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Who are we? 

 
WE’RE TRANSFORMING GLASGOW’S APPROACH TO 
HOMELESSNESS AND ENDING ROUGH SLEEPING IN THE CITY. 
 
The Glasgow Alliance to End Homelessness is a partnership of ten organisations, 
including the Health and Social Care Partnership (HSCP), third sector, independent 
organisations, and people with personal lived experience of homelessness.  

The Alliance, guided by the principle of ‘What’s Best for People’, is responsible for 
commissioned homelessness services across the city.  Our vision is for all Glasgow 
citizens to have a home to call their own. 
 

WHAT WE’LL DO:

Prevent homelessness wherever
possible.

Prioritise settled homes for
everyone.

Reduce the scale of, and time
people spend in, temporary
accommodation.

Deliver services that are person-
centred, responsive and joined-
up.

Create a movement that
involves the whole city – we
want the people of Glasgow
standing with us.

HOW WE ACT:

We have faith in each other. We build
on strengths, supporting people
experiencing homelessness to make
their own choices and get back in
control of their lives.

We break down barriers. People with
experience of homelessness co-
produce everything we do, breaking
down barriers between service
providers and people using services. We
respect and listen to all voices.

We say what needs to be said. Honesty
and respect help us build trust with
everyone we work with.

We challenge expectations. We
challenge all expectations about
homelessness: what it is, why it
happens and how we can end it.

We adapt and grow. Systemic change
doesn’t happen overnight. We’re
flexible, open to radical new
approaches and welcome new experts,
partners and supporters from all across
society.
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What are we looking for? 

SOMEONE TO TURN TO UNTIL I FEEL SAFE AND SECURE IN A 
HOME OF MY OWN. 

We want to provide What’s Best for People.  

We are looking for providers to collaborate to deliver Your Outreach Unified (YOU).  
YOU will work together with people to build real connections and meaningful 
relationships, so that the people we support feel that their house is a home, a place 
where the feelings of safety, security and control grow positively over time.    

You’ll work with people who are at risk of losing their home or have recently moved 
into a home after a period of homelessness.   You’ll have knowledge and experience 
of providing this kind of service.   

You’ll think outside of the box, will adapt and innovate, and you’ll bring your teams 
with you, including them in building a service and supporting them to be the best 
they can be in their role. 

YOU replaces several outreach services that already exist, so you’ll need to have the 
skills, knowledge, and experience to bring these elements into YOU.  The services 
are: 

 

 

 

 

 

 

Outreach 
Services

Housing First Salvation Army & Consortium 

Simon Community RSVP

SAMH Community Directions

Alcohol Outreach Service (AORS)

The Marie Trust 

Flexible Housing Outreach Support Service NW

Flexible Housing Outreach Support Service NE 

Flexible Housing Outreach Support Service S
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What’s Best for People?  

The background work that helped us define this approach 

Following an extensive desktop review & engagement process carried out by GHIFT 
members utilising an “appreciative enquiry” approach, we were able to identify what 
was working well, what areas needed a renewed focus and from a lived experience 
perspective, how things should change for the better.  

In addition to this, service visits took place whereby members of our service design 
team supported by GHIFT, went to see first-hand how the services in scope 
delivered their support.  This culminated in an engagement Q&A, where people who 
are being supported, staff and managers provided their feedback as to what the 
Alliance would need to achieve to deliver What’s Best for People and what themes 
to prioritise.  

How should this document be used? 

This document is live, will evolve and adapt and provide guidance 
towards YOU’s approach.  

Following the consultation process, it was identified through discussions that one 
recurring flaw in previous approaches to contract management, is to set rigid targets 
and approaches to the proposed support from the outset, before any real knowledge 
or experience around the service is gained. This makes it both difficult and time 
consuming when looking to implement changes that will benefit the people we wish 
to support. The provider of YOU and the Alliance will continually review and develop 
this new approach together.  
 
Initiatives, landscape and policy changes from time to time, YOU must have a 
mechanism built in to move with the sector and its associated challenges. The 
specification should be used as follows: 
 

 

What's Best for 
People themes 

progressed 

Data collated & 
monitored  frequently 

Specification 
reviewed regularly & 

themes added 
to/adapted if required 
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“Ever Ready” 

 
A focus on prevention and crisis intervention  
 
By consistently monitoring and reviewing the progress of YOU through the 
specification framework, this will help provide effective early warning systems to 
alert risk of and avert homelessness, ensure assertive interventions are in place to 
avert rough sleeping where it occurs and deliver an effective outreach model which 
successfully supports people in their own homes. In doing so, reducing the demand 
for temp and emergency accommodation and develop an “ever-ready” model, able 
to respond with support immediately at points of crisis.  
 
 
 

 

What will be achieved? 

I FEEL CONFIDENT, CONNECTED AND AM MANAGING MY HOME. 

We want to meet people’s needs in the way that’s best for them.  That means 
people only need to tell their story once.  We will attempt to recognise a problem 
before it becomes a crisis, however, if this happens, we will minimise the harm and 
impact to the individual.  Inequalities are challenged and people can speak freely. 
They will be listened to, and actions will be agreed together to get to where they 
want to be.  

The teams working alongside people will be well supported, engaged and motivated 
through fair working practices, appropriate training for the role and development 
opportunities that stimulate and inspire.  

 

 

 

What you need to consider/deliver 

LISTEN TO ME, WORK WITH ME. 

We’ve spent time with people who’ll be supported by YOU as well as staff teams 
who work directly in Glasgow.  They’ve told us through personal and professional 
experience, what they believe is Best for People and we want you to consider how 
you’ll implement these key themes if you decide you want to provide this service. 
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Themes – a visual: 
 
 

 
 
 
 
 
 
Theme 1  
Theme 1a. (Capacity & Resource) Tools to do the job  
The structure of the YOU should be designed to ensure that capacity can be met in 
terms of flexibility of support (24/7) and that people have the option to remain 
engaged with the same individuals throughout their journey where possible and 
where requested.    
 
Theme 1b. (Capacity & Resource) Follow the people, not the hours  
The service will need to define the support required and associated intensity – a 
definition of high need and low need will help further inform tailored support and 
work towards specific interventions such as early intervention, prevention, Housing 
first, people first or rough sleeping.  A “sliding scale” of intervention will be created 
to help follow the person and their needs, as opposed to monitoring time spent.  
 
Theme 1c. (Capacity & Resource) Triage, point of contact  
Central points of contact (such as a community HUB or drop-in centre) should be 
established when required, as a catalyst for encouraging initial contact from an out 
of hours perspective, hospital discharge or prison release function and allow for 
guidance, signposting and triage into the wider Outreach support network. Single 
point of access, referral conduits and self-referral will be managed through a more 
streamlined system.  
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Theme 2  
Theme 2. (Financial Assistance) Money Concerns  
 
YOU will offer financial support in the form of a “Direct Support Fund” (created 
through fundraising, campaigns & donations) which can support directly financial 
difficulties presented by welfare funding, rent arears or furnishings.  Recognising 
the SROI should be a driver for such an endeavour. 
 
Theme 2b. (Financial Assistance) Money Support 
The scoping and implementation of new IT systems (LIFT for example) will assist 
YOU to identify people at risk of homelessness via people on universal credit, 
ensuring benefits take up are optimised. 
 
 
Theme 3  
Theme 3. (Property & Tenancy) Availability of a place to call home  
 
YOU will be the catalyst for positive change linked to property management and 
partnerships.  Flipping properties (through rent deposit, private rented sector & 
social housing partnerships), increasing options both geographically and from a 
portfolio perspective and ensuring high standards of accommodation for people 
receiving outreach support is a priority.  A HF (Housing First) approach model should 
be replicated where appropriate and possible from both an availability and 
wraparound support approach.   
  
 
Theme 4  
Theme 4a. (Systems & Process) More Joined up  
The journey for people supported should be seamless and joined up – from referral, 
to support and housing options, individuals will not repeat their story and systems 
should be linked up utilising newly explored tech/IT solutions.   
 
Theme 4b. (Systems & Process) Streamlined System 
The connectedness between the person and their journey through a system, and 
between the person and how they are assimilated into their 
community/surroundings is different and should be captured throughout this 
process.   
 
 
Theme 5  
Theme 5a. (Trauma Informed & PIE) Experts in the field   
To ensure the best possible support for the people we serve, staff teams will be 
trauma informed/trained and understand the 5 principles of PIE.  These approaches 
should be joined up in that, training is consistent across teams and a relationship 
informed ethos is practiced throughout.   
 
Theme 5b. (Trauma Informed & PIE) Multi-disciplinary Partnerships  
Establishing a flexible and adaptive partnership working approach towards 
specialist care for the people we support must be developed and imbedded 
throughout support provision – addictions, mental health, counselling & mentoring 
as options for people transitioning through homelessness – a public health 
approach partnership explored.  
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Theme 6  
Theme 6a. (Culture & Communication) No stigma, more understanding   
To ensure open, healthy communication and information sharing, the YOU will 
promote partnership work, initiate multi-disciplinary approaches across the city and 
create forums for both the people in need of support (and their families) and the 
organisations engaged with the Alliance.  
  
Theme 6b. (Culture & Communication) Transformational Change  
Community connections and resources available for those experiencing 
homelessness should be increased through a transformational change agenda 
involving the public.  In turn, enhancing the Alliance’s profile will lead to an 
increased understanding of homelessness, its roots and causes and reduce 
stigma.    
 
 
Theme 7  
Theme 7a. (Workforce Support) Our most important asset, our staff.   
YOU will ensure that staff have access to regular, cross-organisational training and 
development pathways as part of the Alliance, coupled with appropriate 
renumeration to retain and recruit high quality staff within the sector.  Recruitment 
should be value based and interactive in part of its approach and create 
employment opportunities for those with lived experience to help others see 
positive role models who have been in similar situations. To have tangible examples 
of success and hope. 
 
Theme 7b. (Workforce Support) Volunteering  
The Outreach service will establish an approach to volunteering and mentoring 
involving a wide variety of people, to add value to the support delivered and create 
additional, flexible capacity across the city and help reduce stigma through this 
initiative.  Volunteers won’t replace paid, skilled workers but instead compliment 
them and gain valuable experience within the sector.  
 
Theme 8  
Theme 8a. (Interpretation) Context around the themes  
The YOU will demonstrate in itself the principles of PIE, and specifically “learning & 
enquiry”, as all endeavours to meet the needs of the people the Alliance aims to 
support should be monitored, reviewed and be able to adapt quickly to an ever 
changing landscape.     
 
Theme 8b. (Interpretation) Learning & Enquiry  
Mechanisms to monitor continuous improvement will be established to ensure YOU 
delivers high quality support to people and their families which adapt and change 
to their needs and goals – wherever and whenever people require support.  Support 
will be compassionate, efficient, effective, and flexible.  Information regarding 
performance of the Alliance and all partners will be open, accurate, honest, and 
transparent to demonstrate a culture of constant learning and systems 
improvement – all aimed at What’s Best for People. 
 
 
 
 
 
 



   

8 
 

Sliding Scale of Engagement – Resource Considerations: 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 

 

 

How we’ll know it’s working 

THIS IS HOW I FEEL, THIS IS WHAT YOU NEED TO BE FOR ME. 

The Logic model on the next page was designed following an extensive consultation 
process and provides a visual perspective of what you will need to consider for YOU 
to be successful – what’s presented, is not exhaustive.  
 
 
 
 
 

Long Term 
Needs Met

Medium Term 
Needs Met

Short Term 
Needs Met 

Multiple 
Support Needs

High Intensity Support 
Rough Sleeping 
Housing First  
Crisis  
Health Related 

Longer Term/Frequent Support 
Number Of People, Not Hours 
Multiple Resources Required 
Links to Local Services 
Psychological & Trauma Aware 
 
 

Low Intensity Support Light Touch/Less Frequent Support 



   

9 
 

GAEH Strategic Aims Inputs Outputs Outcomes for People  Outcomes for Service 

Prevent Homelessness 
wherever it is possible to 
do so. 
 
 
 
 
 
 
 
 
Prioritise settled homes 
for everyone. 
 
 
 
 
 
 
 
 
Reduce the scale of and 
time people spend in 
temporary 
accommodation. 
 
 
 
 
 
 
 
Deliver services that are 
person-centred, 
responsive, and joined up 
 
 
 
 
 
 
 
 
Create a movement for 
change 

 
 
 

Innovative design -
Evidence based models & 
approaches 
 
• Person centred/led 
• Strength/asset-

based approach 
• Trauma Informed 
• PIE  
• Harm Reduction  
• HF Principles & 

housing led 
• Early Intervention & 

Prevention 
• Recognised & 

Validated 
assessment tool 

 
Collaborative Partnership 
& Coproduction  
 
• Working alongside 

and in partnership 
with statutory 
homelessness 
services, housing 
providers, strategic 
partners, and 
individuals with lived 
experience in order 
to improve the 
experience and 
outcomes for 
individuals who use 
homelessness 
services 

• Working holistically 
to provide wrap 
around support 

• Multidisciplinary 
work 

• Sharing information  
• Workforce connected 

across the city 
• Share good practice 
 
 
 
 
Engaged & Valued 
Workforce 
 
• Fair pay & benefits 
• Reflective 

practice/clinical 
supervision 

• Access to training & 
development 
opportunities 

• Career opportunities  
• Robust support & 

supervision & 
guidance 

 

Person centred, inclusive, 
immediate & flexible 
services 
 
• Provide the support a 

person requires at the 
time they need/want 
it 

• Provide more/less 
support as required 
(step up & step down) 

• Flexible opening & 
access times 

• Supports to access 
i.e., provision of 
transport 

 
 
Open & welcoming  
 
• People understand 

who the service is and 
how the service is 
accessed 

• People are treated 
with dignity & respect 

• All communication is 
open, transparent & in 
plain language 

• Advocates to support 
people to 
communicate  

Evaluation  
 
• Planning/analysing 

trends to adapt to 
and meet emerging 
need 

• A recognised shared & 
positive culture 
across Alliance 
services, measurable 
through frequent 
monitoring & 
evaluation of impact 
& outcomes, for both 
people who use & 
work for the services 

 
Cohesive, flexible staff 
teams promoting positive 
communication & 
engagement 
 
• Reduction in 

absenteeism & 
burnout 

• Increase in staff 
retention and up-skill 
training 

• Communities of best 
practice 

• Frontline staff forums 

 
 
 
 
Increased options and 
resources available 
(choice & Networks) 
 
People have a settled & 
safe environment 
contributing to reduced 
transition 
 
Increase housing stability  
 
Increase independence  
 
Increased resilience and 
social capital  
 
Improved positive contact 
with family, friends, and 
support networks 
 
 
Barriers & stigma are 
broken down for people 
 
Increased partnership 
working opportunities 
 
Create connection, 
connectedness & 
increased sense of 
belonging for people who 
use service and across all 
services  
 
Increase satisfaction with 
service provision  
 
People feel respected, 
valued & happy 
 
 
 
 
 
 
 
Improvements in staff 
wellbeing creating positive 
recruitment opportunities 
within sector 
 
Increased career & 
development 
opportunities delivered & 
service (& Alliance) profile 
improved   

 
 
 
 
Contribute to the 
reduction in 
homelessness  
 
Contribute to the 
reduction in repeat 
homelessness  
 
Contribute to the 
reduction in use of 
emergency and temporary 
accommodation  
 
Provide services that 
promote and defend 
people’s right to 
mainstream housing and 
supports people to access 
the type of housing that is 
right for them 
 
Contribute to increasing 
social inclusion and 
decreasing isolation - 
increase involvement and 
participation in 
employment, training, 
education, community 
activities or similar 
meaningful activities.  
 
Contribute to the 
reduction in poverty and 
deprivation  
 
Create a sense of 
belonging in a community  
 
Address the macro-
economic drivers of 
homelessness – 
fundamentally poverty 
and deprivation  
 
 
 
Positive transition 
towards the Alliance 
ethos & Culture 
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How do we measure outcomes & impact?  

Service v People v Staff 

Establishing measures at the outset should not shape the service, as our service 
should learn from the measures we collate and monitor, with a view to adapting to 
deliver What’s Best for People – what is the data telling us?  

There is a requirement for YOU to create a shared (Alliance & providers) 
monitoring/management system whereby, outcomes and impact are clearly 
categorised and distinguished between the service, the people (person) we support 
and the staff teams. This in turn, will allow us to evolve the tools we use to capture 
a holistic picture of YOU’s progress and identify areas for improvement.  The models 
below capture the basics of what YOU should consider as starting points to develop.  

1 - Service 

YOU needs to define the types of engagement & resources required to measure 
positive relationships (underpinned by Care Standards & good practice), creating 
KPI’s that reflect this. Flexible and agile reporting systems (that share information, 
data and knowledge) are established to collate meaningful information that can 
adapt where required. “Learning & Enquiry” should be at the heart of internal quality 
assurance and audited regularly.  

 

 

Service

Define types 
of 

engagement 

Set KPI's & 
monitoring

Flexible & 
agile 

reporting 
system

Internal 
quality 

assurance
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2 - Person (People we support)  

Linked to the logic model, YOU will define positive outcomes for people we support 
through and agreed tool, however, there is a recognition that the true relational 
engagement element lies in a person-centred approach, which should be evident 
when support is delivered. Engaging with people who have experienced the 
transition of homelessness past and present, will continually inform how YOU 
measures its success as a service.  Relationships with their communities, distance 
travelled, disengagement or re-engagement will all be areas monitored through 
person centred support and feedback.  

 

 

 

 

 

 

 

 

 

 

Person

Outcomes 
through levels 

of support

Relationships 
with people & 
community 

Impact on 
their life & 
distance 
travelled

Feedback & 
engagement 
from lived 
experience 
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3 - Staff 

We can't achieve our strategic aims without a dedicated workforce. To have a fully 
motivated and engaged workforce who support the ethos of What’s Best for People, 
we need to imbed reflective practice and a safe place to cultivate evolving skillsets.  
Training and development opportunities coupled with a culture of recognising the 
efforts of our teams will contribute to a positive atmosphere and in turn, ensure 
those we are here to support experience the best of our people.   

 

 

 
 
Culture & Ethos using Simon Sinek’s “Golden Circle” - where the what we are and 
how we do things are less important than the WHY.  The WHY should be at the heart 
of our message, relationships and language so as to create a healthy, motivated and 
value-based culture and atmosphere allowing staff teams to excel.  
 
 
 
 
 
 
 
 
 

Staff

Support, 
guidance & 
reflective 
practice

Training & 
development 
opportunities 

Reward & 
recognition

Ethos, culture 
& atmosphere
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Partnership Working 
 
The shared areas of focus that we will improve together  
 
Despite GCHSCP already established as an integral part of the Alliance, there is a 
recognition that historic ways of working and associated systems will need to evolve 
in order to achieve the goals set throughout this specification and ultimately 
delivered by YOU. This process will be shared and continually reviewed – YOU will 
work in partnership with GCHSCP and the Alliance to develop and design processes 
that meet the needs of What’s Best for People.  

 
Example areas requiring partnership approach: 

 

 

 
 

What's 
Best for 
People

New & 
existing 

systems & 
processes

New & 
existing 
priority 
areas

Referral conduits & associated processes 
•The requirement to identify, streamline and offer a more seamless triage system for 
the people who use our services

Representation on forums & steering groups
•The requirement to ensure that Alliance representation is present across all forums 
with both GCHSCP and third sector landscape where appropriate 

Flipping of a tenancy  
•The joint exploration of identifying where potential properties can be made into a 
permenant offer  

Joint monitoring system 
•Appropriate infromation sharing across a shared system that ensures the journey of the 
people who use our services is not repetative, intrusive or insesitive - contributing to 
quicker response to support 

Culture change & training  
•A partnership approach to sharing the latest training initiatives (e.g PIE/Trauma 
Informed) or shadowing opportunities appropriate to the roles of support across the 
Alliance and GCHSCP

Identifying resources 
•A combined mindset exploring and supporting links to multi-disciplinary approaches  
(e.g NHS/Prison) and community resources where possible
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Supporting Information  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Total cost of current services £8,814,997

Average split between staffing costs and service 
delivery is 80% former and 20% latter

The actual caseload of people accessing services 
is more often in excess of the contracted 

caseload.   However, there will be multiple people 
accessing different services across the city

Some services have included additional 
referrals such as individuals from the 

Bellgrove Hotel. 

Staffing structure varies across services -
between part time and full time staff 

members and also, the range of support 
hours delivered between 3 hours and 30 

hours per week, dependant on need. 

In one service 40% of people have been 
supported for over 2 years due to the nature 

of housing first,  therefore, measuring 
support in hours or people engaged must be 

considered.  
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Supporting Information Continued 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The legal part 

The business T’s & C’s we will need to think about: 

 

 

Service Level 
Agreement 

Terms of 
Supply 

Completion of 
evaluation 

form & 
organisational 

Profile 

Costs, 
governance & 

capacity

There are services which deliver multi-
disciplinary interventions outwith contract 

value stated, such at counselling, 
employment & psychological support

Volunteers are both essential and integral to 
the delivery of specific services

Average duration of time a person spends 
using a service has been recorded differently 
across the services (4.5 Hours) and doesn't 
include telephone support - some services 

do not record this
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Service Level Agreement – Alliance will coordinate in partnership with 
delivery organisations. 
 
Terms of Supply – Alliance will coordinate in partnership with delivery 
organisations. 
 
Completion of evaluation form & Org. profile – Alliance Management Team 
will facilitate and coordinate the matching & evaluation process and hand to 
ALT. 
 
Costs, governance & capacity – We’ll discuss this with potential matched 
providers during a consultative and collaborative iterative process that firms 
up the shape of the consortium and the added value each of the potential 
providers can add to Title. 
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77 Renfrew Street 
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G2 3BZ 
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