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1. INTRODUCTION

This report presents a summary of findings from longitudinal qualitative research into homeless people’s 
experiences of starting work. Most homeless people want to work but do not1; those who do secure a job 
often fall out of employment2. Keeping Work explored in depth the experiences of 50 currently or recently 
homeless people moving into work, by conducting regular interviews with them over their first six to 12 
months after starting new jobs. The research aims to identify what helps homeless people sustain work and  
why some people lose their jobs. 

The report looks at the experiences of people with current or recent experience of homelessness, including 
accessing ‘single homelessness’ accommodation such as hostels and supported housing and/or sleeping  
rough. It does not include statutory homeless groups. 

In addition to the full research findings report and summary report, three practical guides have been 
produced for employers; homeless people wishing to move into work; and homelessness sector agencies  
and others supporting homeless people to move into and stay in work. 

These can be downloaded from www.broadwaylondon.org

1 Singh, P (2005) No Home, No Job, Off the Streets and Into Work; Opinion Leader Research (2006) Homeless people and  
learning and skills: participation, barriers and progression, Crisis. 
2 Figures from Business in the Community Ready for Work brochure (undated).
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2.1  Homelessness and work 

Few homeless people work, and there is the potential for more to do so 

Only a small proportion of homeless people work. Data from project steering group members shows that 
only between 2% and 14% of people living in their homelessness hostels and supporting housing worked 
in 2012. This is in line with previous research that suggested 15% of homeless people work3. The profile 
of participants for this research shows those who do work have had a range of significant support needs 
reflecting those of the wider homeless population4. Findings suggest that with the right support and  
opportunities, there is the potential for many more homeless people to start and sustain work. 

Two thirds of participants sustained work over six to 12 months, and one third lost work 

Of the 50 people who took part in the research, the researchers stayed in touch with 34 for between six and 
12 months after they started work. Of these, 22 people were still working at the end of the research period 
and 12 people had fallen out of work. Of the 22 people still in work, 14 were still in the job they had started,  
three had moved directly into a new job, and five had lost work but subsequently started a new job. 

Most of those who lost work did so after their temporary contracts ended. In addition, five people were  
sacked and three chose not to continue working. 

Many homeless people are strongly motivated to work 

Participants were strongly motivated to work. They wanted to make a useful contribution to society, do 
something meaningful with their time, move off benefits and support themselves. Many participants were 
deeply committed to their jobs and worked hard to achieve in them. Many people’s strong motivations to 
work helped them to maintain work despite facing challenges. This applied to people in a wide range of jobs  
from cleaning to catering and labouring to accountancy. 

 ‘I know now I have money in my account. I feel free. I’m going out. There’s always something to do. I  
 get up in the morning and go to work. It’s like you’re your own self. I’m happy.’ 

 ‘I don’t feel like a bum no more. I felt like every Tom, Dick and Harry in the hostel. Working made  
 me feel better about myself. I feel overjoyed.’

Employment can be the catalyst for life transformation 

Moving into work can be a central part of a broader transformation in people’s lives. Participants often 
expected that moving into work would lead to changes such as moving into independent accommodation, 
increased financial independence and better relationships. These outcomes were often achieved; for 
example, 21 people moved home during the research period. For some, changes took place very rapidly and 
could feel overwhelming, although for others these changes happened more slowly than they had hoped.

3 Opinion Leader Research (2006) Homeless people and learning and skills: participation, barriers and progression, Crisis.
4 44% of the research sample had a current or former mental health issue, 38% a current or former alcohol issue, and 
40% a current or former drug issue. This compares with 43% of the rough sleeping population who have a current mental 
health issue, 47% an alcohol issue, and 29% a drug issue. See Broadway (2012), Street to Home bulletin: 2011-12.

2. KEY FINDINGS
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 ‘My family are helping me out now, everyone is proud of me [...] My brother’s helping me out, I haven’t  
 seen him in a couple of years.’

 ‘It’s definitely had an effect on my self-esteem and confidence … Suddenly I’m really popular with  
 women! …  People have responded to me differently since I’ve been working … I feel better and I  
 think people pick up on that.’ 

Moving into work was a positive experience for almost all participants. It increased people’s self-confidence, 
work experience and skills. However, the longer people were out of work after losing jobs, the harder they  
often found it to maintain their self-confidence and motivation. 

2.2  Becoming ready for work and finding the right job 

Being ready for work is vital for sustaining work 

Preparation to move into work was important. Voluntary work, courses and work placements can build up 
self-confidence and help people learn about workplace behaviours - two important areas with which some 
interviewees struggled. Starting part-time and then moving into full-time work fulfilled a similar function. 

 ‘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.’ 

The two participants with severe current substance issues struggled to stay in work, although the 
experience of moving into work may have helped them recognise the problematic nature of their substance 
use and provided a motivation to address this. People with mental health problems such as depression 
and anxiety found that working often improved their mental health, where they already felt able to manage 
these issues and had access to support both with their mental health and in other areas of their lives. 

Sarah’s story: A successful move into work  

Sarah (in her 20s) has never worked. She has experienced domestic abuse and depression and had  
very low confidence when she started her job in retail. 

The role was a traineeship, which meant she was gradually trained on different elements of the  
role over several months. This helped build up her confidence. 

She was very nervous when she started the job. She made some small mistakes, finding it hard to 
learn to use the till, and once she interrupted her manager while he was speaking to a customer.  
However, she said that she learnt from her mistakes, kept trying and always tried to take a positive  
attitude towards things. 

She is well liked and well supported both in work by her manager and colleagues, and outside work by  
friends and the support worker at her hostel. 

At the end of the traineeship she had a formal assessment. She scored highly and was offered a  
permanent job. 

After a few months in work, she moved to her own flat. However, she is missing her friends and still  
has bad memories about the abuse she experienced. 
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It is important that people have accurate information about the job and have (or are supported to  
develop) the skills they need in the job 

Some interviewees started jobs that were not suitable for them. For example, in particular with some 
apprenticeships, jobs were not what were promised in terms of experience, the development of skills or the 
provision of routes into further employment. Alternatively, people secured roles they were not skilled to do, 
usually after following specialist routes such as apprenticeships or work placements into employment.  
This increased the chances of a negative experience of, or falling out of, work. 

 ‘Get the full information and ask as many people as you can, because different people tell you  
 different things.’ 

2.3  Challenges and facilitators to keeping work 

Successfully sustaining work is the result of a complex web of influencing factors 

People’s experiences at work were only one of several factors that influenced people’s chances of staying 
in work. For the best chances of staying in work, people required sufficient money; a suitable place to live; 
confidence and self-esteem; positive friendships and relationships; and mental and physical well-being. Their 
chances of sustaining work were also affected by factors relating to the job, the employment market and 
their own work-related behaviours, skills and qualities. Gaining and sustaining work could result in positive 
changes in each of the other five areas, contributing to an overarching sense of progress and protecting  
people from falling out of work. 

However, where an individual faced challenges in one of these areas, each of the other areas was at risk of 
being negatively affected. The more areas in which they faced problems, the higher the likelihood that they  
would fall out of work. 

The negative consequences of falling out of work could include lowered self-confidence (especially where 
people were asked to leave the job), financial difficulties (especially where debts had been accrued in work) 
and a belief that it is not possible to work and survive financially (where people did not receive the benefits 
to which they were entitled, or where these benefits were not sufficient to cover the costs of working, such 
as travel costs). In a small number of cases, people stopped actively seeking for work for these reasons. 

Simon’s story: Being worse off in work 

Simon works part time in a low-paid job. Working is very important to him, but he is worse off in work  
than he was on benefits and is struggling financially. 

 ‘I’m pleased to get a job. If I sit at home I’ll become lazy. It’s better not to ask anyone [the state] 
 for money. 

 ‘My JSA has stopped. I was getting £71 a week. I’m earning £90 a week. But I spend £34.20  
 on travel. I need a zone 1-3 ticket on the train. It’s a two-hour journey.

 ‘I’m borrowing money from friends. I have my service charge, electricity, gas, washing, cleaning, 
 food. It’s a problem. 

 ‘I go to the Jobcentre every week. I need to get a new job quickly, otherwise I’ll sink.’
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People can be worse off in work than on benefits and uncertainty over in-work benefits was common  
for those starting work 

Several participants were worse off in work than on benefits. Some were not receiving the benefits to which 
they were entitled; others were but these did not enable them to cover the costs of working. The transition 
into work could be costly, with travel costs and delays in receiving benefits (Jobseeker’s Allowance, Housing 
Benefit, Working Tax Credit and Council Tax Credit) sometimes resulting in debts and rent arrears. Several 
people encountered errors in the system and had undertaken appeals processes. Some received different  
advice from different Jobcentres. 

 ‘I’m in rent arrears, I’m really stressed financially, worrying ‘can I afford the rent here?’ [...] I nearly  
 walked out [when appealing a benefits decision] because I couldn’t afford to work.’

Most people did not know how much they would receive in benefits after they started work, making it difficult 
for them to manage money. This was a particular and ongoing issue for people working variable hours, who 
received their benefits weeks in arrears. Claiming benefits and resolving these issues required a number of  
people to take time off work. 

 ‘The benefits side, you never know what they are going to pay you. If they are going to pay you, you  
 don’t know until six weeks later if your Housing Benefit will be paid during that period because the  
 process is so slow […] It makes it impossible to manage money.’ 

Being worse off in work or unsure of how much they would receive in benefits had various consequences for 
a number of people, including: worsened mental health and increased anxiety; the accrual of personal debt; 
problems in the workplace because of associated time off; and, in one case, eviction from accommodation 
and the loss of work. Fear of facing difficulties such as these can act as a disincentive to work.

Many interviewees said they wished to be financially independent and several reported feeling frustrated at  
having to claim benefits when working. 

 ‘I want to do it on my own [without Housing Benefit…] because that’s what you do when you’re  
 working’. 

Alan’s story: Losing work 

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

Alan was receiving no support in his semi-independent accommodation. He believes he has an 
undiagnosed learning disability that 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. He was so anxious about eviction that he began to seek out places to sleep rough in 
the future. 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. 

 ‘I feel like shit about losing the job. I’m not working now, my self-respect, self-esteem, I’ve got  
 nothing to shout about now whereas before I did, I could make plans [...] I ain’t got any future,  
 it’s just day by day’. 
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It can be hard for working homeless people to find appropriate and affordable accommodation
 
People living in homelessness accommodation could face particular issues related to their working and 
financial status. These included harassment, financial exploitation and anti-social behaviour. Others 
felt pressurised to move on quickly from expensive hostel accommodation to cheaper independent 
accommodation, or conversely felt trapped in expensive hostel accommodation due to a lack of move-on 
options. 

 ‘Living in a hostel is killing me. Because everyone knows I’m working, everyone is asking me:  
 “Have you got a roll up, have you got credit, have you got this, have you got that…”’ 

Access to affordable move-on accommodation was an issue for participants living in London. For example, 
some participants found rent deposit schemes inaccessible to working people while there was also a lack 
of suitable, affordable private rented accommodation. Many also struggled to find private landlords willing 
to rent to people in receipt of Housing Benefit (which a number of participants continued to receive). 

 ‘The problem I have is 98% of [private rented] housing on the market don’t accept people on  
 benefits. If they do accept people on benefits, they want a month’s rent upfront as a deposit and then  
 a month’s rent. You need £1,000 to do this kind of thing.’ 

End of temporary/casual contracts was one of the biggest reasons for falling out of work 

Only 13 people were employed on permanent contracts, and temporary contracts or agency work ending 
was one of the biggest causes of people falling out of work. People who lost work often faced a number of 
barriers to securing new jobs, including a lack of experience, gaps in CVs and a competitive labour market. 

 ‘I’ve got about 20 agencies I’ve gone out there to register with. I’ve put my suit on, done hundreds  
 of CVs. I’m just going round in circles.’ 

Many people experienced a lack of information, choice and control as they moved into work 

Participants commonly described having a lack of information about issues of central importance to their 
lives, including benefits entitlements, details about their job and salary, and options for moving on into 
independent accommodation. These could exacerbate a sense of a lack of choice and control over their lives, 
which could negatively affect mental health and undermine people’s motivation and ability to stay in work.

2.4  Support 

Homeless people need practical, emotional, financial, personal and professional support as they  
move into work. Existing support is fragmented and often inadequate

Participants’ experiences suggest that, because it is relatively rare for homeless people to work, adequate 
support systems are not in place for everyone. The research highlights various areas in which support for  
working homeless people could be improved. 

Practical, emotional, financial, personal and professional support was essential to interviewees during their 
transition into work. People said they benefited from personalised support, including someone who actively 
asked how they were and offering support. Participants with strong support networks were more likely to 
maintain work while, conversely, a small number of people had no or very little support and were more likely 
to lose and stop actively seeking work. Strong sources of support for many people included employment 
advisors in homelessness agencies, key workers, managers, colleagues, peer support groups and job  
coaches. 
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Flexible, supportive managers and opportunities for learning and progression can help people sustain 
work
 
Many people adapted to working life with few problems; others struggled with issues at work such as poor  
management or a lack of understanding of appropriate workplace behaviours. 

 ‘One of the guys said to me, “Have you ever worked?”, and I said “no”. He started laughing so I said:  
 “Why is that funny?” They are completely different people from people I’m used and I’ve had to  
 adjust to that, it’s hard.’ 

A supportive, available manager made it easier for people to stay in work. Holding regular one-to-one 
meetings, operating an ‘open door’ policy, setting out clear expectations of the role and allowing the 
individual time off, if required, to resolve urgent housing or benefit issues, were all cited as being of central  
importance to an individual’s well-being at work, and hence, performance. 

 ‘My manager is brilliant. She’s really supportive and she’s like a friend as well, she’ll have a laugh  
 with us. It’s a good little network … If anything [comes up I don’t know how to deal with] I just  
 ask, or if I’m unsure, I just take it to my boss.’ 

Participants expressed a strong desire to do the job well and to progress at work, so adequate training 
and opportunities for learning and progress were also important. An organisational adherence to policies 
and procedures for supporting staff and dealing with problems (for example, performance management 
and drug and alcohol policies) could also help people to stay in work. Where homeless people are ‘known’ 
to employers (for example, are entering work through specialist schemes), the importance of the manager 
supporting the individual to manage the disclosure (or non-disclosure) of their personal circumstances  
was underlined. 

 ‘If I can better myself in any way to be better in work then that’s what I’d like to do.’

Many participants described poor support from the Work Programme and Jobcentre Plus
 
Ten participants were on the Work Programme, and almost all described poor or ineffective support 
from their Work Programme advisor. The vast majority were receiving no in-work support from the Work 
Programme. Several people had been unable to claim promised financial support because they were required 
to take receipts into offices, which were only open during normal working hours when they were at work. 

Many participants experienced their interactions with Jobcentre Plus as punitive and unpersonalised, and  
said that Jobcentre Plus advisors could be passive and ineffective in helping them find work. 

 ‘I’ve had no contact at all from my advisor […] The Work Programme phoned up three months after  
 I started and asked how I was getting on […] was I enjoying it? The call lasted about 90 seconds.’ 

Specialist into-work schemes and in-work support can help people move into sustained employment 
The research demonstrates the effectiveness of some specialist into-work schemes for homeless people, 
and the important role that specialist support from homelessness agencies can play in helping people keep  
work. It highlighted areas for improvement in some specialist apprenticeships. 

Support from homelessness agencies can help people to stay in work 

The support participants received from homelessness agencies was variable. Some people said it helped 
them to stay in work. In contrast, several participants believed staff thought they no longer needed support 
now that they were working; these people could feel abandoned and let down. The three participants living 
in semi-independent accommodation5 specifically for working homeless people all experienced bullying 
and harassment from fellow residents, received no meaningful support, and struggled to stay in work. 

5 The term ‘semi-independent’ is used in this report to describe accommodation managed by homelessness agencies but with 
less support than traditional supported housing models (for example without the expectation of regular key working sessions). 



9

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. 

 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 reassured 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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3. RECOMMENDATIONS

Specific recommendations to improve the chances of homeless people sustaining employment are 
outlined below, under the organisation we suggest should take lead responsibility for each area. 

Department for Work and Pensions 

1.  Ensure the benefits system helps homeless people to move into and stay in work. 

1.1 Improve ‘better-off’ calculations to include travel and other work-related costs (including clothing, 
food and the repayment of debts) so people are not encouraged or expected to take jobs they cannot afford 
to be in. Provide training and tools for Jobcentre Plus advisors so they can give people accurate information 
about how much money they will receive in benefits when they are working before they start a job, and about 
how benefits levels will change when people work different hours (for example, working overtime or moving  
from part-time to full-time work). 

1.2 Until Universal Credit is rolled out, assist benefits recipients by extending the period over which it is 
possible to work without ‘signing off’ JSA, so people regularly working on short-term contracts can restart 
their claim with minimal bureaucracy and gaps in payments. Review the rapid reclaim process to ensure it is 
quicker to respond to changes in circumstances. Ensure the introduction of Universal Credit addresses  
these issues. 

1.3  Ensure additional financial support to homeless people starting work. 
• Retain Job Grant and Extended Payment of Housing Benefit under Universal Credit and extend their  
 eligibility to all homeless people starting work. 
• Introduce the provision of subsidised travel for homeless people starting work on low incomes. 
• Provide grants for clothing and food vouchers. 

1.4 Monitor and evaluate the accessibility and effectiveness of Universal Credit for homeless people 
starting work. This will ensure Universal Credit’s intended aim of enabling a seamless transition on and off 
benefits as people move in and out of work, is effectively met for this group of people, who can face unique  
and often complex circumstances as they move into work. 

2.  Improve services provided by the Work Programme and Jobcentre Plus to better support  
homeless people to find and keep work.

2.1 Ensure the next round of the Work Programme is commissioned to provide better support to 
homeless and vulnerable people. In some cases, this may require deviation from a ‘black box’ (minimum- 
specification) commissioning model. We recommend that improvements should include: 
• Increased oversight over the support provided to homeless people to ensure outcomes for this group  
 are monitored and acceptable, and that minimum standards of support are adhered to (see  
 Recommendation 6 on page 12). 
• Widening eligibility for support from the Work Programme on a voluntary basis to include homeless  
 and recently homeless people who are in insecure employment (moving regularly into and out of  
 temporary work), to help them move into more secure work and away from dependency on the 
 benefits system.
• Ensuring the Work Programme overall includes specialist schemes to support homeless and  
 vulnerable people, and that the impact of the programme on this group is monitored and evaluated. 
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• Ensuring Work Programme providers make spot payments to homelessness agencies when they  
 help someone who is eligible for the Work Programme find and keep a job. This will avoid the current  
 situation where homelessness agencies can work with and find work for people on the Work  
 Programme but are not paid for this. 

2.2 Improve the work-related support provided by Jobcentre Plus to homeless people, for example by: 
• Taking steps to ensure appropriate use of sanctions that do not penalise those making genuine  
 efforts to secure work. 
• Providing training and awareness raising sessions for Jobcentre Plus staff in areas with significant  
 homeless populations about how to effectively support this group and how to access specialist  
 advice external to Jobcentre Plus, where necessary. 

Department for Communities and Local Government and local  
authorities 

3.  Ensure working homeless people have access to appropriate, affordable accommodation. 

3.1 Increase the supply of affordable housing in the social and private sector to improve access to 
housing for single homeless people as well as those with families and to bring rents down. Improve the range 
and quality of accommodation options for those restricted by the Shared Accommodation Rate (SAR) or  
reduce the age at which the SAR is lifted.

3.2  Ensure working homeless people have access to rent deposit schemes, as moving into the private 
rented sector is the main move-on option for many in this group. For example, ensure working people are not 
unnecessarily excluded from rent deposit schemes or provide specific schemes to assist working people.

4 Commission homelessness services to provide work-related support to homeless and  
recently homeless people. 

4.1  Creatively use funding to alleviate the financial problems facing homeless people in work, especially  
during the transition to Universal Credit, for example by: 
•	 Considering an access to employment element for the next Homelessness Transition Fund project. 
• Ensure suitable, flexible support is offered to both those who are working while living in  
 homelessness accommodation, and those who have recently moved on to independent  
 accommodation but still need support. 

Social Justice Cabinet committee and other Government departments 

5.  Take steps to tackle in-work poverty. For example: 

• Take measures to increase wages for some of those on very low incomes, for example, ensuring that 
 the National Minimum Wage is enforced, and promoting a Living Wage6 through the Low Pay  
 Commission (Department for Business, Innovation and Skills). 
• Take measures to increase the levels of benefits paid to working people where they are on very low  
 overall incomes. 

6 The Centre for Research in Social Policy at Loughborough University sets the UK Living Wage, which is set at £7.45 per hour 
in 2013, and the Greater London Authority sets the London Living Wage, which is set at £8.55 per hour in 2013. This compares 
with the current minimum wage of £6.19 in 2013. See http://www.livingwage.org.uk/. 



12

Work Programme providers 

6.  Improve services and support to homeless and vulnerable people, for example by:

• Ensuring minimum standards of support are in place and enforced, for example, regular telephone  
 contact from a named advisor, regular reviews of progress and support. 
• Increasing flexibility of and accessibility to support, for example, by opening offices outside normal  
 working hours. 
• Improving customer service, for example, by being explicit with clients about the role of the Work  
 Programme and the support that can be provided through information sheets or support contracts. 
• Ensuring, for example through adequate training, that staff understand the issues facing homeless 
 people and the support they might need. 
• Sub-contracting specialist agencies to provide support to this group and ensuring their role is  
 reflected in spot payments. 

Homelessness sector agencies and their local authority commissioners

7. Address the weaknesses in the support provided by homelessness agencies to working  
people and those seeking work. For example:

• Increase awareness and expertise of support workers in areas such as managing in-work benefits  
 and financial exploitation. 
• Ensure there is a source of benefits advice available to support clients and staff with complex issues  
 around in-work benefits.
• Incorporate work aspirations into standard support planning, providing training and information that  
 dispels myths and presents work as positive, rewarding and attainable.
• Introduce training on appropriate workplace etiquette and behaviour, including managing conflict at  
 work and building positive working relationships with managers and colleagues. 
• Increase flexibility of, and access to, support for working clients, for example ensuring that key  
 working sessions continue after people move into work and can be held at flexible times. 
• Provide access to mentoring and job coaching
• Seek funding from the Flexible Support Fund in partnership with Jobcentre Plus District Managers7.  
• Reduce the service charge for people not eating hostel meals. 

8.  Help working homeless people to access appropriate, affordable accommodation. 

8.1 Review the appropriateness of accommodation (and accommodation models) in the  
homelessness sector for people who are working. 
• Ensure accommodation-related issues that might make it difficult for people to work are minimised.  
 For example, ensure residents do not need to pay for services (such as meals) which they do not  
 receive; that facilities such as hot water are available at appropriate times of the day; and that people  
 have relative quiet room in which to sleep at night. 
• Undertake organisational reviews of accommodation aimed specifically at people who work,  
 considering (i) how far this is used by working people and (if only to a small extent) the implications of  
 a more mixed group of residents than expected for people who do work; and (ii) the level of support 
 that is being provided to working people and how far it is sufficient. 

8.2 Ensure clients are provided with information about what their accommodation options will be when 
they start work and that they are able to make realistic move-on plans which meet their needs. For example, 
some people may want to move on as soon as possible while others may need a transitional period in  
homelessness accommodation while working. 
7 Jobcentre Plus District Managers have access to the devolved Flexible Support Fund, which can be used to help Jobcentre Plus 
to meet its local priorities. Partnership opportunities are advertised at: www.dwp.gov.uk/opportunities. Information for the sector is 
available in: Homeless Link (2012) Effective action to end homelessness: Jobcentre Plus and support for homeless people: know  
the direction of travel. 



13

Organisations providing apprenticeships and work placement schemes 

9.  Ensure apprenticeships and other specialist into-work schemes are well-managed and 
accompanied by adequate support.

9.1  Ensure the apprenticeship properly equips people for the jobs it claims to. Provide clear information 
about the experience apprentices can expect to gain, the skills they will be taught and what roles they could  
realistically expect to move into after they complete the placement or apprenticeship. 

9.2  Provide in-work support for people who move into work after completing work placements or 
apprenticeships where possible, for example regular personal telephone calls, face-to-face meetings and  
support from job coaches. 

All employers 

10.   Follow good employment practice and provide effective workplace support. 

10.1  Ensure employees are supported to perform to their full capacity and deal with any challenges at  
work: 
• Always conduct a comprehensive induction with new employees, ensuring the individual is  
 clear about what is expected of them in their new role, how their role fits into the organisation, and  
 what they should be aiming to achieve in the first week, month and beyond. Introductions to new  
 colleagues and information about important HR policies and procedures should also be provided.  
 Sources of support should be outlined. 
• Ensure all managers carry out regular supervision meetings with their staff, make themselves as  
 available as possible to their teams and receive adequate training to identify and support  
 employees in distress. 
• Ensure policies and procedures are in place, are clearly outlined to employees, and are adhered to,  
 so that employees can be supported to avoid or deal with any problems. This should include policies  
 covering drug and alcohol use, attendance, conduct and performance, bullying and harassment. 
• Be flexible where necessary, for example, allowing time off work if this is required to resolve urgent  
 housing or benefits issues. 
• Implement a ‘buddy’ scheme so new employees have someone other than their line manager for  
 support and can gradually build a peer network.
 
10.2  Support employees to manage the transition off benefits and avoid in-work poverty. 
• Pay the Living Wage where possible and provide flexible salary payment options, such as salary  
 advances when people move into work, if needed. 

10.3  Provide access to sustainable employment for homeless people: 
• Consider introducing specialist schemes to support homeless people into work in your organisation8. 
• Where possible, offer roles on permanent or temporary-to-permanent contracts rather than short- 
 term or zero-hour contracts, which create particular challenges for homeless people around their  
 benefits, accommodation and well-being. 

10.4  Ensure staff have the opportunity to learn and progress within the role and the organisation, for 
example, by supporting people to set professional goals and work towards them, by building routes for 
progression into the role, and by offering opportunities for professional training and development. 

8 Examples include Pret a Manger’s Simon Hargraves Apprenticeship Scheme for homeless people and ex-young offenders, and 
the work placements offered by employers working with Business in the Community’s Ready for Work programme, both of which  
often lead to longer-term employment. 
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Homelessness agencies and employers employing homeless and  
recently homeless people through specialist schemes

11.  Ensure people with recent experience of homelessness employed within the  
homelessness sector are well-supported. 

11.1  Ensure all new employees who are currently or recently homeless receive sufficient support and  
that managers remain aware of their potential vulnerability. 

11.2  Ensure people are not encouraged to work in the sector without consideration of whether they are 
still managing issues, which might make work in general or with vulnerable people inappropriate, or might  
put their own well-being at risk. 

11.3  Ensure managers: 
• Discuss with the individual before they start work how far they wish to disclose their own  
 experiences of homelessness and related issues (such as drug or alcohol use) to colleagues and/or  
 homeless clients, and support them with this decision. 
• Clearly inform people about sources of support provided by the organisation, and encourage  
 them to use these, if needed. 
• In the case of homeless agencies, discuss with the individual the issues that may arise from working  
 in the sector or organisation in which they were formerly a client, and ensure they have considered  
 how they might deal with these. 

Further information and guidance 
To download or order printed copies of our guides for employers, support providers, and homeless people 
who would like to work, and to view the full research report, please go to www.broadwaylondon.org 
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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. 

Additional research was conducted by Hannah Silvester, Carina Ogle, Andrew Lonton, Stephanie Learmonth  
and Richard Gaskin.
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About Broadway

Broadway is a London-based homelessness charity. Its vision is that every person finds and keeps a home. 
Each year it supports, challenges and inspires more than 9,000 people on their journey from street to home. 
It provides a full range of services to help people access accommodation, improve their physical and mental  
health, find training and employment and live successful, independent lives.

About Broadway’s research team

Broadway’s Research and Information team specialises in producing research and statistics about rough 
sleeping and conducting in-depth research with vulnerable adults. The team has a reputation for producing 
high-quality homelessness research, winning the 2011 Charities Evaluation Service prize for Learning and 
Innovation and the 2008 British Educational Research Association award for Research into Practice. The 
team works with academic partners who ensure the quality and independence of the research, and takes an  
inclusive approach to research, involving and giving voice to participants.

About Business in the Community

Business in the Community (BITC) is a unique business movement committed to transforming business and 
transforming communities. It uses its unique position as the voice of responsible business to influence public 
policy and regularly conducts research to establish and promote responsible business best practice across  
a range of key social issues.  

In addition to its research and campaigning activity, it also runs the national Ready for Work programme – a 
four-step programme that engages business to support disadvantaged groups, particularly people who have 
experienced homelessness, into employment. Ready for Work was born out of its Business Action on  
Homelessness (BAOH) campaign in 2001 and has supported more than 2,700 people into work. 



16

15 Half Moon Court, Bartholomew Close, London EC1A 7HF | Registered in England no. 1299109  
T 020 7710 0550 | F 020 7710 0551 | E reception@broadwaylondon.org | W broadwaylondon.org


