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Executive summary 

1  Executive Summary

Introduction 

No First Night Out (NFNO), as auspiciously summarised by researcher Becky Rice, 
is ‘an innovative new approach to preventing people from sleeping rough. This 
is achieved through detailed holistic assessment, advice and support to access 
accommodation and services’.1 

For NFNO to deliver an effective accommodation and support service, in the context 
of London’s unaffordable and inaccessible housing market, an innovative approach to 
accessing suitable accommodation is also required.

The NFNO Project Manager and Steering Group commissioned the Pathway Coordinator 
to produce a report which encapsulated the value of a dedicated pathways role for 
a project aiming to develop a bespoke accommodation pathway. The aim of this 
report is to describe the successes and challenges of the pathway, and to make 
recommendations to assist the NFNO project and other projects to make decisions 
about service design that incorporates a pathways approach. 

Context

At the outset of the NFNO project, the project team consisted of two caseworkers, 
directed by a Steering Group of senior Local Authority heads of service and a 
representative from Homeless Link. During the project’s pilot year (2016-17) the 
Steering Group commissioned Homeless Link to produce a report that would assist 
them to improve access to and supply of affordable accommodation options for NFNO 
clients. One of the key recommendations was to recruit to a dedicated pathways role, 
the Pathway Coordinator, who joined the project in September 2017. At that time, the 
project had one commissioned Private Rented Sector (PRS) accommodation provider, 
with a second in the pipeline but not yet accepting referrals. 

The primary focus of the Pathway Coordinator has been to expand and manage the 
number of commissioned and non-commissioned accommodation providers, in the PRS 
and also covering a wide range of support needs, locations, accommodation types and 
services, in order to meet the diverse needs of the NFNO client group. 

Outcomes

In the six months before the dedicated pathways role existed, NFNO placed  
29 people into medium-to-long term accommodation through a combination of one 
commissioned PRS provider, the Local Authority’s PRS scheme, and market properties. 
A further 19 people received emergency or short-term accommodation. 

1  Help for Single Homeless People: Research to explore prevention opportunities, Becky Rice, December 2018
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Executive summary 

In the last six months of 2018-19, NFNO placed 73 people into medium-to-long term 
accommodation through four commissioned PRS providers, one non-commissioned  
PRS provider and four supported accommodation providers (all members of the  
NFNO Partnership Group), the Local Authority’s PRS schemes, and market properties.  
Twenty- five people received emergency or short-term accommodation.2 

Comparing these two periods, more than double the number of clients are being  
placed into suitable, stable accommodation, with four times as many commissioned 
providers. The NFNO Partnership Group, in its infancy in 2017, now comprises more 
than 40 organisations, all of which are committed to supporting and working with the 
NFNO project. 

Although these statistics only represent a fraction of the total work involved in growing 
and managing the pathway, which includes the collaborative approach taken by the 
Project Manager and NFNO caseworkers, overall this demonstrates the hard value of a 
dedicated pathways role.

Recommendations

Advice and recommendations appear throughout this report. Headline 
recommendations are:

• Research has played a vital role in developing the service delivery model for NFNO, and 
was the instigator for the creation of the dedicated pathways role. Now that the focus of 
the project has shifted to further embedding good practice within the Local Authorities, 
research into how this work can be most effectively achieved would help secure 
the legacy of the NFNO approach both to casework and to the pathway. 

• Significant funds have been apportioned to accommodation within the current 
NFNO budget, although the ambition of the types of innovative solutions that can 
be developed in conjunction with NFNO’s partners is hampered by the short and 
uncertain project shelf life. A commitment from Local Authorities to continue 
funding new accommodation schemes beyond the lifetime of the project 
would make a big difference to overcoming this specific barrier.

• The above being considered, there is a need to fill specific gaps in the current 
provision of accommodation for NFNO clients, and this should be achieved in 
collaboration with third-sector partners. In order to meet its commitment to 
providing a suitable accommodation offer for every client, NFNO and Solace 
Women’s Aid are in a strong position to develop and deliver a novel PRS access 
scheme for single women who are victims of domestic violence. 

• Due to the complex and flexible nature of the project, the Pathway Coordinator role has 
become a ‘deputy manager’ role over the course of time, and worked collaboratively 
with the Project Manager on several major pieces of work. Although this arrangement 
could be considered unique to this NFNO project, an enhanced job description, job 
title and salary should be considered for any future iteration of this role. At the time of 
writing, recruitment of a ‘Pathway Manager’ to the NFNO project is underway. 

2  Data from Real Systems, generated June 2019
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Background to the Pathway

Identifying the issues

Midway through the pilot year of the NFNO project, an Interim Evaluation Report (2016) 
highlighted a number of external factors which were hampering the development of 
the project. One of the key factors was a shortage of available housing options that the 
caseworkers could refer clients to, and in particular a lack of shared housing for people 
under 35 with low support needs. This was causing extended client stays in emergency 
bed and breakfast accommodation, and the caseworkers had to contact many possible 
options simultaneously to access more suitable and longer-term accommodation. 

Subsequently, the NFNO Steering Group commissioned Homeless Link to deliver a 
report3 which would:

1. Identify gaps in current provision for the NFNO cohort

2. Establish a wider range of referral options for this cohort including use of existing 
hostel provision and exploring those opportunities with PRS landlords

3. Explore other possibilities that could potentially increase the supply of suitable 
accommodation across the social and private housing sectors, including new 
partnership arrangements, and recommending the best management arrangements 
for those units

4. Look at the feasibility of options for the direct procurement and supply of additional 
accommodation units for the NFNO cohort, including capital investment

Service structure

In the past, services seeking accommodation for rough sleepers or people experiencing 
homelessness would typically follow the model of contacting multiple providers 
simultaneously in order to find a space for their client. This was a problem which 
affected NFNO during its pilot year.

The task of contacting and engaging accommodation providers, increasing awareness 
of NFNO and its clients, and developing meaningful, mutual relationships with providers 
was beyond the capacity of the NFNO caseworkers alone. This resulted in a number 
of barriers appearing which restricted access to accommodation, including concerns 
about taking on clients with high support needs; financial risk relating to clients, 
particularly those on Universal Credit; and balancing nominations to properties against 
commitments to the Local Authorities. 

During the first nine months of the NFNO project, the challenge faced in accessing 
suitable accommodation for clients accepted onto the caseload was stark. The Homeless 
Link report (2017) concluded that ‘there is not enough available accommodation’ and 

3  Report for No First Night Out, Christine Spooner, Homeless Link, February 2017

2  Background to the Pathway
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this meant an over-reliance on Crisis and the use of emergency bed and breakfasts. The 
report also highlighted cases where two clients, from different cohort groups, had both 
been evicted from their bed and breakfasts due to issues which developed from a lack 
of available move-on accommodation. One of these clients with previous alcohol and 
capacity issues had returned to sofa-surfing and was drinking again. 

The lack of direct access to supported accommodation, as well as a lack of diversity of 
options for other suitable forms of move-on accommodation in the PRS, was clearly 
evident at this stage of the project. This directly limited the number of cases the project 
was willing to accept (at that stage six per month) for concerns of being unable to source 
appropriate placements, thereby prolonging clients’ homelessness and potentially 
putting them at risk of eviction from their emergency accommodation. There was a 
legitimate risk that the project would be unable to achieve its target of 240 placements 
over the following two years (2017-18 and 2018-19) unless changes were made to the 
NFNO service structure.

The anticipated demand for placements required between April 2017 and March 2019 is 
shown in the table below: 
  
Anticipated demand: 2017-2019
Cohort Group4 % Units needed
1-accommodation 68 163
1b-accommodation 2 4
2-support 13 30
2b-support 2 4
3-capacity 13 30
4-other 4 9
Total - 240

A key recommendation from the Homeless Link report (2017), which would 
underpin and enable the opening up of provision of accommodation and 
developing of relationships with providers, and enable access to the number and 
diversity of accommodation units necessary to meet the project’s targets, was to 
establish a dedicated pathways role within the project. The continued development 
of relationships with a diverse range of partners could, the report concluded, only be 
achieved through a bespoke and committed role. 

This report is intended to demonstrate the positive impact a dedicated pathways role 
can have to a project such as NFNO, and the efficacy of a ‘partnership approach’, and 
provide insight into the challenges faced along the way which should be considered in 
the future design of any similar such role or project.

4  See Appendix E: NFNO Typology
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Actual demand: 2017-2019
Cohort Group % Units needed % change Units change
1-accommodation 51 123 -17 -40
1b-accommodation 14 34 +12 +30
2-support 12 29 -1 -1
2b-support 6 13 +4 +9

3-capacity 15 36 +2 +6

4-other 2 4 -2 -5
Total - 240

The most substantial shift in the client group from the numbers predicted in 2017 was 
in Cohort 1. Significantly more clients from Cohort 1b were supported by the project 
into suitable accommodation than expected. Driving factors behind this change have in 
part been explored through Becky Rice’s 2018 research update which showed that there 
were fewer new rough sleepers during the time of the research, but those who were 
contacted had higher support needs. The research, funded by St Mungo’s as part of the 
development of the NFNO approach, concluded that NFNO is ‘more effective at reaching 
those with lower support needs [Cohort 1] and preventing their rough sleeping’. 
Crucially for the project, she notes that ‘this is likely to have reduced the number of 
people sleeping out with this profile’.

Another factor could be the project’s increased capacity to support clients with a 
complicating factor such as mental ill health. Whereas Cohort 2 remained almost 
unchanged, an overall increase in the number of clients from Cohort 2b was also seen 
in the two years of the project, which aligns with wider evidence in the sector that 
there is an increasing prevalence of mental ill health amongst people experiencing 
homelessness. 

There was a small increase in clients from Cohort 3, and anecdotally this could have 
been driven by bringing on board a specialist provider who works with older clients who 
are out of work (HOPE Worldwide), which gave the project confidence to accept clients 
from this cohort knowing there was an effective and appropriate option for them on the 
accommodation pathway. 

A small decrease in the actual number of clients from Cohort 4 (does not fit a cohort  
group) suggests the project caseworkers improved their ability to investigate client 
history over time, therefore enabling them to more accurately place clients within one of 
the main cohort groups (1-3).
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A Partnership Approach

What we mean by ‘partnership’

The idea of working in ‘partnership’ is not easily defined. A range of terms are often 
used to describe working between different organisations, and while differences in 
language and terminology in some cases only represent minor differences in policy and 
practice, the important distinction is between attitudes: do we see our commissioned 
and non-commissioned services as ‘providers’ or ‘partners’? 

For NFNO, we always strive to refer to our partners as such, and to reinforce this 
through our approach to every interaction with them, and every conversation about 
them. NFNO sees effective partnership as a transparent relationship that is clear  
about the aims, objectives, roles and responsibilities of the parties involved, as well  
as flexibility and responsiveness to the way each unique partner operates  
and communicates. 

Key factors

NFNO has been fortunate enough to create many of the factors that are essential 
to effective partnership working. The motivation for establishing our partnerships is 
evidenced by the creation of the Pathway Coordinator role, and the autonomy offered 
to the project officers (Pathway Coordinator and Project Manager) to identify and 
reach out to potential partners. The involvement of central and local government, 
both financial and strategic, has given NFNO the status required to have positive and 
responsive first contact with potential partners. A healthy balance between hierarchical 
and collaborative working has been nourished and has helped our partnership to thrive. 

The project, led by the NFNO Steering Group, expressed a clear desire to invest in small, 
specialist PRS organisations as a way of avoiding falling into a dogmatic approach of 
using commercial landlords and incentives. Indeed, this leads to fierce competition 
between properties and heavily inflated incentives, and has become increasingly 
common in London in the years since NFNO began. 

This demonstrates a clear and deliberate link between strategic and operational 
levels across the Local Authorities, particularly important for the small, third-sector 
organisations who make up the majority of the NFNO Partnership Group.

3  A Partnership Approach
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Our approach

At our initial meetings, we begin by assuming that both organisations want to form 
a partnership, and focus the discussion on our history, shared goals and ambitions. 
The homelessness sector has a wealth of diverse organisations each seeking to meet 
a different need; however, we have much more in common in terms of what we wish 
to achieve, and share many more of the values, than might be true of other sectors. 
As such, NFNO sees the development of new partnerships as mutually beneficial. By 
focusing on our commonalities at the initial meeting, a rapport and understanding can 
be nurtured which has the potential to carry through all future working, and plays an 
important role when it comes to the flexibility and collaboration which is so key to an 
effective partnership. 

The core of our best partnerships is the relationship between people. We are colleagues, 
and we are working together towards the same goal. We have found this is a contrasting 
approach to that often taken by Local Authorities when it comes to ‘managing’ contracts 
with ‘providers’. The distinction of language is important and, as mentioned before, 
reflects attitudes. 

Risks

Of course, as with any partnership, things can and do go wrong, and the risks of this 
happening should not be ignored. Assumptions about the intentions and priorities of 
others, as well as the level of commitment, can lead to an ineffective or low-output 
partnership, lack of purpose or outcomes (unless these are commissioned), and a lack 
of proper ownership of issues. 

This risk is in part managed by our approach. Each partnership starts cautiously.  
In several cases we have started some of our most valued partnerships with a  
small ‘pilot’ agreement. The terms of the pilot are open to negotiation, are strengths-
based, and allow us to test out ways of working before committing to a large-scale  
or high-value contract. We have experimented with both up-front payments, useful  
for smaller organisations which find it difficult to fund staffing for new projects, as  
well as a payment-per-outcome model. It also serves as an opportunity for providers  
to assess their own capacity and to work with us to come to an agreement around 
volume and cost. 

With all our arrangements with partners, we have to an extent planned for ebbs and 
flows in service delivery. This is a reality when working with small organisations for 
whom a change in even a single member of staff can have a major impact on their 
capacity. While any disruption is bound to impact on our project and our clients, we 
have through this experience developed a better understanding of the housing market, 
landlords, competing services and even the relevance of religious holidays to our work. 
Diversifying our pathway has been key to removing reliance on any single provider and 
relieving the pressure on our smaller providers as well as our caseworkers, who are able 
to access other pathways when one is blocked for any reason. 
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A Partnership Approach

The NFNO Partnership Group

The NFNO Partnership Group is a group of organisations brought together by the 
whole project team and Steering Group, to work in partnership to deliver an improved 
service to those experiencing or at risk of homelessness. The partnership has grown 
exponentially over the life of the project and, in keeping with the principles of good 
partnership working, the team has adopted the principle of reaching out to other 
organisations who may want to join the partnership. It has been essential to embed 
this attitude throughout the project, and the Pathway Coordinator has not been solely 
responsible for building and growing the partnership. Further information on the 
membership of the Partnership Group, as well as a copy of the Group’s Memorandum 
of Understanding, can be found on the NFNO website:  
www.nfno.org.uk/partnership-group.

Looking towards our partnerships with and between the Local Authorities, these  
require a similar approach, but with a marked difference in that our influence lies in 
building professional, accountable relationships and managing the culture change 
within the Authorities. 

The No First Night Out Partnership Group, March 2019

http://www.nfno.org.uk/partnership-group
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Pathway Toolkit

There are four essential steps to establishing an effective, client-centred and value-for-money 
accommodation pathway.

1. Build understanding
 
Start with your clients. Who are you seeking to support, and how does that apply 
within a local context? 

NFNO started by interviewing clients who had rough slept for the first time. This 
indicated the support needs (health, economic, social) that the project would need to 
support clients with, and thereby directed the development of the accommodation 
pathway and Partnership Group to meet these needs. This research was revisited 
regularly, and the understanding of new rough sleepers refreshed. NFNO also gained 
an insight into the design and delivery of housing and homelessness services within 
Local Authorities, especially in light of the introduction of the Homelessness Reduction 
Act. NFNO needed to understand its place within the overall housing options and 
homelessness service design within the Local Authorities. 

Gaining an understanding, and regularly revisiting and reviewing understanding 
of local need, is vital to the efficacy of any project receiving referrals from Local 
Authorities and support agencies. NFNO has pivoted its focus many times, including in 
the expansion of areas of the accommodation pathway and support services network, 
in order to meet changing local need.

Now more than ever, as the project starts to move away from its original focus as 
a trailblazing prevention service towards an accommodation and support service 
working with people who are suitable for the PRS, NFNO has had to understand itself 
within the local context, whether that be Housing Options and complex needs services 
or homelessness and outreach. 

Looking beyond housing demand to housing supply, an understanding of local 
housing markets, and particularly the welfare benefits system and the nuances of the 
Local Housing Allowance, is also important. Many of our accommodation partners 
operate in a highly competitive environment, in the same market as profit-focused 
landlords and agencies, and their ability to navigate this market and establish 
meaningful relationships with reasonable and socially minded landlords is essential 
to the success of their services and therefore to NFNO’s accommodation pathway.  
The difficulty of this and the consistency with which they manage to achieve it  
cannot be underestimated. 

4  Pathway Toolkit
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2. Gather funding
 
It is no secret that the NFNO project has not cut corners in its approach to testing new 
ways of working, and this very much applies to the accommodation pathway. 

The annual budget for accommodation is set out below:

2017-18 (£) 2018-19 (£) 2019-20 (£)

Emergency Accommodation 
(not including TA)

5,000 5,000 7,000

PRS Accommodation 57,000 70,000 100,000
Client Deposits 5,000 5,000 6,000
TA Arrears5 5,000 10,000 0
TOTAL 72,000 90,000 113,000

Value for money is an especially important consideration for any project which is 
funded from public money. The NFNO Steering Group has consistently challenged the 
level of service and the types of accommodation provided by our contracted partners 
to ensure that any paid-for placements are specific, reasonable and fit within the aims 
of the project and the Local Authorities involved. 

In order to gain traction with many of our providers and to provide sufficient funding 
to deliver a high-quality service, we allocated fees of between £1,000 and £1,500 per 
outcome for a PRS provider. Towards the higher end of this range, providers would 
be expected to deliver a more intensive support service to our clients. For example, 
included in Causeway Irish Housing Association’s fee is a package of 30 hours of 
support for each client, delivered by their in-house Life Skills team over the first six 
months of the client’s tenancy.  

For further details on each of our major PRS providers, see Chapter 5. The NFNO 
Pathway. 

5  See ‘Temporary accommodation’ under Chapter 5. The NFNO Pathway
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3. Reach out
 
As part of the ‘partnership approach’, developing meaningful relationships with 
potential providers of accommodation, i.e. our partners, starts with reaching out in an 
open and genuine way. Sometimes striking the right tone to get the first meeting with 
a point of contact is the most challenging aspect of the initial relationship. 

At NFNO, the Pathway Coordinator was fortunate to have been supported by some 
research conducted by Homeless Link into potential accommodation providers across 
the housing and homelessness sector. The Homeless Link report explored a variety 
of accommodation types including PRS, supported, housing association, private, 
charitable and faith-based. While many of these options did not bear fruit, they served 
as a useful starting point for exploring the accommodation sector more broadly and 
more deeply. The project is hugely grateful to Christine Spooner and her colleagues at 
Homeless Link for their report, and the importance of building understanding again 
shines through. 

Shared values and goals are at the heart of NFNO’s Partnership Group. Starting a 
conversation based on what both partners wish to achieve, and what the individuals 
involved care about and have a passion for, is something that in our experience has 
been possible with every single partner. We are all driven to do this work for a reason.  
It is not difficult to establish common ground and it is important to do so as early  
as possible.

In a practical sense, this enables both organisations to achieve their own objectives, 
be they KPIs set by funders or charitable objectives set by members and supporters. 
Moreover, developing strong, cross-borough and cross-sector relationships within the 
East London sub-region and more widely across London will be key to the success of 
projects like NFNO in the future as public funding continues to be directed towards 
multi-borough and multi-service partnerships with strong Local Authority involvement.
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4. Supporting inside and out
 
The NFNO project is set up to be a supportive environment. Support is the thread 
that runs through every aspect of the project, from the Steering Group through to the 
clients themselves, via the Project Manager, NFNO team members, and our partners. 
The strength of this approach to the accommodation pathway means that, while 
responsibility is assigned to the Pathway Coordinator in terms of developing new and 
managing existing relationships and contracts, the burden and successes are shared 
by all members of the team. 

The NFNO Pathway Coordinator is supported by the Project Manager and the Steering 
Group to spending time building understanding, reaching out to potential partners, 
establishing relationships, specifications, negotiating contracts and proposals, and 
developing and taking recommendations forward. The experience of establishing this 
network of partners has been of huge benefit on an individual level but also to the 
project and, hopefully in future, to the Local Authorities as they start to develop closer 
relationships with third-sector partners. 

NFNO caseworkers are supported to autonomously search and refer to our partners, 
support the client to access services and manage the client’s eligibility for access to 
the project. This empowering approach is set by the Project Manager and supported 
by the Pathway Coordinator through the Pathways Database, team meetings, 
supervisions and casework management meetings. The strength of the team and 
success of the service is in part reliant on our caseworkers’ ability to appraise what is 
best for the client based on what is available. In many cases, it has been evident that 
the caseworkers explore a greater diversity of options in an intensive and supportive 
way which is incomparable to any other service in London at this time.
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The NFNO Pathway

What does a diverse pathway look like? 

• More than one option for every client who is accepted onto the caseload. We have 
doubled the number of available accommodation pathways in two years. 

• We are always looking to grow, and constantly reviewing the effectiveness of our 
pathways.

• The PRS offers opportunities and our providers offer the kind of support that is not 
typically available through Local Authorities, housing associations or private letting 
agents.

• We take a specific and deliberate approach as commissioners of accommodation 
providers: collaborative and close working.

• Relationships with providers are based around working with each other’s strengths: 
professional to client and professional to professional. 

• Most of our accommodation providers are committed to sustaining initial tenancies 
for at least 12 months, or for as long as the client is happy to remain in that 
accommodation or until they are ready to move on. 

• Tenancy preparation and sustainment training is offered by many of our partners, 
often on a compulsory basis.  

• A multi-borough pathway is an asset to the project and the local authorities. It 
has been a challenge and opportunity to respond to the diverse needs of the local 
authorities and our clients, but also balancing this with what our providers can 
realistically offer or commit to.

5  The NFNO Pathway 
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Why is a diverse pathway important?

• Numbers using our new pathways might be smaller, but greater diversity means 
more client-specific outcomes. 

• We believe client-specific outcomes are linked to sustainability, which is already 
beginning to be evidenced.6 

• It provides our clients with an element of choice – some providers will have similar 
offers of accommodation but different approaches, support services and pre- and 
post-tenancy training. 

• Small and competitive contracts have provided us with consistent outcomes for 
our clients. 

• Our partners understand our service, our clients, and support us to achieve our 
ambitions as well as their own.  

• Avoiding future evictions from private tenancies through tenancy training is a crucial 
tactic in breaking the cycle of homelessness. 

• To date, every client accommodated by NFNO has been housed in greater London, 
in line with the needs of our clients. 

• A diverse pathway, comprising specific and committed partner providers, means 
greater sustainability and more effective preventative work. To date, only one client 
placed into accommodation by NFNO has since gone on to rough sleep in London 
(CHAIN, 2019). 

 

 

6.  87% of clients housed by Crisis through the NFNO project are still in their tenancy (2018-19).
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TA - City of London 2
Supported hostel 36
Referred to LA 19
PRS (LA) 1
PRS (other) 2
PRS client sourced 7
PRS (Irish Causeway) 7
PRS (Vision) 12
PRS (HOPE) 13
PRS (Crisis) 29

Total 168
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PRS partners

HOPE Worldwide

Works best for: Older/more isolated 
clients

Our arrangement: Formal contract, 
initially a pilot followed by a public tender 
process

What do they do that others do not?  
HOPE’s tenancy preparation is of a 
very high standard, and they are great 
at empowering tenants to expect 
high standards of their landlords and 
properties. They also have well-located 
properties in East London, a real asset 
to older clients who would lose essential 
support networks if asked to move to 
outer London. HOPE treat all our clients 
as individuals and often go the ‘extra 
mile’, showing flexibility and patience with 
people who struggle to engage, attend 
appointments or make decisions about 
their future.

Crisis

Works best for: People looking to live 
independently for the first time or those 
on low incomes

Our arrangement: Formal contract

What do they do that others do not?  
Crisis are the most flexible of our 
providers in terms of the clients they are 
willing and able to support. They offer 
the most thorough tenancy preparation 
training, and the fact that clients can 
directly access their education, training 
and employment services puts them in 
a unique position as a holistic service 
provider. They have the largest pool of 
landlords and properties across most 
of London. Crisis have been extremely 
effective at supporting a diverse range of 
clients, but in particular in their capacity to 
find affordable accommodation for people 
working who are on low incomes.

Crisis  17%

HOPE 8%

Other
Self sourced 4%

Irish Causeway  4%

Vision  7%

HOPE Worldwide
2018-19  

8%

Vision
2018-19  

7%

Irish Causeway
2018-19  

3%

PRS providers 2018-19 

Crisis
2016-17 

24%

2018-19  

17%

Crisis 24%

Other

PRS providers 2016-17 

Prevention outcomes
2016-2017

Prevention outcomes 
2017-2018

Prevention outcomes 
2018-2019

PRS (LA)  9
PRS (Crisis) 19

Refuge 1

Mediation 5

Emergency B&B 14
Supported hostel 8

Self-referral hostel 1
Referred to LA 4
PRS (other) 3

Total 64 

Mediation with host 8
Emergency B&B 5
TA - Hackney 12

TA - Tower Hamlets 13
Self-referral hostel 3
Supported hostel 13
Referred to LA HOS 9

PRS (Irish Causeway) 1
PRS (HOPE) 3
PRS (other) 4
PRS (LA) 4
PRS client sourced 6
PRS (Crisis) 30

Total 111

Other 1
Mediation 2
Emergency B&B 2
TA - Tower Hamlets 16
TA - Hackney 19
TA - City of London 2
Supported hostel 36
Referred to LA 19
PRS (LA) 1
PRS (other) 2
PRS client sourced 7
PRS (Irish Causeway) 7
PRS (Vision) 12
PRS (HOPE) 13
PRS (Crisis) 29

Total 168
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PRS (other) 3
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Emergency B&B 5
TA - Hackney 12

TA - Tower Hamlets 13
Self-referral hostel 3
Supported hostel 13
Referred to LA HOS 9

PRS (Irish Causeway) 1
PRS (HOPE) 3
PRS (other) 4
PRS (LA) 4
PRS client sourced 6
PRS (Crisis) 30

Total 111

Other 1
Mediation 2
Emergency B&B 2
TA - Tower Hamlets 16
TA - Hackney 19
TA - City of London 2
Supported hostel 36
Referred to LA 19
PRS (LA) 1
PRS (other) 2
PRS client sourced 7
PRS (Irish Causeway) 7
PRS (Vision) 12
PRS (HOPE) 13
PRS (Crisis) 29

Total 168
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Vision Housing  
(The Forward Trust) 

Works best for: People who need to 
move quickly, are flexible in location,  
could do with some support

Our arrangement: Formal contract, 
initial pilot followed by a provision waiver

What do they do that others do not? 
Vision have a long history of supporting 
ex-offenders, so clients can access their 
support services if required. Vision is 
able to move at a very quick pace and 
have been seen to move clients into a 
new property in only two weeks. This is 
a huge benefit for clients in temporary 
or unsuitable accommodation. They 
have very strong relationships with their 
network of landlords and use this to 
help sustain tenancies when issues arise, 
demonstrating patience and commitment 
towards clients.  

Crisis  17%

HOPE 8%

Other
Self sourced 4%

Irish Causeway  4%

Vision  7%

HOPE Worldwide
2018-19  

8%

Vision
2018-19  

7%

Irish Causeway
2018-19  

3%

PRS providers 2018-19 

Crisis
2016-17 

24%

2018-19  

17%

Crisis 24%

Other

PRS providers 2016-17 

Prevention outcomes
2016-2017

Prevention outcomes 
2017-2018

Prevention outcomes 
2018-2019

PRS (LA)  9
PRS (Crisis) 19

Refuge 1

Mediation 5

Emergency B&B 14
Supported hostel 8

Self-referral hostel 1
Referred to LA 4
PRS (other) 3

Total 64 

Mediation with host 8
Emergency B&B 5
TA - Hackney 12

TA - Tower Hamlets 13
Self-referral hostel 3
Supported hostel 13
Referred to LA HOS 9

PRS (Irish Causeway) 1
PRS (HOPE) 3
PRS (other) 4
PRS (LA) 4
PRS client sourced 6
PRS (Crisis) 30

Total 111

Other 1
Mediation 2
Emergency B&B 2
TA - Tower Hamlets 16
TA - Hackney 19
TA - City of London 2
Supported hostel 36
Referred to LA 19
PRS (LA) 1
PRS (other) 2
PRS client sourced 7
PRS (Irish Causeway) 7
PRS (Vision) 12
PRS (HOPE) 13
PRS (Crisis) 29

Total 168
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Mediation with host 8
Emergency B&B 5
TA - Hackney 12

TA - Tower Hamlets 13
Self-referral hostel 3
Supported hostel 13
Referred to LA HOS 9

PRS (Irish Causeway) 1
PRS (HOPE) 3
PRS (other) 4
PRS (LA) 4
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PRS (Crisis) 30
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Other 1
Mediation 2
Emergency B&B 2
TA - Tower Hamlets 16
TA - Hackney 19
TA - City of London 2
Supported hostel 36
Referred to LA 19
PRS (LA) 1
PRS (other) 2
PRS client sourced 7
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PRS (Vision) 12
PRS (HOPE) 13
PRS (Crisis) 29

Total 168

Causeway Irish Housing 
Association

Works best for: Young people who  
cannot afford private rents, who are  
willing to share facilities

Our arrangement: Formal contract,  
initial pilot followed by a provision waiver

What do they do that others do not? 
Irish Causeway set their rents at a level 
which is affordable for clients under 
the age of 35 and subject to the cap for 
Housing Benefit, which is also suitable for 
young people in low-paid work. Properties 
like this are very scarce in London and 
Causeway’s approach of giving NFNO 
clients priority has been a hugely beneficial 
option on the pathway. They have 
made clear from the outset their shared 
commitment to ending rough sleeping in 
East London and the investment of time 
and energy from their point of contact is 
an example of great partnership working.  
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The NFNO pathway: other partners

NFNO has a broad referral criteria, resulting in a diversity of clients. Often the most 
appropriate accommodation solution, which can include some element of support 
services, is not through our main partners. This has been a challenge for the project,  
but we have been able to meet it thanks to the support of our diverse Partnership 
Group. Below is NFNO’s experience of using some of our variety of partner 
organisations, but this does not reflect their entire accommodation or service offer.

YMCA East London, City, Thames Gateway Clients placed = 7
A vital asset to the project for younger clients who need some support or step-up 
accommodation before renting privately. Often difficult to access due to lack of 
available spaces. 
Liberty Housing/Goldgate Properties Clients placed = 5
PRS agent with properties in North/East London. Affordable and reliable so used quite 
frequently in the first year of the project.
BedSafe Clients placed = 5
A new online searching tool to source available beds in backpacker hostels, designed 
specifically for homelessness agencies. A recent addition to the pathway but an 
important alternative to Local Authority temporary accommodation (TA). 
Hyelm Clients placed = 2
Self-contained accommodation ideal for people who are key workers and homeless 
people in low-paid work. Really useful for young people and an excellent central 
location. 
Hackney Winter Night Shelter Clients placed = 2
Vital option for emergency accommodation, especially for late-in-the-day referrals 
when the Local Authority TA is not accessible. Pathway set up by one of our 
caseworkers. 
Paradigm Housing (Lea Bridge House) Clients placed = 2
Used sparingly, not suitable for many clients due to the higher level of rent, but this is 
a stepping-stone option for clients looking to save money for a deposit. 
Sapphire Independent Housing (St Louise Hostel) Clients placed = 1
Used sparingly due to the high rents. The ideal option for some female clients who 
have experienced abuse and are eligible for a high rate of benefits. 
New Horizon Youth Centre Clients placed = 1
Support and education-based day centre with some linked accommodation. 
Assisted Homes Clients placed = 1
Supported accommodation in Haringey and Enfield. Good potential option for clients 
with medium support needs who qualify for the exempt rate of Housing Benefit. A 
recent addition to the pathway.  
MACE Housing Co-op Clients placed = 1
Low-cost, shared and self-contained in good locations throughout East and North 
London. A recent addition to the NFNO pathway.  
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Temporary accommodation

As an in-kind contribution from the Local Authorities, NFNO has discretionary access 
to TA provided for and funded by the Local Authorities. Although the booking process 
works slightly differently in each of the boroughs, the overarching principle was that 
if a client, in the NFNO caseworker’s opinion, was at high risk of rough sleeping and 
required immediate access to accommodation and met the NFNO criteria,7 it would be 
provided regardless of that person’s statutory eligibility for emergency accommodation. 

There are drawbacks to TA which should be acknowledged here: it is often located 
out of borough, which presents a barrier to clients with low or no income to attend 
appointments; standards of cleanliness and disrepair can vary and NFNO has no control 
over this; clients experiencing homelessness for the first time report feeling isolated and 
vulnerable in settings with a mixed client group in high-volume accommodation. The 
NFNO Project Manager and Pathway Coordinator have held discussions with the charity 
JustLife to build understanding of the best ways to support and empower individuals 
who do need to stay in TA. 

Nevertheless, TA offers stability and a base for clients from which clients can engage 
with services. NFNO has worked hard to minimise the time spent in TA to mitigate some 
of these issues, evidenced by the average length of stay in TA reducing from 56 days in 
2017-18 to 42 days in 2018-19 (average).

Impact

The advantages of having direct access to Local Authority TA cannot be understated. It 
has allowed the project, with discretion, to place clients into accommodation that would 
not typically be available to them due to their non-priority need status. 

Undoubtedly this has prevented rough sleeping for many individuals, and reduced the 
number of new rough sleepers in the tri-borough area. To date, NFNO has placed 156 
people in TA, 94 of whom were assessed to be at high risk of rough sleeping, and of the 
358 people who received an intervention from NFNO between 2016 and 2019, only one 
individual has gone on to rough sleep in London (CHAIN verified). 

Availability

Access to Local Authority TA was an emerging challenge in 2018. Partly due to the 
introduction of the HRA and also as a result of changing local housing stock, there have 
been several occasions where NFNO could not access TA when it was needed due to a 
lack of available properties. 

When this occurred, NFNO would place these clients in an alternative form of bed and 
breakfast or private hostel, such as a backpackers’ hostel, which unlike TA incurred a 
direct cost to the project (see Appendix B: Emergency B&B). 
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Arrears

Almost every client placed in Local Authority TA will accrue some level of rent arrears. 
The amount will vary depending on several factors, some within but many without of 
the client’s control. The causes of arrears can be for a variety of reasons. The issues and 
some tested solutions are outlined below.

Issues:

Rent cards not being issued immediately 
If a client has no means of paying their rent within one week of their placement they 
will be in arrears. Many local authorities do not have a system for issuing rent cards 
on the day a client moves in. Although rent arrears accrued in this way should be 
back paid when Housing Benefit is awarded, clients will not be able to pay service 
charges until a card is issued. This creates an unwanted debt for clients which can be 
difficult to manage for those on very low incomes, as NFNO clients often are. 

Housing Benefit-related 
If a client is placed in TA but not already claiming a Housing Benefit, arrears will be 
accrued while the application process is completed. While Housing Benefit back 
payment should theoretically clear the client’s entire arrears debt, in many cases 
the client will not be paying their entire service charge or topping up their Housing 
Benefit payment if it is too low, and so a smaller amount of arrears will be accrued. 

Issues with Housing Benefit applications, assessments and decisions can cause 
delays and in some cases an under- or over-payment of Housing Benefit. In both 
cases this is likely to lead to some form of arrears, and where a client’s application 
is outstanding for a long period of time (as has happened on several occasions 
with NFNO clients), and in that time the client moves on to another form of 
accommodation, it can be very difficult to recover this debt.

Universal Credit 
Although Universal Credit no longer applies to TA, for a period this was the case 
and it is possible this policy will be enforced again in future. All clients on Universal 
Credit who were placed in TA accrued significant arrears (usually in excess of £1,000) 
and very little of this debt could be recovered. Due to the extensive waiting time for 
Universal Credit, most clients are moved on from their accommodation by the time 
their payment is received, and as these payments typically go directly to the client, 
recovering this money is a big challenge. 

Client-related 
Some clients placed in TA are working, and are usually on a low or flexible wage. TA 
is an expensive form of accommodation, typically around £30 per night, and so it is 
unaffordable for almost all of NFNO’s working clients. 

Younger clients who are subject to the Shared Accommodation Rate of Housing 
Benefit will not be able to afford their TA, and will often be forced to top-up their 
payment out of their other benefits. For some it is a choice between eating and 
paying this top-up payment, so arrears are likely to accrue. 
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Solutions: 

Client management 
Both Local Authority officers and the NFNO caseworkers play an important role to 
work together to proactively manage NFNO client arrears. This should include, but  
is not limited to, contacting clients about their arrears or bringing this up during 
appointments about other matters; supporting the client to resolve benefit issues 
including Universal Credit and liaising with the DWP, logging into their online portal 
with the client if necessary; processing change of circumstances paperwork which 
can cause a break in Housing Benefit; and helping clients to apply for Discretionary 
Housing Payment to cover shortfalls in their Housing Benefit. The work to manage 
clients and their arrears is summarised in a joint document  — the ‘Arrears 
Procedures’ (see below). 

Procedures 
To help minimise the accumulation of arrears, the NFNO Project Manager co-wrote 
a set of Arrears Procedures with the assistance of Local Authority Housing Options, 
Housing Benefit, and Debt/Income Recovery teams, and the Pathway Coordinator. 
The purpose of this document was to set out lines of responsibility, and also to 
give opportunity for the teams involved to share advice, ideas and good practice 
on minimising and managing TA arrears. The document helped all parties involved 
achieve greater clarity and understanding of each other’s roles and responsibilities, 
and improved communication across the board when it came to NFNO clients. 

Although a challenging and slow-moving process, drafting joint procedures with the 
Local Authority teams has led to positive changes in the delivery of some services 
and messaging to clients both for the NFNO team and the Local Authority teams.  
This would be an important consideration for any project which intends to utilise TA. 

Visibility 
To help enable the Steering Group to keep oversight of the status of NFNO arrears 
for each borough, the Pathway Coordinator took responsibility for monitoring 
overall arrears and presenting a concise summary of total arrears and emerging 
issues to a Steering Group on monthly basis. This provided the Local Authority leads 
with the evidence they needed to investigate and discuss issues internally.  
See Appendix D: Arrears Monitoring Template for further information. 
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Outcomes

The chart below shows the growth of the NFNO pathway through a greater diversity of 
outcomes between the pilot year (2016-17) and year 2 of full service delivery (2018-19).

6  Outcomes

Crisis  17%

HOPE 8%

Other
Self sourced 4%

Irish Causeway  4%

Vision  7%

HOPE Worldwide
2018-19  

8%

Vision
2018-19  

7%

Irish Causeway
2018-19  

3%

PRS providers 2018-19 

Crisis
2016-17 

24%

2018-19  

17%

Crisis 24%

Other

PRS providers 2016-17 

Prevention outcomes
2016-2017

Prevention outcomes 
2017-2018

Prevention outcomes 
2018-2019

PRS (LA)  9
PRS (Crisis) 19

Refuge 1

Mediation 5

Emergency B&B 14
Supported hostel 8

Self-referral hostel 1
Referred to LA 4
PRS (other) 3

Total 64 

Mediation with host 8
Emergency B&B 5
TA - Hackney 12

TA - Tower Hamlets 13
Self-referral hostel 3
Supported hostel 13
Referred to LA HOS 9

PRS (Irish Causeway) 1
PRS (HOPE) 3
PRS (other) 4
PRS (LA) 4
PRS client sourced 6
PRS (Crisis) 30

Total 111

Other 1
Mediation 2
Emergency B&B 2
TA - Tower Hamlets 16
TA - Hackney 19
TA - City of London 2
Supported hostel 36
Referred to LA 19
PRS (LA) 1
PRS (other) 2
PRS client sourced 7
PRS (Irish Causeway) 7
PRS (Vision) 12
PRS (HOPE) 13
PRS (Crisis) 29

Total 168

Base: final prevention outcomes for cases where one or more prevention outcome were recorded by the team
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7  Opportunities for the Future

Solace Women’s Aid: PRS with floating support for victims of 
domestic violence

The Pathway Coordinator met with colleagues at Solace Women’s Aid in 2018 to discuss 
a novel PRS access scheme for single women victims of domestic abuse. This was 
driven by an increase in referrals into the project, around the time of the introduction 
of the HRA, for single women who are victims of domestic abuse who were found not in 
priority need by their Local Authority. These were women who could not access existing 
domestic violence shelters which are primarily designed for women with children. 

NFNO anticipated it would need the scheme to help support one client per month from 
this group, but agreed with advice from Solace that there are likely to be many more 
women in this situation who do not approach their Local Authority. 

Solace Women’s Aid advised that at the time that no such pathway existed that would 
help single women access the PRS, and resettle them in their new area with the aid of a 
floating support worker. 

Unfortunately, restrictions on the length of the NFNO project and uncertainty over 
future funding meant that a year-long trial of this new pathway was not feasible. The 
need for this type of scheme persists. 

If NFNO was to explore just one novel accommodation project, it is recommended 
that the scheme with Solace Women’s Aid is prioritised. 

Local Authorities: Joint PRS framework

In early 2018, the NFNO Steering Group wished to develop a framework for all three 
of the then tri-borough Local Authorities to gain direct access into the PRS. This was 
envisioned as a way of pooling resources, including NFNO’s existing partnerships with 
accommodation providers, plus funding for placements, and streamlining the PRS 
access model which often resulted in duplication and movement of clients back-and-
forth across Local Authority borders, as well as competition between services. The City 
of London Commissioning and Procurement teams were engaged to take this work 
forward; however, a succession of strategic stumbling blocks meant that this piece of 
work stalled. This was a setback for the Steering Group and the project’s officers, but the 
idea continues to be pursued.

A similar model for accessing social housing properties already exists. The pan-London 
‘Capital Letters’ has recently launched with the support of London Councils and funding 
from the Ministry for Housing, Communities and Local Government (MHCLG). In 
addition, Crisis is commissioning a piece of research into a PRS model which is based 
on this way of working, so it is hoped sub-regional arrangements like the proposed 
framework will develop in future. 
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Providence Row: Young people’s employment scheme

As part of NFNO’s bid for further funding from the MHCLG’s Rough Sleeping Initiative in 
2018, a proposal was put forward for the charity Providence Row to deliver a bespoke 
employment scheme for our young clients. Many of our young clients struggle to 
access the mainstream rental market due to issues of affordability, driven either by low 
incomes/high rents, or a lack of properties available locally which will accept clients on 
benefits and are within the Local Housing Allowance rate. Decently paid employment 
is a part of the solution to accessing and sustaining suitable accommodation, and the 
partnership with Providence Row would have helped our young clients into a position 
where they could earn more, with better prospects of renting in the area of London in 
which they wanted to live. 

Unfortunately, this element of NFNO’s Rough Sleepers Initiave proposal was 
unsuccessful, but the project continues to access the Crisis Employment Programme, 
and other ETE services offered by our partners. 
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Appendix

These recommendations are taken from Becky Rice’s 2017 End of Pilot Evaluation Report.  
The responses by NFNO to each recommendation are given below. 

Accommodation pathways should be established and clarified in advance of taking 
clients onto caseloads as far as possible.
• Through internal casework management meetings, and liaison with referral 

partners, we identified potential gaps in the accommodation pathway and 
focused on filling those in order to broaden our impact. This resulted in 
specialist providers being procured to provide accommodation pathways for 
older people, offenders, young people and people in low-paid work. 

The link with Crisis should be continued. Crisis was a key source of accommodation 
outcomes in the first year via its PRS access scheme. Client feedback on accommodation 
accessed via Crisis was very positive. Expanding and developing the range of pathways 
into the PRS should also be explored.
• Crisis remains a vital part of the NFNO Partnership Group and has been  

the main source of placements into the PRS.
• To build the resilience and capacity of the accommodation pathway,  

NFNO added a number of other providers which has been of real benefit  
to the clients and caseworkers, and enabled us to increase the number  
of PRS placements and speed up turnaround time.

• NFNO now has contracts with four different PRS providers and informal 
arrangements with several others.

Establishing links with landlords and housing providers should be a key ongoing priority 
for the project. This requires dedicated resources and cannot be effectively undertaken 
within the caseworker role.
• The Pathway Coordinator role has focused on opening up access to a variety 

of accommodation options by establishing referral routes with partners who 
either manage their own accommodation, or manage relationships with 
landlords. A number of these pathways come at no cost to the project, and we 
recognise the significant positive impact that small charitable organisations 
can have on alleviating homelessness. 

Options for alternative emergency bed spaces, outside the bed and breakfast facilities 
used by Local Authorities should be explored given the challenges faced by those placed 
in emergency bed and breakfast accommodation.
• NFNO uses private hotels and hostels whenever Local Authority TA is 

unavailable or inappropriate, using trusted providers either endorsed by the 
Local Authorities themselves or through feedback from our clients. NFNO has 
funded over 70 nights in such accommodation through innovative providers 
such as BedSafe.

Appendix A: End of Pilot Recommendations and Responses
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Appendix B: Cost Analysis

All data refers to the period 1 April 2016 to 31 March 2019.

Temporary Accommodation (Local Authority)

Number of people placed 156
Approximate spend £0
Cost per outcome £0

In-kind contribution from the LAs: 
156 clients placed for an average of 45 nights each at cost 
of £35 per night 
= 156x45x35   = £245,700

An additional cost not considered in the above is client rent arrears accrued from their 
placements in TA. All three authorities have written off differing amounts depending on 
their own internal policies and through negotiation with the NFNO Steering Group. 

Annually, NFNO has budgeted £10,000 for TA arrears, but this has not been requested 
by the Local Authorities for the last two years of the project, despite the total client 
arrears on both occasions exceeding this amount. (See Chapter 5. The NFNO Pathway for 
further information on TA arrears). As such, no budget was allocated to TA arrears for 
the year 2019-20. 

Emergency Accommodation (Bed & breakfast)

Number of people placed 19
Approximate spend £1,800 (Total nights = 73, average/night = £24.78)
Cost per outcome £95

 
Mediation

Number of people placed 47
Approximate spend -
Cost per outcome -

 
Referring to the Local Authority

Number of people placed 37
Approximate spend -
Cost per outcome -
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Supported Hostels

Number of people placed 50
Approximate spend £2,085  (deposits for 6 clients)
Cost per outcome £348

Access to supported hostels, both through the Local Authority and via the third sector (e.g. YMCA) 
does not incur a cost. A few supported accommodation partners require a small deposit which is 
summarised here. 

 
Private Rented Sector (Procured)

Number of people placed 104
Approximate spend £107,878
Cost per outcome £1,037

 
Private Rented Sector (Informal) 
This does not include match-funding from Crisis.

Number of people placed 8
Approximate spend £0.00
Cost per outcome £0.00

 
Private Rented Sector (Client-sourced)

Number of people placed 16
Approximate spend £1,385 (deposits for 4 clients)
Cost per outcome £350

Personalisation costs 

In 2018-19, NFNO spent £2,553 on resettlement costs, personalisation and client travel. 
Considering 71 clients moved into PRS properties, this is a relatively modest budget. However, 
many of our partners (particularly Crisis) use their own personalisation budgets to resettle clients 
in their new homes. 
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Appendix C: NFNO Partnership Model

Appendix D: Arrears Monitoring Template 

A template of NFNO’s Current Arrears Tracker can be found online here. This template is completely editable, so if you 
wish to make a copy for your own use, please save it on your own Google account (you will need to set one up if you do 
not have one already). 

https://docs.google.com/spreadsheets/d/1-PlnFbfKKJ4N3w5LkkIErMkrCivSeqAsz__9b5hMRQY/edit#gid=1998580608
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Appendix

Appendix E: No First Night Out Client Typology

This typology is an updated extract from the No First Night Out research project conducted in 2015 and 2018 into new rough 
sleepers in the City of London, Hackney and Tower Hamlets. It is used to target people at risk of rough sleeping for the NFNO 
project. Please note: to be eligible for the project, clients must also have a local connection to one of the three boroughs, have 
recourse to public funds, and not currently be rough sleeping. 
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