
Coordinated Community Support Programme  Year 1 Evaluation Report 

FINAL REPORT 

 

 

         

 

 

   

 

 

 

 

 

 

 

 

January 2021 
 

 

 

Authors:  Emma Roberts,  

Richard Stephens,  

Richard Sutcliffe,  

Janet Grauberg 
 

C o o r d i n a t e d 
C o m m u n i t y  S u p p o r t  
P r o g r a m m e Y e a r  1 
E v a l u a t i o n  a n d  
L e a r n i n g R e p o r t 
 
F i n a l  r e p o r t 



Coordinated Community Support Programme  Year 1 Evaluation Report 

FINAL REPORT 

 

www.cloud-chamber.co.uk 

 

 

 

Contents 

Key Findings ................................................................................................................................................ 1 

1 Introduction ....................................................................................................................................... 2 

2 Responding to Covid-19 .................................................................................................................. 11 

3 Activities delivered in Year 1 ........................................................................................................... 17 

4 Four workstream case studies......................................................................................................... 21 

5 Impacts for people accessing services ............................................................................................ 35 

6 Local systems change ...................................................................................................................... 40 

7 National systems change ................................................................................................................. 54 

8 Conclusions and Recommendations ............................................................................................... 59 

Appendix 1: KPI summary and narrative .................................................................................................. 62 

Appendix 2: Local Systems Change survey ............................................................................................... 64 

Appendix 3: Workstream Summary for Year 1 ......................................................................................... 66 

 

 

  

http://www.cloud-chamber.co.uk/


Coordinated Community Support Programme  Year 1 Evaluation Report 

FINAL REPORT 

 

www.cloud-chamber.co.uk 

 

The /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅ ƛs proud to be working in partnership with the following 

organisations to deliver the Coordinated Commuity Support Programme 

 

 

  

 

              

 

 

      

http://www.cloud-chamber.co.uk/


Coordinated Community Support Programme  Year 1 Evaluation Report 

FINAL REPORT 

 

1 

 

Key Findings  
The Coordinated Community Support (CCS) Programme works with four different local authority areas to set up 

pilot workstreams providing support, guidance and resources to local community organisations to better 

coordinate crisis provision within their local authority area. Taking a collaborative approach, 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 bringing policy makers and funders closer to the experiences of local people. 

Our conclusions for Year 1 of the Coordinated Community Support Programme can be summarised as follows: 

o Significant progress made and strong relationships built: the CCS Team have exceeded the number of 

people and organisations they have engaged through the Programme. The CCS Team have gained 

credibility and trust of a range of Voluntary and Community Sector (VCS) organisations within 1 year. 

This achievement, especially during Covid-19 where face to face meetings have not been possible, is 

notable. 

o The Programme has been agile in response to Covid-19 with coordination remaining a key priority: 

the Programme has allowed space for workstreams to be Covid-19 responsive (i.e. providing support in 

direct response to needs emerging because of the pandemic).  Furthermore, the Programme team 

facilitated useful conversations at pilot site level to increase awareness of community needs arising due 

to Covid-19. While the focus of Year 1 at pilot site level has been somewhat adapted due to Covid-19, 

the core value of improved coordination remains visible and attainable. In some cases, Covid-19 has 

catalysed improved coordination. 

o Preconditions for systems change at local level: Year 1 of the Programme has built some solid 

foundations for systems change in each of the four local areas. This includes improved coordination, 

improved recognition of the strengths of different organisations and some firm plans to develop 

coordinated systems for Years 2 and 3 of the Programme. 

o Learning how to improve pathways and experiences for people who access services: through the 

funded workstreams, Year 1 of the CCS Programme has 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 

resources at times of crisis.   

o Iterative and evolving Programme: the Programme has learning at its heart. There is an 

acknowledgment amongst the CCS Team that the initial five Programme themes will need to be adapted 

ς partly in response to Covid-19 and partly due to learning via the workstreams.   
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1 Introduction 

1 . 1 Ba ck g ro u nd 

¢ƘŜ /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅ (TCS), in partnership with several organisations including Buttle UK, the Lloyds Bank 

Foundation, Children in Need, The Church of England, The Legal Education Foundation, The Local Government 

Association (LGA), Trust for London, Smallwood Trust, Stepchange and Trussell Trust are delivering the 

Coordinated Community Support (CCS) Programme.  

The three-year programme has the following objectives, as described in the original proposal: 

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

when they need it. 

o To ensure that Local Welfare Assistance Schemes (LWAS) and the Discretionary Assistance Fund (DAF) 

scheme are delivered effectively, and to reduce duplication of crisis support provision available locally. 

o 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. 

The Programme was devised in response to the localisation of welfare assistance in 2013, and research 

ŎƻƴŘǳŎǘŜŘ ōȅ ¢ƘŜ /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅ ǿƛǘƘ ¢ƘŜ /ƘǳǊŎƘ ƻŦ 9ƴƎƭŀƴŘ όǘƘŜ ΨNot Making Ends MeetΩ report).1 Before 

2013, there was a national scheme of crisis loans and community care grants. However, reform of the system 

led to the establishment of Local Welfare Assistance Schemes (LWAS), which are now administered by upper-

tier local authorities in England. The funding for these schemes is not ring-fenced for that purpose, and the 

overall sum of money for crisis support has reduced over time. Funding in England fell in real terms from around 

£291 million in 2010/11 to £132 million in 2020/21, a reduction of 55%.2  

In Wales, the Discretionary Assistance Fund (DAF) provides two types of grant ς the Emergency Assistance 

Payment (EAP) and the Individual Assistance Payment (IAP). The DAF is administered centrally by the Welsh 

Government, in contrast to the decentralised local welfare assistance model in England.   

1 . 2 Pro g ra m m e d e s i g n 

The CCS Programme works with organisations in four different local authority areas to setup and pilot projects 

providing the support, guidance and resources to better coordinate crisis provision within their locality. To 

identify the four areas, expressions of interest were sent to all Local Authorities with 20 submitting expressions 

of interest. As a pre-requisite for Local Authorities to be considered as a pilot site, they needed to have an LWAS 

 

 
1 ¢ƘŜ /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅ and The Church of England (2018) Not Making Ends Meet: The precarious nature of crisis support in 
England 

2 ¢ƘŜ /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅ όнлнлύ Leave No Family Behind: Strengthening Local Welfare Assistance during Covid-19 



Coordinated Community Support Programme  Year 1 Evaluation Report 

FINAL REPORT 

 

3 

 

in place and a commitment to continue funding it throughout the duration of the Programme. The TCS team 

shortlisted eight who were interviewed and asked: 

o How they felt the Programme could support with the delivery and development of their LWAS 

provision? 

o What areas did they feel their LWAS was lacking and why?  

o How did they see this Programme sitting more broadly within their strategic vision for their support for 

vulnerable residents? 

o What did they think was working well within their local authority area?  

o How well developed did they think their networks with the VCS were? 

Following these interviews, the following local areas were chosen as pilot sites: 

o Norfolk (County council, rural).  

o Oldham (Unitary authority, urban). 

o Swansea (Unitary authority, devolved nation, urban). 

o Tower Hamlets (Unitary authority, urban). 

The local pilot work is supported and facilitated by a national level CCS Team consisting of a Programme 

Manager supported by two Programme Officers. The Programme is also supported by a Learning Facilitator and 

an independent external evaluation.  

The Programme is founded on five themes, or key components, within each pilot site:3 

o Improving access to crisis support schemes: too often people Ωbounce aroundΨ between different 

services trying, but failing, to access crisis support. The CCS Programme seeks 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 support ς rather than simply signposting them on 

to another organisation. 

o A simpler, supported, application process: when 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 evidence and waiting, often for an unspecified 

amount of time, to hear the outcome. The CCS Programme seeks to address this, both by improving 

application processes themselves, and by supporting staff to assist with making applications. 

o Addressing underlying needs to prevent the recurrence of crisis: an 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 and time to enable 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 address these issues. 

 

 
3 ¢ƘŜ /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅ όнлмфύ //{ tǊƻƎǊŀƳƳŜ proposal  
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o Providing aftercare: ¢ƘŜ /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅΩǎ ΨNot Making Ends MeetΩ research into crisis support 

provision in England found that, where it was available, families really valued good aftercare and 

seemed to make an important difference to long term outcomes, including the incidence of repeat 

financial crisis. 

o A commitment to ongoing learning: each 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 country ς making changes to schemes as they develop. 

Learning will be shared with other Local Authorities in the pilot, and other parts of the country. 

When the Coordinated Community Support Programme was designed, there were conversations amongst the 

partners about the extent to which the Programme should be ΨinterventionistΩ (i.e. prescribe outcomes and 

suggested activities) vs. ΨcoproducedΩΩ (i.e. with outcomes agreed at local level) with delivery organisations in 

the local pilot sites. There have been challenges associated with this ΨownershipΩ continuum as described later 

in the report. 

1.2.1 Programme funding and governance 

The Coordinated Community Support Programme is governed by a Programme Board consisting of 

representatives from the ProgrammeΩǎ ŦǳƴŘƛƴƎ ƻǊƎŀƴƛǎŀǘƛƻƴǎ and other national partners. The Board meets 

every quarter and is supplemented by a learning and evaluation group (in turn made up from representatives of 

organisations on the Programme Board).  

The Programme originally envisaged that steering groups would be formed at a local level to contribute to the 

Programme being locally owned.  While pilot-site Steering Groups have not materialised, the Programme has 

invited all involved pilot-based organisations to sign a charter to demonstrate their commitment to the values 

of the Programme. To move towards a group of organisations with a sense of investment in the Programme, it 

was decided that local charter signatories are consulted on any funding arrangements and that organisations in 

receipt of funds must also be a charter signatory.  

The Programme has secured external funding of £1.4m from seven external funders. Bringing together this 

number of independent funders to contribute towards a single Programme is, in itself, a considerable 

achievement. An overview of funders supporting the core costs of the Programme by relative size of their 

contribution is shown in Figure 1 below.  
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Figure 1: Funding mix of the Coordinated Community Support Programme by contribution 

 
Source: CCS Programme team  

Each funder has a different focus, and this illustrates the multifaceted nature of the problem and reflects the 

ambitious aims of the Programme. The Programme aims to contribute to a range of issues associated with crisis 

support but recognising the role that systems change (namely, coordinated systems) has to play in addressing 

challenges and ultimately resulting in better outcomes for service users.   

In addition, Smallwood provided funding to support direct grant funding for individuals and almost £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 leveraged funding can be found in Chapter 3. 

1 . 3 Eva l u a t i o n  ap p ro a ch 

1.3.1 Programme Theory of Change 

In Autumn 2019, when Cloud Chamber was appointed to evaluate the Coordinated Community Support 

Programme, it was still in the early stages of implementation. Four pilot sites had been identified and a draft 

Theory of Change had been compiled by the TCS Evidence and Impact team in collaboration with the CCS 

Programme team. Cloud Chamber worked with the Programme team to refine the Theory of Change and align it 

with the five Programme themes (access, application, underlying need, aftercare and learning) as well as 

conceptualising the Theory of Change within three impact tiers - impact on people, impact on local systems and 

impact on national systems. This is represented diagrammatically at the beginning of each relevant chapter in 

this report (p35, p40& p54).  
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What is a Theory of Change? 

A Theory of Change (ToC) is a description of how change happens in the short, medium and long term to 

achieve the intended impact. It can be represented in a visual diagram, as a narrative, or both.  

A ToC can be developed at the beginning of a piece of work or to describe an existing piece of work. In this 

case, the ToC was developed in the early stages of Programme implementation. The objectives of the 

Programme had already been set prior to the ToC development and some activity had already been 

delivered. The ToC sought to gain further clarity on the intended outcomes, how they relate to one another 

and to provide a basis for lines of enquiry for the evaluation.   

It is important to note that the Theory of Change was developed before the Covid-19 pandemic in the UK. Many 

of the assumptions underpinning the Theory of Change have been challenged during Year 1 and a discussion of 

this can be found throughout this report. Furthermore, aligned with the learning spirit of the Programme, the 

Theory of Change is regarded by Cloud Chamber as an iterative theory and the outcomes articulated in Year 1 

will not necessarily be relevant in Years 2 and 3. In addition, unexpected or unintended outcomes have emerged 

in Year 1 and are discussed in this report.   

What do we mean by systems change? 

There is no one accepted definition of systems change although most definitions are concerned with 

understanding how parts of a system interact, the relationships between people and processes and the 

behaviors that emerge as a result. Systems change is concerned with influencing, altering and/or changing 

the components and structures that cause a system to behave in a certain way. 

Our definitions of systems change for the purposes of this evaluation are best articulated in our Theories of 

Change (see relevant chapter in this document) but can be summarised as: 

o Systems in four local areas are more coordinated to improve client experience and prevent recurring 

crisis. 

o Learning and good practice from the Programme is adopted beyond pilot sites at a national level.  

1.3.2 Evaluation activities and data  

The evaluation brief was primarily summative in nature; assess the impact of the Programme. There were also 

formative elements, where the evaluation team works with the Learning Facilitator to highlight barriers and 

enablers to impact. This report covers the first year of delivery of the Programme, from August 2019 to 

September 2020.  

From the outset, we recognised that our evaluation methodology would need to be flexible and responsive to 

the activities designed in the four local pilot sites. In keeping with the spirit of the Programme, we wanted each 

local pilot site to have a bespoke set of outcomes that resonate with their aspirations. The following evaluation 

activities and data inform the Year 1 evaluation report as detailed in Figure 2. 

 

 

Figure 2: Evaluation data sources 

https://knowhow.ncvo.org.uk/organisation/impact/plan-your-impact-and-evaluation/identify-the-difference-you-want-to-make-1/uses-of-theory-of-change
https://knowhow.ncvo.org.uk/organisation/impact/plan-your-impact-and-evaluation/identify-the-difference-you-want-to-make-1/uses-of-theory-of-change
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Activity / data Details Timeframe 

Desk review of 
implementation plans 

o Programme application 

o Board papers 

November 2019ς May 
2020 

 

Observation  

 
o Steering Group Attendance  

o Pilot site delivery meetings (eight attended) 

o Cross-site best practice call reach 

February to May 2020 

Programme team 
consultation 

o Monthly reflective sessions with the CCS Team and the 
Learning Facilitator  

o National systems ΨdownloadsΩ group consultations with CCS 
Team on a bimonthly basis (May 2020 and ongoing, three in 
total) 

o Interviews with four members of the CCS Programme team 
(October 2020) 

Ongoing from March 
2020 

CCS partner survey: 
systems change 

!ƴ ƻƴƭƛƴŜ ǎǳǊǾŜȅ ǊŜƎŀǊŘƛƴƎ Ψ[ƻŎŀƭ ǎȅǎǘŜƳǎ ŎƘŀƴƎŜΩΣ ƴҐрс. All 
organisations invited to participate in the Programme were invited 
to complete this survey.  Relevant data is provided in Appendix 2 

June 2020 

Workstream case studies Documentary and monitoring data review plus 15 interviews with 
delivery leads and partners 

August ς October 2020 

Monitoring data analysis  

 

Analysis of monitoring data collated by the TCS Evidence and 
Impact team 

September-October 2020 

Outcome setting 
workshop 

Qualitative data from the outcome-setting sessions facilitated by 
Cloud Chamber 

 

September 2020 

Perspectives of crisis 
provision research 

Survey (n=41) carried out by the CCS Team and Amy Edwards as 
part of the Ψanalysis of perspectives of crisis provision4Ψ research 
project included some evaluation-specific questions designed by 
Cloud Chamber 

October-November 2020 

The methodology set out in the initial evaluation framework has been modified in response to Covid-19 and in 

alignment with the flexible nature of the Programme. During the lockdown period, the Cloud Chamber 

evaluation team observed partnership calls in order to get a Ψreal timeΩ feel for how the Programme was 

responding and supporting organisations to respond to Covid-19. It also allowed the evaluation team to be a 

sounding board for the CCS Programme team throughout the first lockdown to share reflections, observations 

and support in decision making for the team. In this sense our evaluation shifted from a summative exercise to a 

developmental approach.  

 

 
4 Focus groups have been undertaken with local authority representatives and VCS representatives as well as 1-2-1 
interviews with beneficiaries of crisis provision locally. The research aims to get a better understanding of is the different 
ǳƴŘŜǊǎǘŀƴŘƛƴƎǎ ƻŦ ǿƘŀǘ ŎƻƴǎǘƛǘǳǘŜǎ ŀ ΨŎǊƛǎƛǎΩ ŀƴŘ ΨŎǊƛǎƛǎ ǇǊƻǾƛǎƛƻƴΩ ŀǎ ǿŜƭƭ ŀǎ ŀǿŀǊŜƴŜǎǎ ŀƴŘ ǇŜǊŎŜǇǘƛƻƴǎ ƻŦ Ǉrovision.  This 
Year 1 report incorporates survey data from this research project.  
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Five Key Performance Indicators (KPIs) were set for the Programme at proposal stage. These are shown in 

Appendix 1 with some narrative around Year 1 progress. The KPIs focus on receiving, and referral to crisis 

support, as well as engagement of organisations. 

1.3.3 Workstream case studies 

Given the significant disruption caused by Covid-19, it was agreed that a useful lens for the Year 1 evaluation 

would be to conduct workstream case studies in each pilot site. Seventeen workstreams were funded through 

the Coordinated Community Support Programme with an additional five funded through leveraged funds. It was 

agreed that four case studies would be selected out of this total. The aim was to have a good balance of 

workstream type, beneficiary group and thematic focus. The following case studies were therefore identified:  

o Mulberry School Food and Advice Service (Tower Hamlets). 

o Norwich Integration Partnership (Norfolk). 

o Ethnic Minorities and Youth Support Team (EYST) Centralised Hardship Fund (Swansea). 

o {ǳǇǇƻǊǘ ϧ !Ŏǘƛƻƴ ²ƻƳŜƴΩǎ bŜǘǿƻǊƪ όSAWN) extended support service (Oldham). 

Fifteen (15) interviews were carried out in total to inform these case studies. The findings in this report are 

heavily influenced by learning from across the four case studies and have been triangulated with other data 

sources, as noted above.  

1.3.4 Learning Programme 

Accompanying the evaluation is a learning programme, led by the Learning Facilitator. The purpose of the 

learning programme is: 

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

o To support partner sites in understanding what it would take to improve coordination of crisis response 

in their area. 

o To enable learning from the Programme to be communicated to other stakeholders. 

o To contribute (alongside evaluation) to learning in relation to policy and legislation at national level.  

During the first year the learning programme included the following activities:  

o February/March 2020: Four reflective calls with three or four key people from each of the pilot sites to 

review the set up and implementation planning process. 

o AprilςJune 2020: Developing and hosting a range of Ψpractice sharingΩ Zoom calls for people from across 

the pilot sites. These included: 

o An Ψopen callΩ to discuss the implications of lockdown (April 2020). 

o A themed call on the issue of Ψreaching those most likely to slip through the cracksΩ (May 2020). 

o A practice sharing call for the four Local Authorities (May 2020). 

o A ΨLooking AheadΩ workshop for those from the pilot sites and the national Programme looking 

ahead to key issues for the recovery phase of the pandemic (June 2020). 

o An open meeting for the ten partner sites to update on the Programme and share emerging 

themes (July 2020). 
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o Two rounds of 1-1 reflective calls with members of the CCS Programme team to review issues 

arising (January & August 2020).  

Reflections and questions from these activities were summarised into reports and discussion items for the 

quarterly meetings of the learning and evaluation group (held in November 2019, February, May, September 

2020). 

1.3.5 Method adaptations and limitations  

As a result of Covid-19, a number of additional adaptations have been made to our evaluation methodology: 

o Service user evaluation engagement: core to our initial approach was a method based on observational 

and qualitative evidence gathering. Our initial planned methodology included some ethnography and in-

depth interviews at the delivery sites, helping our evaluation teams to build relationships with 

workstream providers and some service users. Due to Covid-19 this has not been possible. Furthermore, 

late in 2020 an additional piece of research was commissioned by the Programme, known internally as 

the Ψanalysis of perspectives of crisis provisionΩ research project. The research has 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 users for two pieces of work (the 

research project and the evaluation) would have on delivery organisations and agreed that the Ψanalysis 

of perspectives of crisis provisionΩ research project would carry out interviews (with some evaluation-

specific questions included) and share the data with Cloud Chamber. Interviews were ongoing with 

service users as part of the research at the time of drafting this Year 1 report.   

o Focus on local systems change: much of the observational work carried out by the evaluation team in 

the first half of 2020 highlighted the fact that the CCS Team were working hard to lay some foundations 

for systems change amongst local delivery organisations. This is reflected in the Year 1 evaluation 

resource and report. The aspiration is for Years 2 and 3 to have a balanced and proportionate 

methodology between Tiers (1, 2 and 3) of the Programme Theory of Change. 

o Baselining: it was agreed that baselining the Programme in Year 1 would be inappropriate for two 

reasons.  Firstly, the start of the Programme was August 2019, although for many delivery providers 

they envisage the start of the Programme to be when workstream funding was received (which did not 

happen until March 2020 in many cases). Secondly, it became apparent that a meaningful retrospective 

baseline would be challenging to capture given the Covid-19 pandemic. For many delivery partners, the 

Programme became visible and useful at the point of the first national lockdown in March 2020. While 

we do not have a robust baseline for the Programme Theory of Change, we have two data sources 

which we consider to be a proxy or quasi-baseline which may serve as useful points of comparison in 

Years 2 and 3.  Firstly, our local systems change survey in April 2020 (n=56) and secondly the Ψanalysis of 

perspectives of crisis provisionΩ evaluation questions.     

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

o Monitoring data: the variable nature of workstreams, their local context, differing delivery periods, and 

the bespoke nature of monitoring data for each has meant that there are consistency issues when 

comparing or aggregating data. 

o Reliance on case studies: while there is good spread across each of the pilot sites, we have a reliance on 

a small number of case studies which means we are unable to fully generalise our findings across the 

whole Programme. 
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1 . 4 Ab o u t  t h i s  re p o r t 

This report has been drafted by the Cloud Chamber evaluation team with contributions from the Learning 

Facilitator, Janet Grauberg. Learning Facilitator contributions are labelled as such and marked in a pink text box.  
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2 Responding to Covid-19 

2 . 1 I n t ro d u c t i o n  

The CCS Programme, like many other programmes, had to significantly alter its approach in response to Covid-

19. At the point that the national lockdown started, in March 2020, the Programme had: 

o Engaged with a wide range of local organisations in each of the pilot areas. 

o Conducted scoping meetings to shape the Programme. 

o Produced draft implementation plans, focusing on core workstreams based on the needs identified in 

earlier stages. These were drafted by the CCS Team in consultation with organisations in the pilot sites.   

This chapter includes some context to Local Welfare Assistance Schemes (LWAS), how the Programme 

workstreams responded to Covid-19, and how the applicability of the Programme Theory of Change changed.  

2 . 2 Lo ca l  We l fa re  As s i s ta n ce  Sch e m e co n tex t 

Local responses to the crisis were observed within LWAS including: 

o Relaxing limits on the frequency of applications.  

o Reducing the amount of evidence required.  

o Cash handouts. 

o Reducing the length of application processes. 

o Changing assessment practices. 

o Increased funding and personnel to deliver the scheme. 

This can be seen in data from the LWAS for each of the pilot areas, collated by the Programme team. We have 

aggregated data from three local areas in the below figure. The average number of applications per month 

doubled from 2019/20 to 2020/21, with the number of awards in 2020/21 exceeding those for 2019/20, despite 

not having data for the full year (only five months of data was available for 2020/21). The average award rate 

increased from 48% in 2018/19 to 61% in 2020/21; reflecting local responses to the crisis noted above.  

Figure 3: LWAS application and award statistics in three pilot sites  
2018/19 2019/20 2020/21* 

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 for 2018/19 

While increases in LWAS support were welcomed, there remained three key issues commonly unmitigated 

within LWAS as reported at the Programme Board in June 2020: 
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o Support for those with no recourse to public funds (NRPF). 

o Working with schools to provide support for families not currently able to attend.  

o Supporting with issues around access to essential items. 

This shaped the response to Covid-19 by the Programme, directing efforts towards these issues at a local pilot 

site level.  

2 . 3 Wo r ks t re a m  re s po n s e 

The figure below provides an overview of the workstreams planned in each of the pilot sites before Covid-19 

and the UK lockdown. 

Figure 4: Planned Coordinated Community Support Programme workstreams as of February 2020 

Common themes Swansea Oldham Norfolk Tower Hamlets 

Referral systems  Single point of 
referral 

Common referral 
form across Agencies 

Referral system & 
Awareness Raising 
 
 

School engagement/ 
referrals 

Grant awareness Grant awareness 
raising 
 

Grant Awareness 
raising 

Grant awareness 

Translation / 
interpretation 

Translation, 
Interpretation & 
NRPF Support 

Translation & 
Interpretation  
 
 

Translation & 
Interpretation 

 

Repairs and/or 
provision of goods 

  Repairs and Services 
Fund 
 

Furniture deliveries & 
installation 
 
Repairs and services 

Other Legal outreach 
 
Peripatetic Advice 
Services and Out of 
Hours Support 
 
Co-produced fuel 
poverty fund 
 
Financial literacy and 
credit union 
engagement 

Universal Pass (for 
the Homeless) 
 
Travel/Emergency 
Fund 
 
Co-production with 
clients 
 
Legal provision  
 
 

Peripatetic Services Food pantry (food 
and support services) 

Source: CCS Report to Programme Board, February 2020 

The national lockdown and response to Covid-19 meant that many of these workstreams needed to be adapted, 

postponed, reprioritised or halted altogether. Networking and engagement meetings (facilitated by the CCS 

Team) in each locality continued during lockdown to share practice across Programme sites. The Programme 

also diverted funding from Year 1 to supporting Covid-19 responses, and additional funding was levered-in from 

other funders and distributed to organisations across the Programme. 

 

Figure 5: Workstreams funded in Year 1 of the CCS Programme 

Swansea Oldham Norfolk Tower Hamlets 
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CitiȊŜƴΩǎ !ŘǾƛŎŜ {ǿŀƴǎŜŀ 
Food Parcel Leaflet (£110) 

Ancora KeyRing food parcel 
leaflet (£55) 

Leeway: Smallwood 
funding for Ψhome startΩ 
packs (£4,500) 
 

Island Advice / Tower 
Hamlets Community Advice 
Network (THCAN): School 
referral project (£5,000) 

Ethnic Minorities and 
Youth Support Team 
(EYST) Centralised 
Hardship fund (£9,000)* 

Ancora KeyRing Emergency 
hardship fund (£3,125) 

Norfolk CitizenΩǎ Advice: 
Grant Awareness project 
(£7,600) 

Mulberry School food and 
advice service (£20,000)*  

Housing Justice Cymru, 
Citadel (£12,883) 

REEL clothing bank 
(£3,200) 

Norfolk CƛǘƛȊŜƴΩǎ Advice: 
Digital Inclusion project 
(£1,200) 
 
 

RSS Training session with 
Northgate and Tower 
Hamlets local authority (no 
cost) 

The Wallich Home Starter 
packs (£2,625) 

SAWN Furniture and 
Extended services 
(£9,650)* 

Norfolk Community Law 
Service:  Family Solicitor 
Expansion (£5,000)  

 

  Norwich Integration 
Partnership: joint project 
(£16,298)* 

Norfolk Community Advice 
Network: Development 
and staffing resource for 
NCAN system (£6,552) 

Additional workstreams 
funded through funding 
leveraged5 

Source: Cloud Chamber informed by Half Year Programme Report, October 2020 and consultation with the CCS Team. 
Workstreams in bold 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 Pro g ra m m e  l e a r n i n g  i n  re sp o n s e  to  Co v i d-1 9 

2.4.1 Access to services 

The Programme actively brought organisations responding to the Covid-19 crisis together and offered a chance 

to exchange experiences and understanding of the emerging needs resulting from lockdown. Cloud Chamber 

observed these sessions, and the key ways Covid-19 changed how organisations were able to help service users 

in crisis:   

o Structural changes in how services are delivered: the physical lockdown, and subsequent social 

distancing meant there was a significant shift in interactions with clients. 

o Digital exclusion: in shifting to remote delivery, digital exclusion was a key barrier to inclusiveness and 

access to crisis support, there was an impact on educational outcomes and it was a particular issue for 

asylum seekers and those with NRPF.  

o Complexity: Covid-19 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 (£3,200); bƻǊŦƻƭƪ /ƛǘƛȊŜƴΩǎ !ŘǾƛŎŜΥ /ƻǾƛŘ-19 hardship fund (£9,000); 

Norwich Integration Partnership: Covid-19 hardship fund (£7,880) 
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Á άL ƘŀŘ ŀƴ ŜƴǉǳƛǊȅ ŦǊƻƳ ŀƴ ŜƭŘŜǊƭȅ ŎƻǳǇƭŜ ǿƘo had [sensitive issue explained]. I was unable to help as 

much as I wanted because there were so many issues. Social isolation, DV, furlough, so much going 

on.έ ό±/{ ǇŀǊǘƴŜǊύ 

2.4.2 Impact of Covid-19 on local systems  

Since Covid-19, there is evidence of organisations working hard together to understand need, share information 

and collaborate. This suggests that organisations have the ability to collaborate closely when required and in 

response to critical circumstances. This is corroborated 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 Covid-19 crisis (+5% on a 5-point Likert scale), as well as communication 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 Covid-19, compared with the situation before the pandemic. Conversely 

however, the ability to address barriers to crisis support was negatively affected by Covid-19 (albeit marginally). 

F 

Our observations and case studies have highlighted several key factors that might affect approaches to systems 

change. These relate to referrals, speed of decision making, collaboration, and understanding and addressing 

barriers. Covid-19 appears to have increased recognition of the importance of robust referrals between 

agencies. 

Á άL ǘƘƛƴƪ ǿŜ ŀǎ ƎǊƻǳǇǎ ƴŜŜŘ ǘƻ ƘŜƭǇ ǿƛǘƘ brokering [signposting and referring] rather than try to meet 

the needs all the time. Are we armed with ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴΚ /ŀƴ ǿŜ ōǊƻƪŜǊ ǘƻ ƘŜƭǇ ǇŜƻǇƭŜ ŀŎŎŜǎǎ ƛǘΚέ 

(VCS partner) 

Due to ΨfirefightingΩ in response to Covid-19 working relationships have been catalysed with pragmatic decisions 

taking precedent over strategic considerations.  

Á ά²ƘŜƴ L ŎŀƭƭŜŘ ǘƘŜ ƘƻƳŜƭŜǎǎ team [in local authority] I ǿŀǎƴΩǘ supported. There comes a time where 

we have to break the mould. My message to the local authority is we need to break the mould.έ  

(VCS Partner) 

The appetite for VCS organisations to collaborate with one another appears to have been catalysed due to 

Covid-19. In Tower Hamlets, one advice provider is able to take referrals from another having previously never 

collaborated; specifically, this is a school running a foodbank referring into an advice provider. In Oldham, there 

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

refer.   

Á ά²Ŝ ŦƻǊƎŜŘ ŀ ǊŜƭŀǘƛƻƴǎƘƛǇ ǿƛǘƘ ώŀƴƻǘƘŜǊ ±/{ ƻǊƎϐ ŀƴŘ LΩƳ ƘƻǇƛƴƎ ƛǘ ǿƛƭƭ ŎƻƴǘƛƴǳŜΦ ¢ƘŜǊŜ ƛǎ ƭƻǘ ƻŦ 

opportunity for this joint working. We can understand more about what each other can do. This is 

ōŜƴŜŦƛŎƛŀƭ ŦƻǊ ǳǎ ŀǎ ǿƻǊƪŜǊǎ ŀƴŘ ǘƘŜ ǇŜƻǇƭŜ ǿŜ ŀǊŜ ǘǊȅƛƴƎ ǘƻ ǎǳǇǇƻǊǘ ŀǎ ǿŜƭƭΦέ ό±/{ ǇŀǊǘner)  
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2 . 5 Re sp o n d i n g  to  Co v i d  1 9 :  Re f l e c t i o n s  f ro m  Le a rn i n g  
Fa c i l i ta to r 

2.5.1 Changing Mode of Delivery 

¢ƘŜ ƪŜȅ ŦŜŀǘǳǊŜ ƻŦ ǘƘŜ Ǉƛƭƻǘ ǎƛǘŜǎΩ ǊŜǎǇƻƴǎŜ ǘƻ /ƻǾƛŘ-19 lockdown was a rapid change in the mode of delivery, 

from a primarily face to face model to almost totally online or telephone-based. There were also examples of 

new services being mobilised (particularly food support) and new partnerships being forged: 

o The school-based food bank in Tower Hamlets and their partnership with an advice worker. 

o The development of a single hardship fund for migrants and refugees held by one VCS organisation in 

Swansea, and the emergence of a network of advice organisations in Tower Hamlets.  

In many cases, the organisations achieved in days and weeks changes that had been under discussion for 

years. In reflecting on these rapid changes in mid-April, we used the ΨCOM-BΩ behaviour change model. 6 It 

suggests behaviour changes when there is: 

o Capability to change (e.g. skills to work in a new way). 

o Motivation for change (personal and organisational). 

o Opportunity to change (the time is right). 

We concluded that the Covid-19 lockdown 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 in 

opportunity as people worked longer hours and new organisations (such as the Tower Hamlets school, or 

mutual aid groups) took on crisis support roles. Some of the opportunity came from organisations not doing 

their Ψday-jobsΩ ς ǘƘŜ ǎŎƘƻƻƭ ǿŀǎƴΩǘ ǘŜŀŎƘƛƴƎΣ ŀƴŘ ƻƴŜ ƻŦ ǘƘŜ {ǿŀƴǎŜŀ ŀǎȅƭǳƳ seeker support charities was no 

longer cooking a weekly community lunch. 

The issue of capability was the limiting factor, with staff having to learn how to work digitally being the key 

challenge. Organisational capability also featured in discussions as the immediate crisis subsided, for 

example, which of the Swansea organisations was best placed to hold a fund on behalf of other 

organisations.  

2.5.2 What the Covid-19 pandemic revealed about the nature of crisis 

The calls with the pilot sites during lockdown revealed a wide range of concerns, but most frequent included: 

o The scale of the demand: tƘŜ /ƛǘƛȊŜƴǎΩ !ŘǾƛŎŜ ǘŜŀƳ ƛƴ bƻǊŦƻƭƪ ǎŀƛŘ ǘƘŀǘ ǘƘŜ Dt {ƻŎƛŀƭ tǊŜǎŎǊƛōƛƴƎ 

team had sent them 2,500 contacts who they felt would need support. 

o Supporting welfare benefits applications: the challenge of supporting people to complete Universal 

Credit & Personal Independence Payment (PIP) ŦƻǊƳǎ ǿƘŜƴ ŀŘǾƛǎŜǊǎ ŎƻǳƭŘƴΩǘ ǎŜŜ ǘƘŜ ǇŀǇŜǊǿƻǊƪ ƻǊ 

the online form. 

o Loss of face to --face engagement: reaching those who might be in need, but who did not know 

where to turn now that face to face services were closed. At the practice sharing call on 11 May the 

pilot sites shared ideas for this, including greater use of partner organisations to promote your 

services (e.g. advice leaflets in food bags) and proactively contacting previous service users. 
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o Supporting those digitally excluded: the 11 May call also shared good practice such as using 

WhatsApp to attach photos or files of key advice, or videos in other languages.  

Over the Summer, as the immediate crisis subsided, there was a greater focus on the issue of ΨaftercareΩ ς 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. 

o It was felt that families in crisis were just glad to have their crisis resolved and did not want to engage 

in addressing further issues. 

o Support often was delivered by specialists, for example, financial advisers ς who were not equipped 

to offer other types of support, such as mental health advice. 

Summary of key learning: responding to Covid-19  

The overall objective of Ψaccess to crisis supportΩ has remained constant for the Programme both before and 

during the pandemic. However, priorities around ΨaccessΩ have changed and workstreams have adapted 

accordingly:  

o Pre-pandemic workstreams had a focus on improving access to support and appointments through 

funding translation, transport and some co-designed services.  These workstreams were paused or 

reconfigured. 

o Covid-19 workstreams had a focus on timely access through provision of food, furniture and advice in 

a timely and Covid-safe setting via trusted agencies. 

While coordination remains the primary objective of the Programme, there has been acknowledgement that 

Covid-19 has had a double-edged impact on this objective: 

o Firstly, Covid-19 has catalysed rapid adaptation and relationship building between VCS organisations 

to identify and implement solutions quickly. This was largely motivated by the urgency of the need, 

supported by the opportunities offered by the forced closure of some services.  

o Secondly, Covid-19 has left some organisations with little time, space or resource to co-design long 

term sustainable coordinated projects. Coordination does not just happen; it requires capacity. It is 

possible, however, that the relationships forged between organisations during the Covid-19 pandemic 

will be sustained. 

 

 
6 Michie, S., van Stralen, M.M. and West, R., 2011. The behaviour change wheel: a new method for characterising and 
designing behaviour change interventions.  Implementation science, 6(1), p.42. 
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3 Activit ies del ivered in Year 1 

3 . 1 Ac t i v i t y  s u m m a r y 

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

Programme. Overall, the Programme has distributed just over £100,000 of workstream funding. Further detail 

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

been delivered by the Programme team: 

o Promotion, engagement and partnership development. 

o Pilot site partnership meetings (26 meetings). 

o Online grant awareness training (31 attendees). 

o Development of the CCS Charter (26 organisations have signed up to the charter). 

o Cross-pilot site partnership learning meetings (three meetings). 

o Research project entitled Ψanalysis of perspectives of crisis provisionΩ (ongoing).  

o Support to develop 17 workstreams funded directly by CCS funding (see Appendix 3). 

o Leveraged £68,000 from additional sources to complement and add value to the workstreams.  

3 . 2 E n ga ge m e n t  o f  o rga n i s a tio n s  i n  p i l o t  s i te s 

The CCS Team have engaged 368 professionals during Year 1 of the Programme; representing approximately 

139 organisations across the four pilot sites. Not all of these professionals have engaged consistently 

throughout the Programme. There has been a fluid engagement process where organisations have engaged or 

disengaged with the Programme as it suits them. 

Most of the organisations who have engaged in the Programme have been voluntary and community sector 

(VCS) organisations. While it seems a lower number of local government organisations have engaged, often 

more than one person from any given local authority has engaged with the Programme and there are, by 

definition, limited numbers of local authorities in any given area. It is also reflective of the structure of local 

government in any given area (for example, whether there are County and District councils, or a single Unitary 

authority) 

Figure 6: Number of people and organisations engaged in Year 1   
Norfolk Oldham Swansea Tower 

Hamlets 
Total 

Individuals 142 78 76 72 368 

VCS organisations 24 35 31 31 121 

Local authority , or other statutory 8 3 3 1 15 

Schools  0 1 0 2 3 

Source: Cloud Chamber based on data provided by CCS Team 
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Twenty six (26) organisations have signed the CCS Programme charter in 2020 and this is regarded as the core 

group of organisations who are committed to delivering the Programme; and have consistently engaged 

throughout Year 1 according to the Programme team (from August 2019 to September 2020).  Appendix 2 

summarises data from our survey of invited organisations indicating that the objectives and rationale for the 

programme are well understood. On the whole, local authority and VCS organisations in the pilot sites 

understand and value the objectives of the Programme. Over four fifths were fully aware or somewhat aware of 

the objectives of the programme (84%, n=33). Responses indicate that getting support to people (Tier 1 of our 

Theory of Change) has been of significant value to partner organisations in local pilot sites for Year 1 of the 

Programme. Respondents have valued the ability provided by the Programme to discuss and identify solutions 

for people in crisis (47%, n=38), and discuss and understand needs of people in crisis (47%, n=38). 

3 . 3 Ab o u t  t h e  wo r ks t re a m s 

3.3.1 Workstream development 

The approach to workstream development was intended to be organic and driven by needs and priorities in 

pilot sites. Information and guidance sessions were held in each of the pilot areas. This allowed a number of 

issues to be identified to form the basis of implementation plans. The resulting workstreams were then to be 

piloted for approximately 6 months, after which monitoring and review process would determine whether 

individual pieces of work should be continued, expanded or ceased. 

The Programme chose to undertake smaller (in monetary terms) scale workstreams during Year 1. The 

Programme team reported however that the formulation process was not generating significant interest from 

local partners, despite the open offer of funding. The degree to which large, complex or ambitious workstreams 

were being proposed was limited; so, activity tended to be small scale in nature. It was clear that capacity within 

organisations was limited to come back with proposals, and costings ς and that much of the activity needed to 

be heavily supported by the Programme team in consultation with local areas. Significantly, from March 2020 it 

was clear that the workstreams already agreed needed to be halted, postponed or abandoned because of the 

Covid-19 pandemic. This heavily influenced the development of workstreams, with a greater need to be 

responsive and focused on meeting immediate need. This is reflected in the workstream statistics presented in 

the next sub-section.  

3.3.2 Workstream statistics 

In Year 1 of the Programme, 15 workstreams were funded - all of which were delivered by VCS organisations. 

The core Programme investment was just over £100k for the Year 1, with each workstream on average receiving 

£6,265. 
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Figure 7: Core financial investment in workstreams 

 
Source: Cloud Chamber based on CCS monitoring data 

Three workstreams were funded for amounts over £10,000. This included Mulberry Food and Advice Service in 

Tower Hamlets (£20,000), the Norwich Integration Partnership joint project (£16,298) and Housing Justice 

Cymru, Citadel in Swansea (£13,338). 

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 Covid-19 i.e., for food, household items or expenses. The funders explicitly state that the 

funding should not be used for organisational or infrastructure costs.  The CCS Team leveraged the funding and 

then identified how best to distribute it to ensure alignment with funder requirements whilst complementing 

planned workstreams. A total of £68,000 has been leveraged in total with the figure below summarising how 

this funding has been sourced and allocated: 

Figure 8: Funding leveraged by the CCS Programme 

Funding Source Amount Workstream / locality  

Martin Lewis 
Foundation 

£20,000 Tower Hamlets for Mulberry Food and Advice Service 

East End Community 
Foundation  

£8,000 Tower Hamlets for Mulberry Food and Advice Service 

Martin Lewis 
Foundation 

£20,000 Norfolk for distribution between organisations including NCAB, 
Leeway and NIP 

Paul Hamlyn Foundation 
(Covid-19 Response 
Funding) 

£20,000 Swansea - EYST partnership 

Oldham ςSAWN 

Norfolk ς NIP  

Source: CCS Programme team 

 £-  £5,000  £10,000  £15,000  £20,000

RSS Training session with Northgate

Ancora Keyring

CAB Swanesa Food Parcel Leaflet

NCAB: Digital Inclusion project

The Wallich

Ancora Emergency hardship fund

REEL clothing bank

Leeway: Smallwood funding for homestart packs

Island Advice / THCAN Referral project

Family law solicitor

NCAB: Grant Awareness project

EYST Centralised Hardship fund

SAWN Furniture and Extended services

Housing Justice Cymru, Citadel

Norwich Integration Partnership: joint project

Mulberry food and advice service
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Combining core and leveraged funding, the amount of funding by pilot site has ranged between £23k and £61k, 

as shown in Figure 9 below. Norfolk has had the greatest level of investment (41%) and Oldham the least (15%). 

The average funding value for workstream was highest in Norfolk (£12,253) and lowest in Oldham (£5,674).  

Figure 9: Total investment by workstreams and pilot-site area 

Pilot area Workstreams Funding 
distributed 

Funding (% of total 
distributed) 

Average funding per 
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 Key Performance Indicators 

Five Key Performance Indicators (KPIs) were set for the Programme at 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 KPIs are included in Appendix 1. 

Figure 10: KPI Summary 

KPI 
No
# 

Indicator Target (for end of Programme, 
year 3) 

Quasi-baseline 

1 Numbers receiving support 
through LWA scheme 
increases 

LWA recipients increase by 
2,000 above baseline in Year 3 
across the four pilot areas. 

Number of awards for three pilot 
areas in 2018/19 = 8,510 

2 Numbers receiving support 
through other crisis support 
schemes increase 

Crisis support received through 
other sources increases by 
1,600 above baseline in Year 3. 

Number of awards made in 
2018/9 = 2,821 

3 Numbers receiving referrals 
to other support services at 
point of crisis increases 

360 successful referrals across 
the four pilots made through 
crisis support network in Year 3 

31 ς underreported in monitoring 
data 

4 Numbers requiring repeat 
crisis support decreases 

Of those successfully referred 
for ongoing support, follow up 
evaluation finds increases in 
financial stability and resilience. 

Unknown  

5 Widespread engagement of 
organisations is secured for a 
local crisis support network 

At least 20 organisations 
engaged in each area in delivery 
of coordinated crisis support 
provision (80 across four areas). 

Zero (0) organisations involved 
prior to CCS Programme launch 

Source: Cloud Chamber based on external evaluation fieldwork and CCS monitoring data 
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4 Four workstream case studies 

4 . 1 Ab o u t  t h e  p i l o t  s i te  wo r ks t re a m  ca s e  s tu d i e s   

As discussed in the Introduction of this report, it was agreed that a useful lens for the Year 1 evaluation would 

be for Cloud Chamber to conduct workstream case studies in each of the four pilot sites. The questions that 

workstream case studies aim to answer include:  

o What happened in the workstream?  

o How did the workstream adapt / respond to Covid-19?  

o What have we learned as a result of the workstream?  

o What was the impact of the workstream on service users? How many service users were reached?   

o What was the impact of the workstream on local systems change?  

o How did the CCS Programme add value to this area of work?  

o To what extent did the workstream contribute to the initial five themes (access, simplified application, 

underlying need, aftercare, learning)?   

The case studies aimed for a good balance of workstream type, beneficiary group and thematic focus. The 

following case studies were therefore identified and are presented in this document:   

o Norwich Integration Partnership (Norfolk).  

o {ǳǇǇƻǊǘ ϧ !Ŏǘƛƻƴ ²ƻƳŜƴΩǎ bŜǘǿƻǊƪ όSAWN) Furniture Extension support service (Oldham).  

o Ethnic Minorities and Youth Support Team (EYST) Centralised Hardship Fund (Swansea).  

o Mulberry School Food and Advice Service (Tower Hamlets).  

Funded workstreams represent just part of the CCS Programme. The CCS Team and Learning Facilitator have 

facilitated numerous meetings with stakeholders in the pilot sites to understand need in each area, discuss 

common challenges and begin to identify solutions. When consulting with stakeholders to inform these case 

studies, this broader range of activity ς beyond the workstream itself ς was also discussed. Fifteen (15) 

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

The findings from these workstream case studies have been triangulated with other data sources to inform this 

report but excerpts from the case studies are included here to give additional context to the Programme, 

explain the unique nature of the workstreams and to bring to life the outcomes for people who access services. 

We have included outcomes for people accessing 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 N o r w i ch I n te g ra t i o n Pa r t ne rs h i p ( N o r fo l k)   

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 minority communities, 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. 

o Language development and integration activities. 

o Personalised one-to-one support. 

o Skills development opportunities.  

Each of the organisations tends to serve the same client groups, including those with NRPF, asylum seekers, 

refugees and economic migrants.  

NIP received funding from the CCS Programme to support a collaborative response to Covid-19. The funding 

was used to support staffing, IT costs including additional infrastructure to facilitate new work from home 

requirements, and the provision of direct financial assistance. This support was suggested by partners during a 

ΨCovid-19 responseΩ meeting, facilitated by the 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 payments, digital exclusion, access to free school meals ς all accelerating crisis among 

vulnerable clients. The approach was to focus on an agreed list of Ψvulnerable clientsΩ, shifting provision to a 

proactive model of support; contacting clients proactively, 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. For example, staffing within organisations within the 

partnership tended to be part-time, and reliant on time-limited grant or contract funding, with different 

working patterns for staff members. Funding from the CCS Programme enabled staff to have their hours 

extended to meet needs emerging from lockdown.   

The funding allowed many staff to Ψmake up their hoursΩ reflecting the intensity of support they were now 

providing ς ensuring that staff morale was maintained throughout the lockdown and beyond. The funding also 

paid for organisational Zoom subscriptions, allowing services to be delivered online.   

A shared database of vulnerable clients was established, building on pre-existing data sharing agreements 

between the three organisations. This allowed information to be 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 funding enabled 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 top-ups and in some cases (funded from elsewhere) IT equipment.   
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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 retired ex-teachers to provide English lessons, and a combination 

of shielding and technology 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 mechanism to promote 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 online, including 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 Foundation, to provide 

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 The Bridge Plus+, staffing hours were increased 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 quickly accessible for vulnerable 

clients.   

Vouchers were made available to service users as part of the funding, including supermarket vouchers, mobile 

data top ups and utility vouchers.  

For some organisations in the partnership, this was the first time they 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 

Covid-19, without the funding from the CCS Programme. The funding was timely and pre-dated 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 CCS Programme encouraged a more collaborative approach than may otherwise have 

happened.   

Á άIn January to March we offered 20 hours of student support per week, within the next two months 

we had increased that to 80 hoursΦέ όbLt {ǘŀŦŦ ƳŜƳōŜǊύ  

During July 2020, the workstream had engaged with 525 clients across the partnership. Most commonly service 

users were asylum seekers (41%) or refugees (32%) ς see Figure 11. Three quarters of all those engaged 

received information and advice (392 clients), and around half were engaged in English for Speakers of Other 

Languages (ESOL) Classes (281 clients). 78 received mobile phone top-ups, 67 were supported with food and 

essential items, and 39 with utilities top-ups ς see Figure 12.  
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Figure 11: Clients supported by citizenship status (%, n= 525)  

  

Source: NIP Monitoring returns  

Figure 12: Clients 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 top-ups  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 Monitoring returns  

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 Outcomes for people accessing services 

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 many clients, 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 between partners.  

o Quicker access to benefits and other advice: the funding helped to secure income in circumstances 

ǿƘŜǊŜ Ƨƻōǎ ǿŜǊŜ ƭƻǎǘ όƻŦǘŜƴ ȊŜǊƻ ƘƻǳǊǎΩ ŎƻƴǘǊŀŎǘǎύΣ ǉǳƛŎƪŜǊ ŦƻǊ ǘƘƻǎŜ ƛƴ ǘƘŜ ƎǊŜŀǘŜǎǘ ƴŜŜŘΦ ¢Ƙƛǎ ŜȄǘŜƴŘŜŘ 

to immigration issues, health issues and also in understanding the rules around the pandemic.  



Coordinated Community Support Programme  Year 1 Evaluation Report 

FINAL REPORT 

 

25 

 

o Improved mental wellbeing: regular and proactive contact with NIP helped to directly deal with 

financial hardship, improving their overall sense of wellbeing. For children, providing books and toys 

kept them occupied ς improving physical and mental wellbeing.  

o Combating loneliness: continuation of English lessons, doorstop visits and proactive contacting helped 

to tackle loneliness and isolation exacerbated by the lockdown. In some cases, the partnership 

connected clients/families with similar backgrounds to help form social ties.   

o Educational outcomes: children were enabled to access data to continue their education, where 

otherwise they would have been excluded because of lack of data or lack of equipment. 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 crisis: the proactive approach 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 pro-activeness and intensity of support.  

o Empowerment: provision 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 organisations, and re-

emergence of ex-service 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 support is really necessary in dealing with 

crisis.    
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Natalie is a single mum living with four children/stepchildren. She is a foreign national who moved to the UK 

over 5 years ago. She speaks some English but has found it difficult to find time to learn English. Natalie is 

determined to make a better life for herself and her children/stepchildren. She continued to work part-time 

until the lockdown; she has sought advice on accessing childcare in order to work, access welfare benefits to 

be able to pay bills aƴŘ ƭƻƻƪ ŀŦǘŜǊ ǘƘŜ ŎƘƛƭŘǊŜƴΤ ŀƴŘ ǎƘŜΩǎ ŀǇǇƭƛŜŘ ŦƻǊ 9¦ ǎŜǘǘƭŜŘ ǎǘŀǘǳǎΦ  

Natalie first came into contact with NIP by word of mouth. She was new to Norwich, having previously lived 

in a more rural area of Norfolk. The Bridge Plus+ knew Natalie before the Covid-19 outbreak. Unfortunately, 

the pandemic and the lockdown situation have had a severe impact on her financial situation and the 

wellbeing of the family:  

o Natalie lost her part time job. Despite having told her employer that she was entering the later part 

of her pregnancy and that she was worried about Covid-19, that she would struggle coming to work 

if childcare facilities closed, her employment was terminated during lockdown. Her employer had 

tried to contact her via their HR online system ς which she cannot access due to lack of IT and 

English skills.   

o Her ǎǘŜǇǎƻƴΩǎ mental health and well-being deteriorated as a result of the lockdown as he found it 

difficult to stay indoors and not have his normal routine. The family lives in overcrowded conditions 

ς the local authority does not recognise that Natalie cares for her stepchildren, so they consider her 

housing needs as for a two-bed flat. This has meant their living conditions during lockdown were 

difficult. NIP partners helped N. to seek legal advice from a local partner (NCLS) and as a result, she 

went through the ACAS mediation process. The employer did not respond so NIP partners are now 

helping her to submit an employment tribunal claim. The referral was made via NCAN.   

o Language and IT barriers have meant Natalie needed a lot of support from The Bridge Plus+ in order 

to access her welfare rights. Delays in benefits payments have meant that supermarket vouchers, 

mobile and energy top ups, and food parcels, all funded throuƎƘ ¢ƘŜ /ƘƛƭŘǊŜƴΩǎ {ƻŎƛŜǘȅ ŦǳƴŘƛƴƎ ǘƻ 

bLt ǇŀǊǘƴŜǊǎΣ ƘŀǾŜ ƳŀŘŜ ŀ ǾŜǊȅ ǎƛƎƴƛŦƛŎŀƴǘ ŘƛŦŦŜǊŜƴŎŜ ǘƻ bŀǘŀƭƛŜΩǎ ƘƻǳǎŜƘƻƭŘ ŦƛƴŀƴŎŜǎΣ ŜƴŀōƭƛƴƎ ƘŜǊ 

to stay afloat while waiting for benefits decisions. English+ also helped to source baby equipment 

and baby clothes befƻǊŜ ƘŜǊ ōŀōȅΩǎ ŘǳŜ ŘŀǘŜΦ 9ƴƎƭƛǎƘҌ ŀƴŘ bŜǿ wƻǳǘŜǎ ǇǊƻǾƛŘŜŘ ŦŀƳƛƭȅ ƭŜŀǊƴƛƴƎ ƪƛǘǎ 

and family Summer activity packs.  

The support NIP has provided has been holistic with so many different issues addressed (housing, welfare 

benefits, immigration advice, employment legal advice, family support through learning packs, as well as 

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 feedback on her 

experience of working with the partnership:  

Á ά¢ƘŜ .ǊƛŘƎŜ tƭǳǎҌ ƎƛǾŜǎ ƳŜ ƘƻǇŜ ǘƘŀǘ ƻƴŜ Řŀȅ L ǿƛƭƭ ōŜ ŀōƭŜ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ŀƭƭ ǘƘŜǎŜ ƭŜǘǘŜǊǎ 

myself. The food parcels, the vouchers and the donations that I have received from New Routes 

and English+ have ōǊƻǳƎƘǘ ōƛƎ ǎƳƛƭŜǎ ƻƴ Ƴȅ ŎƘƛƭŘǊŜƴΩǎ ŦŀŎŜǎΦ L ŀƳ ǎǘƛƭƭ ǿƻǊǊƛŜŘ ŀōƻǳǘ ǿƘŀǘ ǿƛƭƭ 

ƘŀǇǇŜƴ ŀōƻǳǘ ǘƘŜ Ƨƻō L ƭƻǎǘΦ .ǳǘ ŀǘ ƭŜŀǎǘ L ŀƳ ƎŜǘǘƛƴƎ ƎƻƻŘ ŀŘǾƛŎŜ ƻƴ ǘƘƛǎΦέ [anon]  
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4 . 3 SAWN  F u r n i t u re  E x te n s i o n s u pp o r t  s e r v i ce ( O l d ha m )  

4.3.1 About the workstream 

Support & Action WomenΩǎ Network (SAWN) was established in 2007 to promote the welfare of Black/African 

women in Oldham and Greater Manchester. SAWN´s aim is to realise the full potential of women by engaging 

them in activities, providing opportunities and events to make women independent, self-sustaining 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 provide furniture to people who need it and it is often 

through this furniture provision that other conversations are Ψopened upΩ about complex and underlying need. 

SAWN is managed by two 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 from a recognised need that many service users needed furniture but were 

unable to access it due to Covid-19 lockdown restrictions.  The CCS funding was for SAWN to safely supply 

furniture packs and fuel top ups to vulnerable clients illegible for support via the Oldham 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 people were 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 

ŀƴŘκƻǊ ǊŜǇƭŀŎŜƳŜƴǘ ƎƻƻŘǎΦ  

Figure 13: number and nature of referrals to SAWN between May ς August 2020  

Statistic  Total  

Number of referrals received  109  

Number of referrals accepted  109  

Need: migration status  55  

Need: replacement goods  52  

Need: unfurnished new tenancy supported  36  

Need: fleeing domestic violence  14  

Need: other  9  

Source: CCS monitoring data  

Most referrals, almost half, were self-referrals with people attending drop-in sessions or hearing about the 

ǎŜǊǾƛŎŜ Ǿƛŀ ǿƻǊŘ ƻŦ ƳƻǳǘƘΦ  
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Figure 14: referrals by source (May to August 2020)  

Referral source  N  

Self-referral  53  

Professional Referral - Other  29  

Professional Referral - Local authority   20  

Professional Referral - Housing association  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 supported include families with children. An estimated 73% of people who have been 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 signposting to other services.  

Figure 15: 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 of furniture who then engaged with other 
forms of support offered by SAWN  

79  

Number of adult-only households supported  57  

Number of families with children supported  53  

The number of data/ fuel packs issued  45  

Number of onward referrals to other support services  18  

Source: CCS monitoring data. *  Cloud Chamber and the CCS Team have 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 elsewhere. Attempts have 
been made to rectify this data although limited capacity at volunteer-led SAWN hasmade 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 

{!²b ǎŜǊǾƛŎŜ ǳǎŜǊǎΥ  

o Service users are treated sensitively, and the underlying need is understood: the SAWN leads are 

ƘƛƎƘƭȅ ǎƪƛƭƭŜŘ ŀǘ ŎǊŜŀǘƛƴƎ ŀ ǎǇŀŎŜ ǿƘŜǊŜ ǎŜǊǾƛŎŜ ǳǎŜǊǎ Ŏŀƴ ǎŀŦŜƭȅ ǎƘŀǊŜ ǘƘŜƛǊ ŜȄǇŜǊƛŜƴŎŜǎΦ ¢ƘŜ ǎŜǊǾƛŎŜ 

users may present to the service for furniture but often stay for a cup of tea and, through these 

informal conversations and over time, other underlying needs ς often complex - ŀǊŜ ƛŘŜƴǘƛŦƛŜŘΦ ¢Ƙƛǎ 

makes it possible for the SAWN leads to signpost or refer ς giving access to a wider range of support 

services.  

Á ά.ŜƘƛƴŘ ǘƘŜ ŦǳǊƴƛǘǳǊŜ ƛǘŜƳ ǘƘŜǊŜΩǎ ŀ ǘǊŀǳƳŀΣ ǘƘŜǊŜΩǎ ŀƭǿŀȅǎ ŀ ǎǘƻǊȅΦέ ό{!²b ǾƻƭǳƴǘŜŜǊύ  

o Service users are listened to and treated with dignity: SAWN ensures that everyone who accesses the 

service has a dignified experience. When service users share their stories, they are listened to and 

believed. When selecting furniture, service users can select their products, setting the tone for a 

relationship where their voice matters.  

Á άLǘ ƛǎ ƛƳǇƻǊǘŀƴǘ ŦƻǊ ǇŜƻǇƭŜ ǘƻ ōŜ ŀōƭŜ ǘƻ ŎƘƻƻǎŜ ǿƘŀǘ ǘƘŜȅ ǿŀƴǘ ώŦǳǊƴƛǘǳǊŜ ŀƴŘ ƘƻƳŜ 

furnishings]. We make up sets so people can select. We did this over Zoom and WhatsApp 
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[during lockdown] It is about self-esteem and dignity. We [service users] might be poor but 

ǿŜ ƘŀǾŜ ŀ ǊƛƎƘǘ ǘƻ ǎƘƻǇΦ ²Ŝ ŀǊŜ ǎǘƛƭƭ ŎƻƴǎǳƳŜǊǎΦέ ό{!²b ǾƻƭǳƴǘŜŜǊύ  

o Peer and expert support provided for women: during lockdown, the SAWN leads were aware of the 

challenges facing their clients including domestic violence, FGM and 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 possible it contributed to unexpected outcomes around increasing awareness of 

health issues, increasing a sense of trust in SAWN, overcoming isolation and preventing further 

ŎƘŀƭƭŜƴƎŜǎΦ  

Á ά5± ǿŀǎ ƎƻƛƴƎ ǳǇΣ CDa ǿŀǎ ƎƻƛƴƎ ǳǇ ώŘǳǊƛƴƎ ƭƻŎƪŘƻǿƴϐΦ ²Ŝ ŘƛŘ ǎƻƳŜ ƛƴŦƻǊƳŀƭ ½ƻƻƳ 

ƳŜŜǘƛƴƎǎΦ ²Ŝ ώ{!²b ƭŜŀŘǎϐ ŀǊŜ ƴƻǘ ǘŜŎƘȅΗ  ²Ŝ Ƨǳǎǘ ŘƛŘ ǘƘŜƳ ƛƴŦƻǊƳŀƭƭȅ ŀƴŘ ƎŜƴǘƭȅ 

ƛƴǘǊƻŘǳŎŜŘ ǘƻǇƛŎǎΦ  ²Ƙŀǘ ƛǎ ƳŜƴǘŀƭ ƘŜŀƭǘƘΚ ²Ƙŀǘ ƛǎ ƳŜƴƻǇŀǳǎŜΚ Lƴ ǎƻƳŜ ƭŀƴƎǳŀƎŜǎ ǘƘŜǎŜ 

ǿƻǊŘǎ ŘƻƴΩǘ ŜǾŜƴ ŦŜŀǘǳǊŜΦ  ²Ŝ Ǝƻǘ пл ǿƻƳŜƴ ƛƴ ǘƘŜ ŜƴŘΦ  ²Ŝ ǘŀƭƪŜŘ ŀōƻǳǘ ƳƛŎǊƻ-enterprise, 

ǿŜ ŀǎƪŜŘ ǿƻƳŜƴ ǿƘŀǘ ǘƘŜȅ ŀǊŜ ƎƻƻŘ ŀǘέΦ (Local VCS organisation)  

o Co-production in service journey at point of access: at SAWN, co-production is central to their ethos of 

working with service users. Although they do not always describe their approach as a formal 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 inform ǘƘŜ ŎŀǊŜ ǘƘŜȅ ǊŜŎŜƛǾŜΦ  

Á άLǘ ƛǎ ŀ ƎƻƻŘ ƛŘŜŀ ǘƻ ǎƛǘ Řƻǿƴ ǿƛǘƘ ǇŜƻǇƭŜ ŀƴŘ ask, ΨƘƻǿ ǿƻǳƭŘ ȅƻǳ ƭƛƪŜ ǘƘƛǎ ǘƻ ƘŀǇǇŜƴΚΩέ 

(SAWN volunteer).  

Á ά²Ŝ ŀǎƪ ƘŜǊ ǿƘŀǘ ǎƘŜ ǿŀƴǘǎΦ {ƘŜ ŦƛƴŘǎ ƘŜǊ ƻǿƴ ǎƻƭǳǘƛƻƴǎΦ ¢ƘŜǎŜ ŀǊŜ ƴƻǘ ǘƘƛƴƎǎ ǿŜ ǿƻǳƭŘ 

have offered as options. Some of her solutions are not the best, but we give her space. It is 

ŀōƻǳǘ ǎƛǘǘƛƴƎ ǿƘŜǊŜ ǇŜƻǇƭŜ ŀǊŜΦ ²Ŝ ŜƳǇƻǿŜǊέ ό{!²b ǾƻƭǳƴǘŜŜǊύΦ  

o Emotional support, feeling safe, building trust: many of the service users have experienced trauma 

including domestic violence, FGM and/or bereavement. SAWN creates a space where women are able 

to share their experiences in a safe way. This can sometimes help with bridging to other statutory 

services such as social workers and medical professionals:  

Á ά{ƘŜ ǘƘƻǳƎƘǘ ǘƘŜ ǎƻŎƛŀƭ ǿƻǊƪŜǊǎ ǿŀƴǘŜŘ ǘƻ ǘŀƪŜ ƘŜǊ ƪƛŘǎ ŀǿŀȅΦ  ²Ŝ ŜȄǇƭŀƛƴŜŘ ǘƘŀǘΣ ƴƻΣ 

ǘƘŜȅΩǊŜ ƘŜǊŜ ǘƻ ƘŜƭǇΦέ ό{!²b ǾƻƭǳƴǘŜŜǊύ  

Á ά{ƘŜ ƴŜŜŘŜŘ ǘƻ ǎŜŜ ŀ ƳƛŘǿƛŦŜ ōǳǘ ŘƛŘƴΩǘ ƪƴƻǿ ƘƻǿΦ L ǿŜƴǘ ǿƛǘƘ ƘŜǊΦέ ό{!²b ǾƻƭǳƴǘŜŜǊύ  

The following service user perspective illustrates the impact the workstream has had. Some details have been 

removed to protect the anonymity of the service user.  
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ά! ƭŀŘȅ ŎŀƳŜ ǘƻ ƻǳǊ ŘƻƻǊ ƻƴŜ ŀŦǘŜǊƴƻƻƴΦ ²Ŝ ŘƛŘƴΩǘ ƪƴƻǿ ƘŜǊΦ Lǘ ǘƻƻƪ ƘŜǊ о ƘƻǳǊǎ ǘƻ ƎŜǘ ǘƻ ǳǎ ōȅ ōǳǎΦ {ƘŜ ǿŀƭƪǎ 

ƛƴ ŀƴŘ ǎƘŜΩǎ ǎƳƛƭƛƴƎΦ ²Ŝ ǎŀǘΣ ƘŀŘ ŀ ŎǳǇ ƻŦ ǘŜŀΦ {ƘŜ ƘŀŘ ǾŜǊȅ ǎƳŀƭƭ ŎƘƛƭŘǊŜƴΦ {ƘŜ ǿŀǎ ǘƻƭŘΣ ōȅ ŀ ŦǊƛŜƴŘΣ ǘƘŀǘ ǿŜ 

ƳƛƎƘǘ ōŜ ŀōƭŜ ǘƻ ƘŜƭǇ ƘŜǊΦ ²Ŝ ǎŀƛŘΣ άǿƘŀǘ Řƻ ȅƻǳ ƴŜŜŘΣ ǿƘŀǘ ƛǎ ƎƻƛƴƎ ƻƴΦέ {ƘŜ ǘƻƭŘ ǳǎ ǳƴǘǊǳǘƘǎ ōŜŎŀǳǎŜ ǎƘŜ 

ŦŜƭǘ ǳƴǎŀŦŜ ŀǘ ŦƛǊǎǘΦ Lƴǎǘŀƴǘƭȅ ώ{!²b ǿƻǊƪŜǊϐ ǇƛŎƪŜŘ ǳǇ ƻƴ ǘƘƛǎ ōǳǘ ǿŜ ŘƛŘƴΩǘ ŎƻǊǊŜŎǘ ƘŜǊΣ ǿŜ ǿŀƴǘŜŘ ƘŜǊ ǘƻ 

ǘǊǳǎǘ ǳǎΦ  ²Ŝ ǎŀǘ ǿƛǘƘ ƘŜǊΣ ǿŜ ǇƭŀȅŜŘ ǿƛǘƘ ǘƘŜ ƪƛŘǎΦ [ƻǘǎ ƻŦ ŎǳǇǎ ƻŦ ǘŜŀΗ We found her a new pram. After a 

ǿƘƛƭŜ ǿŜ ŦƻǳƴŘ ƻǳǘ ǎƘŜΩǎ Ǝƻǘ ƴƻ ŦƻƻŘΣ ƴƻ ƳƻƴŜȅΦ {ƘŜ ǿŀǎ ŀ ǎƛƴƎƭŜ ǇŀǊŜƴǘ ŀƴŘ ƘŀŘ ǎƻƳŜ ƳŜŘƛŎŀƭ ŘƛŦŦƛŎǳƭǘƛŜǎΦ 

{ƘŜ ǘƻƭŘ ǳǎ ǘƘŀǘ ǎƘŜΩŘ ŜȄǇŜǊƛŜƴŎŜŘ ŀ ƭƻǘ ƻŦ ǘǊŀǳƳŀ ŀƴŘ ƭƻǎǎ ƛƴ ƘŜǊ ƘƻƳŜ ŎƻǳƴǘǊȅΦ Lǘ ǿŀǎ ŀǿŦǳƭΣ ǾŜǊȅ ǎŀŘΦ  {ƘŜ 

ŘƛŘƴΩǘ ǘŜƭƭ ǳǎ ŀǘ ŦƛǊǎǘ ōǳǘ ƻƴŎŜ ǎƘŜ ǎǘŀǊǘŜŘ ǘƻ ǘǊǳǎǘ ǳǎΣ ǎƘŜ ǘƻƭŘ ǳǎ ƳƻǊŜΦ  {ƘŜ ǘƻƭŘ ǳǎ ǎƘŜ ǎǘƛƭƭ ǊŜŎŜƛǾŜŘ ǘƘǊŜŀǘǎ 

ŦǊƻƳ ƳŜƴΦ ²ŜΩǾŜ ǎǳǇǇƻǊǘŜŘ ƘŜǊ ǿƛǘƘ ŦƻƻŘΣ ƴŀǇǇƛŜǎ ŀƴŘ ŜƳƻǘƛƻƴŀƭƭȅΦ ¢ƘŜƴ ǎƘŜ ǿŀǎ ōŜƛƴƎ ŜǾƛŎǘŜŘ ŦǊƻƳ ƘŜǊ 

ƘƻƳŜΦ  {ƘŜ ŀǎƪŜŘ ǳǎ ŦƻǊ ŀŘǾƛŎŜ ŀƴŘ ǎƘƻǿŜŘ ǳǎ ǘƘŜ ŜǾƛŎǘƛƻƴ ƭŜǘǘŜǊǎΦ  L said, άŀǎƪ ǘƘŜ ŎƻǳƴŎƛƭ ǘƻ ǘŀƭƪ ǘƻ ƳŜέ ς I 

ǎŀƛŘ ǘƻ ǘƘŜ ŎƻǳƴŎƛƭ άǿŜ ŀǊŜ ǎǳǇǇƻǊǘƛƴƎ her; ǎƘŜ Ƙŀǎ ƴƻǘƘƛƴƎέΦ {ƘŜΩǎ ƛƴ ǘƘŜ ǇǊƻŎŜǎǎ ƻŦ ōŜƛƴƎ ǎǳǇǇƻǊǘŜŘ ƴƻǿΦ  LŦ 

ǿŜ ƘŀŘƴΩǘ ƘŀŘ ǘƘŀǘ ǘƛƳŜ ǿƛǘƘ ƘŜǊΣ ǘƘƻǎŜ ŎǳǇǎ ƻŦ ǘŜŀΣ L ŘƻƴΩǘ ƪƴƻǿ ǿƘŀǘ ǿƻǳƭŘ ƘŀǾŜ ƘŀǇǇŜƴŜŘ ǘƻ ƘŜǊΦ  {ƘŜΩǎ 

ǎǘƛƭƭ ŀƭƛǾŜΦ ¢ƘŀǘΩǎ ŀƴ ƻǳǘŎƻƳŜΦ LǘΩǎ ŀ ǎƻŦǘ ƻǳǘŎƻƳŜΦ  {ƘŜΩǎ ŎƻƳŜ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǿƘŀǘ Ƙŀǎ ƘŀǇǇŜƴŜŘ ǘƻ ƘŜǊΣ ǘƘŜ 

ǘǊŀǳƳŀ ǎƘŜΩǎ ŜȄǇŜǊƛŜƴŎŜŘΦ  ²Ŝ ŀǎƪ ƘŜǊ ǿƘŀǘ ǎƘŜ ǿŀƴǘǎΦ {ƘŜ ŦƛƴŘǎ ƘŜǊ ƻǿƴ ǎƻƭǳǘƛƻƴǎΦ  ¢ƘŜǎŜ ŀǊŜ ƴƻǘ ǘƘƛƴƎǎ ǿŜ 

would have offered as options. Some of her solutions are not the best, but we give her space. It is about sitting 

ǿƘŜǊŜ ǇŜƻǇƭŜ ŀǊŜΦ ²Ŝ ŜƳǇƻǿŜǊΦ ²Ŝ ǿƛƭƭ ŦƛƴŘ ŀ ǿŀȅ ǘƻ ƎŜǘ ƘŜǊ ǘƻ ƘŜǊ ŀǇǇƻƛƴǘƳŜƴǘǎΦέ ό{!²b ±ƻƭǳƴǘŜŜǊύ  
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4 . 4 E YST C e n t ra l i s e d H a rd s h i p  F u n d ( Swa n s e a )  

4.4.1 About the workstream  

Formed in 2005, Ethnic Minorities and Youth Support Team (EYST) was initially founded to support the needs of 

young Black and Minority Ethic (BAME) people (11-нр ȅŜŀǊǎύ ƛƴ {ǿŀƴǎŜŀΦ {ƛƴŎŜ ǘƘŀǘ ǘƛƳŜΣ ǘƘŜ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǊƻƭŜ 

and mission has expanded across more areas of Wales to include families and individuals including refugees and 

asylum seekers. Much of EYSTΩs growth has occurred in the last few years; in 2015/16 it had income of £345k, 

which rose to over £1m for the 2018/19 financial year. The organisation currently has five areas of work: BAME 

Young People; BAME Families; Refugees and asylum seekers; Supporting BAME Groups; and Challenging racism 

in the wider community. 

EYST works with several partners across Wales and seeks to influence government 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 others; for example, EYST runs a youth centre in Swansea but does not do so in Cardiff where 

there is more of a focus on support for asylum seekers. The types of project funded by EYST fall into five 

categories: 

o Building skills, confidence and participation. 

o Improving health, wellbeing and resilience. 

o Providing support and advocacy; accessing rights and entitlements. 

o Promoting safety, diversity and welcome. 

o Increasing representation. 

The Centralised Hardship fund (funded by CCS) arose when the needs of asylum seekers, refugees, and people 

with NRPF were identified as a priority during the early stages of the Covid-19 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 Steering Group was formed 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 and urgent need and to 

leverage this to provide further support regarding broader underlying needs such as legal advice and 

educational needs for children and young people. Clients are referred to the fund from organisations within the 

Steering Group and EYST assumes 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 able to help shape 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 /ƘƛƭŘǊŜƴΩǎ ŦǳƴŘ: clients supported up to a maximum of £30 each. 

o Phone and data top-up: clients supported up to a maximum value of £10 each.  

o IT equipment (laptops and tablets): clients 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. 

4.4.2 Reach  

Statistics regarding reach are shown in the table below. Overall, there were 180 referrals and 144 awards which 

represents an 80% award rate.  

Figure 16: Referrals and awards by type 

Fund Referrals Awards Total spend 

/ƘƛƭŘǊŜƴΩǎ ŦǳƴŘ  51 36 £1,500 

Phone and data top-up  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 Outcomes for 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 with the refŜǊǊŀƭ ƻǊƎŀƴƛǎŀǘƛƻƴ ƳŜŀƴǎ ǘƘŀǘ ǘƘŜ ǇŜǊǎƻƴǎΩ ƴŜŜŘǎ ŀǊŜ 

understood and that they do not have to present at multiple agencies in order to secure funding.  

Á άThe application was successful, and the family received the laptop, the lady was overjoyed to 

ǊŜŎŜƛǾŜ ƛǘ ŀƴŘ ǎƘŜ ƴƻǿ ƘŀŘ ǘƘŜ ŀōƛƭƛǘȅ ǘƻ ǎǳǇǇƻǊǘ ƘŜǊ ŎƘƛƭŘǊŜƴΩǎ ǎŎƘƻƻƭǿƻǊƪΦ ¢ƘŜ ƭŀŘȅ ƛǎ ǾŜǊȅ ǎƘȅ ŀƴŘ 

ŘƛŘƴΩǘ ŦŜŜƭ confident to seek support on school issues but through 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 long-lasting benefits.έ ό9¸{¢ ǘŜŀƳ ƳŜƳōŜǊύ 

o Working towards a streamlined referral process: referrals are based on the relationships between the 

client and the support worker with clear responsibilities throughout the process. 

Á άThe initial feedback we have had from our clients who have benefited from the fund is very positive. 

Many did not expect this support to be available and were amazed when their referral led to crisis 

supportΦέ ό9¸{¢ ǘŜŀƳ ƳŜƳōŜǊύ 

o Underlying need: the aim of the fund and the participating organisations is to address both the 

immediate crisis need and to understand 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. 

Á ά¢ƘŜ ƳƻŘŜƭ ƻŦ ǎǳǇǇƻrt we provide alongside 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 aim to support them along their 

ƧƻǳǊƴŜȅΦέ (EYST team member)  
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4 . 5 M u l b e r r y  S ch o o l  Fo od  a n d  Ad v i ce  S e r v i ce ( To we r  H a m l e t s )  

4.5.1 About the workstream 

At the beginning of lockdown, staff at Mulberry School identified that certain products were disappearing from 

shops due to stockpiling ς nappies, sanitary towels, lentils and flour, for example. There was also evidence of 

profiteering by local shops near to the Mulberry School. 

Staff at the school set up a ΨGo Fund MeΩ page to raise money to provide food for families and had an excellent 

response. On 2nd 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 

Programme who 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 

Programme support included welfare referrals to a school social worker and local advice agency, Island 

Advice. The funding provided by the CCS Programme was used alongside money raised by the project and 

donations from Beauty Bank, Bloody Good Period and Clean Consciousness.  

The aim of the CCS funding was to empower the project to not only provide much needed products, but to also 

refer to additional advice and support. Initial funding from the CCS Programme for this workstream was £20,000 

for food parcels and household necessities provided to support students and families of Mulberry School set up 

in response to the Covid-19 outbreak. 

4.5.2 Outputs 

At time of writing the data for the Mulberry Food and Advice workstream is incomplete and represents just one 

month (May 2020) of a possible four months during which the workstream was delivered. In May alone, 

Mulberry report: 

o 1848 food / toiletry packs were provided per household. 

o 482 service users were supported with both underlying needs and aftercare. 

o 31 families were successfully referred for Information, Advice or Guidance. 

4.5.3 Outcomes for people accessing services 

Our research identified the following outcomes for people accessing services: 

o Mulberry School identified a barrier for people to access food ς travelling can be costly, time consuming 

and inaccessible. 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.  

o 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 process.  While this was 

not an intended outcome of the workstream, the Mulberry Food and Advice Service has contributed to 

improving a simpler, supported application process.  

o Accessing fresh fruit, vegetables and culturally appropriate foods for the Mulberry School community 

has possibly contributed to an unexpected outcome around 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 activities during lockdown.  
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5 Impacts for  people accessing services 

5 . 1 I n t ro d u c t i o n  

The primary way in which service users have been supported through the Coordinated Community Support 

Programme in Year 1 is through the funded workstreams. Tier 1 of the CCS Programme Theory of Change 

depicts the intended impact on service users. 

Figure 17: Coordinated Community Support Programme Theory of Change ς Tier 1  

 

Source: Cloud Chamber 2020 

5 . 2 Pro g ra m m e re a ch 

Lead workstream delivery organisations 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. While this is not representative of all workstreams, the data provides some insight on both the 

reach and outcomes for service users.  
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Monitoring data from the Programme shows at least 2,000 individuals have been supported directly through 

the ProgrammeΩs workstreams in 2020. Due to differences in how data was recorded, this is likely to be an 

underestimate with wider members of households also directly accessing and benefiting from services. There is 

also some under-reporting as some workstreams have not, at time of writing, provided their monitoring data 

and other workstreams are not expected to.  

Monitoring data includes information about specific crisis support interventions received by service users. The 

most frequently accessed were as follows: 

o Food (1,848 food/toiletry packs delivered). 

o Mobile data / top up (123 people).  

o Gas / electric / data fuel top up (c.90 people). 

o Furniture (79 people). 

o Supermarket vouchers (69 people). 

o IT equipment and access (60 people). 

o Successfully referred for Information, Advice or Guidance (31 people). 

o Food parcel leaflets printed for Swansea CAB (5,000). 

o Leaflets printed for Ancora in Oldham (2,000). 

As mentioned in previous chapters, the workstreams in Year 1 have been designed, to a large extent, in direct 

response to Covid-19.  As the list of services suggests, Covid-19 workstreams has a focus on timely access 

through provision of food, furniture, and advice in a timely and Covid-safe setting via trusted agencies. 

5 . 3 Ou tco m e s 

5.3.1 Monitoring data 

Aftercare and forming a trusted relationship are the most significant outcomes with an approximate minimum 

of 1,404 people supported with this through workstream funding. This is closely followed by addressing 

underlying need with an estimated 1,344 people supported. See Figure 18 below for full data.  
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Figure 18: Number of people supported with thematic outcomes 

 
Source: CCS Monitoring data  

Our analysis of this data, when triangulated with workstream case studies, tells us that all five workstreams 

providing monitoring data described the primary outcome of their workstream as about improving access to 

crisis support when designing their projects. However, the numbers of people supported with access has 

relative fewer responses when compared to aftercare and underlying need.  

This suggests that workstream leads have described their intended work as Ψaccess to crisis supportΩ when in 

reality, they are doing more complex work. As a result, we assume that many of the workstreams identify their 

work as ΨaccessΩ for simplicity when, in fact, their work contributes to more of the thematic areas.   

It could also suggest that the five thematic areas of the CCS Programme are difficult to disentangle from the 

perspective of the workstreams. This blurring of themes was supported in what we heard from workstream 

leads during our case study research.    

We do not draw any definitive conclusions from the monitoring data in isolation but suggest that the ways in 

which workstream leads have responded to it highlights the ways in which the five themes are interrelated for 

service providers. 

5.3.2 Outcomes identified in case studies  

Four workstreams have been consulted in detail ς one in each pilot site - via workstream case studies. We asked 

interviewees about the outcomes from the funding. Some of these were reflected in the initial Theory of 

Change, while others are likely to be a reflection of the changing nature of the Programme in response to the 

Covid-19 crisis. This is illustrated in Figure 19 below.  

  

431

556

1002

1344

1404

Simpler, supported application process

Improved crisis support

Identifying underlying needs

Addressing underlying needs

Providing aftercare and/or forming a trusted relationship



Coordinated Community Support Programme  Year 1 Evaluation Report 

FINAL REPORT 

 

38 

 

Figure 19: Intended and unexpected outcomes 

Intended outcomes  Unexpected or additional outcomes  

o More likely to access support from the 

right place, quickly (access theme) 

o Access to a wider range of support 

services (underlying need theme) 

o More dignified experience of accessing 

crisis support and systems (cross cutting 

theme) 

o More able to trust someone who can help  

o Wellbeing is maintained or prevented from entering crisis 

o More likely to have had support with additional needs 

(beyond my immediate crisis)  

o Mental and/or physical health is maintained 

o Children are more likely to be able to engage with 

education 

o Empowerment 

Source: Cloud Chamber 

5 . 4 C o n s i d e ra t i o n  p o i n t s 

Based on emerging findings from Year 1 of the evaluation, Cloud Chamber encourage the Coordinated 

Community Support Programme Team and broader partnerships to consider the following: 

o Ensure that system pathways allow space for practitioners to build trust with service users: evidence 

from workstreams and partnership meetings suggests that cross-referrals between organisations can be 

challenging because service users can be reluctant to place their trust in a ΨnewΩ organisation. While an 

online referral system has the potential to improve outcomes for service users, it is important that the 

Programme seizes the opportunity to support warm referrals by empowering professionals to 

accompany service users to appointments (taking an intensive ΨcaseworƪΩ model, for example). This is 

likely to make cross-referrals smoother, more successful and contribute to outcomes around increasing 

aftercare and addressing underlying need. 

o Access to goods and finance are an opportunity to start a conversation: the Programme has shown us 

that, in many cases, access to goods and finances are the ways in which crisis presents itself. However, 

this is an opportunity to start a conversation with a service user to both address additional needs 

and/or identify underlying need. Partner organisations recognise this potential but do not always have 

the capacity or knowledge to respond. It is recommended that the Programme encourages delivery 

organisations to think and plan beyond goods and finance provision towards a more holistic approach 

to support. 
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Summary of Key learning: Impacts on people using services 

o Most of the impact on people using services in Year 1 has come through the funded workstreams 

rather than the broader systems change work of the Programme. 

o During Year 1, we have seen outcomes for services users around increased speed and relevance of 

services accessed, a dignified experience and greater access to a wider range of services.  

o We have also observed a number of outcomes beyond our initial Theory of Change around improved 

wellbeing, improved support with additional (beyond immediate crisis) needs and increased sense of 

trust.   

o Given Covid-19 and the challenges it presents to service users, it is appropriate to have a different set 

of outcomes to those initially intended and it is credit to the Programme for adapting to service user 

need. 
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6 Local systems change 

6 . 1 I n t ro d u c t i o n  

Tier 2 of our Theory of Change relates to impact on local systems. This is concerned with local systems and their 

ability to respond to the five themes of our Theory of Change. Much of the work in Year 1 of the Coordinated 

Community Support Programme has been focused on building the necessary foundations for enacting systems 

change - the networks and relationships of organisations working at pilot site level.   

Figure 20: CCS Programme Theory of Change ς Tier 2 Local systems change 

 

Source: Cloud Chamber 2020 

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

included: 

o Workstream funding. 

o Facilitating meetings and calls within the pilot sites to discuss responses to Covid-19. 

o Facilitating meeting and calls across the pilot sites on specific themes, such as reach of services. 
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o Brokering relationships between organisations to support joined-up working. 

o Training and development for professionals (e.g. grant awareness webinar).  

6 . 2 Pu l s e  ch e ck  o f  l o ca l  sy s te m s 

In this section, we present data collected via an online survey by Ψanalysis of perspectives of crisis provisionΩ 

research project 7. The data is from all four areas of the Programme and provides a Ψpulse checkΩ of local crisis 

systems in relation to a number of key factors suggested as important in the CCS Theory of Change. 

Respondents rated several statements on a Likert scale. Whilst not an official baseline (as it was conducted 

towards the end of Year 1 of the Programme) it does serve as an indication of where local providers feel they 

are with regards to their confidence, ability and perceptions of the five thematic areas of the CCS Programme.   

This data has not been used to inform any Year 1 delivery (due to timing) although does contribute to the CCS 

TeamΩǎ (and partnersΩ) understanding of where providers feel confident and less confident. For example: 

o There were two statements where a high level of confidence (where 51% of more of respondents agree 

or strongly agree) was evident, relating to data sharing and the strength of inter-organisational referral 

processes.  

o All other statements had a relatively low level of confidence (where less than 40% of respondents agree 

or disagree) with Ψadequate services for supporting clients with long term, complex need in our local 

areaΩ scoring lowest. 

The data is tabulated in Figure 21.   

 

 
7 Data includes responses from Oldham (9)  Norfolk (14) , Tower Hamlets (6) and Swansea (14). Respondents include a mix 
of those who are engaged (50%), aware (30%) and not aware (20%) of the CCS Programme.  Questions in this section of 
analysis designed by Cloud Chamber and survey delivered by the CCS team and Amy Edwards. 
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Figure 21: Crisis support in local areas 

Statement % agree or agree 
strongly 

N 

άComfortable that we can share client data safely and securely with other 
organisations in our local area when neededέ 

80% 41 

άThere are strong referral processes (for clients) between organisations in our 
local areaέ 

61% 41 

άIt is easy for our client group to access crisis support in our local areaέ  39% 41 

άWe have a strong working relationship with other providers in our local 
areaέ 

36% 42 

άOur organisation has a remit to provide ongoing, long term support to clients 
beyond an initial crisisέ 

27% 40 

άOur organisation is clear on the eligibility criteria for crisis support grants 
(e.g. Resident Support Scheme)έ 

27% 38 

άWe are proficient and experienced at co-designing services with our users / 
clientsέ 

26% 39 

άWithin our local area there is a strong knowledge of VCS services amongst 
the ǎŜŎǘƻǊέ 

24% 41 

άOur organisation has the resources to provide ongoing, long term support to 
clients beyond an initial crisisέ 

21% 39 

άThere are adequate services for supporting clients with long term, complex 
need in our local areaέ 

11% 42 

Source: CCS based on questions designed by Cloud Chamber άThe ŀƴŀƭȅǎƛǎ ƻŦ ǇŜǊǎǇŜŎǘƛǾŜǎ ƻŦ ŎǊƛǎƛǎ ǇǊƻǾƛǎƛƻƴέ ǊŜǎŜŀǊŎƘ 
project survey, CCS, 2020 

To help us assess how pilot site organisations feel in response to the five CCS Programme themes, Figure 22 

below summarises some indicators from the data. All themes score less than 40% of respondents agreeing or 

strongly agreeing.  

Figure 22: Analysis of perspectives of crisis provision research project data by CCS Programme theme 

CCS Theme Indication of confidence 

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

Application 
processes 

27% of organisations report that their organisation is clear on the eligibility criteria for 
crisis support grants 

Addressing 
underlying need 

11% of organisations report that there are adequate services for supporting clients with 
long term, complex need in their local area 

Providing aftercare 21% of organisations report that their organisation has the resources to provide 
ongoing, long term support to clients beyond an initial crisis and 27% of respondents 
had a remit to provide ongoing long term support to clients 

Learning 26% describe that they are proficient and experienced at co-designing services with our 
users / clients 

Source: Cloud Chamber based on questions designed by Cloud Chamber for 'analysis of perspectives of crisis provisionΩ 
research project survey, CCS 2020 
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As mentioned previously, there is a particularly low score for organisations agreeing that there are Ψadequate 

services for supporting clients with long term, complex need in our local areaΩ, suggesting that there may be a 

gap of provision for addressing underlying need.  

6 . 3 L o ca l  sy s te m s  ch a n ge  ou tco m e s 

Based on the CCS Programme activity and the consultation we have completed, we identify the following 

outcomes related to local systems in Year 1 of the Programme: 

o Increasing levels of communication between organisations: the CCS Programme has offered a unique 

opportunity for organisations to communicate with each other in their localities. In some cases, the 

CCS-facilitated meetings were the first time that organisations were made aware of one another.  

Á ά²Ŝ ǿŜǊŜ ŀƭƭ ǎŀǘ ŀǊƻǳƴŘ ǘƘƛǎ ōƛƎ ǘŀōƭŜ ώŀǘ ǘƘŜ ŦƛǊǎǘ CCS meeting] ς some of the people I knew, 

ǎƻƳŜ L ŘƛŘƴΩǘΦ {ƛƴŎŜ ǘƘŜƴΣ L ƘŀǾŜ ƳŀŘŜ Ƴȅ ƻǿƴ ǊŜƭŀǘƛƻƴǎƘƛǇǎ ǿƛǘƘ ǇŜƻǇƭŜΦ L ǘƘƛƴƪ ƭƛƪŜ-minded 

people have come together and made their own connections. And made our own network, a 

smaller network. [Colleague] from DWP ς LΩŘ ǊƛƴƎ ƘŜǊ ǳǇ ƴƻǿΦ LŦ LΩƳ ǿƻǊǊƛŜŘ ŀōƻǳǘ ǎƻƳŜōƻŘȅ 

[service user] or need to make a connection, there are people who can help. Someone at Job 

Centre ς ǘƘŜȅ Ŏŀƴ ŜǎŎŀƭŀǘŜ ǘƘƛƴƎǎΦ LΩǾŜ ǎŜŜƴ ŀ ǎƻŦǘŜǊ ǎƛŘŜ ǘƻ ǇŜƻǇƭŜ ς some people [organisations] 

ŎŀƴΩǘ ƎƛǾŜ more money but they can refer [service users] to us.έ ό±/{ ƻǊƎŀƴƛsation) 

Organisations funded through workstreams in the pilot sites report an increased level of trust since the 

inception of the CCS Programme. This has been somewhat catalysed further due to joint working in 

response to Covid-19 which has placed clients at the heart of the organisations service offer.   

o Clarity of responsibilities and strengths of VCS provision: the CCS Programme has provided a platform 

for organisations to share their strengths with one another. This has raised the visibility of the unique 

nature of organisational offers and it is possible that this has led to increased referrals between 

organisations in the network (although at present, the data is not available to verify this). 

Á άL ōŜƭƛŜǾŜ ǘƘŀǘ ǿŜ ώƻǳǊ local authority area] are really lucky to have a lot of advice agencies ς 

different advice agencies have different strengths and weaknesses. Referrals are time 

consuming due to complex need ς not everything can be done by one organisation.έ (VCS 

organisation) 

o Agility of VCS sector is better understood: some small VCS organisations report that they are more 

agile and able to respond to vulnerable clients compared to statutory services. This is, in part, due to 

the fact that their referrals systems are person-centered and build on strong relationship between 

practitioners.  The CCS Programme has highlighted their unique strengths to others.   

Á άLǘ ƛǎ ŜŀǎƛŜǊ ǘƻ ǎŜƴŘ ǘƘŜƳ ǘƻ ǳǎ ώǾƻƭǳƴǘŜŜǊ-led organisation] because other systems are too slow.έ 

(VCS organisation) 

o Shared vision for a more holistic system: VCS organisations involved in the CCS Programme have had 

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

client. In all four pilot sites, a vision has emerged for a more accessible, warm and holistic system. The 

CCS Programme has been a catalyst for organisations to jointly identify and articulate this vision and for 

many a referral system is the first step.  

o Joint understanding of the importance of referral systems: in most of the areas, there is appetite for a 

referral system as many organisations recognise this as the single thing that is likely to improve the 
















































