


Introduction

For many homeless people, work is a 
central part of their journey away from 
homelessness. It can build self-esteem, 
enable financial independence and bring a 
sense of meaning and possibility  
to people’s lives. 

Almost all homeless people want to work, but 
very few do1. And those who do work can find it 
hard to sustain their jobs over the longer term2. 

If you work to support homeless people 
to move into, and stay in, employment, we 
hope this guide will help you. It is based on 
interviews we conducted with 50 homeless 
people up to their first year in new jobs. We 
asked them how they were getting on both in 
and outside work, what was helping them to 
stay in work and what was making it hard. 

The people we interviewed had often been 
homeless and unemployed for many years. 
Half of them had been out of work for three 
years or more or had never worked, and 83% 
had slept rough in the past. They were entering 
a range of jobs, most commonly in catering, 
construction, caretaking, gardening, driving 
and office/clerical work. Other roles ranged 
from accountancy to football coaching and  
specialist engineering. 

Of the 34 people we stayed in touch with 
for six to 12 months after they started 
work, two thirds (22) were still in work at 
the end of the research. Several of them 
had lost jobs but then started new ones. 
One third (12) were no longer in work. 

The most common reason for losing work was 
the end of temporary contracts, but there were 
a variety of other reasons, including being 
asked to leave (five people) and choosing to 
leave (three people). A lack of skills for the 
job, a lack of understanding of workplace 
behaviours, a ‘no second chances’ culture 
in agency work and pressures outside work 

(often around money and benefits, which often 
put strain on people’s mental health) all put  
people at more risk of losing work. 

This booklet should be read in conjunction with 
our guide for people who are homeless who 
would like to work: ‘Starting and keeping work 
when you’re homeless: lessons and advice  
from people who have done it’. 

To download this report and our full research 
report (which includes more detail about 
our research methods, our participants’ 
experiences and our recommendations for 
support providers and others), go to the 
Research pages of the website:  
www.broadwaylondon.org or contact 
Broadway’s research team on 
research@broadwaylondon.org

 Everything is changed. 
I got this job, it changed 
my life. I feel something 
positive in my life. I tried 
my best and I did very well. 

1 A survey of 300 homeless people by Off the Streets and into Work showed that 77% of them wanted to 
work now, and 97% wanted to work in the future (Singh, P (2005) No Home, No Job, Off the Streets and Into 
Work). Data from project steering group members shows that only between 2% and 14% of people living in  
homelessness hostels and supporting housing worked in 2012. 
2 See Business in the Community’s Ready for Work brochure. 
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•	 Our 50 homeless participants were 
strongly motivated to work, and working 
could transform their lives. For them, work 
was not just about the money – it could 
bring a sense of meaning and purpose, 
increased confidence and self-worth, and 
could be a route into a new and better life.

•	 Moving into work can be a time of great 
change and a challenge for homeless 
people. This can include people moving 
from homelessness accommodation 
into privately rented or socially rented 
homes; managing the transition from 
benefits on to a salary and navigating a 
complex benefits system to secure in-
work benefits. It can also include leaving 
behind old support networks and building 
new relationships (or rebuilding old ones). 

•	 For some homeless people, adapting to 
working life is easy; others find it more 
challenging. Some people can struggle 
with low confidence and a lack of 
understanding of appropriate workplace 
behaviours. People need to learn new 
skills at work, build relationships with 
colleagues and have the resilience to cope 
with problems and with making mistakes. 

•	 Support is essential for most people 
during this period of change, but it is 
not always available. People require 
financial, practical, emotional, personal 

and professional support. Those with 
strong support networks were more 
likely to maintain work; those with 
no or very little support were more 
likely to struggle to stay in work. 

•	 The Work Programme did not meet the 
needs of the research participants. Of 
the 10 people on the Work Programme, 
most said that they received poor 
pre-work or in-work support. 

•	 Specialist employment teams within 
the homelessness sector were strong 
sources of support for many people. 
Advisors often provided personalised 
support including financial advice and 
support, advocacy around benefits, 
and help to find new jobs. They often 
filled the gaps in the Work Programme’s 
provision, but were unfunded to do so. 

•	 Hostel key workers and other support 
workers can help people to stay in 
work, providing both emotional and 
practical support. However, several 
people described the withdrawal of 
this support when they were believed 
to be doing well, or when moving into 
more independent accommodation. 

•	 The homelessness sector can improve 
the support it gives to working clients 
by ensuring that accommodation is 
appropriate and affordable; support 
workers and expert advisors have 
the knowledge and capacity to 
support people who are working; and 
support is ongoing, accessible and 
flexible after people start jobs. 

•	 Specialist into-work schemes, 
apprenticeships and social enterprises 
could help people move into sustained 
employment. However, it was important 
that people entering work through these 
means had (or were trained to have) 
the necessary skills to do the work; and 
that those schemes which promised 
routes into further employment provided 
adequate skills for mainstream work. 

Key Findings



Starting work after homelessness

The two tables below show the types of issues that homeless people in the research  
reported dealing with as they moved into work. 

In work: tasks and challenges in the first few  
months of work

On gaining work The first month 
in work

The next few months in  
work

Passing CRB (now DBS) 
check and references 
This can be a source of 
anxiety and a stumbling 
block for some. 

Deciding whether to  
accept the job 
Doing a ‘better off’ 
calculation and ensuring 
the job is financially viable. 

Building confidence 
After a period of 
homelessness and 
unemployment, confidence 
can be very low. A new job 
can feel exciting but  
daunting. 

Creating a new routine 
Getting enough sleep and 
arriving at work on time. 

Learning the role
Learning new skills and 
technical terms. Making 
mistakes and learning from 
them. Many people put 
in extra, unpaid hours in 
order to prove themselves 
and do a good job. 

Learning workplace 
behaviour 
Learning about workplace 
cultures, professional 
behaviour and how to 
interact with colleagues. 
Managing problems and 
following procedures. 

Building relationships 
with colleagues 
Including deciding how much 
personal information to  
disclose. 

Expanding skills and  
confidence 
With the right role and support, 
confidence is building. People are 
learning more tasks (including the 
ones they don’t like or find hard). 

Probationary meetings and 
assessments 
People’s performance is being 
reviewed and this might affect 
their future in the role. 

Building friendships with  
colleagues 
Several people are building 
new friendships. 

Dealing with difficulties 
For some people, difficulties 
become apparent. These 
can include difficulties with 
performance. Alternatively, 
some may feel that the role 
offers a lack of training, support 
or possibility for progress. 
Negotiations may have to take 
place with managers or others. 

Thinking about the future 
For others, skills are being 
recognised and the possibilities 
of promotions, permanent 
contracts or future work 
are being discussed. 
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Outside work: tasks and challenges faced in 
the first few months of work 

On gaining 
work

The first month 
in work

The next few months in work

Benefits 
Signing off JSA/
ESA, informing 
Housing Benefits 
office, exploring 
entitlement to 
Working Tax Credit, 
back to work bonus 
and roll-on Housing 
Benefit. Navigating a 
complex system and 
securing accurate 
information and 
correct entitlements 
can be challenging. 

Financial 
management 
Buying clothes 
for work and 
ensuring finances 
for travel. Seeking 
loans/support 
with these, where 
possible. Budgeting 
and financial 
management are  
required. 

Managing an urgent 
financial crisis 
People paid monthly 
(who must survive for 
up to six weeks with no 
income), or those who 
have not successfully 
secured the benefits 
to which they are 
entitled, are faced with 
an urgent financial 
crisis. This is most 
commonly dealt with 
by loans from support 
agencies, family or 
friends. They must 
negotiate with their 
housing provider if this 
results in rent arrears. 

Planning to move on 
People living in hostels 
and supported housing 
often start to plan 
moving to independent 
tenancies quickly after 
starting full-time work 
because they can 
struggle to afford rents 
alongside other work-
related outgoings such 
as travel, lunches and 
clothes. They must 
prepare themselves 
to move on and find 
appropriate and 
affordable housing. 

Resolving benefits issues 
People who did not initially secure the benefits 
to which they were entitled may still be in 
discussions with benefits agencies to resolve 
this. For these people, rent arrears are building 
and they are experiencing stress and anxiety. 

Financial management 
The first monthly pay packet/the resolution 
of benefits issues can be the first clear idea 
of actual income for many people. Only now 
is financial management and budgeting 
more possible. Those who wish to move 
on are trying to save for rental deposits. 

Paying off loans and arrears 
Many people are now paying off arrears built up 
/loans borrowed when they initially moved into  
work. 

Dealing with tensions within the hostel 
Tensions may be emerging within people’s 
hostels or supported housing. These can 
include anti-social behaviour, harassment and  
financial bullying. 

Rebuilding relationships with family 
Some people now begin to try (with mixed 
success) to rebuild relationships with family. 

Moving on and away from support  
networks 
People who struggle to afford the hostel rent, 
and others who wish to live independently, are 
moving home. They are adapting to living  
independently.

Seeking new jobs or increasing  
working hours 
People may now be seeking to move from part-
time to full-time work. Others (where the job is 
temporary or does not meet their needs) are  
looking for new work. 

Starting work after homelessness
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Charles’ story:  
Support from a 
specialist scheme 

When Charles (in his 40s) left prison 
he decided he wanted to change 
his life. He had been homeless or 
vulnerably housed for 10 years. 

He completed the Business in 
the Community Ready for Work 
programme, including a two-week 
work placement doing administration 
within a large organisation. This 
helped his confidence grow and, not 
long after finishing the placement, 
he successfully applied for a job 
as a laundry assistant within the 
organisation. He took the job to get 
back into the labour market and hoped 
it would help him move into a new job 
which made better use of his skills. 

Charles was promoted to linen 
supervisor after only a few months. 
He enjoys using his organisational 
skills and managing a team. When 
he first started in the job he found it 
quite stressful. There was so much to 
do he could not switch off and found 
himself working longer and longer 
hours. He talked to his manager who 
said that he should not be regularly 
working extra unpaid hours and gave 
him advice about delegation. He 
followed her advice and work is now 
less stressful. He likes his manager 
and gets on well with his team. 

Charles has aspirations to move 
into senior management. He has 
a job coach (through Ready for 
Work) who is a senior manager 
in another organisation, who is 
supporting and advising him about 
how he could achieve this. 

 I’m feeling good now, I’m 
confident I can work. Because, 
being homeless, I became 
nervous. I got courage from my 
keyworker. She helped me with 
sending my CV, giving advice.

Support people to identify their motivations 
to work. To give people the best chances of 
staying in work, the job should have meaning 
to the individual – either because of the work 
itself, or because of the life possibilities it opens 
up for them. Having strong motivations to work 
helped many of the people we interviewed 
to cope with difficulties and stay in work. 

Help people to develop realistic expectations 
about work. Work can change people’s lives, 
but the changes can be slower than desired, 
there can be big challenges along the way, 
and not everything works out as people wish. 

Get informed about pre-work and into-work 
schemes locally. Find out about apprenticeships 
for homeless people or others who face barriers 
to work; social enterprises; courses and voluntary 
work; and Business in the Community Ready 
for Work and Get Ready programmes. Ensure 
your clients are aware of these possibilities. 

Pre-work support
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 When I turned up to the 
[training course] I was very 
anxious, frightened even. 
Self-conscious; am I doing the 
right thing? Until I did that 
work placement, I genuinely 
didn’t know if I was capable 
of getting up and going 
out every day. So that was 
a really good experience.

Discuss the value of voluntary work with 
your clients. Voluntary work – in an area they 
thought they might be interested in working 
in – was a route into employment for several 
of our participants. It helped them get used 
to routine, build their skills and confidence, 
begin to fill in the gaps on their CV, and 
sometimes led directly to paid work. Voluntary 
work in some roles can be competitive, so 
be persistent and creative in finding it. 

Discuss whether people would like to 
move into ‘any job’ or a ‘better job’. 
Some of our participants knew what job they 
wished to do, and waited until they secured 
a job that was right for them. Others started 
working in ‘any job’ with the hope of moving 
into a ‘better job’. Five people moved into 
new ‘better’ jobs during the research period 
and they said that doing their first job had 
helped them get this better job by building 
their skills, experience and confidence. 

Help people decide what job(s) they 
would like to do and whether they 
would like to work part-time or full-time. 
Several people chose to start working part- 
time so that they still had the ‘safety net’ 
of benefits while they tested out whether 
they were able to work. However, they 
sometimes struggled financially over the 
longer term and often sought to increase 
their hours to full-time after a few months. 

Provide pre-work training and coaching. 
Identify people’s skills gaps and help them 
access appropriate training (for example 

on IT skills). Provide training on appropriate 
workplace etiquette and behaviour, including 
managing conflict at work and building positive 
working relationships with managers and 
colleagues. Include, for example, role plays 
tailored to the jobs people wish to enter. 
Support people to build emotional resilience. 

Support workers (for 
example in hostels or 
supported housing)  
can also: 

Include a discussion of work aspirations 
in standard support planning. For many 
of our participants, work was a central part 
of their movement away from homelessness. 
It could inspire and facilitate change and 
help people to maintain changes. Many 
people reported improvements in mental 
health issues like depression and anxiety 
after moving into work, and said that work 
helped them maintain abstinence or reduce 
levels of substance use. Of the 37 people we 
interviewed who were currently homeless, 15 
moved on into independent accommodation 
over the research period. Consider using 
mapping tools such as ITEP - International 
Treatment Effectiveness Project. 
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Encourage your client to gather important 
information about the job. Many people we 
interviewed did not know basic information 
about their job, such as their duties, wages/
salary, contract type (temporary or permanent), 
and working hours. Knowing these things 
could help people have more of a sense 
of choice and control over their lives. 

Support people to access the in-work 
benefits they are entitled to. One of the 
greatest difficulties people faced as they 
moved into work was securing in-work benefits. 
This could lead to rent arrears and in-work 
poverty, negatively affecting people’s mental 
health, and ultimately putting people’s jobs at 
risk. Start the process as soon as possible 
as it can take some time. In work benefits 
that people might be entitled to include 
Jobseekers’ Allowance, Working Tax Credit, 
Council Tax Credit and Housing Benefit. The 
situation will change with the introduction 
of Universal Credit (which will be gradually 
introduced from 2013-2017) so get up to date 
information (see for example www.turn2us.org.
uk and https://www.gov.uk/benefits-adviser). 
Make sure people inform DWP as soon as 
possible if they get short-term casual work so 
that they avoid sanctions. Build relationships 
with advisors at Jobcentre Plus to help 
ensure they understand your client’s needs. 

Support people to access financial support 
with the transition into work. The Work 
Programme often pays for travel costs for the 
first month, clothes for work and might give 
vouchers for food. If people are not on the Work 
Programme, Jobcentre Plus might provide this 
support. Some homelessness organisations 
also help their clients with these costs. 

Support people to budget. People 
should do a better off in work calculation 
(with you, Jobcentre Plus or their Work 
Programme advisor) so they know the 
financial implications of starting work. Make 
sure they take into account travel costs, debt 
repayments as well as the cost of buying 
lunch. Crisis provides a helpful into-work 
calculator http://www.crisis.org.uk/pages/

into-work-comprehensive.html and there are 
benefits calculators at www.turn2us.org.uk 
and https://www.gov.uk/benefits-adviser 

Support people to make the decision 
about how much to tell people at work 
about their background. Some of the people 
we interviewed told colleagues about things 
like having been homeless or in prison and 
were happy with that decision. But others 
regretted having disclosed too much personal 
information to colleagues. It was a different 
decision about how much to disclose to 
managers. When we talked to employers as 
part of the research, they said that it could 
be helpful if people told their managers 
about any current issues they were facing, 
especially if these were affecting their work, 
so managers could support them with these. 

Help people identify their sources of 
support and fill any gaps. It could help 
if people think about what support they 
might need and where they might get it 
from. In particular, do people have: 
•	 A source of support for any mental 

health or substance misuse issues, if 
working puts pressure on these things? 

•	 A source of expert advice and advocacy  
around benefits? 

•	 Support around issues at home and  
moving on? 

•	 A source of emotional support – someone 
to ask how they are and listen to them? 

•	 Someone to talk to about professional goals  
and development? 

The ‘In-work support networks checklist’ 
overleaf could help you talk through 
these things with your clients. 

Help people plan for their first day. 
Encourage people to get a map and work out 
how they will get to their workplace, and to get 
their clothes and their travel ticket ready in  
advance. 

Support when your client is  
offered a job
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In-work support checklist

This checklist can be used to discuss with your clients what support they have, what 
support they might need, and how to fill any gaps in support. If possible, go through this 
with them before they start work. 

1. Practical support
What? 
Someone to give you advice, advocacy and 
support around benefits, money management, 
accommodation, move-on, mental health and  
substance use.

Who? 
Your support worker, employment advisor, 
Work Programme advisor or Jobcentre Plus 
advisor can help with different types of  
support. 

 I have this support from: 
______________________________ 
 
______________________________

I might need extra support. I could get  
this from: 
______________________________ 

______________________________

2. Emotional and personal  
support
What? 
Someone to ask how you are; someone to 
listen; someone to go to in a crisis. Someone 
who can to support you to set life goals, work 
towards them, and reflect on how far you’ve  
come.

Who? 
Your support worker, employment advisor, 
Work Programme advisor or mental health/
drug or alcohol worker. Perhaps your 
colleagues and manager. Check if your 
employer has an Employee Assistance 
Programme (which offers confidential 
counselling and support). Peer support groups 
(like AA or NA) can be very supportive. So 
can family and friends, and job coaches,  
buddies and mentors. 

 I have this support from: 
______________________________ 
 
______________________________

I might need extra support. I could get  
this from: 
______________________________ 

______________________________

3. Professional support
What? 
Someone to support you to set career goals 
and work towards them, and to learn and  
develop your skills at work. 

Who? 
Your manager, a job coach or mentor, your 
employment advisor, your Work Programme  
advisor. 

 I have this support from: 
______________________________ 
 
______________________________

I might need extra support. I could get  
this from: 
______________________________ 

______________________________
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 They [staff at former 
hostel] call me every week. 
They say, “Contact us if you 
have any problems”; they’re 
very helpful. I have contacted  
them. 

You feel like they are actually 
on your side and you’re not 
just a statistic. I still have 
contact with them at least  
once a week, just general, 
“How’s things going?”, but to 
me that means quite a lot.

Actively offer support. Some of the people 
we interviewed said that it could be difficult 
to ask for help when they were struggling. 
Regularly meet and telephone people and 
ask how they are, and encourage them 
to contact you. The frequency with which 
you contact people, and the period they 
need support for, will vary depending on 
each individual’s need. Start off contacting 
people regularly and contact them less over 
time, depending on how they are doing. 

Meet people face-to-face. Telephone support 
alone can feel impersonal and routine, and has 
a limited value. Meet people face-to-face, and: 
•	 Ask how they are getting on both in work  

and outside work;
•	 Encourage them to set goals (related to 

both work and life outside work) and review  
their progress against these; 

•	 Identify anything they are struggling with 
and come up with a plan for resolving  
these things.

Support people to deal with difficulties. 
Common areas of need might include: 
•	 Information, support and advocacy around 

benefits. Pick up on these early, before 
they have time to spiral into significant  
arrears. 

•	 Emotional support if people are struggling 
financially, have built up arrears, or are  
facing other difficulties. 

•	 Support with financial harassment or 
exploitation in their accommodation, 
and support around moving on. 

Support people around struggles at  
work. These can include: 
•	 Low confidence, which can make it hard 

for people to ask questions and can make 
people very unhappy at work. This can be 
worse if people are not well supported, or 
do not have the skills needed for the job. 

•	 Managing a difficult relationship with a 
manager or colleague (including bullying  
at work). 

•	 A lack of understanding of workplace 
cultures or behaviours, which can lead 
to mistakes and misunderstandings. 

Be there during times of pressure. These 
can include: the first few days and weeks in 
the job; when claiming benefits and while 
waiting for these to come through; planning 
to move home, during and after the move; 
around meetings and performance reviews 
at work; changes in job role and working 
hours; and other significant events both in 
and outside work. People moving in and 
out of agency work can face some of these 
pressures regularly. Help people stay positive 
and learn from any challenges they’ve faced. 

Don’t assume someone is okay just 
because they’re working – moving into 
work can mean more, not less, need for 
support. 
Several people said support from their key 
worker had been withdrawn because it was 
believed that they no longer needed it. For 
some, this was the case – but for many, 
moving into work was a time of great change 
and challenge, and people without support 
often struggled to stay in work. Make sure that 
you continue to offer key working appointments 
and do so outside the individual’s working  
hours. 

Provide access to mentoring and job 
coaching schemes for people both seeking  
work and in work 
Several people found mentors and job coaches 
very helpful. They were usually from the 

In-work support
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professional world they worked in or aspired 
to, but not linked to their employer or job. 
They usually met face-to-face, could support 
people with problems at work and planning 
for the future, and helped people feel more 
confident as part of the professional world. 

 My job coach was my 
main support. He gave me a 
lift. Someone who’s on your 
side. Meeting him [once every 
few months] made me feel: 
I am a proper person, I can 
talk to someone in a suit.

Some people said that peer mentoring 
schemes could have helped them. 

Finding new and 
better jobs 

Help people find new jobs. If your client’s 
job comes to an end (because it is temporary 
or for other reasons) they are likely to feel 
disappointed and disheartened. Support them 
to maintain their confidence and motivation, 
learn from their experience of working, use 
their time meaningfully and find new work. 

Help people develop and find better jobs. 
Many people will want to learn, develop and 
eventually move from their first job into new 
‘better’ jobs. Support them to set goals, 
develop their skills and work towards these. 

At home and moving  
on 

Support workers within hostels and supported 
housing can play a crucial role in supporting 
people who are working. This includes: 

Support people to avoid or deal with 
financial harassment and exploitation. 
People who are working are particularly 

vulnerable to financial harassment and 
bullying because people know they have 
an income. Several people we interviewed 
reported experiencing financial harassment 
(people asking for money or cigarettes). 
Others living in shared housing reported 
financial exploitation – for example, fellow 
residents refusing to put money on the meter 
so that they had to do so themselves. 

Talk to people about arrears. Some people 
we interviewed said they did not know how 
much arrears they were building up. Others 
said that, although their hostel knew that they 
were building up arrears, no one offered to 
help them with their benefits claims. Arrears 
are normal for a short period when people 
first move into work, but should decrease 
when people start receiving in-work benefits. 

Don’t pressure your client to move on 
before they are ready. In-work benefits 
mean that people should be able to afford to 
stay at the hostel, even if this means that they 
have less money until they move on. They 
might wish to do so in order to remain close to 
support networks and slow down the pace of  
change in their lives. 

Support people to move on when they are 
ready. Some people were keen to, and ready 
to, move on soon after starting work. Ensure 
that people are aware of how starting work will 
influence their move-on options. Help them 
plan to move on and to access any support  
available. 

 If there’s any sort of 
problem I’ll go and see 
[keyworker] or anybody 
[working in hostel]. 
Definitely being somewhere 
like this there’s a lot of 
support. They’re brilliant.
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Common gaps in support: stories 

 Everyone always thinks 
that “Nina doesn’t need 
help”, and right now I need 
help but I don’t have it and 
I don’t know who to ask.

Losing support after  
moving on 

Kamal got a job he enjoyed doing maintenance. 
He was working for a homelessness agency 
which knew about his history of homelessness, 
alcohol and mental health issues. 

His confidence was very low and when a 
colleague started bullying him he was afraid 
to tell his manager; in fact, he didn’t really 
realise that it was bullying. He didn’t tell anyone 
else either – he was living independently 
and didn’t have a support worker. 

His anxiety got worse, and he left his 
job and went back onto ESA. 

A lack of basic 
benefits advice  

Alan was very positive about his move into 
work. He enjoyed his job as a handyman 
and, after his six month temporary contract 
ended, he was offered a permanent contract. 

Alan was receiving no support in his 
accommodation. He was on the Work 
Programme, but was not aware they could 
offer him in-work support and had no contact 
with his advisor after starting work. 

He believes he has an undiagnosed learning 
disability, which made negotiating the 
benefits system complicated for him. He 
put in a claim for Working Tax Credit but, 
five months later, he had not received it. He 
was increasingly anxious about this but his 
friends had told him the system was slow. 

When he followed it up, he found that his claim 
for Working Tax Credit had not been received 
and that the benefit could only be backdated 
by one month. By this point, he owed almost 
£2,000 in rent arrears. His anxiety increased 
and he lapsed temporarily into alcohol use. He 
turned down the offer of permanent work and 
stopped working, afraid that if he continued to 
work he would continue to build debt and be 
at increased risk of a return to homelessness. 

He was evicted, but two days before he 
expected to have to go back to the streets 
was found a place in a hostel. He now has 
no sense of a future, and strongly believes 
that he cannot work until he moves into his 
own tenancy (although there is no imminent 
prospect of this). If he does work, he fears 
it will lead to a return to rough sleeping. 
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 A strong support network

Louis’s story: A strong support network 

Louis was using crack and heroin for 20 years, and spent the past 10 years 
going in and out prison. He was employed in a difficult job on a zero-hour 
minimum wage contract. After several months he applied for a better job in the  
area he wished to work in and was offered the job. 

Louis was receiving support from a range of sources. 

He received some financial advice and support from Jobcentre Plus and his Work  
Programme provider. 

He was a member of Alcoholics Anonymous, which provided emotional support and  
helped him to manage himself and his emotions at work: 

 I phone my sponsor up and say, “I am off and I am 
not doing this [job]” and he kind of talks to me and we 
look at it differently and then I just get on with it.

He also had support from workers in an employment team based within a 
homelessness agency who helped him reflect on his personal progress and his goals 
and with his application for his new job. They also helped with difficult issues at work: 

 Sometimes I will phone up [name] when I have had 
problems in work, and I have sat and spoken to them, 
particularly after an incident seeing someone was 
being bullied, misconduct going on. They are here to 
support and give you advice. They have helped me a lot.

His manger was always available and regularly checked how he was. When he was 
going through a difficult time at work, his chief executive telephoned him to ask how 
he was and reassure him that his work was of value, which helped him stay motivated. 
He has been given on-the-job training at work and feels a sense of progress: 

 
 I am learning, learning every day.
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Some of the issues highlighted by 
the research relate to organisational 
practices. Organisations should review 
the work-related support they provide to 
homeless people, considering the  
following points. 

1. All support 
providers 

Actively provide in-work support after  
people move into work 
This includes regular telephone and face to 
face contact and reviews of progress from a  
named advisor.

Review the accessibility of your service 
For example, ensure that offices are open 
outside normal working hours so that 
support is accessible to people in 9-5 work. 
Several of our participants were unable to 
access support, from both Work Programme 
providers and employment teams within 
homelessness agencies, because of their  
limited opening hours. 

Ensure that staff understand working  
homeless people’s needs 
Staff should be trained on issues facing 
working homeless people and the support  
they might need. 

2. Homelessness 
agencies 

Incorporate work aspirations into 
standard support planning 
Working can be a catalyst for life change 
for homeless people. For example, it can 
lead to improvements in self-esteem, mental 
health and well-being and relationships, can 
provide a sense of meaning and purpose, 
and can enable people to move on. Many 
homeless people want to work, but few do. 
Homelessness agencies could help more 
of their clients work by incorporating work 
aspirations into standard support planning. 

Provide specialist training to staff 
Ensure that staff are trained in areas 
including managing in-work benefits and 
financial exploitation. And ensure that there 
is a source of benefits advice available to 
support clients and staff with complex issues  
around in-work benefits.

Provide support to working clients 
Working clients should continue to receive 
support after they move into work; for 
example key working sessions should 
continue and be held at flexible times when 
necessary. An important issue faced by the 
research participants was the withdrawal 
of support from people when they started 
working; the research suggests that 
homelessness accommodation with little or 
no support attached may not be appropriate 
for working people. At a time of great 
challenge and change, those without support 
were at more risk of falling out of work. 

Review your accommodation models 
The people we interviewed faced 
various issues relating to their supported 
accommodation. These included 

Organisational issues
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harassment (often financial) from other 
residents, anti-social behaviour (such as 
noise at night), high rents, and a lack of 
in-work support. Providers should review 
how far their accommodation is appropriate 
and affordable for working people; whether 
it provides adequate support; whether 
there are different accommodation models 
which would be more appropriate; and 
whether working people are paying service 
charges for meals they are not eating. 

Seek funding for specialist work 
It can be very difficult for homelessness 
agencies to secure funding for work around 
employment. One source of funding which 
should be considered is the Flexible 
Support Fund, which can be applied to in 
partnership with Jobcentre Plus District 
Managers. This fund can be used to help 
Jobcentre Plus to meet its local priorities. 
Partnership opportunities are advertised 
at: www.dwp.gov.uk/opportunities4.  

3. Work Programme 
providers

As well as following the advice 
throughout this booklet, and the 
recommendations for all support 
providers above, Work Programme 
providers can support homeless people  
in the following ways: 

Ensure minimum standards of in-work 
support are in place and enforced
For example, regular telephone contact 
from a named advisor, regular reviews of 
progress and support. Most participants 
reported receiving little or no in-work 
support from the Work Programme. A 
small amount of in-work support (such as 
advice about benefits entitlements) can 
make the difference between someone 
keeping and falling out of work. 

Ensure staff understand the needs of  
people who are homeless 
Train staff and, if possible, appoint 
specialists who can work with homeless 
people. Most homeless people are strongly 
motivated to work and a small amount 
of support can make a big difference 
to their chances of staying in work. 

Explain to clients how you can support  
them 
Several of our participants did not 
understand that the Work Programme could 
provide them with, for example, financial 
support or in-work support. The role of 
the Work Programme and the support 
which can be provided should be clearly 
explained to clients, for example, through 
information sheets or support contracts

Sub-contract homelessness agencies 
to provide support to homeless people 
The Work Programme did not meet the 
needs of most of the ten participants in 
this research. Providers should review 
when they make referrals to sub-
contractors for this group, to ensure 
that individuals’ needs are met. 

4 For more information, see Homeless Link (2012) Effective action to end homelessness: 
Jobcentre Plus and support for homeless people: know the direction of travel. 15



Keeping Work: starting and staying in work after homelessness  
This research was conducted by Broadway’s specialist research team in partnership with Business in  
the Community. 

The research was conducted and report written by Juliette Hough, Jane Jones and Becky Rice. Expert 
advice was provided by Nicola Inge and Rebecca Ford. Additional research was conducted by Hannah  
Silvester, Carina Ogle, Andrew Lonton and Richard Gaskin. 
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