whether
individual pieces of work shoulge continued, expanded or ceased.

TheProgrammechose to undertake smallem(monetary term$scale workstreams duringear 1 The
Programmeeamreported howeverthat the formulation processvas not generatingignificant interest from
local partners, dspite the open offer of funding. The degree to whialge, complex or ambitious workstreams
were being proposed was limitedp, activity tended to be small scaile nature It was clear that capacity within
organisations was limited to come back with posals, and costingsand that much of the activitpeeded to

be heavily supportedy the Programmeeamin consultation with local areaSignificantly,fom March 2020 it
was clear that thevorkstreams already agreatkeded to behalted, postponed or aBndoned because of the
Covid19 pandemicThisheavilyinfluencedthe development of workstreams, with a greater need to be
responsiveand focused on meeting immediate neekhis is reflected in the workstream statistics presented in
the next subsection.

3.3.2 Workstream statistics

In Year lof the Programme15 workstreamsvere funded- all of whichweredelivered by VCS organisations
Thecore Programmeénvestment wagust over£100k for theYear 1 with each workstream oaveragereceiving
£6,265
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Figure7: Core fnancial investment in workstreams

Mulberry food and advice service e ———
Norwich Integration Partnership: joint project e ———
Housing Justice Cymru, Citadci - ——
SAWN Furniture and Extended servicos—
EYST Centralised Hardship fure—
NCAB: Grant Awareness projeCi——
Family law solicitor
Island Advice / THCAN Referral proje o
Leeway: Smallwood funding for homestart packe
REEL clothing bank s
Ancora Emergency hardship fun Ces
The Wallich
NCAB: Digital Inclusion projectm
CAB Swanesa Food Parcel Leaflet
Ancora Keyring
RSS Training session with Northgate

£- £5,000 £10,000 £15,000 £20,000

Source: Cloud Chamber based on CCS monitoring data

Three workstreams were funded famountsover £10,000This includedulberry Food and Advice Service in
Tower Hamlet$£20,000, theNorwich Integration Partnership joint proje(16,29§ andHousing Justice
Cymru, Citadel in Swanséz13,338)

The CCS Programme has successfully leveraged additional funding to complement the core CCS workstream
funding All leveraged funding sources specified that funding must be given directly to people who have need in
direct response to Covitl9i.e., for food, household items or expenses. The funders explicitly state that the
funding should not be used for orgaational or infrastructure costs. THeCS Teateveraged the funding and

then identified how best to distribute it to ensusdignmentwith funder requirements whilst complementing
planned workstreamsA total of £68,000 has been leveraged in tatéth the figurebelow summarisig how

this funding has been sourced aatiocated

Figure8: Funding leveraged by the CCS Programme

Funding Source Amount Workstream / locality

Martin Lewis £20,000 Tower Hamlet$or Mulberry Food and Advice Service
Foundation

East End Community £8,000 Tower Hamletdor Mulberry Food and Advice Service
Foundation

Martin Lewis £20,000 Norfolk for distribution between organisatiomscludingNCAB
Foundation LeewayandNIP

Paul Hamlyn Foundatior £20,000 Swansea EYST partnership

(Covid19 Response OldhamcSAWN

Funding) Norfolk¢ NIP

Source: CCS Programme team
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Combining core ankkveraged funding,ite amount of funding by pilot site has ranged betweg28k and 51Kk,
as showrin Figure 9 belowNorfolk has had the greatest level of investme#ii%) and Oldham the least3%)
The average funding value for workstream was higheBltarfolk (£12,253 and lowest in Oldham §674).

Figure9: Totalinvestmentby workstreamsand pilot-site area

Pilot area Workstreams Funding Funding (% of total Average funding per

distributed distributed) workstream
Norfolk 5 £61,265 41% £12,253
Tower Hamlets 3 £33,000 22% £11,000
Swansea 4 £31,285 21% £7,821
Oldham 4 £22,697 15% £5,674
All sites 16 £148,246 100% £9,265

Source: Cloud Chamber based on CCS monitoring data

3.3.3 Contribution to KeyPerformance Indicators

FiveKey Performance Indicator&RI3were set for theProgrammeat proposal stage. These are shown in the
table below, and focus around receiving, and referral to crisis support, as well as engagement of organisations.
Further analysis and reflection on the K&lsincluded in Appendix 1.

FigurelO: KPI Summary

KPI Indicator Target (for end oProgramme  Quastbaseline

No year 3)

#

1 Numbers receiving support LWA recipients increase by Number of awards fothree pilot
through LWA scheme 2,000 above baseline ifear 3  areas in 20&/19= 8,510
increases across thdour pilot areas.

2 Numbers receiving support = Crisis support received tbugh = Number of awards made in
through other crisis support other sources increases by 2018/9 =2,821
schemes increase 1,600above baseline iiYear 3.

3 Numbers receiving referrals’ 360 successful referrals across 31 ¢ underreported in monitoring
to other support services at the four pilots made through data
point of crisis increases crisis support network itvear 3

4 Numbers requiring repeat = Of those successfully referred = Unknown
crisis support decreases for ongoing support, follow up
evaluationfinds increases in
financial stability and resilience

5 Widespread engagement of At least 20 organisations Zero (0) organisations involved
organisations is secured for engaged in each area in delive prior to CC®rogrammdaunch
local crisis support network | of coordinated crisis support

provision B0 across éur areas).

Source: Cloud Chamber based on external evaluation fieldarmtkCC&onitoring data
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4 Fourworkstream case studies

4.1 About the pilot site workstream case studies

As discussed in the Introduction of this report, it veageed that a usefuensfor the Year levaluation would
befor Cloud Chamber to conduatorkstreamcase studiegn eachof the four pilot sites.The questions that
workstream case studies aim to answer include:

0 What happened in the workstream?

0 How did the workstream adapt / resporid Covid19?

o What have we learneds a result othe workstream?

0 What was the impact of the workstream on service users? How many service useneaared?
0 What was the impact of the workstream on local systems change?

0 How didthe CC3rogrammeaddvalue to this area of work?

o To what extent did the workstream contribute to the initfale themes (access, simplified application,
underlying need, aftercare, learning)?

The case studies aimed for a good balaotworkstream type, beneficiary groumd thematic focus. The
following case studies wettbereforeidentified and are presented in this document:

0 NorwichlIntegrationPartnership(Norfolk)

0 {dzLILI2 NI g | Ol A 2 YSAWNRFrBityir@ BExtersiSgippartiédrvic§Oldham)
o Ethnic Minorites and Youth Support TeafYS)ICentralisedHardship FungSwansea)

0 Mulberry School Food and Advice Sen(itewer Hamlets)

Funded workstreams represent just part of the Ge&ramme TheCCS Tearand Learning Facilitator have
facilitated numerous metings with stakeholders in thgilot sitesto understand need irach areadiscuss
common challenges and begin to identify solution#ien consulting with stakeholders to inform these case
studies this broader range of activitybeyond the workstreamtself ¢ was also discusse#Bifteen (15)

interviews were carried out with professionals, including volunteers, who led or partnered with workstreams.

The findinggrom these workstream case studies have been triangulated with other data sources to irffierm t
report but excerpts from the case studies are included here to give additional context ®rdggamme

explain the unique nature of the workstreams and to bring to life the outcomes for people who access services.
We have included outcomes for peogdecessing services in this full report. Specific outcomes relating to local
systems change can be found in the standalone case study reports and a triangulated analysis can be found in
chapter 6 of this report.
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4.2 Norwich Integration Partnership (Norfolk)

4.2.1 About the workstream

Formed in 2015, the Norwich Integration Partnership (NIP) is a collaboration between three organisations
English+, New Routes and The Bridge Plus+. The partnership aims to improve service provision for people from
ethnic minoritycommunities, particularly those who are recently settled and dealing with complex issues. Each
partner brings a complementary set of skills and expertise, with services offered including:

o Information, advice and advocacy

0 Language development amategration activities
0 Personalised onén-one support

o Skills development opportunities

Each of the organisations tends to serve the same client groups, including thodéR®tRasylum seekers,
refugees and economic migrants.

NIP received funding from the CE®grammeo support a collaborative response to Couiél. The funding

was usedad support staffing, IT costacluding additional infrastructure to facilitate new work from home
requirements and the provision of direct financial assistance. This support was suggested by partners during a
Wovid19 respons@meeting, facilitated by th Programme

The funding aimed to ensure the availability of services to vulnerable clients and provide immediate relief from
financial crises. This was in response to challenges clients face when accessing mainstream support, delays in
universal credit pyments, digital exclusion, access to free school mealkaccelerating crisis among

vulnerable clients. The approach was to focus on an agreed Metlokerable clientQshifting provision to a

proactive model oBupport;contacting clients proactaty, sharing information between partners and

responding quickly to immediate need.

This proactive model of working required more time from existing staff, and the way in which staffing hours
were structured across the organisations was piecemeal. Fampbe, staffing within organisations within the
partnership tended to be paitime, and reliant on timdimited grant or contract funding, with different

working patterns for staff members. Funding from the @@fjrammesnabled staff to have their hours
extended to meet needs emerging from lockdown.

The funding allowed many staff thake up their hour&eflecting the intensity of support they were now
providingc ensuring that staff morale was maintained throughout the lockdown and beyond. The fualdmg
paid for organisational Zoom subscriptions, allowing services to be delivered online.

A shared database of vulnerable clients was established, building eexjmting data sharing agreements
between the three organisations. This allowed informatiorbe systematically and accurately shared between
partners, ensuring no duplication, improved efficiency, and improved experience for clients (who did not have
to repeat their circumstances, for example).

Supplementing this way of working, the fundiegabled the financial crisis to be alleviated directly through
provision of supermarket vouchers and utility top ups. In addition, digital inclusion was supported through
provision of mobile data tojups and in some cases (funded from elsewhere) IT equipme
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For English+, staffing hours were increased, and in addition, sessional tutors were employed to enable English
Classes to be run online. The charity relies on retireteaxhers to provide English lessons, and a combination

of shielding and technolyy literacy meant that there were holes in provision that needed to be quickly filled to
meet demand. Existing volunteers were paid to ensure service to vulnerable clients.

English lessons, while not a direct response to crisis, were an important meghsmpromote social
interaction and tackle isolation. Importantly, they acted as a way of keeping track of vulnerable service users,
ensuring that people were coping during the lockdown.

New Routes offered some of their integration activities onlineluding homework support, families club, one
to one support sessions, and mentoring and befriending. This was combined with doorstep visits from staff
across the partnership. NIP (notably English+) worked with another charity, The Soul Foundationd® provi
food boxes, toys and books for children all of which were distributed by NIP volunteers and staff. Cleaning
products were also distributed as part of the funding, which were important in keeping clients safe.

At TheBridge Plus+, staffing hours wereieased among several staff members, and extended one member of
staff to full time to ensure continuity of service. Collaborative working with other organisations in the
partnership meant that advice and guidance, particularly around benefits, was qaaaegsible for vulnerable
clients.

Vouchers were made available to service users as part of the fungicigdingsupermarket vouchers, mobile
data top ups and utility vouchers.

For some organisations in the partnership, this was the first timeg had directly offered financial support to
clients.

4.2.2 Reach

Partners reported back to us that they simply would not have been able to offer the dedicated response to
Covid19, without the funding from the CE3ogramme The funding was timely and poated many of the
other (and numerate) offers of emergency funding from other funders. This enabled the organisations to
respond quickly to the need they were uncovering. In addition, the networking and collaborative thinking
promoted by the CCBrogrammeencouraged a more collaborative approach than may otherwise have
happened.

A dn January to March we offered 20 hours of student supportvyeek,within the next two months
we had increased thatto 80 howrs o b Lt {GFFF YSYOSND

During July 2020, the workeam had engaged with 525 clients across the partnership. Most commonly service
users were asylum seekers (41%) or refugees (82%8 Figurd.l. Three quarters of all those engaged

received information and advice (392 clients), and around half weregatym Englisfor Speakers of Other
Language$ESOL) Classes (281 clients). 78 received mobile phomup#B7 were supported with food and
essential items, and 39 with utilities teyps¢ see Figure 12.
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Figurell: dients sipported by citizenship status (%, n= 525)

m Asylum seekers
= Refugees
= Mo recourseto public

funds

= EU Mationals

Other

Source: NIP Monitoring returns

Figurel2: dients receiving services
Service N % of all clients (n=525)
Information and advice 392 75%
ESOL 281 54%
Other practical support 221 42%
Families club 135 26%
Mobile phone topups 78 15%
Food and essential items provision 67 13%
Homework club 60 11%
Utilities top-ups 39 7%
IT equipment and access 22 4%

Source: NIP Monitoringeturns

Further monitoring data shows that in the month of July, 165 supermarket vouchers were distributed across
67 clients;an average of 2.5 vouchers per person. 93% of the vouchers benefited families with children.

4.2.3 Outcomesfor people accessing seices

Continuing services and delivering a proactive service had clear benefits for service users. While we were not
able to consult directly with clients, staff reported the following outcomes:

o Safety net for manyclients,the grant provided a safety net for people at risk of falling into destitution,
particularly where there was no recourse to public funds, or a convergence of multiple problems
presenting at the same time. This was a result of the close collaboration batpartners.

0 Quicker access to benefits and other advidke funding helped to secure income in circumstances
GKSNBE 2206a o6SNB f2aid o02FGSy T SNRB K2dzZNEQ O2y iNI O
to immigration issues, health issuasd alsoin understanding the rules around the pandemic.
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o Improved mental wellbeingregular and proactive contact with NIP helped to directly deal with
financial hardship, improving their overall sense of wellbeing. For children, providing bootsyand
kept them occupied; improving physical and mental wellbeing.

o Combating lonelinesscontinuation of English lessons, doorstop visits and proactive contacting helped
to tackle loneliness and isolation exacerbated by the lockdown. In some casestinergiaip
connected clients/families with similar backgrounds to help form social ties.

o0 Educational outcomeschildren were enabled to access data to continue their education, where
otherwise they would have been excluded because of lack of data oofaziuipment. English+ used
their training laptops to support lack of IT among clients. In one month, 68 children engaged in online
ESOL classes, homework sessions or other online resources offered by NIP.

o Prevention of further crisisthe proactive appsach meant that further and potentially more serious
financial or personal crises were likely to be averted; this was done through the regularity of contact,
high levels of trust developed, and pagtiveness and intensity of support.

o0 Empowerment provison of supermarket vouchers gave service users more choice and autonomy over
the food they had access to, compared to food bank provision, for example.

The reach of the partnership was reportedly greater, with increased referrals from other organisanons
emergence of exservice users, or infrequent service users.

The following service user perspective illustrates the impact the workstream has had. It highlights that issues
affecting crisis can often compound, and that holistic and joined up supgp@ally necessarin dealing with
crisis.
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Natalie is a single mum living with four childret@pchildren She is a foreign national who moved to the |
over 5 years ago. She speaks some English but has found it difficult to find time to ledsh. BNaghlie is
determined to make a better life for herself and her childr&tepchildren She continued to work patime
until the lockdown; she has sought advice on accessing childcare in order to work, access welfare be
beabletopaybillsyatR f 221 F FGiGSNJ 6KS OKAf RNBYT YR aKSQ:

Natalie firstcame into contact witiNIP by word of mouth. She was new to Norwich, having previously |
in a more rural area of Norfolk. The Bridge Plus+ knew Natalie before the-Chuigtbreak. Unfortunately,
the pandemic and the lockdown situation have had a severe impact on her financial situation and the
wellbeing of the family:

o0 Natalie lost her part time job. Despite having told her employer that she was entering the later
of her pregnancy and that she was worried about Cd#dthat she would struggle coming to wor
if childcare facilities closed, her employment was terminated during lockdown. Her employer
tried to contact her via their HR online systenwhich she canot access due to lack of IT and
English skills.

0 Hera G S Liinéntaltha&alth and welbeing deteriorated as a result of the lockdown as he found
difficult to stay indoors and not have his normal routine. The family lives in overcrowded condi
¢ the local authority doesot recognise that Natalie cares for h&tepchildrenso they consider her
housing needs as fortavo-bedflat. This has meant their living conditions during lockdown were
difficult. NIP partners helped N. to seek legal advice fedlmcal partner (NCLS) and as a result, s
went through the ACAS mediation process. The employer did not respodtPspartners araow
helping her to submit an employment tribunal claim. The referral was made via NCAN.

0 Language and IT barriers have meant Natalie needed a lot of support from The Bridge Plus+
to access her welfare rights. Delays in benefits payments have meant that supermarket vouct

mobile and energy top ups, and food parcels, all funded tABréu ¢ KS / KA f RNBYy Q

bLt LI NIHYSNBSE KIFI@S YIFIRS | @SNE aA3ayATFAOl yI

to stay afloat while waiting for benefits decisions. English+ also helped to source baby equipm
and baby clothesb&fNBE KSNJ 6 028 Q& RdzS RIGS® 9y3IfAakKb
and familySummeractivity packs.
The support NIP has provided has been holistic with so many different issues addressed (housing, w
benefits, immigration advice, employant legal advice, family support through learning packs, as well a
baby donations). The partnership has been able to provide intensive support to the family, thanks to
additional hours funded through the Programme. The service user provided some feabhek
experience of working with the partnership:

A G¢KS . NAR3IS tfdzab IAPSEA YS K2LIS GKIFIG 2yS
myself. The food parcels, the vouchers and the donations that | have received from New F
and English+ have NP dz3 KG oA 3 aYAftSa 2y Y& OKAf RNB
KFELIISY o62dzi GKS 2206 L f2add . ¢on]l & € S| &
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4.3 SAWNFurniture Extensionsupport service(Oldham)

4.3.1 About theworkstream

Support& Action Womem ietwork (SAWN) was established in 2007 to promote the welfare of Black/African
women in Oldham and GreatManchester. SAWN's aim is to realise the full potential of women by engaging
them in activities, providing opportunities and eventsmiake women independent, setustaining and key
players in matters that concern them.

SAWN provide support and training to their service users as well as work with other organisations to raise
awareness of female genital mutilation (FGM). SAWN providetéire to people who need it and it is often
through this furniture provision that other conversations dpened ugabout complex and underlying need.

SAWN is managed o volunteers both with a wealth of professional experience and skill. There are no
salaried positions with the exception of some National Lottery Community Funding (NLCF) for someone to clean
and prepare the furniture.

The CCS funding for SAWN arose framcagnised need that many service users needed furniture but were

unable to access it due ©ovid19 lockdown restrictions. The CCS funding was for SAWN to safely supply

furniture packs and fuel top ups to vulnerable clients illegible for support @atidham LWAS (i.e. people with
NRPF). Although not an explicit aim of the project, it was recognised that this funding has the potential to
support SAWN to offer wider holistic and ongoing support, information, and guidance.

4.3.2 Reach

A total of 109 peoplevere supported in May, June, July and August 2020 with a peak in June where 63 referrals
were received. All referrals were accepted, the majority of whom were supported with migration status issues
FYRKk2NJI NBLIX I OSYSyid 3I22Ra®

Figurel3: number and nature of referrals to SAWN between MayAugust 2020

Statistic Total
Number of referrals received 109
Number of referrals accepted 109
Need: migration status 55
Need: replacement goods 52
Need: unfurnished newenancy supported 36
Need: fleeing domestic violence 14
Need: other 9

Source: CCS monitoring data

Most referrals, almost half, were sakferrals with people attendingrop-in sessions or hearing about the
AaSNIAOS @Al @g2NR 2F Y2dziKo®
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Figurel4: referrals by source (May to August 2020)

Referral source N
Selfreferral 53
Professional Referral Other 29
Professional Referral Localauthority 20
Professional Referral Housingassociation 6

Source: CCS monitoring data

Monitoring data tells us that all service users supported had no recourse to public funds (NRPF) and almost half
of those supportednclude families with children. An estimated 73% of people who Hleeen in receipt of

furniture have also accessed other support from SAWN. This support is likely to be a combination of data/fuel
packs, emotional support, migration support and/or signpogtto other services.

Figurel5: nature of support provided and people who have received support

Statistic N
The number of people with no recourse to public funds supported 187
The number of people in receipt dtirniture who then engaged with other 79
forms of support offered by SAWN

Number of adultonly households supported 57
Number of families with children supported 53
The number of data/ fuel packs issued 45
Number of onward referrals tather support services 18

Source: CCS monitoring dataCloud Chamber and theéCS Teatmave queried this number as the number of people with
NRPF who are supported by the project is higher than the total number of referrals mentioned elsewtierapts have
been made to rectify this data although limited capacity at volurdeerSAWN hasade it difficult to get clarity on this.

4.3.3 Outcomes

Our interviews with SAWN volunteers and qualitative monitoring data highlighted the following outcomes for
{12b aSNBAOS dzaSNRY
0 Service users are treated sensitively, and the underlying neegniderstood:the SAWN leads are
KAIKEe aiAftSR G ONBIFIGAY3I | &Ll OS 6KSNE aSNBAO!
users may present to the service for furniture but often stay for a cup of tea and, through these
informal conversationsrad over time, otheunderlying needsg, often complex NS A RSy (A FA SR

makes it possible for the SAWN leads to signpost or iefgving access to a wider range of support
services.

A d. SKAYR (KS FTdzNYyAUGdINE AGSY GKSHLQAD | O8 NizgdaY

0 Service users are listened to and treated with digni§AWN ensures that everyone who accesses the
service has dignified experience. When service users share their staitiey are listened to and
believed. When selecting furniturservice users can select their products, setting the tone for a
relationship where their voice matters.

A aLd A& AYLRNIFYyd F2NI LIS2LXS G2 oS FotS G2
furnishings]. We make up sets so people can select. We did/grigoom and WhatsApp
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[during lockdown] It is about sedfisteem and dignity. We [service users] might be poor but
S KIFI@S | NAIKG (2 aKz2Ld 2SS INB adiatt O2ya
0 Peer and expert support provided for womerluring lockdown, the SAWN lesdvere aware of the
challenges facing their clients including domestic violeR€Mand isolation. In response, they set up
informal Zoom calls covering topics of interest and 40 women engaged. This was not part of their
funded work and it is possibleabntributed tounexpected outcomearound increasing awareness of
health issues, increasing a sense of trust in SAWN, overcoming isolation and preventing further
OKIffSy3aSao
A 45+ ¢l a 3F2Ay3IA dzZLJs CDa gl a 3I2Ay3 dzlJ @wRdzNA y 3
YSSiAy3ao 2SS w{'!'2b tSIFIRaé INE y2i0 0SOKe&H :
AYUNRBRdzZOSR (2LAOao® 2 KFd A& YSyidlrt KSFfGOKK
g2NRa R2y Qi S@Sy FSI (daNB® 2 S 32 (-enterprisggs 2 YSY
S Fa1SR 62YSYy 4K lldcal I GSDRyanisaid®) I 22 R | (& @
o Coproduction in service journey at point of accesst SAWN, cgroduction is central to their ethos of
working with service users. Although they dat always describe their approach asoamal co
production technique, there is a commitment to placing women at the heart of their support structure,
inviting women to describe how and what they would like to happen. This gives women the opportunity
to shape and infornit KS Ol N (G KS& NBOSAGSo
A LG A& | 3JI22R ARSI aBkWKRMI sRAAR @&RTK Y SLIAGIK
(SAWN volunteer).
A a2S a1l KSNI gKIFIG aKS glyidaoe {KS FTAYRA& KSNJ ;
have offered as options. Some of her solutions are nobéisé but we give her space. It is
Fo2dzi aAdidAy3a 6KSNB LIS2LX S I NS® 2SS SYLR gSNI
o Emotional support, feeling safe, building trustnany of the service users have experienced trauma
including domestic violence, FGM and/or bereavement. SAYeébtes a space where women are able

to share their experiences in a safe wahis can sometimes help with bridging to other statutory
services such as social workers and medical professionals:

,,,,,

A a{KS (K2dAKG G(KS a20Alft DN SRESELWESKESKR2 (1
0KSEBQNBE KSNB (2 KStLIpe o6{!2b @2t dzy i SSNL
A a{KS ySSRSR (2 aSS I YARGATFTS o6dzi RARYQUH VY3
The following service user perspective illustrates the impact the workstream has had.détaile have been
removed to protect the anonymity of the service user.
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! fIRé& OFYS (2 2dzNJ R22NJ 2yS | FGSNy22yd 28 RA|
AY YR aKSQa avYAftiayade 28 &1dx KFER | Odzd 2F G S|
YAIKG 0SS ot S RiE2 awXKil Ll MRENIR 22d6 ySISARTX 6KFG Aa 32
FStG dzyal ¥S 4 FANBRGO Lyadlydfte w{!'2b 62N] SNB

I
0 Ndza & dza @ 2SS AFd 6A0GK KSNIE ¢Ve foulfd het Sriew mramiiAfter 8 K |

GKAES 6S TFT2dzyR 2dzi aKSQa 320 y2 FT22RI y2 Y2y S
{KS (2fR dza GKIG aKSQR SELISNASYOSR I t20G 27F il
RARY @St dzA G FANRG odzi 2y0S aKS aidl NISR (2 |
FNRBY YSyo 2SQ@S &dzZJIRNISR KSNI gAGK F22RXI yI LILJ
K2YSo {KS a1 SR dmxa TEMWNS | ROMNDIBA 7 7 Rt GKR ISRdrycO K €
aFAR (2 (0KS O2 dzyhdrfafK Sa k3 al NOR (aKdelI3X NI KB Qa Ay
S KFERYy Qi KFIR GKFG GAYS AGK KSREKIHN®&EZ alsh I0BIAS F

AdAtt TtAQSP ¢KFEGQa Fy 2dzi02YSed LiIQa | az27Fa 2|
NI dzYl aKSQa SELISNASYOSRO® 2S | al KSNI gKI G &K
would hare offered as options. Some of her solutions are not the best, but we give her space. It is abol
GKSNBE LIS2LX S FINB® 2SS SYLRSESNWD 2SS gAff FAYR ||
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4.4 EYSTCentralisedHardship Fund(Swansea)

4.4.1 About the workstream

Formed in 2005thnic Minorities and Youth Support TeagYS)lwas initially founded to support the needs of

young Black and Minority Ethic (BAME) people{ld &SI NEO Ay {6l yasSto {AyOS (K
and mission hasxpanded across more areas of Wales to include families and individuals including refugees and
asylum seekers. Much of EY&gdrowth has occurred in the last few years; in 2015/16 it had incora84#k,

which rose to over £1m for the 2018/19 financiabyeThe organisation currently has five areas of wB&ME

Young PeopteBAME FamiliefRefugeesnd asylum seekersSupporting BAME GroupandChallenging racism

in the wider community

EYST works with several partners across Wales and seeks to iafymrernment and policy through its work.
The organisation adapts its approach in different parts of Wales to reflect both the challenges and the work
undertaken by othersfor example EYST runs a youth centre in Swansea but does not do so in Card#f wher
there is more of a focus on support for asylum seekers. The types of project funded by EYST fall into five
categories:

@]

Building skills, confidenand participation

o0 Improving health, wellbeing and resilienc

o Providing supporandadvocacyaccessing rightandentitiements
o Promoting safety, diversigndwelcome

0 Increasing representation

TheCentralised Hardship fund (funded by CCS) arose when the needs of asylum seekers, refugees, and people
with NRPF were identified as a priority digithe early stages of the Covl® outbreak by a number of

organisations working in this area. Due to capacity constraints of some of these smaller organisations, it was
agreed that EYST would take responsibility for managing the fund and a SteeringM@sofgsmed comprising

some of those bodies (specifically African Community Centre, Swansea Asylum Seeker Support and Latin
American and Iberian Association of Wales).

The purpose of the fund is to support people financially to address an immediate agdt mepd and to

leverage this to provide further support regarding broader underlying needs such as legal advice and
educational needs for children and young peojiéents are referred to the fund from organisations within the
Steering Group and EY STuaass responsibility for processing the application. The relationship with the client
is maintained by the referring organisation, which ensures that there is a continuity of support from the people
who best understand the client needs and who are ablediplshape and inform the broader package of

support accordingly.

The project is a £9,000 fund to support people with funding in addition to ten hours of EYST staff time to
manage and administer the fund. The project had four workstreams:

o |/ KAf RNEBdglidnts supporiédRup to a maximum of £30 each.
0 Phone and data topup: clients supported up to a maximum value of £10 each.
o IT equipment (laptops and tabletsklients supported up to a maximum of £200 for a laptop.
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o Discretionary fund clients supported up to a maximum of £20 each.

442 Reach

Statistics regarding reach are shown in the table beloverall there were 180 referrals and 144 awandbich
representsan 80% award rate.

Figurel6: Referrals and awards by pe

Fund Referrals Awards Total spend
/| KAf RNByQa 7Tdzy| 51 36 £1,500
Phone and data tojip 57 45 £1,000
IT equipment 58 38 £4,000
Discretionary fund 14 25 £1,000
Total 180 144 £7,500

Source: CCS monitoring data

4.4.3 Outcomesfor people accessing services
Our research identified the following outcomes for people accessing services:

o Minimising the need for people to repeat their experiences contributes to a dignified experience
maintaining the client relationship withthe @fNNJ 2 NHI yA &l GA2Y YSIFya GKI
understood and that they do not have to present at multiple agencies in order to secure funding.

A dThe application was successful, and the family received the laptop, the lady was overjoyed to
NEBEOSAGS Al YR aKS y2¢ KIFIR (GKS FoAfAGe (G2 adzl
R A Ry @dnfid@nSdSséek support on school issues bBubtigh the relationship with the support
worker these needs were identified and through the funding we have been able to support the
family with an immediate need which will have a lot of ldasting benefit 69, { ¢ GSIY YS

0 Working towards a streanihed referral processreferrals are based on the relationships between the
client and the support worker with clear responsibilities throughout the process.

A dThe initial feedback we have had from our clients who have benefited from the fund is verepositi
Many did not expect this support to be available and were amazed when their referral led to crisis
supportbé 69, { ¢ GSIFY YSYO0SND

0 Underlying needthe aim of the fund and the participating organisations is to address both the
immediate crisis need and tinderstand more broadly the range of needs faced by the client more

holistically. The funding has been able to support the most vulnerable in the community including a
wide range of clients from within the asylum and refugee community.

A a¢KS Y2 R Stiwe @ovideZadrighid® our partners is not simply to support clients with their
immediate need (which is vitally important) but we offer holistic support where it is possible. A lot of
the underlying need will be wrapped in their asylum claim but we aisupport them along their
2 2 dzNJEBST ®eam member)
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4.5 Mulberry School Food and Advice Serviddower Hamlets)

451 About the workstream

At the beginning of lockdown, staff at Mulberry School identified that certain products were disappearing from
shopsdue to stockpiling; nappies, sanitary towels, lentils and floéor example There was also evidence of
profiteering by local shops near to the Mulberry School.

Staff at the school set up'&o Fund M&page to raise money to provide food for familieddmad an excellent
response. On"® April 2020, the school set up a food bank for an expected 200 families identified by colleagues
at the school. They built a relationship with Bow Food Bank who put the school in contact with the CCS
Programmewho provided additional funding and support. The service was very well used with over 400 families
accessing the service.

The service provided food parcels, household necessities, toiletries, and sanitary hygiene kits. The CCS
Programmesupport included welfare refeals toa school social worker and local advice agency, Island
Advice.The funding provided by the CE&grammewas used alongside money raised by the project and
donations from Beauty Bank, Bloody Good Period and Clean Consciousness.

The aim of theCCS funding was to empower the project to not only provide nmegided products, but to also
refer to additional advice and support. Initial funding from the @@grammefor this workstream was £20,000
for food parcels and household necessities provitiedupport students and families of Mulberry School set up
in response to the Cowvitl9 outbreak.

4.5.2 Outputs

At time of writing the data for the Mulberry Food and Advice workstream is incomplete and represergggust
month (May 2020) of a possibleur months during which the workstream was delivered. In May alone,
Mulberry report:

0 1848 food / toiletry packs were provided per household.
0 482 service users were supported with both underlying needs and aftercare.
o 31 families were successfully referred for Infatmon, Advice or Guidance.
4.5.3 Outcomesfor people accessing services
Our research identified the following outcomes for people accessing services:

0 Mulberry School identified a barrier for peopledocesgood ¢ travelling can be costly, time consuming
and iraccessible. The Mulberry Food and Advice Service therefore improved access to food and
toiletries. Furthermore, for many people, access to advice was improved, as some of the service users
would not have been aware or considered accessing advice services.

o0 Island Advice reported that many of the referrals received from Mulberry School were in relation to
form filling, completing applications and supporting service users through that prodéisie this was
not an intended outcome of the workstream, the Nberry Food and Advice Service has contributed to
improving asimpler, supported application process.

0 Accessing fresh fruit, vegetables and culturally appropriate foodhéoMulberry School community
has possibly contributed to an unexpected outcomeusn® maintaining healthy, varied diets.
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o As many of the beneficiaries of the Food and Advice Service are children and young people, it is possible
that a further unexpected outcome has been achieved enabling Mulberry students to participate in
education actiities during lockdown.
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Impacts for people accessingservices

The primary way in which service users have been supported througdbedinated Community Support
Programmaen Year lis through the funded workstream3ierl of the CC8rogrammeTheory of Change
depicts the intended impact on servicsers.

Figurel7: Coordinated Community SuppoRrogrammeTheory of Change Tier1

| Activities | l Outcomes | | Impacts | | Long-term impacts
| am more
Theme 1: likely to
/ Improved know where
access to to go to get
e support with \
support my problem | am more
able to
----------------------------------------------------------------------------------------------------- recognise
Theme 2: | am more likely | have an when | a_m
A simpler, to request and | am less likely increased agﬁrs?sac;f:]lgg
supported receive S}JPPON to feel d_aun}ed awareness of HCcess
application with making an by application services support
process application for processes available to
crisis support me
_____________________________________________________________________________________________________ lam likely to | _
have a more
dignified
I am less | am more experiencin
Theme 3: likely to likely to have I htiv: ;ﬁf:,ss of gccessing
Area Addressing repeat my been treated range of crisis support
Workstreams underlying story to sensitively by support and systems
necd mump_le professionals e
agencies and volunteers
| am more
likely to
"""""""""""""""""""""""""""""""""""""""""""""""""""""""""" access
I am more likely support from
Theme 4 I am more to see the the rig_ht
Zpe likely to be benefits of place quickly
Providing offered accessing a
aftercare aftercare variety of support
services | am less
likely to need
""""""""""""""""""""""""""""""""""""""""" support in the
| am more future
I ) | /
shape and
inform
serivices

Source: Clou@€hamber 2020

5.2 Programmereach

Leadworkstreamdelivery organisatios have been invited to complete monitoring data on the numbers of

people they support with CCS funding and information regarding outcomes. Five workstreams have completed
these returns. Whé this is not representative of all workstreams, the data provides some insight on both the
reach and outcomes for service users.

35



Coordinated Community Support Programme Year 1 Evaluation Report
FINAL REPORT

Monitoring data from theProgrammeshows at leas®,000individualshave been supported directly through
the Programm@& worlstreams in 2020Due to differences in how data was recorded, this is likely to be an
underestimate with wider members of households atiectly accessg and benefiting fronservices. There is
also some undereporting as some workstreanfgve not, at time of writing, provided themonitoringdata
andother workstreams are not expected to.

Monitoring data includes information about specific crisis support interventions received by service hgers. T
mostfrequentlyaccessedvere asfollows:

o Food (1,848 food/toiletry packs delivergd

0 Mobile data / top up(123people.

0 Gas/ electric / data fuel top ufz.90 people).

0 Furniture (79eople.

0 Supermarket voucher&9 people.

o IT equipment and acce$80 people.

0 Successfully referred for Infimation, Advice or Guidance (31 people)

0 Food parcel leafletprinted for Swansea CAB,000)

0 Leaflets printed foAncora in Oldhan (2000)
As mentioned in previous chapters, the workstream¥@ar lIhave been designed, to a large extgntdirect
response to Covid9. As the list of services suggesisyid19 workstreams has a focus on timely access
through provision of foodfurniture, and advice in a timely and Coxdfe setting via trusted ageies.
5.3 Outcomes
5.3.1 Monitoring data

Aftercare and forming a trusted relationshéype the most significant outconswith an approximate minimum
of 1,404 people supported with this through workstream funding. This is closely followed by addressing
underlying ned with an estimated B44people supportedSeeFigure 18 belovior full data.
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Figurel8 Number of people supported with thematic outcomes

Providing aftercare and/or forming a trusted relationshilj| G o/
Addressing underlying need | NG 1+
Identifying underlying needs ||| N .oo:
Improved crisis support ||| | | | I 556
Simpler, supported application proces_ 431

Source: CCS Monitoring data

Our analysis of this data, when triangulated withrkstream case studietells us tha all five workstreams
providing monitoring data described the primary outcome of their workstream as about improving access to
crisis supportvhen designing their project$lowever, the numbers of people suppedwith accesdas
relativefewer responses when compared to aftercare and underlying need.

This suggestthat workstream leads have described their intended workiasess to crisis supp@when in
reality, they are doing more complex works a result, we asime that many of the workstreams identify their
work astHccessior simplicity whenin fact, their work contributes to more of the thematic areas.

It could also suggest that tHare thematic areas of the (8Programmaeare difficult to disentangle frm the
perspective of the workstreamghis blurring of themes was supportedwhat we heard from workstream
leads during our case study research.

Wedo notdraw any definitive conclusions from the monitoring data in isolation but suggest that theimays
which workstream leads have responded to it highlights the ways in whicfivianthemes are interrelated for
service providers.

5.3.2 Outcomes identified in case studies

Four workstreams have been consulted in de¢ahe in each pilot sitevia workstrean case studiesNe asked
interviewees about the outcomes from the funding. Some of these were reflected in the Tigalry of
Changewhile others ardikely to be a reflection of the changing nature of tAeogrammaen response to the
Covid19 crisisThis is illustrated in Figure 19 below.
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Figurel9: Intended and unexpected outcomes
Intended outcomes Unexpected or additional outcomes

0 More likely to access support from the 0 More able to trust someone who can help

I EEEEENIE ) (s i) o Wellbeing is maintained or prevented from entering crisis

0 Access to a wider range of support

o More likely to have had support with additional needs
services (underlying need theme) v oLy

(beyond my immediate crisis)
o0 More dignified experience of accessing

crisis support and systems (cross culttit
theme) 0 Children are more likely toebable to engage with

education

0 Mental and/or physical health is maintained

0 Empowerment

Source: Cloud Chamber

5.4 Consideration points

Based on emerging findings frovear 1of the evaluation, Cloud Chamber encourage @wordinated
Community Support Programmieamand broader partnerships to consider the following:

0 Ensure that system pathways allow space for practitioners to build trust with service usarglence
from workstreams and partnership meetinggggess that crossreferrals between organisations can be
challenging because service users can be reluctant to place their truiiém@rgansation. While an
online referral system has the potential to improve outcomes for service users, it is important that the
Programmeseizes the opportunity to supportavm referrals by empowering professionals to
accompany service users to appointments (taking an interlBagewoi @odel, for example). This is
likely to make crosseferrals smoother, more successful and contribute to outcomes around increasing
aftercare and addressing underlying need

0 Access to goods and finance are an opportunity to start a conversatiba:Programmehas shown us
that, in many cases, access to goods and finances are the ways in which crisis presents itself. However,
this is an opportuity to start a conversation with a service user to both address additional needs
and/or identify underlying need. Partner organisations recegtiis potential but danot always have
the capacity or knowledge to respond. It is recommended thatRhegranme encourages delivery
organisations to think and plan beyond goods and finance provision towards a more holistic approach
to support.
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6

6.1 Introduction

Locl systems change

Tier2 of ourTheory of Changeelates to impact on local systems. This is concemighl local systems and their
ability to respond to thdive themes of ourTheory of ChangeMuch of the work iriYear 1of the Coordinated
Canmunity SupporProgrammehas been focused on building thecessaryoundationsfor enacting systems
change- the networks and relationships of organisations working at pilot site level.

Figure20: CCrogrammeTheory of Change Tier2 Local systems change

Workstream"

implmentation
and learning
(from Tier 1)

Facilitaing
workstreams

New tools
and
resources

Practice
improvement
and
influencing

Brand
development

Effective
Comms
(newsletters,
social media,
roadshows)

| Activities | I Outcomes | I Impacts ||Long-term impacts

f Theme 1:

Improved

Service providers

Theme 4:
Providing

aftercare

Theme 5:
Learning

Source: Cloud Chamber 2020

Increased
signposting and
referral between
organisations for

aftercare and
other services

Increased capacity
of service providers
to provide and
deliver aftercare

Increased
opportunities to
share learning
between service
providers

Improved ability to
reflect on what
works

Improved ON

Improved awareness of have improved greater clarity
accessto | | services available | | apity tto overcome | | of eligibility
CHS12 amongst service | | pariers to access criteria
support providers
Theme 2: A Barriers to making Improved shared
simpler, applications are understanding of
supported removed or the barriers to
application mitigated making an
process application
Improved Increased Improved
Theme 3: confidence of signposting and communication
Addressing volunteers and referral between between
underlying professinals to organisations for services to
need recognise aftercare and other address
underlying need services underlying needs

Improved trust
between service
provider at local

level

Service providers
have improved
ability to
collaboratively
identify solutions to
support people in
crisis

Service providers
have improved
ability to engage
proactivley with
service users to
ensure timely
intervention

Fewer gaps in the
provision of crisis
support

Reduced pressure

on overstretched

schemes of crisis
support

Accountability line

B

Impact:
Systems
change
acheived at
local level to
improve the
client
experience
and reduce
recurring
crisis

Several activities have been carried out to support achievement of systems change at local level. These

included

0 Workstream funding

o Facilitating meetings and calls within the pilot sites to discuss respongesvid19.

o Facilitating meeting and callgmss the pilot sites on specific themssich as reach of services
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0 Brokering relationships between organisations to support jotapedvorking

o Trainingand development foprofessionalge.g.grant awareness webingar

6.2 Pulse check of local systems

Inthis section, we presentata collectedvia an online survelgy #nalysis of perspectives of crisis provi€on
research project. The data is from all four areas of tReogrammeand provides apulse chec&bf local crisis
systems in relation to a numbef key factors suggested as importantiire CCS heory of Change
Respondents rated several statements ohileertscale Whilst not anofficial baseline (as it was conducted
towards the end ofvear lof the Programmé it does serve as an indicationwhere local providers feg¢hey
are withregards to their confidence, ability and perceptions of five thematic areas of the CE8ogramme

This data has not been used to inform argar 1delivery (due to timing) although does contribute to t8€S
TeanQ @nd partner§) understanding of where providers feel confident and less confident. For example:

0 There were twostatements where aigh level of confidence (where 51% of more of respondents agree
or strongly agreejvas evident, relating to datsharing and the strength of intesrganisational referral
processes

o All other statements had a relatilselow level ofconfidence(where less than 40% oéspondentsagree
or disagree) withldequate services for supporting clients witimg term complex need in our local
areaxcoring lowest.

The data is tabulated iRigure 21

" Data includes responses from Oldham (9) Norfolk (14) , Tower Hamlets (6) and Swansea (14). Respondents include a mix
of those who are engaged (502%jvare (30%) and not aware (20%) of the @&framme. Questions in this section of
analysis designed byidtid Chamber and survey delivered by the CCS team and Amy Edwards.
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Figure21: Crisis supporin local areas

Statement % agree or agree N
strongly

oComfortable that we can share client data safely and securely vather 80% 41

organisations in our local area when needéd

GThere are strong referral processes (for clients) between organisations in 61% 41

local are&

dit is easy for our client group to access crisis support in our local area 39% 41

OWe have a strong working relationship with other providers in our local 36% 42

area

oOur organisation has a remit to provide ongoing, long term support to cliel 27% 40

beyond an initial crisié

oOur organisation is clear on the eligibilitgriteria for crisis support grants 27% 38

(e.g. Resident Support Schenge)

OWe are proficient and experienced at edesigning services with our users / 26% 39

clientst

OWithin our local area there is a strong knowledge of VCS services among: 24% 41

thed SOG 2 NE

oOur organisation has the resources to provide ongoing, long term support 21% 39

clients beyond an initial crisis
GThere are adequate services for supporting clients witimg term, complex 11% 42
need in our local areé&

SourceCC%ased on questions designed by Cloud Chamibbel vy f @ A a 2F LISNARALISOGA@Sa 27F C
projectsurvey, CCS, 2020

To help us asse$iow pilot site organisations feel in response to thee CC¥rogrammehemes,Figure 22
belowsummarises some indicators from the datdl.themesscore less than 40% of respondents agreeing or
strongly agreeing

Figure22: Analysis of perspectives of crisis provision research progata by CC8rogrammetheme

CCSheme Indication of confidence

Access 39% oforganisationgeport it is easy for their client group to access crisis support in
their local area

Application 27% of organisations report that their orgaaiion is clear on the eligibility criteria for

processes crisis support grants

Addressing 11%of organisations report that there are adequate services for supporting clients

underlying need long term complex need in their local area

Providing aftercare 21% of organisations report that their orgaaiion has the resources to provide
ongoing,long termsupport to clients beyond an initial crisis and 27% of respondent:
had a remit to provide ongoingpng termsupport to clients

Learning 26% describe that they are proficient and experienced atlesiqing services with our
users / clients

Source: Cloud Chamber based on questions designed by Cloud Chamaealigsis of perspectives of crisis provigon
research projecsurvey, CCS 2020
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As mentionedpreviously there is a particularly low score forganisations agreeing that there addequate
services for supporting clients witbng term complex need in our local arQauggesting that therenay bea
gap of provision for addressing underlying need.

6.3 Local systems change outcomes

Based on the Cd8ogrammaeactivity and the consultation we have completeds identify the following
outcomesrelated tolocal systemsn Year 1of the Programme

0 Increasing levels of communication between organisatiotise CC®rogrammehas offered ainique
opportunity for organisationsd communicatewith eachother in thdr localiies. In some cases, the
CCSacilitated meetings were the first time that organisations were made aware of one another

A 2SS gSNB Fff &l G I NP d2CRmeétikgsdmedofhtl® pabpled knéw, w -
a42YS L RARYQG® {AyOS GKSYy:I L KI@S Mindé& Ye
people have come together and made their own connections. And made our own network, a
smaller network. [Colleague] fromiIPcL QR NA Y3 KSNJ dzlJ y26d LT
[service user] or need to makeannectionthere are people who can help. Someone at Job
Centreci KS& OFy Saoltl iS 0KAY3&somepdls [orgabiSayiond]
Ol y Q inor@rho@ey but they can refer [service users] té uso + / {sati@NH | y A

Organisationdunded through workstreamm the pilot sites report an increased level of trust since the

inception of the CCBrogramme This has been somewhat catalysed further due to joint working in
response taCovid19 which has placed clients at the heart of the organisations service offer.

o Clarity of responsibilities and strengths of VCS provisitie CC®rogrammehas provided a platform
for organisations to share their strengths with one another. This has raised the visibility of the unique
nature of organisatioal offersand it is posible that this has led to increased referrals between
organisationsn the network (although at present, the datarist available to verify this).

A aL 0Sft A S Scalanthorty aea} arexatlyNlicky to have a lot of advice agengies
differentadvice agencies have different strengths and weaknesses. Referrals are time

consuming due to complex needot everything can be done by one orgaation.€ (VCS
organisation)

o Agility of VCS sector is better understonsbme small VCS organisations report that they are more
agile and able to respond to vulnerable clientsnpared tostatutory servics. This is, in part, due to
the fact that their referrals systems are persoanteredand buit on strong relationship betweae
practitioners. The CC8rogrammehas highlighted their unique strengths to others.

A aLiG Aa SIaASN (2 -Bdoyyinsatiok]Betause dthedzystedSatef tatrgliing S NJ

(VCS organisation)

0 Shared visiorfor a more holistic systemVCS orgasations involved in the C®@8grammehave had

the opportunity to share their vision of what improved crisis provision should look like and feel like for a

client. In allfour pilot sites a vision has emergeaif a more accessible, warm and holisticteys. The
CC%rogrammehas been a catalyst farganisationgo jointly identify and articulate this visicand for
many a referral system is the first step.

o Joint understanding of the importance of referral systerria most of the areas, there is appetifor a
referral system asnany organisations recognise tlas the single thing that is likely to improve the
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