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Spotlight on Complex Needs – 30th November 2011

Providing support to clients with complex needs and supporting staff - James Lally (Broadway)
Broadway – The Old Theatre

Specifically commissioned 12-bed hostel in Hammersmith and Fulham for serially excluded residents. http://www.homelesslondon.org/details.asp?id=HO1009469
Aims of the project include:

To support clients to maintain their accommodation
Reduce evictions and abandonments (use Homeless Link’s eviction and abandonments toolkit)

What has worked?
Have clear contracts and parameters in place. There are implications if these are breached ie 1 day exclusions, but these are not permanent.


Work in a flexible way.

Closer involvement with the police over anti-social behaviour, however the project first tries to deal with problems in-house.
Important to have police understanding of the service. Police must be calm if they need to enter the property.

Working closely with other agencies and the local community – invite into project.
Consistent level of support. The right support at the right time.

Challenge dysfunctional behaviour. Outline potential implications/outcomes of actions. 


Recognise and act when people are ready to change.

Create a strong sense of community in the project.

Provide preventative support.

Agency issues and potential solutions

Length of time to refer clients to services, even with staff advocating – ask for a copy of the referral and to be kept informed of the process.

Poor information sharing and not being kept informed. Request more information at assessment stage. Escalate situation further eg PCT Safe Guarding Team.

Clients living in the PRS – difficulty keeping accommodation and making themselves “intentionally homeless”. Speak with HPU to see if client can access more support. Involve other agencies eg police to get a supporting statement of vulnerability which can be used to argue intentionality. Use Shelter’s guidance and training. Client must not relinquish tenancy. Get individual legal advice to advise client and support worker (get consent from client).

If anyone would like to visit Broadway’s – The Old Theatre, contact James Lally - 020 8741 3508.
