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Emmanuel House funds the Access Team and its
provision of basic needs.

Thank you

How you can make the
difference

£10

£5

enables us to meet a homeless
person for the first time, assess
their needs & make a support
plan

provides one homeless
person’s hot meals for one
week

£25

£15

pays for a beneficiary’s
return taxi to a specialist
appointment

provides a beneficiary’s
smart phone with one
month’s credit

£50

£100

provides a package of support
for someone in crisis, including
showers, clean clothes, hot food,
care of address and specialist
advice

enables a support worker to attend
a specialist appointment with a
beneficiary, providing advocacy and
emotional support

£250

£500

gets someone off the streets,
helping us to meet their basic
needs, liaise with other agencies
and support them into
accommodation

provides 6 months’ worth of
homelessness prevention and oneto-one tenancy support

£1,000

running the support centre for one day, delivering our core services for those who
are rough sleeping, in crisis, or at risk of homelessness

Emmanuel House funds the Access Team and its
provision of basic needs.

Emmanuel House
Access Team
Where?
Emmanuel House
Support Centre

When?
Monday, Tuesday,
Thursday, Friday

Who?

Appointments in the mornings
& hot food in the afternoons

Paylor - Centre Manager
Gary - Senior Support Worker
Kevin - Benefits Specialist
Kelly - Tenancy Support Worker
& Team Leader
Agnes - Polish-speaking
Support Worker

Emmanuel House funds the Access Team and its
provision of basic needs.

WHAT WE PROVIDE:
Emotional support
Hot meals & drinks
Warm showers
Clean clothes, toiletries, sleeping bags & tents
Haircuts with a professional barber
Nottingham City Care’s Homeless Health Team clinic
Benefits advice & support with claims
Support arranging & attending appointments
Care of address
Mobile phone charge

Hot meals and drinks

One-to-one support

Warm welcome

How we
help:

"Without the access service our
clients’ mental and physical health could
be impacted as they may not be able to
arrange and attend GP or hospital
appointments without support. This may be
due to lack of confidence or other barriers,
including language barriers."

"If the support from Emmanuel House
was not available, many vulnerable
people would have no support network.
There is a high possibility of benefit
sanctions as clients do not always have
access to the internet - or the knowledge
and confidence to be able to use it
independently. These sanctions could
then lead to losing housing benefits and
therefore homelessness."

Intervention

Prevention

Support
Kevin - Benefits Specialist

Alice's Story
Alice* arrived at Emmanuel House in early
August to see if we could help as she was
living in a tent. Her mental health was poor
and she was in distress. One of our support
workers arranged for Alice to have a housing
assessment and within a week, Alice was
offered private rented accommodation. We
continued to support Alice to maintain her
benefits and she is now settled into
her new home.

Our work at Emmanuel House allows us
to support those who are most vulnerable
at their most vulnerable times. It is very
satisfying and fulfilling. Knowing we can
make a difference, however small, makes
the work very worth while.

Welcome

Kindness
Dignity

Wellbeing
Support Team
Where?

When?

Who?

Emmanuel House Support
Centre
and in the community

Monday to Friday
9am - 5pm

Maria, Manager
Karen, Lynsey and
Simeon - Multiple
Needs Workers

"For someone who is in crisis, it is vital
that we support them to access
services to do with financial hardship,
health issues, homelessness, drug and
alcohol problems or trauma, but many
of my clients often face barriers when
trying to access these services. My role
is the missing link between these
services and those who need help."
Simeon,
Multiple Needs Worker

WHAT WE PROVIDE:
meeting people
We support people to access a range of health and wellbeing services
and support agencies - GPs, drug and alcohol services, statutory mental
health services and social inclusion
activities.
building
trust
We work with individuals who have fallen out of mainstream provision to
person centred
re-engage with those services.
We are a constant and consistent point of contact for the individual and
external agencies that have lost contact with them.
We proactively build packages of appropriate support around each
person according to individual need and work to reduce any associated
risks with their housing situation to help them maintain tenancies.

Emmanuel House is currently funding the Wellbeing
Support Team. For the past three years, the service has
been funded through the National Lottery Community
Fund’s Reaching Communities Programme.

Improved
mental health
and wellbeing

Reduction
in social
isolation

Improved ability
to access and
engage with the
services they
need

Tim's story
Tim* had been having profound suicidal
thoughts. A member of our Wellbeing
Support Team linked him with a specialist
suicide prevention agency.
We spoke to the hostel he was living in and
moved him into more appropriate
accommodation, which was nearer to his
family. He is now living in a small shared
house in a different area.
We have weekly contact with him and his
anxiety levels have significantly reduced.

Ali's story
A member of our Wellbeing Support Team
discovered that Ali* was living in a shed after
a relationship breakdown. They went out
and found him and contacted the Street
Outreach Team, who helped to secure
temporary accommodation at our Night
Shelter, which was operating in a local hotel.
We now meet with Ali twice a week to
provide emotional support for his
relationship breakdown. He is currently
looking for employment.

“I’m feeling supported, I’m no

longer homeless and my health is
being looked after due to the support
they give me. I have someone to trust,
to talk to. My life is so much better. The
support my worker has given me I
believe has helped save my life.”
- Beneficiary

Meeting people
Building trust
Person centred

"Throughout the Covid-19
pandemic, we provided effective and
practical support to those in greatest
need including; arranging food parcels,
liaising with GPs and pharmacies around
prescriptions, arranging viewings for
accommodation and liaising with
landlords." - Maria

“People who are homeless
or living in unsuitable
accommodation often feel that
they have little control over their
lives and may have a reluctance
and fear of accessing and
sustaining contact with the services
that can assist them in a return to
stability and independence.”

New Referrals to the
Wellbeing Support Team
Jan 2020 - March 2021:

52
Referred from:
Hostels
GPs
Self referrals
Homeless Health Team
Supported accommodation

“Before I used the services offered to me,
I never achieved anything positive. I got put
in touch with my worker and I’m on a
methadone programme. She makes sure I
don’t miss appointments and helps with any
problem I have – mental or physical. If I was
unable to access the Wellbeing Support
Team, I’d lose my sanity and my prescription
would be stopped. I’d probably be back on
the street.” - Beneficiary

Single Support
Service
Where?

Nottingham City
Centre

When?
Monday - Friday
9am - 5pm

Who?

Maria - Manager
Dariusz – Polish-speaking
Navigator
Greg - Navigator
Kenny - Navigator
Hannah B – Rough Sleeping
Women’s Specialist Navigator
Hannah S - Navigator

Mogę ci
pomóc
Witamy
Cześć

The SSS is funded by Nottingham City Council via
the Ministry of Housing, Communities and Local
Government (MHCLG).

WHAT WE DO:
Run a women’s only drop-in for vulnerable rough sleepers
Meet and assess people who are rough sleeping
Keep in regular phone contact with beneficiaries
Support people to access benefits
Navigate statutory services for beneficiaries
Accompany people to appointments
Co-ordinate packages of support
Make referrals to specialist services for women, BAME communities or
refugees
Risk management through MARAC (Multi-Agency Risk Assessment
Conference)
Support people to maintain their accommodation’

We provide one-to-one intensive support to rough sleepers in
Nottingham city. We prioritise people with multiple and complex needs
such as experience of domestic violence, mental illness, substance
misuse, offending or homelessness.
We can support people for a 12-18 month period, if required.

Trauma
informed

Person
centred

Solution
focussed

Peter's Story
Peter (59) has been known to Emmanuel House for a few years. When the Single
Support Service started working with him, Peter had been evicted from his council
property due to debt and he didn’t know where to go. He'd been sleeping on the
streets for a few nights when the Street Outreach Team found him and referred him to
the Night Shelter.
"When I first met Peter* I found him a room at the YMCA hostel, where I visited once a
week. I supported him with benefits applications and arranged a GP assessment. He
was eligible for a small level of Personal Independence Payments (PIP), due to a longterm mental health disability. He regularly accessed Emmanuel House for a shower,
clothes, food and emotional support. Having someone to talk to about his interests had
a huge impact on his mental health and his social skills and confidence improved.
He was living at the YMCA for a year and a half. In the summer of 2021, I found him a
flat with a local housing association. He was anxious about the move and was reluctant
to go because he felt settled at the hostel. I arranged for us to have a cup of tea with
the accommodation’s warden to reassure him it was the most suitable accommodation
for his needs. I made provisions for him to get new furniture, a fridge and a cooker.
Because of the current Covid restrictions, I’m unable to visit him at his property, but we
have weekly phone calls. He is still living there
happily and independently".

Compassion

Advocacy
Holistic

"Thank you for everything
you’ve done for me. You’ve
been absolutely amazing.
It’s people like you that give
me hope. I wish you all the
best for the future".

Working in close
partnership with health, social
care, women’s services, housing,
substance misuses and offender
management services

Support

A proactive

and

persistant
service

Wellbeing
Safety

"Everyone is susceptible to becoming
homeless. It’s true that we’re only two wage
packets away from being on the streets. We
take a truly non-judgemental approach to
everyone we meet – you never know when
you are going to need this kind of support.
Being able to offer this kind of service and
support to anyone who is at risk of
homelessness has a big impact
on our society".

Kenny - Navigator

BAME Tenancy and
Outreach Team
English isn't my
first language...

No one is listening
to me - I don't
feel heard...

I don't understand the
UK law for my
situation...

I can't explain what
is happening to me...

"I support and empower people from Black,
Asian and Minority Ethnic (BAME) communities
to engage with local organisations and
community leaders. I help them develop
confidence in accessing services they need
across the health and wellbeing sector so they
can sustain a tenancy. This helps to reduce
homelessness, isolation, issues with mental
health and benefits and any barriers they may
have to access services they need."
- Kal

Kalwant,
Support
cy & Outreach
BAME Tenan

"My work primarily impacts positively on
the mental health and wellbeing of people I
support. I work with members of the BAME
(Black, Asian, Minority Ethnic) communities
who are dealing with frustration,
depression and stress. I often meet people
who are already vulnerable through mental
illness or a relationship breakdown. Giving
emotional and mental health support is a
huge part of my role."
- Kal
Everyone
should be given
the opportunity to
make positive
changes in
their lives

Each person
is unique and
of value

"I understand how the system works,
as well as the cultural issues surrounding
these challenging areas, particularly how they
inter-relate. When English isn’t your first language,
you can easily become stuck in the system. I speak
Punjabi and can understand Hindi and Urdu, so I
can help people to navigate through the complex
housing, benefits, mental health and support
systems, which can
be complicated and confusing."
- Kal

Asim's Story
Forty four year-old Asim* was referred to a private housing project due
to being homeless and because of his ongoing support and
mental health needs.
There was a fire in his ground floor flat, which meant he had to move to
one on the third floor. The flat had a number of health and safety hazards
including no working electrics, no fire escapes or smoke alarms, unhygienic
bathroom and the electric hob wasn’t sealed. His mental health was really
suffering. He felt he couldn’t move on with his life because of his dire
housing situation.
Asim had contacted other agencies but had received no response.
Kalwant contacted the fire brigade and Safer Homes on his behalf to do an
assessment on his flat. She is currently supporting him with his housing
application and referred him to welfare rights to support him with his
debts, council tax, PIP (Personal Independent Payments) and housing
payments. She also referred him to a drug and alcohol service for
additional support. Kalwant is also providing Asim with emotional support
throughout the complex process.

"Whenever I am upset and stressed
about anything, I will call Kalwant and she
calms me down and explains how to handle the
situation, giving me the right advice. She has a
calm, polite, understanding support approach,
good listening skills. Thanks to her support,
things are looking positive and
moving forward." - Asim

Kalwant has worked with 22
people since September 2020.
She is currently supporting 13
people from a range of ethnic
backgrounds:
Moroccan, Pakistani, Mixed
Caribbean, Black Caribbean,
Portuguese, Bengali,
Polish, Jamaican.

Langu

"Kalwant engaged with me and my
son, helping me to get the correct
benefits for him, and helping him
with his medication."
- Beneficiary's mother

Inclusive

Advocacy
Respect

ages s
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:
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h
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Punja
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Mental Health
Support in the County
Where?

South Nottinghamshire
(Rushcliffe, Broxtowe,
Gedling)

What?

Who?
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Outreach mental
health support to
people who are
homeless

Asia, who works 18.5
hours a week

The Mental Health in the County role is funded by the
NHS's Clinical Commissioning Group.

WHAT WE DO:
Provide one-to-one support relating to mental
health issues
Have face-to-face contact with beneficiaries
Accompany beneficiaries to appointments
Co-ordinate packages of emotional and
wellbeing support

How we
help:

"People are often fed up with asking for medical
help, whether it's physical or mental. They often
have bad experiences and think that nobody can
understand them and nobody is able to help.
This can be very hard, particularly on the top of
the other difficulties they're experiencing.
Sometimes a few phone calls to professionals
will break that cycle and the person is able to
get the attention and help they need.”
- Asia

Emma's story
20-year-old Emma* was referred to the MHST as
she had lost her job due to ill mental health. She
had got into heavy debt and was sleeping in a
car. When Asia met Emma, she had been moved
into supported accommodation.
The initial support from the MHST was around
emotional support, as Emma had a personality
disorder. Emma obtained a council flat and Asia
made applications for white goods, flooring and
an emergency basic furniture pack. She is settling
into her new accommodation but her mental
health is still poor.

“I've got a feeling that at last someone
understands me and what I'm going through.
Thanks to the medication I'm finally able to sleep
(maybe even too much). Looking forward to
getting better, get back on track with my life and
go back to work.” - Beneficiary

Choice
Strengths
Person
centred

Asia currently works with 14
beneficiaries, primarily
supporting people with their
mental health, but also
people with 'Multiple &
Complex Needs'.
Between April and
September 2021, she has had
31 new cases.

'Multiple & Compl
ex Needs':
Homelessness
Current & histor
ical
offending
Substance or alc
ohol
misuse
Poor mental hea
lth

"It doesn't matter if someone is
British or not - if they have a
problem with addition, health
issues, or are an ex-offender, we
will make sure we find someone
who will help them, no matter
what." - Asia

Pre-Covid Night Shelter
& Winter Shelter
Where?

When?

Who?

The shelter used to be
hosted by rotating
locations around
Nottingham
(mainly church halls)

7 days a week
8pm - 8am

Shelter Manager
Senior Support Worker
Overnight Support
Workers
An army of volunteers

We provided emergency accommodation for anyone over the
age of 18 who found themselves homeless.
What we did every night:
Facilitate access to more permanent accommodation.
Assist people into hostel or supported accommodation.
Set people up with their own tenancies, mainly in the
private rented sector.
Help people to reconnect either with family and friends or to
other nations or regions of the UK.
Provide hot snacks in the evening and breakfast in the morning.

The future of the
Night Shelter
The temporary
closure of the Night
Shelter does not
mean the end of
Emmanuel House’s
vision for the allround resettlement
of homeless people.
We want to take
advantage of the
new national
opportunity to make
an improved offer of
accommodation.
We are currently
investigating the
possibility of a fixed
shelter venue that
satisfies public
health regulations
for guests,
volunteers and staff.

"We save lives during the harshest months of
the year. Providing people with a bed for the
night prevents them from getting infections
whilst sleeping out in minus temperatures."

“We are always there to help
where statutory services aren’t
able to. We give people dignity,
when every other avenue looks
like it’s closed. We provide
emergency accommodation for
people who’ve never been on
the streets."

LEGACY OF THE WINTER SHELTER:
The first Winter Shelter opened at Thomas Helwys Baptist
Church for four weeks over Christmas 2006, sheltering 20
people a night on the church hall floor. Since then, the shelter
has expanded year by year, both in duration and volume. It
extended first to 20 weeks and then all year round in 2019 with
additional funding from Nottingham City Council. Parallel
shelters were opened to increase capacity during winter 201617. There was every expectation that the shelter would have
continued through summer 2020 had it not been for the
intervention of the coronavirus.

"We’re able to quickly
reconnect people with friends or
family, or resettle them in
Nottingham and intervene before
they become part of the homeless
community. It’s this intervention
that prevents many people from
being entrenched
rough sleepers.”

“All the work we do is important
and if we can motivate people to
move on, that’s brilliant, but the most
important thing is when someone comes
in and they’ve been on the streets the
night before. Anyone we help is one
person we’ve helped to not sleep on the
streets that night– this is why the
shelter was set up.”

When the Nottingham Night
Shelter operated from a hotel
On 27th March 2020, the Government’s ‘Everyone In’ initiative,
part of its national response to the Covid-19 pandemic,
instructed everyone who was sleeping rough or staying in a
communal night shelter to transfer into single-room
accommodation. The Nottingham Night Shelter was forced to
close.
Between March 2020 and June 2021, it operated from a local
hotel, working in partnership with Nottingham City Council and
other agencies, which also referred people to the
accommodation.

"The lockdown restrictions meant that there
were no public spaces for our beneficiaries to
get shelter, food or support during the day.
Being able to stay at the hotel meant our
beneficiaries didn’t have to be on the streets
for 12 hours day during a public health crisis."

27th March 2020 30th June 2021:
14,325 nights’ protection for
334 people.
We supported 179 of these
people into accommodation
= 2.73 people a week for
65.5 weeks.

Steve's Story
26-year-old Steve* came to the hotel during summer 2020, after being
seen rough sleeping. Steve had come to Nottingham from Cambridge to
go to university. After lockdown his mental health had deteriorated and
he had not attended his online studies. As a result, he had lost his place
on his course at university.
We supported him with his benefits, arranged telephone calls with the
university and liaised with Cambridge Council, who accepted duty when
he wanted to return home.
Julia, Senior Support Worker at Emmanuel House, said: “When we first
met Steve, he lacked motivation because his mental health was fragile.
He needed encouragement and reminders from staff about
appointments. On the day he left, he was motivated and smiling.”
Steve said: “Everyone at the night shelter was wonderful. You were life
savers and treated me like a king, with dignity and respect. I wouldn’t
have known what to do without coming to the hotel and I would not be
returning to my family area today. You were all fantastic.”

The Night Shelter moving into a
hotel was for emergency measures,
but its provision has proved to be an outstanding
success. It proves that single-room accommodation and
wrap-around care is essential for helping people out of
homelessness. It enabled us to provide consistent, 24hour support for our guests, whilst meeting all their
basic needs – they had their own washing facilities,
access to three nutritious meals a day and access to
continuous support.”
Denis Tully, CEO

Referrals from
Emmanuel House
Support Centre
Street Outreach
Team

“Working from the hotel was a challenge, but our
support staff truly excelled. At times, our capacity
doubled – we went from 20-25 camp beds in a church
hall at night, to 24-hour support for 50 people in
individual rooms." - Viv Dickinson, Shelter Manager

Independent Living
Support Service
Where?

Emmanuel House
Support Centre,
accommodation and
community venues

When?

Who?

Monday - Friday
9am - 5pm

Viv - Service Manager
Jordan - Tenancy Support Worker
Jo - Tenancy Support Worker

Jordan,
Worker
Tenancy Support

How
we
suppo
rt:

Helping with phone calls, forms and letters
Attending appointments
Opening bank accounts or join the credit union
Access to welfare rights support
Education courses, volunteering or employment
Engaging in local community activities and groups
Obtaining basic household items; cookers, beds, bedding
Developing and maintain healthy relationships
Referrals to food banks and other community food provision
Liaising with landlords over rent and repairs
Emotional support and budgeting

The main aim of the service is to
prevent repeated homelessness from
occurring by supporting people to
maintain new and current tenancies
and avoid eviction. We support people
living in both private rented
accommodation and housed with
social landlords.

Mary's Story
Mary* left her partner after 3 years of physical
and emotional abuse. When she left she was
street homeless for 2 weeks before being picked
up by the Street Outreach Team. She was then
helped by Nottingham Private Rented Assistance
Scheme to access her current accommodation.
NPRAS referred her to ILS as soon as she became
housed. Since accessing support, Mary has been
helped by her worker to make a claim for
benefits, access health provision, and look for
work. With support she is now working part time
and settling into her accommodation and
managing her tenancy.

"Some of the people who access our service
have no other support, no family, no friends and
therefore very limited access to help and support.
If you struggle to read and write, or English isn’t
your first language, then the support we offer is
crucial to maintaining a tenancy and
becoming independent."

Honesty
Integrity
Person
centred

Get in touch
Visit us
We love to meet our supporters face-to-face and show them around the centre so they can fully
understand how their money is helping us. Get in touch to arrange a visit to our centre:
marketingassistant@emmanuelhouse.org.uk.

Come and see us at
Emmanuel House Support Centre
53-61 Goose Gate
Nottingham
NG1 1FE

Call us
Give us a ring on 0115 9507313 and ask to speak to our Fundraising and Marketing Team.

Email us
marketingassistant@emmanuelhouse.org.uk

Follow us on social media

Registered charity no. 1077424

