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Foreword
The first stages
of welcome
and acceptance
are crucial in the
onward trajectory
and success of any
integrated rapid
rehousing programme.
—Charles Maasz, Chief Executive,
Glasgow City Mission

Glasgow City Mission’s
Overnight Welcome Centre
(OWC) closed its doors on
1 April 2022. Once again, it
has been a privilege for us to
play a small but exciting part in
Glasgow’s ambition to the meet
the needs of vulnerable people
experiencing homelessness.

At what can be a real low-point in the
life of a guest it is essential that they
are managed with as much dignity and
humanity as can be offered. Homelessness,
destitution, chaos and trauma all have
dehumanising effects however an OWC
model offers an intentionally humanising
and dignifying context permitting the space
and time necessary to start the process of
‘loving people back to life’ and setting our
guests on a pathway to better outcomes.

Scottish law provides some of the most
robust legal mechanisms anywhere
for those at risk of, or experiencing,
homelessness. We are rightly proud
of such legislation, which seeks to
safeguard our most vulnerable citizens.
Sadly however there are countless
other contributing factors at play in the
lives of those people still caught in the
tragic and challenging cycles of housing
insecurity and homelessness, exacerbated
by ‘multiple and complex needs’.

Both for the city and for the individuals
we serve we offer the OWC as a blueprint
for a compassionate and integrated
approach to some of society’s most
intractable and challenging cases. The
first stages of welcome and acceptance
are crucial in the onward trajectory and
success of any integrated rapid rehousing
programme. As our cities continue to
explore Housing First and other rapid
rehousing strategies we expect to see
continued positive developments for
those caught in homelessness. With an
emphasis on partnership working and
building on experiences, and learning, from
throughout our partnership networks we
believe that the OWC is a model that can
be an example and an inspiration to others

At the point of presentation as homeless,
and before a suitable long term housing
solution is offered, a process of relationship
building, care, signposting, hand-holding
and evaluation needs to take place.

looking to make a meaningful impact in the
lives of people experiencing hardship. We
have aimed throughout to demonstrate
what compassion and dignity can look like
in Scotland in the 2020s.
A demonstrably successful OWC model
raises many questions and we look forward
to having those conversations. I hope
that this report provides you with clear
information, which as good as it is, cannot
convey the breadth of the real momentto-moment impact of the work but it does
offer a concise overview. As the team
rests after a massive effort, Glasgow City
Mission now looks forward to seeing what
improvements can be made with our eyes
set on the 2022/2023 season! 

Charles Maasz,
Chief Executive,
Glasgow City Mission
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Executive summary
• 401 unique guests stayed
for 3,508 bed nights
• an average occupancy of
29 guests per night; up
from 13 guests in 2020/21
• an average of 8.8 bed
nights per guest
• capacity reached on
24 nights compared to
0 nights in 2020/21
• 77% guests were male,
22% were female; with an
average age of 37 years
• 96% of guests were
recorded as moving on
to positive outcomes
• 60% of guests were
Scottish/British staying
an average of 5.5 nights;
40% were international
staying an average of 13.5
nights; all increases on
the previous season

Building upon the dramatic
transformation of the Overnight
Welcome Centre (OWC) in
2020/21, Glasgow City Mission
operated its winter project from
a different city centre hotel from
1 December through 31 March.
Once again, we worked in partnership with
the Glasgow City Health and Social Care
Partnership (HSCP) who covered the hotel
costs. Glasgow City Mission delivered the
service and provided the operational support
and corresponding costs.
Throughout the sector in Glasgow, there
is common agreement that there should
be no return to old-style ‘night shelters’.
Preparation for the 2021/22 season
involved building upon the progress the
city had made in response to the Covid-19
pandemic. By taking over a hotel already
in use by the HSCP, the OWC supported
just over 400 guests who required
emergency accommodation. Our staff
team provided 24-hour support for all
guests, creating a welcoming and safe
environment for everyone.

Since 2010, the OWC has built up a strong
network of partner agencies who are able to
provide expert support and advice to guests
who require it. Our aim is to make people
feel valued and seen, working within their
personal circumstances in order to support
them into a positive outcome. Expert
partners are a prerequisite to being able to
offer a wide range of support. Running a
24-hour service allowed the team to build
trust with guests, investing significant time
determining the most appropriate support
for the person. Overall, 96% of guests
moved into a positive outcome; a 9%
increase on the 2020/21 season.
The mental health of our guests was a
priority. We conducted welfare checks four
times per day, allowing staff to have regular
points of contact with guests. The dining
room became the hub of the venue, not
merely for the three meals served each day,
but as a safe space to build trust, listen to
guests and help them take the next steps
in their move-on plan.

low with beds at the OWC being available
for anyone who required them. Although
the service was at capacity on 24 nights,
no one was refused accommodation;
demonstrating the progress in the city’s
ability to provide emergency beds for those
who present as homeless.
40% of our guests were non-British, many
of whom would be classed as having no
recourse to public funds. These individuals
may face destitution in the future should
there remain no adequate solution for refused
asylum seekers. The City of Glasgow has
made great strides in response to the crisis
of the Covid-19 pandemic, including the
willingness to offer a space of dignity and
respect to all facing homelessness. We join in
urging one another, across the partnership of
over 20 agencies, not to lose the momentum
and gains that have been won. 

Rough sleeping in Glasgow is at an alltime low due to the resources that became
available during the global pandemic.
Throughout the winter months, it remained
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Journey to an
Overnight Welcome Centre

The journey
You were like my
family. Thank
you so much for helping
me and welcoming me
in when I needed it.

During the winter of 2010,
Glasgow experienced an
extreme cold snap whilst people
were having to sleep rough on
the streets of Glasgow.

—OWC guest

The CEO of Glasgow City Mission knew
that our organisation had to respond, and
immediately launched the first Glasgow
Winter Night Shelter (GWNS). Other
cities in Scotland already had similar
winter shelters, endorsed by their local
authorities, and at the time it seemed
incredible that Glasgow didn’t have similar.
The immediate need was to provide
a safe and warm place for those who
were sleeping rough or at risk of doing
so. The first year was very simple—we
opened a hall, put some mattresses on
the floor, and welcomed people in.
There were some criticisms at the time.
That a service like this encourages
people not to engage with statutory
services and perpetuates rather than
resolves homelessness; and that
they can attract people who are not
actually roofless but may choose to

stay in a shelter. Over the years these
have been shown to be unfounded.
Throughout the next decade we expanded
our service, all the while stating that the
GWNS was not an accommodation solution
and should not become a substitute for
the statutory duty to provide homes. The
ultimate aspiration was always that one
day the provision of accommodation
in the city would be sufficient such that
a GWNS would not be required.
In 2015, the service extended to run for four
months (December–March) and moved to a
more suitable venue at the Lodging House
Mission (LHM). Our aim was to still provide
emergency shelter for vulnerable people
but with increased emphasis on linking
them in with other partners for appropriate
support. The partnership list grew year on
year, with strong inter-personal relationships
being fundamental to successfully providing
guests the best support. Indeed, the
trust and co-working that arose from
these partnership arrangements positively
influenced other initiatives across the city
such as the Integrated Street Network
and the City Ambition Network.

During five years at the LHM, the GWNS
was able to accommodate up to 40 men
and women each night; although sleeping
arrangements were still mattresses on
the ground. Our staff team became highly
experienced in working with chaotic
individuals who had spent years caught
in the ‘revolving door’ of homelessness
and addiction. The LHM provided
breakfast and an ongoing day service.
This provided even greater opportunities
to link guests in with service providers.
A further development came in 2018 when
Health and Social Care Partnership (HSCP)
caseworkers offered to embed themselves
in the GWNS during the opening hours of
each night; from 10pm until midnight. This
co-located cooperative arrangement was
highly productive. Guests presenting at
the door could receive an update on their
case, or on occasion be offered alternative
and more suitable accommodation on the
spot. Furthermore, guests who already
had accommodation elsewhere in the
city were identified and encouraged to
return there. Both of these responses
helped keep mattresses free each night
for those who sadly had no alternative.

Overnight Welcome Centre Report | 2021–2022

6

The journey cont.
This is the only
place I have
had help in the UK
(having been in the
country since 2009).
—OWC guest

During the 2015–2020 period, we would
typically host 30 guests per night and
welcome 600–700 unique guests over the
winter. Any night we reached capacity (40)
would force our staff to have the hardest
conversations where we would have to
turn people away. Each year we worked
hard at reducing this number by increasing
our focus on creating move-on plans for
each guest. So, although the primary
purpose of the GWNS remained to provide
respite for those rough-sleeping, the more
substantial underlying goal became to help
each person connect with partner services
and support them into suitable and stable
accommodation. The average length of
stay at the GWNS was lowered from 6–7
nights per individual down to 4–5 nights.
Then Covid changed everything
At the start of 2020 the whole world was
affected by the Covid-19 pandemic.
The GWNS was forced to close on 18
March, 13 nights before the season was
to end. There was a sense of panic in
the air and an uncertainty as to what
would come next. It was quickly clear that
any overnight service involving putting
mattresses on the ground was completely

unacceptable. The model of dormitorystyle shelters was now deemed obsolete.
This was coupled by moves across the
UK, backed by Government funding, to
get ‘everyone in’. Very quickly hotels were
commandeered and everyone, regardless
of eligibility, was offered a private room.
As the pandemic stretched on, it was clear
that the city still required a winter overnight
emergency service, but that this would
have to be drastically different to anything
we had provided before. After discussions
with the HSCP and Scottish Government, a
brand new service opened up in December
2020—the Overnight Welcome Centre.
The new approach moved from 40 people
sleeping close together in a hall to a 24-hour
service in a city centre hotel. Each guest
had their own room with a private bathroom,
their own personal space. We recruited and
trained a staff team who would be on-site
around the clock from 1 December through
to 31 March. The service transformed
into not merely an overnight emergency
accommodation, but a location where
support staff could take a person-centred
approach to create move on plans for each
guest. The emphasis was on rapid move-on.

Operating an OWC
During the first lockdown, emergency
accommodation in hotels encouraged
guests to mainly stay in their rooms, with
no socialising and meals served to each
bedroom. For our OWC in December 2020,
we chose to open up the dining space of
the hotel; not merely to encourage guests
to come and have meals in a safe, open
space, but to offer an opportunity to talk.
Having spent a lot of time in isolation, we
focussed on supporting our guests’ mental
health. Isolation had taken its toll and
having extra space allowed us to interact
with our guests in a way that reflected a
bit of normality. Hygiene measures were
still in full force and staff wore PPE for
every shift. However, it was important for
us to break down the barriers of isolation
and monitor the welfare of our guests.
Operational partnerships continued to
expand, even though much of the support
still happened online. Nevertheless, when
we reached the end of the winter season,
we knew that for the first year none of our
guests were going back out on to the streets.
Glasgow had successfully progressed into
the future due to the Covid-19 pandemic.
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The journey cont.
Spring 2021 saw us reflecting upon the
OWC and for winter 2021/22 we prepared
for a second iteration. It was clear Glasgow
still needed such a winter emergency service
but as a charity we couldn’t provide this
alone. In November 2021, the local authority
agreed to provide another city centre hotel,
and with three and a half weeks till opening,
Glasgow City Mission recruited and trained
a staff team and pulled the project together.
This hotel was already providing emergency
and temporary accommodation for the
HSCP. The agreement was that they would
still allocate homeless presentations to the
hotel, whilst we reserved six bedrooms at
our disposal for those who struggled to
engage, didn’t trust the system, or had no
recourse to public funds.
This winter we welcomed 401 guests to
the OWC, of which 157 were allocated
by HSCP through normal emergency
accommodation pathways, whilst the other
244 came to us via partners (e.g. street
teams) or self-presentation at the door.
Regardless of the route of bed-allocation,
once each guest was accommodated with
us they were treated the same and offered
exactly the same assistance.

Many of the guests had multiple complex
needs or language barriers. The service
evolved and kept the person-centred
approach developed in the previous
season. With grace and great patience, the
team developed new skills to evaluate the
support needs of each person with the aim
to rapidly accommodate them somewhere
more suitable.
We commonly welcomed guests who were
banned from many other services in the
city. The team worked with each individual,
aiming to bring them some stability during
their stay, whilst simultaneously working
closely with the HSCP Complex Needs
team to produce an appropriate moveon plan. This required great flexibility
when it came to interpreting operational
procedures and rules both from our staff
and our partners. We regularly avoided
automatically accepting the conventional
solution for an individual, but rather urged
one another to find ways to reach a
better outcome for that person. The care
and compassion people experienced
was of an extremely high standard; it
was not unusual for guests to express
disappointment at leaving our Centre. 
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2021/22
Operational Report

Our guests
We saw staff
finding creative
ways to overcome
language differences;
help guests with health
concerns; navigate
issues with addictions
and the associated
unpredictable
behaviour with patience
and compassion.
Guests commented
on how different they
felt when the OWC
staff took over at
the hotel and how
they felt safer.
—Pam and Morag,
GCM Housing Settlement Officers

The OWC opened its doors on
1 December 2021 and closed
again on 31 March 2022, having
welcomed 401 guests during
that time.
Figure 1: Number of unique guests,
page 10, shows in the beige-coloured
sections that this was double the
number of guests welcomed to the
OWC last season. The green and blue
sections display people who came to
the OWC and began to receive support
before it transpired that they already
had accommodation or were offered an
appropriate alternative immediately. They
did not stay in the hotel. These totalled
136 in 2020/21 and 41 in 2021/22.
There is no clear indication of why the
number of guests was higher; although
it is still many fewer than the average of
600 that used to stay at the GWNS. In
2020/21 the OWC operated with all bed
allocations being offered by OWC staff,
whereas this year the HSCP also allocated
people to the hotel who needed the
extra support offered at the OWC. These

individuals often had multiple and complex
needs, so a 24-hour emergency support
service provided a reassuring safety net
for the city.
The OWC used all 31 rooms at the hotel,
with only one guest per room, unless they
were a family unit. The average nightly
occupancy of the OWC was 29, more
than double the previous winter; but with
couples and siblings sharing a room, the
busiest night had 36 guests residing.
Last year there was no night where the
OWC was full. However, this season
the service was at capacity on 24
nights. Fortunately, on these nights no
one had to be sent back to the streets.
Anyone presenting on full nights would
be sourced alternative accommodation
via the HSCP Out-of-Hours team. This
highlights the progress that has been made
in recent years to support people into
accommodation, building upon a strong
partnership with statutory services.
The breakdown of our guests by nationality
is shown in Figure 2: Numbers of guests by
nationality. Roughly 60% are British guests
and 40% international. This is compared to

a 50:50 split the previous year. Although we
saw more British guests than international, it
often felt like there were more internationals
present in the hotel due to their move-on
plans taking longer to work through. The
model of the OWC allows staff to take time
to build trust, access interpreters and come
up with a suitable option for each individual.
Like many similar services in the sector, the
OWC was accessed by many more males
than females. Figure 3: Gender of guests
shows 77% of our guests were male. This
is similar to 76% last season, but slightly
lower than previous years of the GWNS
which averaged 85%. The average age of
our guests was 37 years old, which has
remained roughly constant over the years.
We also had a number of couples access
the OWC during the winter, which was
a new trend. This included a number of
international couples who were navigating
the asylum system together and were new
to the country. Being able to keep them
in a room together was reassuring for the
couple and they were relieved to not be
separated. During the season, we provided
safe accommodation for three females who
were pregnant. 
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Our guests cont.
Best supported
accommodation
I have been in, and I
have been in them all.
—OWC guest

Figure 1: Number of unique guests

Figure 3: Gender of guests
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Personnel
What a journey
we have had
together! The
improvements and
learnings over the
years to support
the clients seems to
have been fasttracked over the
past couple of years
with positive outcomes
for most. Great joint
working with you!
—Elaine Barrett,
Simon Community Scotland

Moving to a 24-hour service in
December 2020 required an
increase in the staff team; and a
further increase was required
this season.
We employed 14 full-time staff in
order to ensure at least two staff
members on duty at all times. The
team were ably supplemented by 16
volunteers who committed to around
three hours per week. This staffing
level would be considered a minimum
yet allowed volunteers to focus on
serving guests during meal-times and
striking up supportive conversations.
We are extremely grateful for the volunteers
who come to serve in our winter project
year on year. Each volunteer has a clear
passion for supporting the guests we
encounter and is an asset to the team.
Many staff report that the OWC is a
special project to work in—revealed
by the significant number who return
each year, despite the job only offering
a four-month contract. Similar to last
year, half of our team were returning

employees who brought great skills and
invaluable knowledge to the service.
Looking at the trends from last year,
we were keen to increase our levels of
staff with lived experience of the asylum
process. This was therefore a priority
when recruiting our team, and we ended
up with an incredibly strong group of
talented individuals. The specific personal
experiences of team members allowed
guests to relate to someone who better
understood their circumstances.
Funding from the Alliance to End
Homelessness and the Isabella Memorial
Trust allowed us to continue into a second
year with our two Housing Settlement
Officers (HSO). These roles were a great
success last year with their primary role
to follow-up guests after they had moved
on from the OWC. They work hard to
break the cycle of people revolving
around temporary accommodation and
sometimes even returning to the OWC.
Due to a high number of individuals with
complex needs, the next eight months
will be a challenge for this team, but as
they work closely with partner agencies
we hope for positive outcomes. 
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Partnerships
The service of
the Overnight
Welcome Centre has
been so invaluable
during the winter
months for clients
of the British Red
Cross. Their staff
are knowledgeable,
experienced and
approachable. It has
been a real pleasure
to work so closely
with them over the
last few months.
—Annie Saha,
British Red Cross

The vast array of over 20
partners are involved in the
OWC and is at the heart of the
success of the service.
The various agencies across the city have
worked hard at this for a number of years
and all partners are keen to continue this
progressive approach. The partnerships are
vital in providing the best support for our
guests and bringing specific areas of vital
expertise. The service could never be run
successfully by a single agency.
On site we welcomed the return of partner
agencies such as Shelter Scotland and
Govan Law Centre who provided legal
advice and support to multiple guests.
Covid-19 limited the number of agencies
who felt able to give outreach support. As
restrictions lifted throughout the season
we began to glimpse what a multi-agency
service could look like in a post-pandemic
environment, with agencies providing
direct support on-site. We were thankful
to build on our relationship with the
HSCP Complex Needs caseworkers who
provided on-site support five days a week.

Last year we developed good working
partnerships with agencies who offer
specialised support to international guests.
With 162 international guests from 56
different countries, we relied even more
heavily on the support and expertise
they offered. These guests often had
complicated cases whether they were
starting an asylum claim, currently going
through the process, or appealing a refused
decision. The extremely complex process
necessitates using partners with this area
of expertise. These guests often stayed
with us longer, and operating a 24-hour
service gave time to build trust with the
guests, giving opportunity to link them with
the most appropriate support.
A key tool in partnership working was our
database, provided by ITRS. This enabled
partner agency staff to follow guests’ cases
and communicate with the team on site.
Street teams, such as the RSVP Simon
Community team and our own Outreach
Team were a vital link to those who required
the service most. It was not uncommon for
rough-sleepers to develop trust with staff
from a street team before they felt confident
enough to come through our door.

Having opened up the dining space in the
hotel, it quickly became the hub of the
service. We are thankful to Social Bite and
Lodging House Mission who provided the
OWC with nutritious meals ensuring all guests
had access to healthy food. The dinner
service was supported by volunteers from
local Glasgow churches, who came to serve.
Meal times were an indispensable time
to connect with our guests and see
how they were actually doing. For the
last four years, Healing for the Heart
have provided a therapeutic listening
service for guests of the winter project.
We altered the timing of this support to
coincide with lunchtimes. Reflecting on
last year, a lot of our guests spent more
time downstairs during the day than in the
evening. By changing the timings of the
therapeutic listening services, we were
able to open up the service to more guests
than before, many of them benefiting
from having someone to share with.

We would like to give enormous
thanks to all our partners; a full
list is given in the appendix. 
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Duration of stay
I am so grateful
for all the help
and care I have
received over the
last few days. I will
carry these memories
as some of the
warmest in my life.
—OWC guest

The average length of stay for
our guests increased. As can be
seen in Figure 4: Average length of
stay, British guests stayed for 5.5
nights and our International guests
stayed 13.5 nights, with the overall
average being 8.8 nights.
Part of this increase is due to many of the
British guests coming with multiple and
complex needs. 68.5% of guests remained

at the OWC for up to 7 nights. However,
by taking a person-centred approach, we
actively modelled the concept of a repaid
re-housing centre in the OWC.
There is no predicting the time of day or
night when a guest may come into the
dining room and decide they are ready to
receive help. Thus, having support staff
available 24-hours a day is essential. The
average length of stay was therefore bound
to increase and rather highlights the level
of support required and often the limited

options available to a guest when planning
their move on.
Frustratingly, we saw guests moved
to other accommodation services only
for the placement to break down and
they ended up back at our door—the
cycle of homelessness repeating.
It is a credit to the OWC staff team that
they were able to continue supporting
these guests, who exhibited highly
challenging behaviour, but did so in order
that rough-sleeping was prevented. 

Figure 4: Average length of stay (nights)
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Incidents
The Welcome
Centre has
provided critical
accommodation
in protecting the
vulnerable over the
cold winter months. By
closely working with our
partners who provide
the service, we have
been delighted at
the positive outcomes
for so many people.
—Chief Inspector Scott Simpson,
Police Scotland

Covid-19 was at the forefront
of our minds when preparing
for the 2021/22 season. It was
expected that we would see
an increase of Covid cases
within the hotel due to the quick
transmission of new variants.
Throughout the whole season, we supported
six Covid-positive guests to isolate
and successfully prevented any further
transmission between guests. We maintained
the high level of protective procedures
from last year, including correct PPE, social
distancing, and regular testing when required.
Some of the isolating guests had
addiction needs, which complicated the
isolation processes. This required special
arrangements in order to support the
guests to remain in isolation. One guest was
admitted to hospital in order to complete a
medical detox before coming back to us to
finish his isolation period, and another guest
had their medication dropped off at the hotel.
The staff took part in an NHS scheme of
weekly PCR testing which picked up two

positive cases. Over the season, multiple
staff members tested positive for Covid-19
but transmission was kept to a minimum
and the service was not compromised.

on site. Thankfully they were not required
to intervene often but it was reassuring
to know help was always near. 

NHS nurses from Hunter Street Homeless
Services were often on site to tend to
guests for medical support. Last year, our
team had to administer Naloxone once
in response to a suspected overdose.
We retained our welfare checks at
7:00am, 1:00pm, 6:00pm and 11:00pm
ensuring we knew how guests were
faring and allowing us to take action
when required. Guests who were under
the influence of drugs or alcohol were
checked more frequently, allowing the
staff team to monitor possible incidents.
Moving to a new area of the city centre
naturally raised some concerns in the
local area. Staff worked closely with
Police Scotland to ensure guests and the
location were safe. Our calls to Police
Scotland were manageable but they
were higher than last year. This was due
to the complex nature of some of our
guests. For the first time in our history,
the OWC had a trained security guard
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Outcomes
Thank you for
the care and
support you offered
me during a very dark
time of my life. You are
kind beyond belief.
—OWC guest

Figure 5: Outcomes for
guests, page 16, displays
the immediate destination for
guests as they moved on from
the OWC. However, the nature
of temporary accommodation
is, unfortunately, that guests
keep moving quite frequently.

3% returned to their local authority for
support, and 2% moved on to private
tenancies. This resulted in 96% of our
guests moving into a positive outcome; an
increase of 9% from last year. Some of our
guests leave without an outcome, which
equated to 4% of guests this season. This
is really a very small percentage and the
96% success rate is mainly due to the
trust we were able to build with guests

This is one of the challenges for
our HSO workers—they discover
guests have already moved from
their initial destination. Tracking this
information across partnerships is
a very time-consuming task.

At the start of the season we saw a
number of guests arriving in Glasgow
who had absconded from Home
Office accommodation. These cases
were particularly difficult to work with,
as the Home Office did not have the
capacity to reallocate these guests to
Glasgow. Unfortunately, a firm approach
had to be taken with guests who
were required to return to their Home
Office accommodation in England.
The HSCP supported these guests to
return by providing travel warrants.

Throughout the four months of the
OWC, 71% of guests were moved into
other temporary accommodation either
via the HSCP or Home Office, a 14%
increase on last year. This is made up
of 59% accommodated by the HSCP,
10% Home Office accommodation,
and 2% went into another form of
supported asylum accommodation.
Furthermore, 14% returned home,
6% went to stay with family or friends,

We supported 40 individuals to access
Home Office accommodation through
the Migrant Help service. This process
can be exceedingly time consuming,
being kept on hold and being passed

from department to department. On one
occasion, our team spent six hours on the
phone for a single guest, ensuring they
received the support they were entitled to.
Supporting guests who were starting their
asylum claim could also be challenging as
the Home Office would not accommodate
them whilst they waited for their Screening
Interview. This resulted in our international
guests using 2192 bed nights in
comparison to British guests who used
1316 bed nights even though 60% of our
guests were British.
A number of guests had been refused
asylum and were appealing the decision.
Available support for these guests is
extremely limited, and they are on the
brink of destitution. We were able to
accommodate a couple of guests to our
partners at Safe in Scotland. They deliver
a great service which is in extremely high
demand. We relied heavily on input from
the British Red Cross, Scottish Refugee
Council, and Govan Community Project
when dealing with these complex cases.
These services also referred guests into our
service and continued to work with guests
throughout their stay. 
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Outcomes cont.
This is like a
six-star hotel
compared to the old
style. It matters that
it’s open 24 hours a
day. The old shelter
opening times were
10pm-8am; in bitter
winter you had to
leave in the morning.
—OWC guest

Figure 5: Outcomes for guests
 Temporary accommodation (236)
 Home Office (41)
 Other asylum accommodation (8)
 Returned home (58)
 Friends & family (25)
 Travelled back (12)
 Private tenancy (7)
 Hospital (4)
 Prison (3)
 Housing First (1)
 Rehab (1)
 Unknown (5)

Total: 401 guests
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Conclusions
Although LHM
has a historic
relationship with GCM
and OWC, this was my
first experience and
what a privilege it has
been! Our lunches were
well-received, and some
guests came and made
use of the services
and support we provide.
I will very much look
forward to seeing what
this year brings for us.
—June Macleod, Manager,
Lodging House Mission

The OWC provides a service
that Glasgow requires.
Supported accommodation is
in high demand within the city
and this season has shown
how difficult it is to place
guests with complex needs.
A service like this should always evolve
and adapt, aiming to provide better
support for guests. This year we were
able to increase support services coming
on site, which benefitted our guests
greatly. It was an incredibly successful
season due to key partnership working
across the whole of Glasgow.
The OWC is a low-barrier type of
accommodation, where it is easier to enter
without initially meeting certain criteria.
This allows people to come in, catch
their breath, build trust with services, and
then look at their options. The OWC is
also a successful rapid-rehousing model
that could run throughout the whole
year. However, it would need to remain
unique compared to other supported
accommodation models. The OWC has the

potential of being a starting point, linking
guests in with appropriate services and
supporting them into better outcomes.
Complex cases are not easy to manage
and the OWC has been a safety net
for the city to pick up these cases. We
experienced the challenge of guests being
banned from other accommodations in
the city and the strain this puts on the
allocations team within the HSCP. We were
able to work closely with them, buying
them time and keeping the guest safe until
something more suitable was sourced.

We join in urging one another, across the
partnership, not to lose the momentum
and gains that have been won. 

With the world coming out of the
global pandemic, there still lingers a big
question of how to cater for those with
no recourse to public funds. We know
the asylum process is complicated and
long, meaning many individuals can
become destitute. If we cannot create a
safe place for these individuals in future
years, we may see an increase in rough
sleeping on the streets of Glasgow.
The City of Glasgow has made great
strides in response to the crisis of the
Covid-19 pandemic, including the
willingness to offer a space of dignity
and respect to all facing homelessness.
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Appendix
A huge thanks
goes out to all of
Glasgow City Mission's
partners and funders
who enabled the work
of the Overnight
Welcome Centre
practically, financially
and prayerfully.
—Phil Wray, Head of Projects,
Glasgow City Mission

Full list of partners:
Aspire

Healing For The Heart

Scottish Drugs Forum

Blue Triangle Housing Association

Housing First Consortium (Glasgow)

Scotia Radio Scottish

British Red Cross

Hunter Street Homeless Services

Ambulance Service

Bullet Express

ITRS Group (Database services)

Scottish Refugee Council

Citizens Rights Project

Lodging House Mission

Shelter Scotland

Glasgow City HSCP

Marie Trust

Simon Community Scotland

Glasgow Street Pastors

Police Scotland

Social Bite

Govan Community Project

Safe in Scotland

Turning Point Scotland

Govan Law Centre

Salvas, Conflict Management Training

Venture Medical

Baird Trust

Isabella Memorial Trust

Social Bite

Glasgow Alliance to End Homelessness

Rangers Charity Foundation

Springboard Charitable Trust

Hope Foundation

Scottish Government

Urban Potential

Full list of funders:

20 Crimea Street, Glasgow, G2 8PW
0141 221 2630 | info@glasgowcitymission.com | glasgowcitymission.com
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