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Summary/Overview
Highlights: For much of the year we’ve been focused on reflection and business plan review. Q.4 has been a
transition quarter and all has gone well with planning for the implementation of the Y.5 and Y.6 business
plan. There has been a useful focus on systems change, legacy, and, at the midpoint of our 8-year
programme, consideration of the "so what?" question, i.e. what lasting impact will ICM have in Manchester?
In Y.1 and Y.2 the main focus was on set up, Y.3 and Y.4 was about making adjustments to improve the
quality of what the programme is doing and introduce new ideas. Going forward, as well as steering towards
programme closure in 2022, we will ensure a strong focus on the influencing the programme achieves
around systems change, in the city and beyond.
Challenges: Adjustment can always be challenging, in this quarter we've had a number of long-standing
members of staff move on and the introduction of a redesigned operating model. Some of the role changes
have been as a result of programme learning, e.g. evolving the Inclusion Officer role in the programme.
There has also been a reduction in programme resources in Y.5 and Y.6 to introduce. We've had to focus on
maintaining morale and keeping internal communications as strong as possible to help people get through
the changes whilst maintaining business as usual. One major change from the business plan review is the
introduction of a membership model for ICM. We are developing the membership model ourselves, rather
than introducing an 'on the shelf' model, but this creates challenges around the time it takes to develop the
approach and communicating the inclusion and participation agenda that sits at the centre of the
membership idea. From Business Plan Review for Y.5 and Y.6: “We’ve explored how important people’s
relationship with our programme is and in many aspects of our work we are building social movements and
new senses of community as much as proving a service. We are at the stage now where evolving into a
membership programme feels the right step. It communicates better what we are and why we are
different.”
Learning: A significant element of learning in this quarter has been around the broader impact of what ICM
is achieving, ensuring we are both testing something different and communicating findings strongly enough
externally. An example of this has been with our Housing First pilot, our aim is to test the concept and use it
to influence policy and perception changes around long term repeat homelessness. This has included
highlighting inequalities faced around health, mental health and social care for participants. This hasn't
always connected with people externally who see the idea as just another homelessness intervention. This
got us refreshing our communications and influencing work in relation to Housing First. It has been
encouraging and positive to see how Shelter is responding to learning from ICM, drawing on the example of
Housing First. This has led to our large national organisation developing a stronger policy position around
Housing First and the type of homelessness it addresses.
Programme Management:
Business Plan Review periods are always an exciting time for programme management, as it offers an
opportunity to reflect on progress to date and set a new course for the next two-year business cycle. The
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Y.3 and Y.4 local evaluation period is coming to an end with reports due in early Summer. However, we've
drawn on initial findings from the Housing First pilot to start influencing now as the new Ministry of
Housing, Communities and Local Government funding for Greater Manchester (West Midlands and
Liverpool City Region) will come into place before our final evaluation report for the pilot. We have lots of
learning around the place of Housing First in the city, as well as the importance of addressing the broader
inequalities participants face. On 21st February we ran a successful Housing First symposium, presenting
findings from our interim evaluation to local stakeholders.
We had resignations from two key members of the programme team this quarter; Mark our longstanding
Service User Involvement lead and Josh our GROW Trainee Development Officer. Positive moves for both of
them as they leave Shelter to take up new roles externally and it also gave us an opportunity to refresh both
posts, the Involvement role more extensively. Going forward the post-holder we appoint will help support
the inclusion agenda arising from the new ICM membership model we are developing, as well as connecting
better with Involvement work happening across Shelter.
There has been a focus on contract negotiation in Q.3 and Q.4 with all providers in the ICM supply chain, all
has gone well with this. The last remaining specification to agree is with the Mental Health Pathway.
Housing First Symposium sharing our learning to date took place as planned. The other strands of Y3 and Y.4
evaluation have been reviewed. We’ve also contributed to the national review of CFE's work. We continue
to have strong link with MEAM and participation fully in all national Fulfilling Lives learning forums – the
Systems Change Action Network (SCAN), NECG, evaluation community of practice, communications group,
BAME network.
Communications
There have been unfortunate delays with the sign off of the new ICM website, but this will launch in Q.1
2018-19. Shelter commissioned the website from the external contracted agency who had developed the
creative concept and built the new site using Shelter's CMS. On assessing the length of time for integration
and deployment into Shelter's digital estate, our colleagues assigned a small team to plan the work in on
their next quarter sprint (work) cycle. Despite these technical issues we will have an exciting new website
shortly.
Traffic to the programme's existing website has continued to take a slow decline which is indicative of the
fact that our referrals page has been closed and also that our other modes of communication (twitter, email
updates, our ‘At a Glance’ e-bulletin) have given people the information they have needed about the
programme.
Recent activity: Twitter activity over Q.4 was slightly lower than the previous quarter. There were 22 tweets
over this period with approx. 29,500 impressions. There were 2,230 visits to our profile and we gained 73
new followers bringing our account over 900 followers in total. ‘At a Glance’ was released in February and
sent to 300 stakeholders and shared online via a blog. There will be an ‘At a Glance’ released mid- Q.1
2018-19 which will focus on our business priorities over the next two years. This will coincide with the
launch of our new website.
The programme has conducted extensive consultation on our communications and marketing priorities over
the previous two years. This has informed our newly refreshed communications strategy which will be
completed in Q1 in the new business year.
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1.

Service Delivery

We are refreshing all delivery pathways as part of implementation of the business plan for Y.5 and Y.6. The
main areas of activity with this are:
1) Bringing stronger alignment between the Shelter delivered Engagement Team, Housing First
pathway and Community Led Initiative’s peer mentoring. This will be outlined in a partnership
agreement giving some joint ownership for delivering outcomes and activities,
2) Refresh of mental health pathway on the back of learning to date, likely to include strengthening of
reflective practice,
3) Move to a membership model to increase inclusion and participation.
We are currently undertaking a thorough review of Flexible Fund use during Y.3 and Y.4, ICM’s personal
budget model. It’s been an important element of the Housing first pilot, and we’ll consider findings of the
review as we plan the next phase of Housing First within ICM. Personal budgets to remain a key part of the
model in general, Flexible Fund on the delivery side and GROW personal budgets for trainees. We will
manage the reduction in the Flexible Fund planned for Y.6, reassigning additional funds if they are available
and needed.

Delivery Teams


Engagement Team

There continues to be great learning coming from engagement, but it’s fair to say it has been in an
adjustment period in Y.4. Resources reduced but we also identified the benefit of introducing some
fundamental changes, most of which will be encompassed in the new membership model. This is a shift
away from a more traditional case worker model that has had some challenges, not least around balancing
the length of time people are worked with intensively by one worker and demand for the programme from
new participants.



Accommodation Pathway

The Accommodation team are delivering the Housing First pilot which concluded its evaluation phase in
March 2018. The pilot has been very successful, seeing tenancy sustainment rates of 100% which is 20%
higher than the national average (as quoted from the University of York Housing First in England evaluation,
February 2015). During the pilot phase (2016-18) none of the 19 clients who had tenancies saw their
tenancies lost through abandonment or eviction, and some tenants have been resident for long enough to
have their tenancies renewed. The cooperation with the Manchester Housing Providers Partnership has also
been very successful, with the provision of 13 properties for Housing First from social stock. Some tenants
have moved in between private and social housing but this has been done in a planned manner and at the
request of the tenant.
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The pilot has seen all clients benefit from a Housing First approach. Everyone who is housed is doing better
than their previous accommodation, be it temporary in unsupported accommodation, or rough sleeping.
Some are doing exceptionally well; maintaining tenancies for the first time, getting linked into education,
training or employment, and reconnecting with children and families that they were not in contact with
when insecurely housed. Even those who have struggled with the move into a permanent inside home are
engaging and beginning to deal with the reasons why they were homeless in the first place, even if they find
sleeping in that home every night, just too difficult at first. Should engagement be needed within the
criminal justice system, the options before magistrates if people are housed have meant that non-custodial
sentences have been given rather than imprisonment. The rationale given has been that because the
offender has a home, the options for sentencing have been different.
The barriers to delivering Housing First have been structural and internal. Structural, as access to decent,
affordable and permanent accommodation is difficult for those who rely upon housing benefit. Stigma and
poverty (particularly for this client group) make it increasingly difficult to access a good home. Internal, as
the sudden and unforeseen departure of a key support worker on sick leave for 6 months meant that
consistent delivery to clients was challenging.
We have addressed structural issues through work with the Registered Providers in Manchester and
through targeted casework around access to benefits and health care. We have also endeavoured to build
up good relationships with private landlords in Manchester through the work of the Housing First
Development officer.
We have addressed the internal challenges through ensuring that staff were available to cover the Housing
First clients as a matter of priority. Cover was required when one of the experienced support workers was
involved in a car accident, causing her to be off work for 6 months. This was met by cover from a peer
mentor who worked on Housing First as an engagement worker, ensuring that the clients were considered
and support was continued. Support was also given by some staff on the engagement team and other peers
involved through CLI.
The structure is still supporting delivery with a new GROW trainee due to start working with clients in the
next month. One staff is on maternity leave and her post is being covered. The project is holding one
vacancy from the end of March 2018 for a Housing First Development Officer who works with landlords.
This post is out for recruitment with interviews planned for 4th May.
Housing First tenants are working with commissioned partners including Back on Track and CLI. The offer
from Back on Track is effective at addressing social isolation which can be a threat to tenancy sustainment in
the model. In addition, Housing First tenants have been attending the service user group (Xchange) and one
tenant has become involved in organising some social events for the group. Some tenants have also been
attending creative writing sessions and art therapy as well as women’s voices days and Pamper sessions.
Activity across the Programme has been affected by the decision of the Engagement Team to pause
referrals in response to an overwhelming number of nominations and some people being worked with on
the programme for longer than anticipated. Housing First has still been seeing and taking people on and has
not been too affected by this decision as nominations for Housing First remained open. The use of the
second additional panel has also been seen to be effective as an additional check as evidenced by the
tenancy sustainment rate.
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We have learned this year that success does not always look conventional with Housing First tenants. For a
very complex client, entrenched in behaviours and addictions, the request for help to remove unwanted
guests is huge. The same client now calls his flat his ‘home’ even though he may still not sleep there every
night. Clients who have not had a home may struggle with hoarding behaviour and there are still periods of
offending behaviours, and very poor mental health. One of the very complex tenants with acute mental
health difficulties has spent time in a secure mental ward. The option for him to be discharged to his home,
rather than onto the street does mean that his improvement on discharge is more likely to be sustainable.



Mental Health Pathway

There’s been lots of activity from ICM around mental health, not least as we led a major co-produced piece
of work around mental health and homelessness. In Y.4 though we also undertook a review of our mental
health pathway. New activities such as Art Therapy and mindfulness have worked well, the more traditional
offers less so. Often this is because the more structured offer hasn’t suited people still living chaotic lives.
Some people have also needed a higher level of intervention that what has been on offer, one that would
come from statutory services. A new model is being negotiated with our provider and will be launched in
Q.1 2018-19.



ETE Pathway

This continues to be a strong area for ICM. The first people are starting to move from service user, to
volunteer, to paid employee on GROW traineeships with us. The provider is also making a strong
contribution to the planning for ICM’s new membership model.



GROW Trainees

There have been, in total, 11 GROW traineeships this year across the Engagement team, women’s voices
(until the end of Q1), Housing First, CLI, Back on Track, the Mayor’s Office, MASH, and Street Support.
GROW traineeships have gone very well, with all but 1 trainees securing employment by the end of their
traineeship. Several trainees were able to apply for the increasing number of posts which required lived
experience which were connected with the city council, through the opening of a new hostel and through
the GM Homes Partnership through the Social Impact Bond. These opportunities came up early in the year
which meant some GROWs did not receive the benefit of a full year but finished 8 or 9 months into their
traineeship.
The GROW Coordinator has taken a strength based approach to the development of the trainees and this
has resulted in new initiatives being started by the trainees out of their own interests. One began a bicycle
repair and maintenance workshop; supported by GMP by the provision of bikes and GMPTE who provided
the space and resources for the repair hub. Another has used his budget to train at the gym with a view to
running training sessions for clients to increase wellbeing. One trainee had an interest in mental health and
shadowed the liaison and diversion service with peers from Birmingham Brighter Futures and took this
approach when undertaking assertive outreach in Manchester. Another arranged a placement with H3, a
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homeless health advocacy programme in Stockport and worked there 1 day per week. Another worked on
placement with the Men’s Room, and is developing training to be delivered around Chem-Sex.
The success of the GROW model has been replicated in 3 external placements this year; one with MASH (sex
workers working in Manchester), Street Support (a digital consultancy working to facilitate the Manchester
Homelessness Charter, and one with GMCA within the Mayor’s Office. All 3 GROWs are making a difference
to their organisations in giving voice to those with lived experience within Manchester, influencing the
organisations through using their lived experience to make change.
It could be argued that the GROWs have been affected by the pause in referrals in the Engagement team
which has not given them the range of casework experience they would normally expect. However, they
have taken it on themselves to devise a way of working which deals with those on the waiting list and
allowed them to keep them engaged whilst still developing their skills around engagement. GROWs are seen
as a positive benefit to the workforce internally in Shelter and the increasing interests from other employers
indicate that the approach is perceived as beneficial for other organisations as well.
During Q.1 Y.5 we are inducting our new cohort of GROW trainees and recruiting a new GROW
Development Manager. With the new cohort we’ll incorporate lessons learned from Y.4, including feedback
from past trainees, assessment of placements, review of personal budget arrangements. This has already
led to a new plan for induction.

4)

Beneficiary Progress

Has your project worked with the forecast number of beneficiaries over the last 12 months?
During the year 95 people were referred to ICM. In Quarters 1 & 2 there were 89 people referred, with a
further 6 people referred in Quarters 3 & 4 (due to the pause in referrals in this period). 52 people were
taken onto the programme and of the remaining 43 people who were referred but not accepted we
supported 62% through our No Wrong Door work.
Overall there have been 791 referrals since the programme began, and at the end of Year 4 there have been
326 open cases - the forecast for end of year 4 was 342.
What progress are beneficiaries making with regard to NDT, HoS, WEMBS etc?
Progress across WEMWBS, Homeless Star and NDT scores is still reported accumulatively, in addition we are
monitoring progress for those people leaving the programme. Full details can be seen in the Outcomes 1
section.
What outcomes are beneficiaries having? E.g. beneficiaries moving on from the project, moving into
accommodation, taking up ETE opportunities, improved engagement with services, becoming peer
mentors, service user forum reps etc.
Of the beneficiaries moving on from the project into accommodation - 70 moved into own tenancy, 38 into
supported accommodation and 23 people into temporary accommodation.
Beneficiaries are engaging with a number of services - below is a breakdown of which services beneficiaries
have received support from or are currently engaging with: -
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82% - Mental Health (includes ICM MH pathway)



67% - ETE (includes Back on Track)



60% - Peer Mentor (this includes one off & longer term support)



30% - Drug and alcohol



20% - Probation



15% - Day centres/community centres

A total of 26 beneficiaries have been, or are, attending the ICM Service user forum (the X Change group).
Beneficiary progress into ETE and employment is detailed further in the Outcome 1 indicator.

How long are beneficiaries engaged in the project before exit?
We have continued to analyse the length of time beneficiaries engage with the project. In Y.4 77 cases were
completed, with 225 completed cases in total. Of those completed cases:


27% had moved to other support



17% no longer required support



11% had moved out of area



31% had disengaged from the project



7% had gone into prison



7% had deceased



1% were in a long term hospital stay

Analysis of these cases suggests an average engagement of 12 months, with 17 % of cases engaged less than
six months and 25% over 12 months. We are continuing to review beneficiaries progress and outcomes,
drawing on findings to steer the programme. This will include analysing the impact of the new membership
model.
In the Y.3 report it was highlighted how there was a fairly significant number of cases where beneficiaries
who had had previously been open to the programme were re-referred after they had left ICM. In Y.4 the
number of people being referred to the programme who were previous ICM beneficiaries lowered to 19%,
compared to 34% of referrals received in Y.3. This may be partly due to the decrease in referrals this year,
therefore we will continue to monitor this as it has been a driving factor in the move to a new way of
working through a membership model.
We have worked with a total of 326 beneficiaries who have been open to the full ICM offer and 84 people
have received support under the MH or ETE two pathway offer. In Y.4 we began to collect data on the
numbers of people that had not been taken onto the programme but who received some support as part of
the No wrong door approach, and found that out of 465 cases 20% had received some support in this way.
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5)

Progress against outcomes and milestones

Outcome 1: Manchester residents with three or more complex needs have improved health, wellbeing,
housing, employability, and reduced re-offending and these outcomes are sustainable.

Change Indicator

Progress

The number of individuals supported by the
project reporting improvements in wellbeing
and reduced risk factors in key areas of their
lives.

WEMWBS and Homeless Star scores/changes
155 service users have shown improvements in their WEMWBS
assessments. This is 73% of those who have had more than one
assessment, and 53% of the end of year four target.
190 service users have had improved Homelessness Star
assessments. This is 77% of those who have had more than one
assessment, and 65% of the end of year four target.
Out of the 225 cases completed: 60% with improved Outcomes Star scores
58% with improved NDT scores
48% with improved WEMWBs scores

Number of individuals supported by the
project demonstrating reduced levels of
chaotic behaviour

Number of individuals supported by the
project who engage in education, training and
employment

NDT scores/changes
194 service users have shown improvements in their NDT
assessments. This is 81% of those who have had more than one
assessment, and 66% of the end of year four target.

Numbers engaging in education/training/employment
The total number of service users engaging in education,
training or employment is 190, which is marginally lower than
the year four target of 200. This includes 55 volunteering, 54
engaging in preparation for work activities, 26 progressing to
mainstream training and seven people gaining employment,
two of which will be joining ICM as new GROW trainees which is
a significant achievement for them and the programme.

Referrals
Referrals reopened in a managed way at the end of Q.4, and a new process for nominations onto the programme
will start in April. This process is still being developed, but will likely be a ceiling on the numbers taken on each
quarter to address the problems we have encountered previously.
Beneficiaries
As referrals to the programme have been closed for long periods during Y.4 we have ended the year behind on
beneficiary numbers (41) for the first time. This has been raised as an issue with the Engagement Team and the
explanation for it has been considered. They paused referrals to try and maintain caseloads at a level where
intensive support is possible. A bottle neck in referrals with more being referred than could be managed has
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been considered along with pressures arising from people being managed on Engagement Workers caseloads for
longer than expected (a large proportion for 12-18 months and a few beyond).
Number of service users with improved average assessments scores
Improved scores remain a challenge, with previously commissioned evaluation demonstrating that progress
often takes up to 18 months. Housing First has led to strong outcomes, but even when people have a home other
issues often remain.






Number of service users engaging in education, training or employment: - Referrals being closed for
lengthy periods reduced the volume of new people joining the programme, making ETE targets more
challenging
Number of service users engaging in education: - Achieved over target in the number of service users
engaging in education and the ETE pathways very strong
Number of service users gaining work experience, e.g. through volunteering: - Challenging as a result of
lower than expected starts in Y.4
Number of service users gaining employment: - Given the high needs of programme participants
employment outcomes can be a struggle. We have, however, had significant numbers of people coming
on to GROW traineeships (Outcome 2) and we have appointed the first two people who have gone from
service user, to volunteer to employee. They start as on the Y.5 GROW trainee cohort.

New membership model for ICM will help reframe and change Outcome 1 indicators as people get a stronger but
more flexible relationship with the programme.
Include highlights of project activities supporting the outcome
In Q.4 of this year, two former ICM Service Users have been successful in gaining GROW Trainee positions – one
within the Engagement Team and one on the SIB project. Another former beneficiary who went back to college
to train as an electrician has successfully completed his training and is due to qualify in the summer. Back on
Track are supporting him with job applications.

Case Study - Jack’s story
First referred to ICM in August 2014, Jack had been struggling for a long time with drug and alcohol issues. He
was at risk of losing accommodation due to hoarding and mental ill health, and he was also a prolific offender.
During the 18 months he was on ICM Jack received support around his substance misuse, accommodation issues
and offending. He had made real progress in this time and it was felt he was ready to move on from ICM.
Unfortunately, 6 months’ later things were not so great and Jack had reoffended and got back into old habits. He
also had accommodation issues and was close to being evicted. Jack acknowledged he wasn’t able to deal with
some of these issues and asked for ICM to support him again.
This second time around we addressed his accommodation issues by linking him in with Shelters legal team to
challenge his eviction order. An initial clean-up of his property was arranged and damage to the property was
assessed. Following the clean-up, a fuller inspection of the property revealed his flat to be in total disrepair with
damp throughout, mould covering the walls, carpets and floors damaged due to excess water from numerous
leaks and the ceiling had collapsed in three different rooms. There were also issues with the electrics; appliances
not working and plug sockets faulty. Concerned for Jack’s safety we reported all of this to the landlord. Jack had
previously reported these issues on several occasions but nothing had been done! Over a period of several
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months his Engagement worker advocated for Jack as time and again the landlord would not take responsibility,
instead citing Jack to be the cause for the faults in the property due to his lifestyle choices. Eventually
Manchester City Council’s Housing Department was informed of the issues and Jack was allocated a worker who
came and assessed the property. On assessment, it was decided a Prohibition Order would be served, however,
this was overturned by the landlord. Deeply concerned, Jack’s engagement worker pushed for a meeting with
the landlord and the Housing department. Realising that the formal complaints made by Jack and on his behalf,
had not so far been successful, the worker managed to set up a meeting with the landlord and housing worker
and asked if they would be honest and tell him if they would be comfortable for their father or grandfather to be
housed in the property. Uncomfortable at first, this direct approach helped changed the tone of the meeting and
eventually a decision was made (with Jack’s approval) to move him out of the flat into temporary
accommodation whilst all of the repairs were carried out. Due, in part, to ICM’s involvement, the landlord is now
in the process of re modernising the whole building which will benefit all tenants within the property.
Until repairs are completed in Jack’s flat he is being housed in suitable temporary accommodation and reports to
feeling safe and secure. He has also continued to engage with other support offered and looks forward to the
time he spends with his Peer Mentor. Without the extra support Jack doesn’t feel he would have been able to
tackle all of these issues he had been facing alone.
We should acknowledge how essential it is for beneficiaries to feel able to call on support from a trusted source,
even though they may have moved on from the Service. Should things begin to deteriorate then a person can be
empowered to deal with situations before they become insurmountable - in Jack’s case he left it 6 months. This
case also highlights how attitudes to people facing multiple needs impacts on the response they receive from
others when asking for support need to be challenged – in Jack’s case, dismissing serious complaints about
disrepair of his property due to his lifestyle choices.
Below is a hand-written note from Jack to his Engagement worker (identifying details have been blanked).
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Outcome 2: Manchester residents with multiple and complex needs have more opportunities for involvement
in the services they need, and influence on decisions that affect them

Change Indicator

Progress

Increased number of individuals with complex
needs actively involved with services through

There has been a total of 422 people with lived experience
involved in the project in some form. This includes 33 GROW
Trainees, 75 Peer Mentors, 50 Core Group Members, 26 women
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volunteering, employment, consultation and
evaluation activities

involved with the Women’s Voices group, 26 clients at the
introduction of the ICM Service User forum, and 328
attendances at stakeholder events and project consultations.

The number of service providers and
commissioners making greater use of service
user involvement to deliver positive service or
system change

The target is 2 examples by end of year 4. Currently had 7
examples including GROW traineeships being incorporated into
Y.4 recruitment with MASH, Street Support and the GM Mayors
office. A further example is the inclusion of a GROW trainee
being involved with design of Housing First for Greater
Manchester.

The Service User Forum has evolved and a beneficiary-named ‘X-Change’ group has taken its place. This
demonstrates the need for the group to have their voice heard and that they are all ‘ex something’ and that
change is always possible. The X-Change group are meeting weekly.
Women’s Voices have continued to meet fortnightly and they run regular consultation events have seen
engagement from women from many different services. As part of the celebration of the centenary of the vote
for women, members of the Women’s Voices group contributed towards the International Women’s exhibition
at the Manchester Central Library.
There has also been the first Men’s Health event which was held on a Saturday and focused on emotional
wellbeing discussions and also had a local barber providing free beard and haircuts. This was attended by 13
attendees.
The programme has been exploring opening the community hub at times that beneficiaries would actually want
to be there and is now open upwards of three evenings each with occasional Saturday sessions.

Case Study
The end of year 4 saw the successful recruitment of 6 GROW trainees who will be starting work in April. Two of
the new GROWs have previously been beneficiaries on the Programme.
Colyn received support from ICM in 2014 and was on the programme for 12 months before becoming involved
with the Core group. In 2015 he applied and was successful in becoming a Peer Mentor with CLI and provided
support for a number of clients on the Housing First project. He will now be starting his new role as a GROW
trainee with the Entrenched Rough Sleeper Service.
Jason received support from ICM in 2016 and was on the programme for 10 months before spending 4 months
with Back on Track completing education courses and skills training. Jason then began Peer mentoring with CLI
and worked with a number of clients alongside the engagement workers. When an opportunity arose for
someone to fill a temporary 3-month position on the Housing first team as an assistant engagement worker
Jason was the first choice due to his dedication and abilities connecting with beneficiaries. He will be starting as a
GROW trainee on ICM’s engagement team.
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John received some support as part of ICM’s No wrong door work and partner pathway support in 2016 before
becoming involved with the Core group. He has been heavily involved in systems change and stakeholder events
and became Co-chair of the strategic group, where he has held a 2-year tenure. He will be starting as a GROW
trainee on ICMs engagement team.

The end of April will see Charlotte, Colyn, Jason, John, Laura and Natalie finish initial induction and the
mandatory training and start to get involved in the work that we are doing across the programme and beyond!

Outcome 3: Services will share more information and better coordinate interventions for people with multiple
and complex needs

Change Indicator

Progress

Services demonstrating improved accessibility
and flexibility for people with complex needs,
through changes to organisational culture and
procedures.

End of Y.4 target is 7 examples – progress to date is 8

The number of organisations adopting
common systems and actively sharing learning
and information about their services

End of year target is 20 organisations – progress to date is 32
orgs signed up to GMTHINK
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Huge achievement this year as M THINK is getting adopted more broadly in the City of Manchester and we have
had sign off for M THINK to be adopted across Greater Manchester. How this helps improve communication and
coordination of support for people with multiple needs cannot be over-estimated. From Y.5, and hopefully
onwards, this will start to generate income for ICM as our M THINK lead supports the roll out of the system,
sharing expertise and promoting ICM’s values.

Outcome 4: Commissioning of mainstream services responds to project learning, funding cost-effective
evidence-based interventions for people with multiple and complex needs

Change Indicator

Progress

Commissioning is improved, with services
being commissioned in an integrated way,
with increased service user involvement and
supporting service flexibility which reduces
exclusion

End of year target is 4 examples – progress to date is 5

The project is recognised as delivering cost
benefits for key commissioners including:
Public health, DWP/Jobcentre, Criminal
Justice, Health, Manchester City Council

Commissioners are aware of project
evaluation findings

Very positive cost-benefit analysis achievement in the Housing
First evaluation from Greater Manchester Combine Authority
(GMCA) – see presentation from Housing First Symposium –
We are working with GMCA on broader cost-benefit analysis for
the programme.
Interim learning event in February, we will shortly begin
planning our biennial major learning event, publishing research
findings from the Y.3 and 4 business cycle.

Additional notes on progress
We have had a big focus on MCNs, health and mental health inequalities this year. As a result of our chairing of
the city's Homelessness Charter Mental Health Action Group we have co-produced proposals that are starting to
gain some traction. See visual minutes attached.
We recently had two really useful sessions exploring ICM's systems change plans to help prepare us for the next
business cycle. The first on 2nd February was a sub-group meeting of the Strategic Group. A follow up session was
facilitated by MEAM on 12th February. Whilst we have lots of activity ongoing, and new work for Y.5 and Y.6
planned, with systems change objectives we are narrowing things down to 3 broad areas of influence:
1) sharing power – coproduction, inclusion,
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2) approach in relation to being person centred and working beyond sector related confines, flexibly
and for as long as needed,
3) approach in relation to being asset focused, promoting strength based communities.
Extensive work has been undertaken to review programme understanding around No Wrong Door and to ensure
that the No Wrong Door pathway is no longer in place and associated with not continuing on the programme.
There has been a trial session in No Wrong Door training, which was delivered internally. This went well and the
No Wrong Door training package is now ready to be tested and delivered to external stakeholders. This will
happen once the Involvement Coordinator (essential to training delivery) has been recruited and is in post.
The programme has built links with external stakeholders to begin training and start to develop the No Wrong
Door approach as something that the Manchester Homelessness Partnership can adopt.

6) Service User Engagement

This remains a strong area of the programme. There is some risk to be managed around sustaining this, as a
longstanding Service User Involvement staff member moves on to a new job outside ICM.
In the last quarter we have had 2 new core group members. The SU forum has been attended by 16 ICM
Forum Members and 8 ICM Core Group members. Potentially we have an influencing group of about 25
people with current or past lived experience. Hopefully for the future we will not only influence but
implement as well. We are in the process of planning an away day to gel the Core Group and Forum to
become one and the same. We will fund this using the funds the Core Group have earned themselves as a
result of their involvement in the ‘Elephants in the Room’ project and through training they have been
commissioned to deliver. The SU forum has come up with their own new name for the group - X Change.
Two more of the Y.4 GROW trainee cohort have successfully gained further employment. Wayne has been
taken on permanently with the SIB project as an Engagement Worker and Roney has a part time role with
The Men's Room whilst still working part time on his Back on Track placement.
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Case studies
Early stages of the Service User Forum (renamed X-Change) gave significant insight into barriers to
engagement that beneficiaries of the programme felt were in the way of achieving meaningful benefit from
Inspiring Change Manchester. Through weekly events organised by individuals at X-Change and ongoing
conversation there was a decision to develop more groups; opportunities for beneficiaries to be part of the
programme and also part of a group that is working towards something. One suggestion was to explore
different ways of addressing difficult emotions and how these impacted on people’s day-to-day emotions.
It was decided that the programme would commission a twelve-week Art Therapy pilot. The programme
identified a qualified and registered Art Therapy practitioner, Bina Hartwell. Now in its fourth twelve-week
contract, the Art Therapy group has been running weekly and as a collective effort – staff, volunteers and
people on the programme have created some inspired pieces of art from bridges to sunset scenes and
group images to heart shapes.
Each week focused on a different piece of art – bridges signifying someone’s journey across a river a change,
lighthouses relating to something that brought someone lost at sea back to land and other artistic
metaphors that the group would then discuss and, in turn, learn more about their own though and
emotional processes.
Beneficiaries made the decision that they wanted to make their art public and, through framing and
engaging with a local community café the group got together alongside upwards of a hundred supporters to
exhibit powerful pieces of art for an entire week.
Below are some of the images of the artists, the National Lottery who came to see it and different
organisations from across the City.
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Following the review from beneficiaries on the service the programme is now seeking to contract for longer
periods of regular Art Therapy and also explore different ways clients can express themselves within the
programme.

7) Partnership and Governance
Summary
Governance arrangements are being reviewed as we move into a new two-year business cycle. The cochairing arrangement for the Strategic Group has worked well, both in terms of leadership of our
programme as well as modelling a positive approach to coproduction with senior stakeholders in the city.
Strategic Group
There has been full involvement and consultation with Strategic Group members throughout our business
plan review. To plan for the new business cycle itself there was subgroup planning meeting on 2 February,
follow up planning session with MEAM on 12 February.
A Strategic Group meeting will take place on 15th May. This will be an open meeting, with senior
stakeholders and past members invited to help set new terms of reference and systems change plan for Y.5
and Y.6.

Operational Group
The Operational Group aims to meet quarterly though because it met at the end of quarter 4, year 3 and is
scheduled early in year 5 quarter 1 the group has only met twice in the previous financial year.
In terms of governance group function, the Operational Group has enjoyed a stronger membership than in
the previous business cycle with attendance from external key stakeholders increasing drastically and
remaining constant in attendance.
The Operational Group is an effective forum for challenging and holding our programme to account to
ensure that beneficiary journeys into ICM and moving towards re-engagement with other services is as
successful as possible. It has also been a vital testing platform for our business plan review; supporting the
programme to develop ambitious priorities for our third business cycle.
Areas to focus on over the next year:
- Strengthening cross-sector membership of the group and commitment to our programme
objectives
- Ensuring that governance group meetings are scheduled, and held, quarterly
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-

Using the Operational Governance Group to improve the reach of our programme and be a forum
for stakeholders to influence the direction of multiple needs learning for Manchester.

The Operational Group meeting on 14th March was postponed to Q1 of Year 5 (1st May) in order to provide
attendees with a definite update on the programme's key areas of work for the next business cycle. During
this time there will be important pieces of work taking place which will explore how the programme will
move towards a membership approach to help breakdown barriers to engagement and progress within the
programme.
There is also significant work being undertaken around reopening and managing referrals into the
programme. This is as a result of feedback from referring stakeholders and the membership of the
Operational Group.
The next meeting is scheduled for 1st May. The two main items for discussion will be referrals to the
programme and an update from the membership working group, who have been exploring the concept of
programme membership and underpinning the principles behind this.

Core Group
How is the partnership functioning?
The Core Group met monthly from programme inception until the Q.2 of Y.4, thereafter meeting quarterly.
There have been a number of reasons for the interruption in frequency:
- A shift in focus of the Service User Involvement Coordinator to ensuring that there was involvement
from current beneficiaries of the programme and the formation of a weekly consultation group of
service users; x-Change,
- Attrition within the existing Core Group as both longstanding and more recent members moved
onto paid positions both within, and external to, the programme,
- Core Group activity in external projects (which led to independent funding) peaked.
In terms of general function, the Core Group has lost some of its focus in Qs 3&4 of Y.4, which is reflected in
a lower membership than this time in the previous year.
The Service User Involvement Coordinator has left post and we are currently re-recruiting for the same 0.8
full-time equivalent member of staff to join the Programme Team as Involvement Coordinator. Key
responsibilities of the newly recruited Involvement Coordinator will be:

-

-

Refreshing the Service User Involvement and Core Group Strategy in partnership with X-Change and
the Core Group to develop a co-produced plan on for the development of the Core Group and
broader involvement over the next business cycle,
Facilitating an away day for Core Group members to re-focus the group and consider how the group
will meet and hold our learning programme to account
Championing co-production across deliver partners and the wider system in Manchester.

The Core Group met twice this quarter to plan for Year Five activity. Focus for this period was to do an
internal reflective exercise in how Core Group members would see their governance group developing over
time. There was also a closer relationship established between the X-Change Service User Forum and the
Core Group, which has led to better communication between beneficiaries and Core Group members.
Registered charity in England and Wales (263710) and in Scotland (SC002327)

The Core Group's membership is low, and meetings have not been as frequent as previous quarters as a
result of the more intensive work the Involvement Coordinator has been doing with the X-Change group and
also the lower membership level in the Core Group.
The Involvement Coordinator handed in their notice to move onto a career development opportunity,
leaving on the 13th of April. There will be a refresh of the Service User Involvement Strategy once the new
Involvement Coordinator is in post.
The Core Group have also been planning an away day that will focus on what their priorities are as a
governance body for this business cycle. There will be a closer relationship between Core Group volunteers
and beneficiaries attending the X-Change group, though there will be a distinct difference between the
activities and responsibilities of these separate two groups.
The Core Group will also meet bi-monthly in this quarter and set the frequency of the meeting for the
entirety of this business cycle.

8) Evaluation Activities
Summary
Report on the progress and outputs of the local evaluation over the last year, detail any possible links to
strategic influence.
All local evaluation activity is due to finish by September 2018. To date, externally commissioned providers
are on track to deliver within timescales although some flexibility has had to be given to ensure that the full
range of data is collected to successfully complete the work. Findings from our local evaluation activity were
presented to our Strategic board in December 2017. This covered the interim findings from the local
evaluation. We have also presented our findings to commissioned providers and local partners through a
specially convened evaluation group. This also included a delegation from Finland who were on a factfinding exercise to explore how Housing First was being adopted in the UK.
Report on involvement and interaction with national evaluation
Interaction with the national evaluation has largely been through the two Communities of Practice Group's
– The Systems Change Action Network and the Evaluation and Learning Group. We have presented our
findings to date at the latter group and have continued to contribute to the group on a quarterly basis.
Key outputs and timescales expected over the next two years?
September 2018 – All commissioned activity for the local evaluation for years 3 - 4 will come to an end and
findings from the 2 years will be presented at our bi-annual learning event. Specific timescales include:
Housing First Pilot evaluation – Completed and report due May 2018
No Wrong Door evaluation – Completed and report due September 2018
Cost-benefit analysis – Completed and report due July 2018
September 2018 – Commissioning for years 5 – 6 of the local evaluation will also be completed.
In summary, the key areas of focus for the next 2 years are =
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Lot 1 – Developing co-production approaches with people with multiple needs – In line with the proposed
'membership model' we will commission an external evaluator to evaluate how we have implemented coproduction into our project through a form of participatory evaluation.
Lot 2 – Recruitment of a GROW Trainee - (Learning and Development) A GROW Trainee will be recruited
with a specific role in developing skills in research and participation for people with lived experience of
multiple needs.
Lot 3 – Evaluate social return on investment – In line with learning from years 3 – 4 continue to evaluate our
social return on investment
Lot 4 – Ad hoc research activity – This will support us with developing participatory research ideas and
activity – Already in development including forms of visual methodologies and participatory photography

Plans for year five
Lot one – Systems Change
The No Wrong Door systems change evaluation is due to complete in September 2018 and findings from
this will shape conversations and directions for the Strategic Group moving forward. Findings from this will
also be presented at our bi-annual learning event, which brings together stakeholders from across the city
to share learning and consider ways forward. The plan for Lot 1 will be to commission an evaluation into our
implementation of co-production approaches and how we have shaped wider conversation across the city.
Commissioning for this is due to be completed by September 2018.

Lot two – Peer Researcher Scheme
The recruitment of a GROW Trainee with a specific focus on participatory research will support our work as
we move forward to a closer participatory approach with current service users. Our Peer Research work has
had mixed success over the last year, as original intentions were for this to be used to support the Women's
Voices group. Some changes in personnel did not allow this to move forward as we would have liked.
However, some close work from a commissioned individual with the group has given it focus, including
setting out the aims and ambitions of the group. We also developed a peer research approach with the
development of the Mental Health Action Group as part of the Manchester Homelessness Charter, which
culminated in a vision document setting out a plan of action for the group to move forward its findings. This
group is being led by members of the ICM Programme Team.

Lot Three – Exploring the success and impact of the Housing First pilot
The Housing First pilot period came to an end on 31st March 2018, with the evaluation report due in May
2018. We recently presented findings from the interim evaluation report to a city-wide stakeholder group,
setting out the 'story so far' of learning from our pilot. This is helping to set out a vision for developing
Housing First across Greater Manchester. The interim report findings are available on the ICM website and
the full report findings will be available from May. Plans are to disseminate this to a key stakeholder group
when available and to also make this available on our website.
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Lot Four – Cost benefit analysis
The cost-benefit analysis evaluation is due to be completed in July 2018 – with a final report being made at this
time. The evaluation has focused on 3 key distinct areas
1) A full cost-benefit analysis of the ICM programme
2) A cost-benefit analysis of the Housing First pilot project
3) A cost-benefit analysis of the GROW Traineeship based on the 2017-18 cohort
Moving forward we will continue with the current model of cost-benefit analysis with the current
commissioned providers. However, we are also exploring further areas in social return on investment in line
with wider conversations taking place in the city

9) Focus/priorities for Year 5 (and 6)
Summary
Focus areas
Please see the attached business plan review presentation for a summary of new priority areas. This
PowerPoint was presented to our Strategic Group in Q.3.

Calendar of activities
Calendar with key dates for meetings, activities and events over the next year
Date

Activity

18th April
26th April
Q1-2
May
May
May
July
July
Q2-3
Fortnightly
Monthly

Greater Manchester Mental Health Provider Engagement Group - presentation
on Housing First
Greater Manchester Mental Health VCSE Forum
Fulfilling Lives Communications Task and Finish Group
No Wrong Door training to three external providers
North West Fulfilling Lives Conference Planning
At a Glance bulletin
Website Launch
Art Therapy exhibition
National Co-Production Week events
Learning Event following previous business cycle
Women's Voices
Core Group Meeting

Bi-monthly
Quarterly
Quarterly
Quarterly

Men's Health Group - space for beneficiaries to talk about mental health, selfcare and meet new people on the programme
Systems Change Action Network (SCAN)
Operational Group
Strategic Group

17th April
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Quarterly
Quarterly
Quarterly

Fulfilling Lives BME Network
Fulfilling Lives Communications Task and Finish Group
Chairing Housing First Action Learning Set - North

10) Budget
The full budget with narrative is attached with this report
11) Risk
Updated risk register is attached with this report
12) Equalities
Inspiring Change Manchester has 78 beneficiaries who are currently open on the programme. A brief
demographic breakdown summary of those individuals is as below:
Gender Identity
 57 (73%) identity as male, 21 as female (27%).

All identify as cisgender (i.e. – they identify as the same gender that they were assigned at birth)
Ethnicity
Asian or Asian British Pakistani
Black or Black British African
Black or Black British Caribbean
Black of Black British Other
Mixed Other
Mixed White and Black African
Mixed White and Black Caribbean
White British
White Irish

MALE (OF 57)
1
1
0
2
1
1
2
49
0

FEMALE (OF 21)
0
0
1
0
0
1
2
16
1

Identified Disability
 33 individuals report that they are living with a disability
 There are 5 cases where it is not known whether a person reports a disability
Sexual Orientation
 5 individuals identify as bisexual
 1 individual identifies as gay
 71 identify as heterosexual
 There is 1 case where no information is recorded
First Language
 75 individuals have English as their first language
 1 individual’s first language is Punjabi
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1 individual’s first language is Somali
There is 1 case where no information is recorded

The demographic profile is broadly representative of the local population profile, though the numbers being
considered are very small and do not reflect every demographic of the Manchester population. Data on
those experiencing multiple needs and their demographics is also difficult to extrapolate a general profile
from owing to reporting limitations (for example head counts of rough sleepers, feelings of an inability to
disclose gender dysphoria, preferred first language or sexual identity within some services).
Inspiring Change Manchester has made significant progress in developing a gender specific offer for women
experiencing multiple needs and over the next year will be looking to develop this even further. The
programme has provided amounts of up to £500 to organisations working with a number of minority groups
through the Innovation Partnership Fund programme and will be seeking to draw on learning from the fund
in the next business cycle to develop closer links.
Quarter 1 of year five will see a refreshed equalities plan undertaken in partnership with our programme’s
beneficiaries and equalities programmes across Manchester.
The programme is making plans to contract with an external agency to explore the needs of people who
identify as BME and are experiencing multiple needs. We are also undertaking a review of the Innovation
Partnership Fund and the recipients of £500 allocations for increased activity for those experiencing
multiple needs in their areas of work. This will inform a new Innovation Partnership plan that will form part
of the newly refreshed Equality and Inclusion plan.
A comprehensive training plan is being agreed on for staff, volunteers and the X-Change group for the next
business cycle. This already consists of MCN induction planning and a training agreement with the mental
health trust on a quarterly basis.
The Innovation Fund will be refreshed with a view to resource being allocated and building stronger
relationships with equalities organisations across Manchester.
ICM is seeking to contract with an external equalities organisation to explore the needs of people
experiencing multiple needs who also identify as BME. This will take place over the next quarter.
13) Other information needed
List appendices / accompanying information






Risk Register
Year 4 Budget
Summary
Underspend proposal
document
CFE Report






Outcomes
PowerPoint from the
Housing First
Symposium
PowerPoint from the
December 2017
Strategy Group

Registered charity in England and Wales (263710) and in Scotland (SC002327)




Mental Health Action
Group visual minutes
Y.5 and Y.6 Business
Plan Review

