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About Cymorth Cymru
Cymorth Cymru is the umbrella body for providers of homelessness, housing-related support
and social care services in Wales. We believe that everyone has the right to live safely and
independently, managing their own lives in their own homes. However, for many people, and
for many reasons, this is not always possible without support.
Cymorth Cymru acts as the ‘voice of the sector’, influencing the development and
implementation of policy that affects our members and the people they support. We work in
partnership with members and other stakeholders to prevent and reduce homelessness and
improve the quality of life for people who are marginalised or at risk of housing crisis across
Wales.
Our members provide a wide range of support and assistance to enable people to live as
independently as they possibly can, or build a positive future after a housing crisis or stressful
period in their lives.

www.cymorthcymru.org.uk

www.twitter.com/CymorthCymru

enquiries@cymorthcymru.org.uk

www.facebook.com/CymorthCymru
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Background
The Supporting People Programme provides housing-related support to approximately 60,000
vulnerable people every year, helping them to avoid homelessness and live independently. The
aims of the Supporting People Programme are:
• Helping vulnerable people live as independently as possible.
• Providing people with the help they need to live in their own homes, hostels, sheltered
housing or other specialist housing.
• Preventing problems in the first place or providing help as early as possible in order to
reduce demand on other services such as health and social services.
• Providing help to complement the personal or medical care that some people may need.
• Ensuring quality services, which are delivered as efficiently and effectively as possible
through joint working between organisations that plan and fund services and those that
provide services.
• Promoting equality and reducing inequalities.

Supporting People National Advisory Board
The Supporting People National Advisory Board (SPNAB) provides advice to the Welsh
Government. Its purpose is to ensure that the Supporting People Programme is focused on
meeting the housing related needs of vulnerable people.
Since 2015 the SPNAB has held a series of annual events
with people who use Supporting People services in Wales.
The purpose of these events has been to listen to their views
and experiences, using this feedback to understand the
impact of these services and make recommendations for
improvements.
During January 2017 Cymorth Cymru was tasked with
organising three events, which took place across Wales:

We talked to
175 people
across 3 events
in Newport,
Rhyl and
Carmarthen.

• Newport, 17th January
• Rhyl, 18th January
• Carmarthen, 31st January
Approximately 175 people attended these events and shared their experiences and views in
response to the following questions:
1.
2.
3.
4.
5.

What matters to you?
How did you find out about the service
Where do you think you would be without the support you have received?
Did starting support affect your use of any NHS services?
Are there other services or support that you would have turned to if this support had not
been available?
6. Was there anything that could have been done that could have helped you earlier?
7. What could be improved about the service you received?
8. Are there any common problems between services?
9. Is there anybody or any organisation that you’d particularly like to hear your feedback?
10. Are there any other comments you’d like to make?

2

What matters to you?
A wide variety of answers were given in response to this question, but the majority of these
can be grouped into the following themes:
• Relationship with support worker: Trust, respect, balance of professional and friendly,
sense of humour, feeling comfortable, understanding, caring and supportive, decency,
feeling valued, confidentiality, non-judgemental, listening.
• Consistency and continuity: Keeping the same support worker, having a single point of
contact, not having to repeat your story / experience several times to several people.
• Person centred support, voice and control: Individual approaches to individual need, being
encouraged to have a voice, being in control, having my opinion valued, feeling like your
opinion matters, working with you, focussed on you and what you want, being able to say no.
• Taking the pressure off: Help to deal with pressures such as bills and appointments.
• Emotional support: Having someone to listen and talk to.
• Location: Having accommodation close to support services, close to town.
• Availability: Being able to access support at any time, 24 hour and weekend support,
support when you need it.
• Building motivation, confidence, productivity
• Information and communication: Finding out about other services, knowing your rights,
access to the internet.
• Security and stability: Living in a safe place, being in my own home, secure location, having
my own space.
• Peer support: Networks, connections, being able to share experiences and solutions with
people who understand.
• Family and relationships: Family, support with relationships, safety from relationships.
• Social, recreational and educational activities: Being able to do activities, go on trips,
support to go out and see people, support to go out shopping, learning to read and write,
outdoor activities, volunteering.
• Independence and move on Support to live independently, having suitable accommodation
to move on to, transitional support, stepping stone to independent flat.
• Support to manage finances: Sorting out money problems, paying rent, debt management,
support to claim benefits.
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Where do you
think you would
be without the
support you
have received?

We know that Supporting People services have a
significant impact on all aspects of people’s lives,
including housing, health, finances, social activities,
employment and relationships.
However, the responses people gave to this question were
a stark reminder of just how important these services
are to the most vulnerable people in Wales. They also
highlighted the benefits of Supporting People services to
other public services. Here are some of the answers:

Life and death
Dead. ● I wouldn’t be here today. ● Dead. ● Dead in a ditch. ● Dead. ● Dead. ● Dead ● I
probably would have taken my own life. ● Dead ● Taking my own life. ● Dead. (‘Dead’ was
repeated more times than recorded above)

Housing and homelessness
Issues with housing. ● At high risk of homelessness. ● Locked in a secure house. Rough
sleeping. ● Homeless/ living in a bedsit that isn’t suitable for my needs. ● On the streets.
Homeless. ● On the street. ● Homeless. ● Still sitting in a house that was too small for us. ●
Eviction. ● I’d still be on the streets. ● Homeless. ● Homeless. ● On the streets. ● Homeless. ●
On the streets. ● Sofa surfing.

Health
My health would be much worse, I’d be very ill. ● Psychiatric hospital. ● Suicidal. ● Worse
mental health. ● In bad health. ● Wouldn’t be able to go to the doctor. ● Suicidal. ● Not coping
and health a lot worse. ● Wouldn’t be able to go to doctors appointments. ● In a mental health
hospital. ● Sectioned. ● Mental health facility. ● Sectioned – or even worse, losing my own life.

Social care
Still living with foster carers. ● Would have to pay for someone to look after me. ● I’d be stuck
in a care home. ● Would have had to go to a nursing home and stay put.

Finance and debt
In debt, it would have taken so much longer to sort out properly. ● Wouldn’t have been able to
sort out bills, which would have led to financial problems. ● Wouldn’t have been able to sort out
benefit. ● Wouldn’t be able to manage bills, food. ● In a mess with bills. ● Wouldn’t be able to
get food, deal with bills.

Domestic abuse
Still in an abusive relationship. ● Still in refuge.

Family and relationships
I wouldn’t have re-connected with my family. ● I see my grandkids now. ● No friends or
relatives.
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Offending behaviour
Would have been in prison. ● May have gone back to prison. ● Prison. ● Breaking the law for
money to live. ● In prison. ● Prison. ● In a lot of trouble. ● Jail.

Education, employment, volunteering and activities
I wouldn’t be working. ● Getting help from support workers has helped me achieve finding
work. ● Without the right support I would’ve continued bumming around. ● Wouldn’t have had
the same access to opportunities, wouldn’t currently be doing voluntary work. ● I wouldn’t
be back in work. ● I wouldn’t be aware of my capabilities and what I’m able to achieve. ●
Wouldn’t have had access to opportunities. ● Wouldn’t be able to do any activities. ● Poor
literacy. ● Bored. ● Nothing to do. ● Wouldn’t have a job or volunteered.

Lonely, isolated and emotional distress
Isolated and alone. ● I would be very isolated. ● Definitely more isolated. ● Very upset. ●
Messed up. ● In a hell of a mess. ● I’d feel useless. ● Lost. ● In a mess. ● Scared of people
and who to trust.

Word cloud generated
from the answers to
the question ‘Where do
you think you would be
without the support you
have received?’

5

How did you
find out about
the service?

People said they had found out about the service through
a variety of different agencies. However the most
common were local authority housing and homelessness
departments and social services.
Answers included:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
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Housing options
Homelessness department
Social services
Housing association
Mental health services
Hospital
Women’s refuge
Parents
Friends
Family
Through work links
College
Children and young people’s charity
Support worker
Substance misuse services
During eviction
Communities First
Police
Prison
Youth offending service
Criminal justice charities
Word of mouth
By accident

Did starting
support affect
your use
of any NHS
services?

The answers to this question were varied, with some people
saying they used NHS services more and others saying they
used them less. Some of the people who didn’t report a change
in use were older people and people with learning disabilities,
who had used health services in a fairly consistent manner
before and after moving into supported accommodation and
sheltered housing projects. However, regardless of whether the
frequency increased or deccreased, lots of people highlighted a
positive shift in behaviour, as illustrated below:

• Accessed NHS service for the first time

“I use the NHS dentist service now where I didn’t before.”
“I didn’t know how to register with my GP or how to find out my NHS number, with support I’m
now registered with a GP.”
“Finding out about services available to me out there – CMHT.”
“Went to the dentist for the first time.”
“Was referred to the right health support for the first time.”
“Didn’t used to be registered with a dentist, but am now.”

• Access health services more

“I access mental health services now I have a support worker, before I didn’t.”
“Now I’m using the service I care more about my health so go to the doctor when I get sick.”
“Less stress on other aspects of life so I can focus on my health.”
“Using dentist more – teeth are getting sorted.”
“Receiving more support in attending appointments and registering with local services.”

• Access health services less

“I’m going less now I have my support worker to talk to first, then we decide whether I need a
doctors appointment, sometimes it’s just a trip to the pharmacy.”
“I feel like I’m being listened to when I go to the doctor and taken seriously where I wasn’t
before, so I’m going to the doctor less as I don’t have to keep repeating myself and I’m getting
the results I wanted.”
“I don’t go as often as I’m now being listened to and taken seriously which means I’m on the
right medication and getting the right treatments for my conditions.”
“I accessed A&E more often previously.”
“Used some services less due to fewer panic attacks.”

• More planned, regular or appropriate use

“I use the NHS more regular for preventative services instead of letting my problems build and
needing lots of appointments all at once.”
“I now get advice about when and when not to go to the GP.”
“Support had helped to use the services more appropriately
“More regular use of health services, but less often.”

• Benefits of support

“The doctors listen to me now which has meant I’m on the right medication and treatment.”
“Support worker gives my health service a bit of a push.”
“My keyworker, they know everything about my needs... ...help interpret and communicate
better which helps me access NHS services, book appointments etc.”
“Support worker reminds me of appointments so I don’t miss them like I used to.”
“The support gives me the confidence to go to health services”
“More motivated to use the health service – was afraid before.”
“I was taken more seriously by health services when I had support.”
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Are there other services or support that you
would have turned to if this support had
not been available?
Lots of people said they wouldn’t have known where to turn if the Supporting People service
had not been available. Some had previously tried to get help from other statutory services
but had either been turned away or found the service to be inappropriate for their needs.
The following services were named as potential alternatives, but there was little confidence that
any of them would have been able to provide them with the right type of holistic, integrated,
person-centred support:
•
•
•
•
•
•

Health - GP, A&E, psychiatric ward
Social services
Drug and alcohol services
Different housing association
Charities
Youth group

•
•
•
•
•

A refuge, hostel or shelter
Police
Church groups
Family
Foster carer

The overwhelming feeling was that most people would not have known what to do or where to
go. They felt that the Supporting People service was able to provide them with a coordinated,
holistic approach to dealing with a variety of issues, whereas some of the services above may
have only dealt with a single issue.

Was there anything that could have been
done that would have helped you earlier?
Many people felt that they had received the support at the right time. However, others
suggested that the following issues could have led to earlier intervention:
• Earlier identification of problems and referral to support services
• Being taken seriously by doctors at an earlier stage
• Support pre-eviction, to maintain accommodation rather than post-eviction
• Improving people’s knowledge and awareness of available services and how to access
them
Agencies to link more effectively and efficiently
• Urgent referrals to be fast tracked
• Help negotiating the benefits system earlier to avoid financial problems
• Changes in commissioning led to delays in receiving support service
• Being prepared for the hostel environment and building relationship with support workers
before moving in
Many of the young people who attended the events made specific comments about early
interventions at a much younger age, including:
• More support as a child and young person
• Support for the broader family
• Being taught independent living skills and budgeting at school
• Mental health support at school and college
• Earlier intervention when parents have mental health or substance misuse problems
• Not being dismissed as demonstrating anti social behaviour
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Areas for improvement
Most people were very happy with the support service they had received. However, there
were a number of common themes when people were asked to consider what could be
improved and whether there were common problems between services.
• Resources and staff: Funding and cuts were a common concern and lots of service
users felt that support workers were very busy and overstretched. People would like more
support hours. They also called for more training and development to help staff to deal with
the complex issues faced by many service users. Some also called for increase in pay to
reflect the level of complexity that many staff are dealing with. Concerns were also raised
about staff turnover and losing support workers after building up a trusting relationship with
them. Some people also called for more Welsh language provision.
• Repeating information: A common problem across a range of services was people being
asked the same questions repeatedly, having to fill in numerous forms and having to tell
their stories several times to a variety of different people and agencies.
“Repeating the same information every time you begin going to a new service – this is
stressful – makes you feel like you’re being re-diagnosed every time – traumatic – a strange
combination of wanting privacy and help at the same time.”
• Better communication and coordination between services: Another common
problem was communication and coordination between different services which led to
frustration for the service users and missed opportunities for resolving problems.
“There needs to be better communication between services, coordinate all the different
health and support the person is getting and work together.”
• Choice: Some people commented that they would like more choice about services. Others
commented specifically on choice of accommodation. Some people wanted to be offered
alternatives to shared accommodation and to be able to live near health and support
services, friends, family and support networks.
• Preparation and move on: Lots of people talked about the importance of move-on
support and accommodation. People asked for support to be tapered off, rather than ended
suddenly. Others talked about the lack of suitable move-on accommodation and how these
issues caused anxieties for a lot of people. Some also talked about receiving information
and support to prepare them for a hostel or supported accommodation environment and the
opportunity to build relationship with support workers before moving in.
• Raising profile of services: Lots of people wanted to increase knowledge and
awareness of services to ensure that people could access support when they needed it.
• Work and welfare issues: Another common theme was the difficulty in accessing social
security and managing the requirements placed on people by the DWP. People wanted more
understanding from DWP officials about their vulnerabilities and difficulties. Others raised
concern about the impact of starting work on the affordability of their accommodation,
specifically supported accommodation.
• Social and recreational activities: Lots of people wanted more opportunities to
engage in social and recreational activities to boost their confidence and reduce anxiety.
• Out of hours support: Some people wanted more support to be available outside of
traditional working hours, in the evening and at weekends.
• Closure of other community services: People also raised concerns about the closure
of other support services and social or recreational facilities in the community.
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Conclusions
The people who attended our engagement events described the life-changing (and often
life-saving) nature of the Supporting People Programme in Wales. They illustrated the
positive impact of these services on many aspects of their lives, including preventing
homelessness, reducing the need for acute health and social care services, preventing
interaction with the criminal justice system, and helping them to access education, training
and employment opportunities.
They also told us that they wanted their views and experiences to be shared with decision
makers across Wales. They asked us to make sure that this report was sent to politicians,
health boards and local authorities in order to raise the profile of the Supporting People
Programme and increase understanding about its impact on their lives.
However, it’s also crucial that we learn from people’s experiences and ensure that their views
shape the development and improvement of services. Many of the issues highlighted on the
previous page are common throughout a variety of public services and it’s important that we
work together to enhance peoples experiences and outcomes in the future.
The preventative nature of the programme is evident throughout this report. People’s
experiences highlight savings to a range of health and social care services, as well as the
criminal justice system and social security. The Supporting People Programme benefits people
and public services - continued investment makes economic sense.
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