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Executive summary

(HSCP) and their Out of Hours team, we
were able to link guests in to multiple
sources of accommodation throughout
the city. Understanding that there

would be guests who had no recourse
to public funds, the OWC funded 598 ‘ll f : Ol
emergency bed-nights for this group. . ! |
The need within the city of Glasgow has _ , R a il
dramatically changed since the Covid-19 The OWG welcomed 534 unique guests '

. , who found themselves in a moment of
pandemic. However, our goal for the winter o o o
project has always remained the same—to crisis and lreqzlrlng suppc;]ﬂ. M'S:'OHﬁSt?ﬁ
give someone a route out of rough sleeping were on site throughout the night, offering a

during the coldest months of the year. warm, safe and welcoming space for those

was provided by essential partner
agencies. With forthcoming changes
in asylum law, we predict that demand
in this area will continue to grow. M

* 534 unique guests Glasgow City Mission’s Overnight

Welcome Centre (OWC) is an
adaptable winter project that

has taken on various formats
throughout the past 14 years.

e 73% of guests were
Scottish/British; 27%
were international

® 81% guests were male,
18% were female; with an
average age of 37 years

e a safe space to wait
was provided for guests
on 258 occasions

¢ 598 emergency bed-
nights were provided for
guests who were not
eligible for assistance
through the HSCP

® 95% of guests moved
on to a positive outcome

Once again, we worked in partnership
with a variety of agencies from across
Glasgow. Glasgow City Mission delivered
the project including the operational
support and corresponding costs. Due
to changing needs within our city, the
service was reviewed to ensure we

could still provide a safe space where
people could present in order to access
accommodation. Rough sleeping in
Glasgow is still at an all-time low, mainly
due to the positive collaborative work,
which has continued since the pandemic.

Working in partnership with Glasgow
City Health and Social Care Partnership

in need. Our Housing Settlement Officers
(HSO) also connected with guests during
the day, with the aim of moving them to
more secure accommodation. There were

occasions when guests would remain in the

building throughout the night, for example,
to catch the first bus or train home.

73% of guests were British, which is an
increase from the previous two years.
The remaining 27% of guests were
internationals. However, staff spent
more time working with internationals
due to the complexity of their cases,
particularly when they had no recourse
to public funds. These guests required
specialist advice and support which
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Operational report




' ' Tb\d\f\k gou.
60«4 are Hhe
Amazing ones, what

ou do everd night is
ok, ped

M S0 much. CO\A“'
‘H\d\f\k gou Mougk.

—OWC guest

Our guests

The Overnight Welcome
Centre (OWC) opened each
night from 9pm to 7am,
from 1 December 2022 and
closed on 31 March 2023.

During the winter season, we welcomed
534 unique guests. In last season’s
report, we explained the journey of this
project, from 10 years of functioning

as a night shelter with mattresses

on the floor, to operating from hotels
during the pandemic. This report can
be accessed from our website here.

When planning for the 2022/23 season, it
was important to focus on the need in our
city. The landscape of rough-sleeping in
Glasgow has changed dramatically over the
past three years. On average, we are still
seeing numbers of rough-sleeping below
ten. However, even with low numbers

there are people who find themselves

in desperate need each night and thus
some model of the OWC was essential.

People arrived at the OWC in their moment
of crisis with nowhere else to turn. Trained
staff were on site throughout the night

and linked guests with the appropriate
support required. The service was aimed
at people who are sleeping rough, people
who need accommodation, people who
have just lost their accommodation, people
who are anxious about presenting, and
people who may need somewhere safe
whilst awaiting access to accommodation.
Our main goal remained the same—to
provide a route out of rough sleeping
during the coldest months of the year.

Those who were eligible continued to
be accommodated by the Glasgow City

Health and Social Care Partnership (HSCP).

Additionally, there was a need for a safe
place for people to present and wait during
the coldest months, and so we operated
out of our city centre building at Crimea
Street. Without our own beds we moved
to work more closely with the HSCP Out
of Hours team; meaning our guests were
no longer limited to just one hotel. Instead,
eligible guests were able to move straight
into HSCP beds in a range of locations.

There was also a need for people to

be able to wait in the building. On 258
occasions, guests needed to use the OWC
as a safe waiting space. This included

some guests waiting for a bus or train
home, or awaiting support, such as lock-
changes, to access their accommodation.
Others might be banned from certain
accommodations, and investigations

are required between local authorities.

This may take several hours. There were
guests who needed support from agencies
such as Shelter Scotland to challenge
decisions that were being made.

There were chronic rough-sleepers who
would take a long time to build trust with
staff. This group often popped by simply
for a tea or coffee or a quick chat with
the team. Although we did not anticipate
the service filling this particular need, we
saw the value in allowing space for those
guests to develop relationships. On other
occasions we welcome those who were
in the asylum system and had either
absconded home office accommodation
or had refused another offer. These people
again needed somewhere safe and warm
to wait—sometimes for several nights—
whilst other options were explored.

Being aware that not all guests who
came through our door would be eligible
for local authority accommodation, the
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' . 'm Aoif\g gﬂw\-l-
And am so

Mppg in my new

Accommodation.

—OWC guest

Our guests cont.

OWC funded six emergency beds each
night in a private hotel. This allowed us

to provide 598 emergency bed-nights.
Generally, these beds were utilised by
guests going through the asylum process,
refused asylum seekers, or guests for
whom we felt this would be a safer option.

We recognised the great work our day-
team had achieved during our previous
two seasons so this winter we doubled
this team in order to continue supporting
guests. They worked tirelessly to help
guests move out of our emergency
beds and into a positive outcome. They
also began working with guests who
had been given an emergency B&B
space to start the process of moving
into somewhere they could call home.

With the OWC adopting another model

of operation this winter, it is difficult to
compare the data with previous years. On
our busiest night, we welcomed 25 guests
through the OWC. Figure 1: Numbers of
guests, shows the total number of unique
individuals accessing our service, with an
increase of 133 guests on the previous
year. This is probably down to a number
of factors, including that the building is

more well-known amongst guests, is more
centrally located and partners more readily
sent guests to us especially if they needed

to wait for accommodation to be arranged.

Figure 1: Numbers of guests also shows a
basic breakdown of nationality. British and
Scottish guests made up 73% of our total,
while the remaining 27% of guests were

internationals. Last year we saw 60% British

guests and 40% international. Although
we saw a decrease in the percentage of

international guests, they took up more time

in attempting to work on their cases. These
guests mainly stayed in our emergency
hotel beds. Our day-time staff would
actively prioritise them in order to help
them move onto positive outcomes. They

achieved this through accessing interpreters

and working with partner agencies.

A relaxed atmosphere at night means
guests felt welcomed when they arrived
and begin building trust. They felt valued
and that they were seen and heard. This
made the work easier during the day as
there was a continuity of approach.

Similarly to previous years, 81% of guests
were male and 18% were female which

is shown in Figure 2: Gender of guests.
The percentage of males has slightly
increased from 77% last year. These figures
correspond with figures that are seen
within the sector. Once again, the average
age of our guests was 37 years old. l
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Our guests cont.
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' ' ONC/is a llﬁb
saver for Pmople
with no vecourse 4o
Pu\Hic ﬁar\o\s duvr if\g
He difficult winter
Mon'H\s. Ni+hou+ ‘H\Q/
servicr, Hhe impact
on woplds health and
wej—bejng will be hage.

Asylum Service Manager
Scottish Refugee Council

Presentations

Throughout the season, we
had 1,528 presentations from
our 534 guests.

When initially planning the season, we
hoped there would be few occasions
where people would require the service
more than once. Incredibly, 65% of

our guests only required the service
once. They often went straight into B&B
accommodation, were supported home,
or went to stay with family or friends.
We saw a further 20% of guests two to
three nights in the season. The final 15%
accessed the season on more than four
occasions. This is illustrated in Figure 3:
Frequency of accessing the service.

We actively worked on building trust with
guests who were apprehensive about
using the service. By working with key
partners, like Simon Community Scotland,
long-term rough sleepers in our city were
gently encouraged to come inside. This
started with reassuring them with a cup
of tea or allowing them to warm up for

a few hours. This process could not be
rushed as misgivings had to be broken
down before trust could be built.

There may be multiple reasons as to

why some people do not want to be in
accommodation—this could be due to
mental health, PTSD, fear, or they prefer
to live ‘off-grid’. Yet, several times we were
able to gently welcome chronic rough-
sleepers over several nights and put them
at ease so they felt able to accept the
accommodation offer. It is a slow yet vitally
important aspect of the OWC work.

The overnight team also encountered guests
who had never experienced homelessness
before, each with different stories of how
they came to be in this position. Once
again, we are reminded that anyone can find
themselves experiencing homelessness.
We encountered guests who would stop by
on the way back to their accommodation
having been through the service previously in
the season. These conversations were vital
in building trust and we were then able to
link the guest in with day services. Through
this method of building trust, multiple
guests went on to work with our Rehab
Pathways Team and have since gone on

to access a bed in residential rehabilitation.
One man never imagined he would need
support in finding accommodation. When
he returned to see the overnight team the

following night, he began to ask for help
with an alcohol addiction. After a few days
of linking in with the team, he finally came
in to meet with the Rehab Pathways Team.
He found a renewed purpose, made the
decision to accept help, and is just one
example of being supported into rehab.

Guests who are going through the asylum
process often required the service more than
once as their cases were more complex and
challenging. We saw an increase of guests
who had absconded from Home Office
accommodation in England. Many were
disappointed to hear that Scotland was part
of the same asylum process as the whole
of the UK. These guests faced extremely
limited options when it came to finding a
long-term solution for accommodation. They
were either in the process of appealing the
Home Office decision and were not entitled
to any support from the government or just
beginning this process. Circumstances like
this resulted in 3% of guests requiring the
service on more than 15 occasions. It reveals
there is still the need for a space for guests
who find themselves in this position. This

is an extremely challenging area of work
and one where we repeatedly relied on the
professional expertise of partner agencies. M
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Presentations cont.

Figure 3: Frequency of accessing the service

2-3 nights 4-14 nights

one night 15+ nights

M one night

B 2-3 nights
B 4-14 nights

M 15+ nights
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A new OWC model required a
re-structured staff team.

We employed 10 staff, from a variety of
backgrounds who each brought unique
skills to the team. The HSO doubled from
two to four, ensuring that guests were
provided with support the following day.
They focussed on international guests
who were placed in emergency beds
by the overnight team. Two of these
staff will continue in this follow-up role
throughout the rest of the year. :
is to break the cycle of guests |
temporary accommodath f
They will continue to suppc
who came through the OW.
them from hostels to homes.
team utilised the skills of G
Mission’s city centre team anc
able to learn from their experienc:
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' Wis o\lwo\gs
invaluable +o
worK in pavinership
with Hhe ONC 4o
eNsSUre someone gets
Hhe vights they are
endited 4o. We cannct
ver put A value on
+he hope someone
finds when Hhey know
someone is Hheve to
help Hhem get what
+kuj are allowed.

— Stephen Wishart
Shelter Scotland

Partnerships

Partnerships are at the core of the
OWC. We have continued to work
with a wide range of organisations
from across the city.

Bi-weekly partnership meetings created
opportunity to pool knowledge and
advice in order to reach the best possible
outcomes for guests. Due to expertise of
the partnership agencies, these meetings
enabled us to gain clarity over challenges
we were facing in supporting guests. Our
database system, created by ITRS, was
also a vital tool in information sharing
with partners (subject to permission from
guests). Different actions undertaken by
partners for a guest could be recorded
and viewed across the partnership.

We rely on each agency bringing their own
expert knowledge of their specific fields,
which assists the OWC team in bringing
the highest quality advice to our guests.
This year we welcomed the return of HSCP
Out of Hours team back on site. At Crimea
Street, they were able to speak directly with
guests helping source accommodation.
When they were not on site, we utilised

the Freephone number and kept the guest
safe until accommodation was provided.

Agencies such as Shelter Scotland were
extremely important in ensuring eligible
guests were receiving all the support

they were entitled to. Simon Community
Scotland signposted many guests to the
service and had the strongest relationships
with long-term rough sleepers who were
often reluctant to engage. One example
was a man who was rough sleeping in

a tent in a park. The guest was picked

up by Simon Community Scotland who
spent time building trust with the guest.
They encouraged him to access the OWC
where we supported him into one of our
emergency beds. Once in an emergency
bed he began attending key appointments,
which were vital in moving his case
forward. Since accessing the OWC, he

is now in a flat where he is continuing to
access support. This example highlights
the great value from joined-up working.

In another case, we were able to work
with a German charity in order to support
one of our guests to return home to
Germany where she could be reunited
with friends and family. The OWC team

worked tirelessly to make sure our guests
were linked in with the correct support.

During the winter season, we engaged
with 135 guests who had no recourse

to public funds. Guests came from 60
different countries, often requiring specialist
support from agencies who concentrate
on working with international guests.

Many complex issues arise with the
asylum process and it is vital that guests
receive advice quickly and accurately.

The Scottish Refugee Council, Govan
Community Project, and British Red Cross
were able to provide long-term support for
guests who were refused asylum seekers
or ‘appeal rights exhausted’. Most of
these guests come with trauma having
travelled across nations to arrive in this
country. Many had to flee due to becoming
Christian in countries where this is not
acceptable, or because of their sexuality.

Due to the complexities of these cases,
each one is dealt with individually and
time is taken to understand what the next
step should be. In one particular case,
we encountered a man from Irag who
was profoundly deaf. Due to his disability,
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Partnerships cont.

the Home Office had cancelled multiple
screening interviews for this guest, as they
could not access an appropriate interpreter.
A community group directed him to our
service, as he had nowhere else to turn.
After accessing one of our emergency
beds, the HSO team began to piece
together his case. The HSO spoke with his
lawyer and the Home Office, managing to
arrange a screening interview that same
week. Due to the Home Office previously
cancelling due to a lack of interpreters, our
team arranged for an interpreter to turn

up at the interview in case this happened
again. One of our team took the guest to
his appointment where they met his lawyer
and the back-up interpreter. When they
arrived, they discovered the interpreter
arranged by the Home Office did not
show up. Due to the creative thinking

of the OWC team, the man was finally

able to have his screening interview and
received support through the Home Office.
Cases like this are not straightforward but
repeatedly we saw the OWC go the extra
mile for guests who accessed the service.

We met an increased number of guests
who had left Home Office accommodation

in England and were under the impression
that Glasgow would offer something
better. It was important that partners had a
single agreed approach to this situation—
and stuck to it. The agreed stance was
that once a person was offered Home
Office accommodation then this was

their offered route out of rough-sleeping.
Sometimes, guests would refuse this,

but with no other alternative available to
them over the next several nights, they
came to accept the offer. Others would
find a friend to stay with in Glasgow.

Other guests were beginning their asylum
claim, in the process, or appealing a
refusal. We also experienced guests

who were still going through the EU
Settlement Scheme application process,
which required support from various
agencies. We would use our emergency
hotel beds for these guests, with the
day-team working hard at accessing
alternative outcomes quickly for guests in
order to keep capacity available for new
guests. For those going through the EU
Settlement Scheme process, the HSO
supported guests in exercising their treaty
rights. One guest was keen to work so

the HSO team helped her to build a CV.
One of our staff had noticed an advert on
a store window, which led to the guest
handing her CV in. With the support of the
team, she was successful in attaining the
job, which then helped her in accessing
accommodation through the HSCP. The
guest was delighted that she was able

to work and it displays how creative the
team can be in offering support. M
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Before starting the season, the
OWC staff team were trained in
how to deal with the most likely

situations they would experience.

This included naloxone training, which is
administered to a guest experiencing an
overdose. The overnight team administered
naloxone on three occasions throughout
the winter months, which is higher than last
year when we only administered naloxone
once. When dealing with an overdose,

the team also called for an ambulance.

We required six ambulances during the
four months of the season and each of
these guests were supported to receive
the correct medical attention required.

Our calls to Police Scotland decreased in
comparison to last year. The majority of calls
made to Police Scotland were because of
concern for a guest’s mental health. During
the night, it was difficult to access the

right kind of support for guests who were
experiencing a mental health crisis. This
area of work requires development as it is

extremely difficult to access help for a person

in their moment of crisis. Our relationship
with Police Scotland has remained strong

with the priority being to keep the guests
and staff safe. We were thankful to the
quick responses we received and how
situations were met with compassion.

The service successfully encountered five
people who had been reported missing.
Through communication with Police
Scotland, welfare checks were carried out on
these individuals and they were removed from
the Missing Persons database. We know
that there are multiple reasons as to why
people want to disappear but these guests
were treated with dignity and empathy.

' ' The ONC/proviAws a vikal
vole for persons who are
in crisis and need emergency
su|>|>o\r+. Tkeg have our Full
support as we continue fo work
Nifk Hre Cit Mission and
we value Hie benefits of our
ongoing pavinership workir\g.

—Jonathan Watters, Community Policing Inspector
Glasgow City Centre
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—Joy Andrew
Restore Glasgow

QOutcomes

Figure 4: Outcomes on leaving
OWC illustrates the destination of
guests after accessing the OWC.

When preparing the season, we recognised
the great work that the HSCP had achieved
in providing accommodation for those who
were eligible. This continued during the
four months of OWC operation. Due to the
service being completely different to our
previous model, it is difficult to compare
figures from previous years. Having
accessed the OWC, 58% of guests moved
straight into temporary accommodation
provided by the HSCP or Home Office.
This figure includes 34% of guests moving
into B&B accommodation, 15% going to
supported accommodation, and 9% in
accommodation provided by the Home
Office or the Migrant Help trafficking service
in Paisley. We saw a slight increase in
guests who we supported to return home
from 14% to 16%. Furthermore, 10% of
guests were supported to stay with friends
or family and 4% travelled back to their
local area where they accessed support.

Spending time with guests upon arrival
at the OWCG, allowed staff to assess what

kind of support was required. There were
various health needs that the team were
concerned about including overdose, self-
harm, suicide attempt, stomach pains, and
blood clots. 4% of guests were supported
to hospital via taxi or ambulance. One
guest returned the following night to thank
the team for putting his health needs first.
He was later accommodated by the HSCP.

There are a number of guests that fall into
the ‘Other’ category, as displayed on Figure
4: Outcomes on leaving OWC. This includes
15 guests for whom their current destination
is unknown and 13 guests who went to self-
fund their own accommodation.

Although we had a high percentage of
guests who were accommodated by the
HSCP, there were multiple occasions where
we challenged decisions being made in
regards to eligibility, particularly with guests
fleeing violence from England. With the
change in homelessness legislation around
no local connection, it became easier for
people already residing in Scotland to be
accommodated by the HSCP but it was
more complicated for those coming from
England. By working closely with Shelter
Scotland, we were able to reach positive

outcomes for some of the guests who fell
into this category.

This year, Restore Glasgow provided training
for the team in spotting the signs of Human
Trafficking. Four guests were referred to
Migrant Help Paisley having been trafficked
either in, or during their journey to, the UK.
These stories were particularly harrowing for
the team but the training enabled them to
identify the exploitation quickly and efficiently.
One of our guests showed great courage

in escaping his traffickers and travelling to
Scotland. The guest’s abuse happened over
multiple continents and did not stop when he
reached the UK. The OWC helped this guest
feel safe in our building, and the guest stayed
in one of our emergency rooms. When the
HSO met with the individual the following day,
they were quick to access relevant support
and were confident in dealing with cases like
this due to their training.

95% of our guests went from the OWC to a
positive outcome. For some, this happened
instantly, but for others it took a few days to
reach the best possible outcome. The Housing
Settlement Officers will continue to link in
with the OWC guests in order to continue
the process from a hotel to a home. M
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Qutcomes cont.
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For all Your help.

—OWC guest

Conclusions

The OWC successfully adapted to
changing needs within Glasgow.

A service was still required within our

city and it was necessary to open a

safe space during the cold nights.
Although the majority of people are being
accommodated by local authorities,
there are significant numbers of others
who still need support. Either they are
not eligible, their situation is complex
and eligibility cannot be confirmed swiftly
or they need the safe space to wait.

Our service is open to anyone that finds
themselves in a moment of crisis, requiring
a low-barrier, safe space to present. The
OWC was able to provide a range of
solutions for guests including contacting
the HSCP Out of Hours team, supporting
the guest home, helping them stay with
friends or family, or placing them in one of
our emergency beds. Our HSO continued
this care throughout the day and linked

in with guests, with the ultimate task of
moving the guest from a hotel to a home.

This is a model that could operate
throughout the year, as crises can happen
on any night of the year—but dealing

with them in a warm space during the
coldest months is a compassionate and
appropriate response. The OWC has

the history and experience of providing

a welcoming space for people and our
trained staff offer security and hope to the
individuals who enter through the doors.

We will still continue to face the challenge
of supporting guests who have no
recourse to public funds and changes
to the law indicate it will become harder
for people to claim asylum in the UK.
This may result in more no recourse

to public funds guests requiring an
emergency service which is specifically
able to meet their needs. Organisations
who specialise in this area must begin
to look at potential solutions for guests
who find themselves in this situation.

Glasgow has continued to make progress
in ending rough sleeping but we now
face the next crisis - too many people
stuck in temporary accommodation. A
large percentage of our guests moved
into emergency B&Bs and our HSO are
focusing on supporting those guests

into more permanent solutions. As a
partnership, we must focus on reducing

the numbers of guests in hostel-type
accommodation and provide support to
those guests. We must keep people off
the streets but be looking for the most
suitable solutions for them. Our guests
and their needs should always be the
priority and working together is the best
way to achieve positive outcomes. M
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We $vul
" Al;vuigh all

Hhe support we veceive
from the supporters,
paviners, and funders
oft Hhe Overnight
NQJC—OMQ/ Centve. Bﬂ
No\rkir\g %gvaf, We
achieve move for our

gu%*{'s. Thank gou.

—Elyse MacKinnon
Winter Project Manager

Appendix

Full list of partners:

British Red Cross

Bullet Express

Citizens Rights Project
Glasgow City HSCP
Glasgow Street Pastors
Govan Community Project
Govan Law Centre

Hunter Street Homeless Services

Full list of funders:

Baird Trust
Graham Trust

Isabella Memorial Trust

V, glasgow

city mission

ITRS Group (Database services)
Lodging House Mission

Marie Trust

Police Scotland

Restore Glasgow

Safe in Scotland

Salvas, Conflict Management Training

Scottish Drugs Forum

Rangers Charity Foundation
Scottish Government

Social Bite

20 Crimea Street, Glasgow, G2 8PW

Scotia Radio Services
Scottish Refugee Council
Shelter Scotland

Simon Community Scotland
Skillzone First Aid Training

Turning Point Scotland

Springboard Charitable Trust

Urban Potential

0141 221 2630 | info@glasgowcitymission.com | glasgowcitymission.com

© Glasgow City Mission, 2023, Scottish Charity SC001499, Design: innovivid.co.uk

Overnight Welcome Centre Report | 2022-2023


mailto:info%40glasgowcitymission.com?subject=
http://glasgowcitymission.com
http://glasgowcitymission.com
http://innovivid.co.uk

