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TRUSTEES’ REPORT

The directors, who are also the Trustees of the charity, present their annual report and the audited
financial statements for the year ended 31 March 2022. In preparing this report, the Trustees have
complied with the Statement of Recommended Practice for social housing providers: Housing SORP
2018. This report contains the Trustees’ Report and Strategic Report as required by company law.

Centrepoint Soho (Centrepoint) is both a registered charity and a registered provider and sees both of these
areas represented significantly in its activities. The financial statements are prepared in accordance with
Housing SORP 2018; however, aspects of the Charities SORP (FRS102) have been adopted to aid
comparability with other Registered Charities'.

Please refer to the accounting policies, on page 64, for further information. A list of the Board, officers and
advisers can be found on page 85.
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WELCOME

FROM SEYI OBAKIN OBE, CHIEF EXECUTIVE OFFICER

Thank you for taking the time to read and review Centrepoint’s annual report
and financial statements for 2021-22. Centrepoint has been helping homeless
young people get back on their feet since 1969, having been conceived by

a group of passionate people who wanted to change things for the better.

With just £30 in the bank, they started an ambitious voluntary venture to
provide a safe and secure place to stay for young people sleeping on the streets
of London. Today, the problem of youth homelessness is even more acute, but
we are doubly determined to help end this crisis; alongside the figures for
2021-22, we have included an overview of how Centrepoint helps young
people to change their lives and leave homelessness behind.

2021-22 was an interesting year. Although the effects of the COVID-19
pandemic continued to create uncertainty, we wanted - and indeed, needed

- to keep moving forward ambitiously for young people. As such, while we
remained focused on the key priorities of keeping young people and staff safe,
we also launched a new strategy that will spearhead our ambition to end youth
homelessness by 2037.

So, why 20377 Well, any young person born in 2021 will turn 16 that year and
could be looking for help from Centrepoint. We want to help end youth
homelessness for the next generation by reducing it to a frictional experience.

Some have said this is not possible. We believe it is. We know the triggers for
youth homelessness are many — breakdown of family relationships, for instance,
or mental ill health. Nonetheless, we believe it's possible over the next 15 years
to reduce its occurrence to a negligible few and engender a society in which
those few that are affected receive immediate and effective support that helps

them to move on into settled
accommodation as soon as they
are ready to live independently.

This, of course, is easier said than
done. We know through our

youth homelessness databank
research that roughly 122,000
young people approached their
Local Authority as homeless or at
risk of homelessness over the last
year. We know that the current cost
of living crisis affects young people
disproportionately. We know there is a
worrying rise in mental ill health. And we
know that there is a continuing lack of truly
affordable housing for young people, alongside
very high rates of youth unemployment, particularly
among marginalized young people.

Our strategy between now and March 2026, is to start to move towards
that 2037 vision with these challenges in mind. We will ensure that our
services are exemplar and use insights from our experience to collate the
most effective ways of supporting young people, and to campaign, influence
and orchestrate change. We will also pilot innovative new solutions with a
view to amplifying those that are successful, so that they can be scaled up
by us and others.
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We started to implement this strategy during 2021-22. We launched HOMES, a
new programme to join up all our direct services to young people and ensure
that these services become the exemplars we want them to be. We have
undertaken background work that will enable us to launch in 2022-23 a pilot
programme for early identification of children who might be at risk of
homelessness, and to identify interventions that would significantly reduce that
risk and prevent them from becoming homeless in the first place. Furthermore,
construction is underway at our first purpose-built Independent Living
accommodation in Southwark, which is due to open shortly. These and other
new initiatives mean we will be able to stop youth homelessness at the root,
amplify solutions that are effective and orchestrate their scaling up.

We were only able to start these new initiatives with the continued support of
so many people: donors, fundraisers, ambassadors, volunteers, and
campaigners. We were in awe of the support we received during the pandemic
- one of the most difficult periods in recent history for many, and we are so
grateful that that fierce support continued into the 2021- 22 financial year. It is
thanks to them that we have been able to ensure that young people don't just
survive but thrive. And it is thanks to them that we have the headspace to be
genuinely ambitious for homeless young people. We look forward very much to
continuing to have and grow your support, without which it would be
impossible to end youth homelessness by 2037.

| also want to thank our local authority partners, key suppliers, development
partners and our Centrepoint Partners Network, for working with us to take a
proactive response to the pandemic. Finally, and certainly not the least, a
special thank you to our staff, who showed resilience over an uncertain year and
continue to adapt in the face of adversity. We wouldn't be able to make this
all-important progress without your unbounding enthusiasm and ingenuity.

Seyi Obakin OBE,
Chief Executive Officer
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YOUTH HOMELESSNESS: THE ISSUE

Being homeless means not having a safe place to call home. Centrepoint’s
research estimates that roughly 122,000 young people in the UK asked for help
from their local authority in 2021 for this very reason - but they are just the tip
of the iceberg. There are thousands more who have not sought help from a
local authority but find themselves walking the streets at night, sleeping rough,
or staying with strangers for a bed. These are known as the ‘hidden homeless’.

Young people find themselves in this precarious condition for a variety of
reasons. Breakdown of family relationships is the most significant cause of
youth homelessness. But there are myriad other reasons, too: young people
also become homeless due to violence and domestic abuse; mental ill health:
poorly managed life transitions such as leaving care, leaving an institution, or
ending a tenancy; exclusion from school; gang crime; or being a refugee.

Whatever the cause, sleeping rough or being in precarious accommodation can
have damaging and long-lasting ramifications on a young person’s life. Without
decent housing, adequate sleep, and funds to buy nutritious food, physical
health suffers. Feelings of abandonment and isolation have dangerous
implications on mental health. And without a place to study, or positive mental
and physical health, the opportunity to gain an education, training or a job
moves further and further away. Youth homelessness means that the safety of
already vulnerable young people becomes compromised, leaving them
susceptible to manipulation and exploitation.

OUR VISION

We want youth homelessness to be eradicated by 2037 by reducing it to
a fractional experience for any young person who might be in difficulty.
Thus, by 2037 we envisage a society in which:

The number of young people who face homelessness is reduced to a
negligible few.

e There is a quick solution to provide a safe and stable place to live for every
young person when it happens.

e Each young person for whom such a temporary place of safety has been
provided is supported and settled into a permanent home as soon as they
are ready to live independently.

Centrepoint’s research estimates that 122,000 young people in the UK asked for help from their local authority in 2021
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OUR IMMEDIATE RESPONSE

We help young people between the ages of 16-25,
which is a crucial stage of life for any young person.
What happens during this pivotal time will likely
affect them for years to come, particularly without
intervention. We want to reach young people
before they start making desperate decisions to find
a place to shelter.

Our support starts with sound advice through our
national Helpline. The Helpline, established in 2017,
provides advice to thousands of at-risk young
people across the country, helping them avoid the
downward spiral of homelessness.

For those in our care, our goal is that to the
maximum extent possible, their individual
homelessness should end by enabling them to leave
Centrepoint with the skills they need to move on
into a job and affordable home.

We strive for this goal by focusing on three key themes:

SAFETY AND SECURITY

Centrepoint accommodation
comes with that all-important
support from staff, which is
proactive and psychologically
informed.

INSPIRE, ENABLE
AND MOTIVATE

Our health services tackle the
physical with diet and
nutritional advice, while mental
health issues are worked
through with counselling and
psychotherapy. Relationship
difficulties are addressed with
advice from our expert healthy
relationship team, and we help
young people to look to the
future by reconnecting them
with education and training,
helping to develop those key
skills and experiences to find
and keep work.

LIVE INDEPENDENTLY

Once in work, our Independent
Living Programme aims to
provide truly affordable
housing for young people.
Young people are expected to
pay around one-third of their
income in rent, which allows
them to build their careers
without the shackles of high
housing costs, which can derail
a career before it even gets
going. The programme works
with donors, ethical employers,
and the property and
construction sectors to not
only create these single
occupancy affordable homes
but also ensure that skilled
young people are linked to
jobs in which they can build
great careers.

This approach and the corresponding services we offer is represented on the charts overleaf.
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2 INSPIRE, ENABLE AND MOTIVATE 3 LIVE INDEPENDENTLY

ENABLE
INSPIRE
MOTIVATE

SKILLS
FOR WORK

GET SKILLS
HEALTHY FOR LIFE

Lifewise Functional skills

Emotional Wellbeing

Nutrition (Dietetics)

Vocational skills

Engagement activities
Moneywise Bursaries

Legal support Into work

Mentoring & coaching Into further education

Healthy relationships Information Advice

and Guidance (IAG)

Subsidised rent
in Centrepoint
Independent
Living homes

Centrepoint
apprenticeship
house

LIVE

INDEPENDENTLY

Connecting Connecting
young people young people
with the private with public
rented sector

sector housing

INFLUENCING

In addition to working directly with young people,
we try to persuade central and local governments to
enact policies and legislation that will improve
young people’s lives. We do this by using evidence
from the challenges homeless young people face to
call for and orchestrate systemic change.
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STRATEGIC REPORT

OBJECTIVES AND ACTIVITIES

Centrepoint exists to give homeless young people
a future. We believe every young person should
have a home and a job, regardless of their
background or start in life.

Our 50 years of experience tells us that no young
person is the same, therefore the paths they take to
independence will be different. As such, our
specialist staff work individually with each young
person, supporting them into take their next step,
wherever they are on their journey.

The following pages highlight some of Centrepoint’s
vital support services that have been offered to
thousands of homeless young people during the
course of 2021-22.

We continue to be inspired and
driven by the talent and potential
that we see in young people
every day.

We have used pseudonyms and stock images for many of the young people who feature in this annual
report and financial statement to protect their identity. Nevertheless, their stories and experiences are
very real, as is the strength and determination they have shown in order to overcome the challenges
that they have faced.
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ACHIEVEMENTS AND PERFORMANCE

Support

HOUSING & LIFE SKILLS
— PROVIDING A SAFE
PLACE TO STAY

Currently Centrepoint supports over 2,000 young
people every day through our supported housing,
floating support, rough sleeper and resettlement
services.

In 2021-22 92 0/0 (2020-21 94%)
of the young people we work
with moved on positively from
the service we offered.

Additionally 650/0 (2020-21 64%)
of young people moved on from
our services needing no further

support at all.

2021-22 saw the

consolidation of our HOMES \
change programme in the
Support & Housing

Directorate. We have
incorporated this into our
business as usual performance

as well as the quality improvements
that align with the priorities set out
in our strategy. With input from teams
across Centrepoint, we have delivered
impactful support services for young people which
enhanced their prospects for successful moves into
housing, work and training.

We're so proud to say in 2021-22 601 (92%) young
people we worked with moved on positively from
Centrepoint services. This has been improving
constantly over the last two years: 2020-21 was
93% and in 2019-20, it was 88%. We are also
happy to say 65% of young people moved on from
our services needing no further support at all,
compared to 64% and 60% in the previous two
years. Our commitment to offering a psychologically
informed environment underpins all our work and
we are having notable successes, not only in
improving our services’ appearance and ergonomics,
but in shaping the way all our staff teams operate,
collaborate, and co-produce.

Centrepoint progressed our mission to amplify best
practice in the sector when we were awarded the
prestigious Chartered Institute of Housing award for
the ‘Supported Housing Landlord’ of the year. We
have further led the way by successfully delivering the
UK’s first Housing First scheme for young people. This
service received a very positive independent evaluation
on which we hope to build one and stimulate the
wider commissioning of this type of service.

There have been ongoing challenges due to the
pandemic in terms of managing and providing
continuity in our services. The policy and procedural
initiatives we introduced to address these
challenges in the previous year, coupled with our
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staff’'s enormous and ongoing commitment has
enabled us to deliver services to young people
throughout this difficult period. We have focused on
safe working practices and safe-living practices that
have meant that the infection rates in young people
and our staff have remained low with only
intermittent spikes in select localities. Disruption to
staffing and service delivery has therefore remained
low, meaning we can continue to provide resilient
services that offer commissioners and young people
the consistency and continuity they need.

PROGRESSING TO
INDEPENDENT LIVING

The availability of good quality, genuinely affordable
housing remains one of the biggest barriers to young
people moving out of supported housing
accommodation or escaping overcrowded and unsafe
homes. To tackle this, Centrepoint are continuing
with our unique and ground-breaking Independent
Living Programme, which provides affordable housing
where we will never charge a young person more
than around one-third of their salary in rent. This
provides an opportunity for young people to take

Engaging young people was particularly challenging
as social distancing measures prevented much of our
traditional face-to-face delivery. However, young
people needed connection and reassurance more than
ever during successive lockdowns, so we adapted

to provide more virtual support models including
phone calls, e-mail, text, Zoom and MS Teams.

It was a challenge for our staff to learn these new
skills and to use them in our operating environments
as we did not have the technology and connectivity
to deliver this at scale. Through our fundraising
efforts, we were able to invest in and expand the
Wi-Fi network in all Centrepoint supported
accommodation services, so that young people
were not digitally excluded. In-room Wi-Fi is now
available to young people in over 70 Centrepoint
services and the feedback has been excellent. We
know that being connected is important for
education, training and work, but it's also key for
young people to remain connected socially - this
protects their mental health and wellbeing. We have
more improvements to come with plans to expand
our successes to the young person’s digital portal.

their biggest step towards independence - a secure,
sustainable and safe home, and a launch pad for their
future. Centrepoint is now in year two of our
Independent Living Programme, with the aim of
providing 300 new homes for single young people in
London and Greater Manchester by 2026.

We have been continuing and cementing our
partnerships with local authorities and the property
and construction sector to build self-contained,
one-bedroom units of accommodation for single
young people. We have a number of homes now in
operation (three developments in total) and in the
latter half of 2022 we will be opening our flagship
development of 33 homes in Southwark.

h ’
> b P
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Alongside our completed properties we have a
number of other developments (new builds and
refurbishments) planned in London and Greater
Manchester. We have a confirmed development
pipeline of over 200 new homes and an agreed
strategy and roadmap to deliver the remaining
homes. The Independent Living Programme now
has a working Growth Board comprising of senior
professionals, investors, and developers from the
property sector. They have been tasked with
supporting the fundraising activities to support the
build target.

“ Centrepoint would like to thank the Reuben
Foundation and The Julia and Hans Rausing Trust
for the significant contributions to our capital
programme. We would also like to thank
The Marandi Foundation for their incredible support
in proving opportunities for our young people to gain
sustained employment. Our Independent Living
Programme remains crucial to tackling the lack
of genuinely affordable homes for young people.”
Seyi Obakin.

HEALTH
% — TRANSFORMING HEALTH

It has been a busy year for the Health & Wellbeing
team: over the past 12 months, we have supported
500 young people and delivered nearly 3,400
individual sessions, 90% of which focused on
emotional wellbeing using our mental health and
psychotherapy services. Additionally, our work
around food poverty has seen a 194% increase in
demand for emergency food support, with 66% of
young people reporting they had skipped meals
because of changes to Universal Credit. As we move
through the aftermath of the pandemic, we
continue to work hard on reducing the waiting lists
for therapy but in many instances, young people are
waiting up to 12 weeks for this vital support due to
the pressure on existing resources.
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SKILLS & EMPLOYMENT

GAGC
@

During 2021-22, Centrepoint Works supported over
550 young people to progress into education, training
and employment, using one-to-one Information,
Advice and Guidance support (IAG) and training
programmes tailored to their needs. Training was
severely hit in the peak of the pandemic, but luckily
has recovered well. We continue to offer a wide range
of accredited qualifications, short courses and
programmes across all our locations, which will help
move young people into employment, further
education, and apprenticeships.

The training team supported learners to achieve
151 qualifications over the year, including functional
skills (maths, English and ICT), employability
accredited units and vocational qualifications such
as Level 1 Health and Safety for Construction.

During the year we also developed our ‘Get Set Go’
and ‘Get Into’ programmes, which provide young
people with a structured programme of learning, the
opportunity to gain qualifications and unit
accreditation, and the chance to participate in
relevant work experience linked to their career
goals. The focus of the ‘Get Set Go’ programme is to
move young people closer to or into employment,
and we have developed strong relationships with
employers who provide work placements, interviews
and jobs (Zero Carbon Farms, Evolution Training and
RI Design & Build are just a few). This has allowed
us to deliver programmes for the construction,

— INTO EDUCATION AND WORK

digital and hospitality sectors over the year, with
warehousing, health & social care and fashion
design planned for the future.

Our ‘Get Into’ courses are short, one-week access
courses that support young people into jobs with

employers such as Pret A Manger and Change Please.

We have also developed our own accredited
programme, M'Power, which provides young people
with a toolbox of skills and techniques that allow
them to become confident, independent and
contributors in their communities. The units include
wellness, confidence building, and resilience.

Get Set Go: Construction

Our ‘Get Set Go: Construction’ programme in
the North East has seen some fantastic
successes. Delivered in conjunction with Kier
Construction - who are supporting us with
enrichment activities and work placement - the
learners undertake a number of employability
units that prepare them for work. This sits
alongside a Level 1 Award in Health and Safety
in the Construction Environment, followed by
the CITB Health and Safety Environment test,
which enables them to get their CSCS card, a
legal requirement for all construction sites. Out
of three completed programmes in February and
March, we have had a 100% pass rate on the
construction exams, and seven young people
have secured jobs.

Young people who attended the course told us:

k& | believe this course will gain a lot of
traction as everyone is very helpful, wants
the best for you and will do anything they
can to help you succeed. 79

EE Centrepoint have been a massive help
and | wouldn’t have done without Claire
and the team’s determination to get me
through it 79
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JET TEAM

When Kyle first joined us he wasn't in
employment, education or training and was
referred to the Jobs & Education Team (JET)
for guidance. Kyle wanted to apply to work
for the London Metropolitan Police as a
serving Officer. At first he wasn’t keen on
meeting with a JET advisor, and was resistant
to any face-to-face work or general support.
With lots of encouragement, Kyle's JET
advisor was able to convince him to engage in
his employment, education, and training
journey.

Knowing the MET application process would
be a long one, Kyle's JET advisor encouraged
him to apply for jobs while still processing the
application, and he successfully secured work
as a personal trainer in a gym. Although his
MET application was unsuccessful, he secured
full-time work as a senior sales consultant and
a part-time personal trainer at the gym. Due
to his hard work and dedication, the gym is
paying for his Level 3 Personal Trainer
qualification.

Furthermore, with support from his advisor,
Kyle is now setting up his own part-time
business as a personal trainer and diet and
nutrition advisor. He is currently living in a
Centrepoint Independent Living property.

Youth Employment Initiative - Tees Valley

Our European Social Fund Youth Employment Initiative
contract is now in its seventh year, following two
successful contract extensions. The aim of the programme
is to move those who are furthest away from the labour
market closer to or into employment, education and training
through individualised, supported intervention. The programme
has seen some great outcomes for young people over the last year:

13% 81%

of participants have of participants have
progressed into training completed supported
or employment, with the intervention, in most
majority going into cases to gain some sort
employment. of work experience.

83%

of participants referred
for housing support are
now in their own homes.

SR

I

of Centrepoint residents who took Centrepoint training courses in 2021-22 finished with a
qualification (compared to 60% in 2020-21).
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Amplify

o\ POLICY & INFLUENGE
W[@ — INFLUENCING
GOVERNMENT POLICY
THROUGH QUALITY
RESEARCH

This past year has seen the culmination of a number
of major Centrepoint research projects, through
which we have built a strong evidence base to
influence government policy. A particular highlight
was the publication of our Benefits to Society report
at a launch event in Westminster, hosted by
Stephen Timms MP. This was the final stage of a
research project into homeless young people’s
experiences of Universal Credit, led by a group of
young people trained as peer researchers. These
young people remained at the core of the work
throughout and presented their findings at a
number of important forums, including the All

Party Parliamentary Group on Universal Credit. )
Drawing on this evidence, we coordinated a joint A = & give homeless
letter with nearly 50 youth homelessness agencies, -4 gf;ﬂiﬂ,‘;e“"""
calling for the Universal Credit uplift to be retained.

Give young people a

2021-22 saw the publication of a two-year
evaluation project into our Housing First for Care " g .

Leavers pilot in Haringey. The research, conducted from homelessness
by the University of York, highlighted the positive '
outcomes for young people on the project, including
high levels of tenancy sustainment and a reduction
in offending. The report was published at a virtual
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launch event with Neil Coyle MP, Haringey council
and the University of York, which allowed
Centrepoint to raise awareness of this model of
support for young people with complex needs.

We also conducted our latest annual estimate of the
scale of the youth homelessness crisis in the UK
through the Youth Homelessness Databank. Under the
Freedom of Information Act, Centrepoint requests and
collates the relevant figures from local authorities to
develop the most comprehensive data on the scale of
youth homelessness in the UK. This year’s report,
which was launched at an event with the Deputy
Mayor of London, Tom Copley, showed that in 2020-
21, 122,000 young people approached their local
authority because they were homeless or at risk of
homelessness. You can see the scale of the issue in
your area by visiting our dedicated databank website.

Over the past year, we have developed our capacity
to engage with the public in our policy campaigns.
Following the recruitment of a dedicated campaigns
officer, we have developed a new online mobilisation
tool that helps raise awareness of the changes facing
young people. We have also engaged our
campaigners in a number of important campaign
actions - for example, persuading over a thousand
campaigners to take action following our Universal
Credit report, including tweeting the Chancellor
asking him to keep the Universal Credit uplift, which
was extended (but only for six months).

PARTNERING WITH OTHER
YOUNG PEOPLE SERVICES

Collaboration and partnership work is at the core
of Centrepoint’s strategy. With 122,000 young
people approaching their local authority to request
homelessness support on a yearly basis, we know that
ending youth homelessness must be a collaboration.
We are actively exploring new prevention models
and working in partnership with others to increase
the reach and effectiveness of our work.

We collaborate with a wide range of partners in a
variety of ways to help to ensure that we are able to
offer support and opportunities to every young
person. We are doing this by developing and
expanding our thriving membership scheme called
Centrepoint Partnering, a network of over 100 local
and regional organisations who are just as committed
to ending youth homelessness as we are.

Collectively, Centrepoint Partnering reaches over
10,000 young people, and we draw upon this reach
to undertake extensive research upon the scale and
scope of youth homelessness. This evidence is used
to lobby government for changes in policy and
legislation and to improve the lives and experiences
of homeless young people. Members of the network
benefit from legal advice, bursaries for young
people, training for staff and volunteering and
networking events, which not only improves the
capacity of our partners but also raises the profile of
youth homelessness.
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PREVENTION -
PREVENTING YOUTH
HOMELESSNESS

The Centrepoint Helpline, based in London and
Manchester, has once again seen an unprecedented
demand over this last year with the pandemic and
its lockdown measures still looming large over
vulnerable young people. Call volumes have
increased from the previous year, with the Helpline
supporting 6,877 young people (compared to 6,500
in 2020- 21).

Each young person who calls the Helpline has
personal circumstances that put them at risk of
homelessness, including domestic violence, abuse,
family breakdown and poor mental health. The
Helpline team are trained to take their time in
listening to callers to make sure they understand
their personal circumstances, before providing
bespoke advice that supports them in taking their
next step to leave homelessness behind.

“Centrepoint would like to thank The Co-operative

Bank for another year of ongoing support. This Q3 of 2021-22 saw the launch of our Young Asylum Seekers Legal Advice Clinic (YASLAC). This new
longstanding partnership has been instrumental in pro-bono endeavour offers young people access to immigration advice, all provided by qualified
supporting the expansion of the national Centrepoint lawyers. Working in partnership with the University of Hertfordshire and law firm Duncan Lewis, who
Helpline and the growth of our regional service in are highly regarded as one of the leading firms in this field, the project has been shortlisted for an
Manchester through their support for The Future industry-leading award.

Foundations refurbishment programme.”

Seyi Obakin. Continuing on the success of last year’s legal clinic, which focused on housing benefits, we underwent a

restructure that now enables an unlimited number of referrals to be channelled through this clinic. We
continue with our 100% success rate of all challenges made to Housing Benefit departments; our data
indicates the average award in backdated benefits equates to approximately £3k per young person
accessing the clinic.
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Optimise

FUNDRAISING

We would like to thank all of our supporters for sticking
with us during this year, enabling us to support young
people through a difficult time as we started to come
through the recovery phase of the pandemic.

This year we were able to increase our face-to-face
activity, meaning we were able to have thousands
of positive conversations with the public about our
vital work with young people. We also continued to
invest in our media campaigns, specifically launching
three new TV adverts, to which we have seen a
fantastic response from the public.

After two years of disruption, in-person challenge
events also returned, including the London
Marathon and our flagship fundraising event, Sleep
Out, which took place in November 2021. Further
restrictions in the future could impact the safety
and scale of these events, so we have contingency
plans for virtual versions if the need arises.

It was important for us to ensure that we remained
engaged with our supporters and sent regular
updates on how their donations enabled us to work
towards our goal of ending youth homelessness by
2037. A highlight of the year was our Christmas
campaign, which exceeded both our expectations
and what we had raised in the previous year.

Finally, we are grateful for the support of our high
value partners across all areas of our work. We
wanted to extend special thanks to:

The Fidelity Foundation, the Garfield Weston
Foundation and the Wolfson Foundation for their
support towards the refurbishment of our Oldham
Street centre in Manchester, which will allow us to
offer transformational services for young people in
the city.

The Standard Life Foundation who funded our food
insecurity research.

The Marandi Foundation for their three-year
grant towards the new Centrepoint Apprenticeship
Academy.

Lloyds of London, who provided £150,000 in
support of our education and employment work and
PIE approach across all services.

The Co-Operative Bank who provided over £242,000
to the Helpline, Oldham Street and unrestricted funds.

ASOS who have provided in excess of £240,000 to
our health, helpline and digital inclusion projects.

Selfridges who have provided over £174,000 to our
vital services including digital inclusion.

Centrepoint is also particularly grateful to our
generous major donors who together have
contributed in excess of £1.5 million towards
Centrepoint’s work in 2021-22, as well as being
advocates for the young people we support.
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APPROACH TO FUNDRAISING

Centrepoint works with a number of agencies and suppliers that enable us to deliver our
campaigns and other activities. These partnerships are essential to raising the income needed to
fund our vital work with young people. We do not have the resources in-house to deliver all of
these activities, so it is much more cost-effective for us to work with third parties for certain
aspects of our work.

e Arthur: We work with Arthur on the strategic delivery of our Individual Giving and Legacy
programmes. They support us with the creative execution of all of our appeals for cash,
regular giving and legacy support. With their support, our individual giving programme
raised just under £18 million in 2021-22.

e All Response Media: We work with All Response Media to plan and buy our media space.
This includes television, press, inserts and social/digital activity.

o REAL & One Sixty: These agencies deliver our dialogue activity. After five years of
partnership, both agencies have developed an in-depth understanding of Centrepoint
resulting in cost-effective campaigns for recruiting supporters who are both loyal and engaged
with our work.

e Ethicall: Ethicall manage our telemarketing campaigns. This includes thanking our new supporters
and asking them for additional support where appropriate.

e Angel: Angel are our fulfilment agency, processing and thanking donors from both existing and new
supporters. Angel process all donations from our cash appeals, as well as TV campaigns. In 2021, they
took over 13,000 calls from supporters and people making enquiries about our work.

e Propack: These are digital print and direct mail specialists who support us with our direct mail production
services.

e Voice Solutions -T/A 8x8: 8x8 are our Cloud-based phone contact centre. Having a contact centre
allows our Supporter Care team to take calls from home and in the office with ease. We are able to
record calls and look at key stats via the built-in dashboard.

e John Robert Associates: John Roberts are a clothing supplier that Centrepoint uses to source branded
running tops for our challenge events participants.

e Run for Charity: We buy challenge event places on an ad-hoc basis, allowing supporters to choose the
events they're keen to participate in, to raise money for Centrepoint.
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FUNDRAISING PRACTICE

Centrepoint always follows best practice and complies with all fundraising
regulations. We are members of all fundraising regulatory bodies, including the
Fundraising Regulator, Institute of Fundraising, the Direct Marketing
Association, and the Information Commissioner’s Office.

We have never failed to comply with the Fundraising Regulator’'s Code of
Practice. All of our partner agencies adhere to their relevant regulations.

We have a clear set of due diligence guidelines that we monitor our agencies by
on a regular basis. All of our agencies have data protection and vulnerable
person and complaints policies in place.

HOW WE MONITOR FUNDRAISING ACTIVITY

Centrepoint and its agencies’ monitoring guidelines include:

e Regular meetings

e Monitoring of performance

e Training

e Mystery shopping

e Observer agency training

e Shadowing

e Call listening

e Monitoring of complaints

e Keeping senior management and trustees informed of our performance
e Regular consultations with other charities and regulatory bodies

e Due diligence clauses in contracts

COMPLAINTS

We received 73 complaints in 2021-22, compared to 50 in 2020-21. This
increase of 46% can be attributed to fundraising activities returning to a normal
level post-pandemic, particularly public fundraising. Public fundraising
accounted for around 40% of the overall complaints we received. Considering
we recruited more than 16,000 new donors through public fundraising in
2021-22, this is a very small number of complaints. This is thanks to the great
work of our Acquisition team in training our fundraisers to a very high standard.
All complaints were resolved, and none escalated beyond the first stage of
Centrepoint’s complaints procedure.

PROTECTING VULNERABLE PEOPLE WHEN FUNDRAISING

All of our partner agencies that communicate with new or existing supporters
have a Vulnerable Person Policy in place. Before working with any agency, we
review their policy. With face-to-face and door-to-door agencies, we attend all
fundraiser training that covers talking to vulnerable people.
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OUR SUPPORTER PROMISE

‘] Donations are the supporter’s decision

«  We are committed to making a difference to
the lives of homeless young people. That is
why we encourage people to make a donation
to Centrepoint if they are able to. But we also
recognise it is their decision and supporters
need to make it in their own time.

2 We'll always respect privacy

» Donations are completely personal to our
supporters. We adhere to General Data
Protection Regulation and our privacy policy is
available on our website.

3 We'll never sell or swap details

» Any information given to us will be kept
confidential. We'll never pass on personal
details to a third party for marketing or

fundraising purposes. 6

4 We'll keep our supporters updated

»«  We want our supporters to feel connected to
the work their donations are making possible.
If they want to receive updates from us, we'll 7
regularly let our supporters know about how .
they are helping to change young people’s

lives.
5 We'll use all donations carefully 8
«  We make sure we are as cost-effective as .

possible, so donations can have the greatest
impact on homeless young people.

We'll act quickly
If people acting on our behalf
fail to meet our high standards,
we'll always take appropriate action.

We'll check with our supporters first
Before we call our supporters, we will always
ask them first to check that they are happy to

speak to us.

We'll respect our supporters’ wishes For more information about how we
If a supporter tells us they do not want to work with supporters, please visit
hear from us again, or wants to hear from us our website.

less, we will change the details on their record.
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RESPONSE TO COVID-19 PANDEMIC

Another year of unpredictability due to the
pandemic meant that Centrepoint has continued to
adapt and adjust alongside the ever-changing
government regulations. As such, we have updated
and amended the Management of Influenza policy

at each stage in line with the government guidance.

Alongside this, each week Centrepoint’s dedicated
COVID-19 Business Continuity Group (CBCG)
discuss any relevant changes in legislation and
update the necessary procedures accordingly. The
Data, Insight and Performance team also monitors
all pandemic related incidents across staff and
young people which are subsequently reviewed by
the CBCG.

Every service has completed a topic-specific risk
assessment for the building’s environment, and an
infection control lead is appointed at each location
to ensure that the pandemic precautions are
followed and PPE is provided. All Service locations
have been internally audited to ensure that all
procedures have been complied with.

Over the past year, lateral flow tests have been
supplied to all front-line staff — and after the
government'’s withdrawal of free tests, Centrepoint

has supplied kits to key staff in services free of charge.

VOLUNTEERS

We could not have responded to the
needs of vulnerable young people facing
hardship during the pandemic without
the support of a team of pandemic
responder volunteers. In 2021-22 we
have been supported by 384 volunteers
(a rise from 164 in 2020-21). The
continued dedication of volunteers to
coordinate the distribution of personal
protection equipment is just one way in
which the team has demonstrated their ability
to provide solutions to the organisational need.
A new recruitment cycle has been introduced to
create a more effective and efficient process for
prospective volunteers and supervisors. With effective
collaboration, new routes into volunteering have been ; S
identified for corporate partners, student placements and -
community volunteers, and in new areas of the organisation. )

The work Centrepoint does is key, not only to
the wellbeing of the individual, but to how we
live in society. In carrying out this vital work,
it helps strengthen the communities

in which we all live. The work of Centrepoint
gives individuals the skills to live independently
in a safe environment, whilst providing
opportunities so that all can reach their
future potential. All young vulnerable young
people should have this opportunity, and to

do this Centrepoint needs as much support
as possible. Brian H, volunteer tutor

| wanted to help the homeless in London and
helping young people through education has
long been an interest of mine. The young
people are very interesting and | enjoy talking
to them - it's really rewarding when a young
person realizes that they can understand
something that eluded them before. The
organization does amazing, essential work
and there is a growing need for their services.

Susan H, volunteer 55 k)
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THE IMPORTANCE OF A
PSYCHOLOGICALLY INFORMED
ENVIRONMENT (PIE)

Centrepoint remains committed to developing
services taking the psychological and emotional
needs of young people into account. Homeless
young people often experience neglect and abuse,
and the impact of these traumatic experiences can
continue to affect their thinking and behaviour long
after they are no longer exposed to the actual
trauma. By continuing to practice in a
psychologically informed environment, we can help
young people to heal from past trauma, which is
essential for progression beyond Centrepoint, and
reaching our ultimate goal of ‘a home and job’

Throughout 2021-22, we have developed and
commenced delivery of a PIE strategy for the next
five years, funded by both Centrepoint and Lloyd's
of London, the latter of which has contributed a
further £150,000 of funding. This strategy aims to
ensure that:

PIE is embedded across the organisation (through Staff Training & Development):

e Over the past year, we have continued to offer an ‘Introduction to PIE’ training session. Almost all staff in
Bradford, Barnsley, Sunderland, and Manchester have now been trained and we continue to run monthly
sessions for staff in London. This means that over 50% of Centrepoint staff have now received the
training - including 63% of frontline support staff - and session evaluations show significant
improvements in terms of attitude and knowledge of PIE, as well as high levels of satisfaction. Staff have
shared with us:

1 . . . .
The session went into great detail about PIE, which was well planned and structured.

The training content was really good. T

(1 . . . » :

Excellent - | found this very informative and useful as it's relevant to my job role.
| certainly will utilise in my job practice. 9y
The training was fantastic and | really appreciate that this is an organisation that provides such important,

thoughtful training, and creates such thoughtful and compassionate spaces for young people. 5y

e Inthe past year we have also launched 14 ‘bite-size’ PIE training modules (offered both face-to-face and
as online three-hour sessions).

Further training on ‘Working with gang-involved young people’, ‘Working with asylum seekers’ and ‘Suicide/
Self-Harm’ are in development and will be launched shortly. As of the end of February 2022, 62 PIE
modules have been delivered to 534 frontline staff members.

Reflective practice is undertaken across the organisation:

e The PIE team have been offering staff reflective practice (RP) since March 2020, with monthly sessions
offered/delivered to all frontline housing teams nationally and on an ad hoc basis to support teams. An
evaluation of RP in July 2021 indicated that over 350 sessions had been offered with a 79% uptake. In
the last six months, several hundred further sessions have been delivered across the organisation. The
evaluation has been written up and submitted for peer-reviewed academic publication (i.e. ‘Housing,
Care & Support’ Journal), to support Centrepoint’s ‘amplify’ strand of the current strategy to share its
best practice. The PIE team also offer staff support drop-ins, team debriefs following incidents, 1:1 case
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consultations and 1:1 staff support sessions -
the latter in conjunction with the established
Employee Assistance Programme.

Staff feedback from the reflective practice sessions
include:

This service has proved invaluable not only
for myself with all the challenges | face
managing a service, but for my team. They
have an open space to discuss how they’re
feeling and are provided direction with the
type of cases we deal with. 5y

Reflective practice has enabled me to learn
from the incidents that have occurred within
my service, and to develop and improve my
future practice and responses. It enriched my
understanding of certain situations thereby
improving the quality of my work. 5y

All physical environments are PIE informed:

) ) o Delivery will be informed by PIE research and
e Alongside these operational objectives, we have

: . o evaluation:
continued to work with other teams within
Centrepoint to improve the physical spaces e Over the past year, we've continued to work with
within our supported accommodation services to partners at the Institute of Psychiatry, Kings
create ‘homes’ for homeless young people. We College London, Salomons Institute for Applied
also now have formal PIE Property and PIE Psychology, and Canterbury Christ Church
Service Standards. University to undertake research projects in

conjunction with other teams within Centrepoint.
The following projects have been completed or
commenced this year, and have been used in
fundraising campaigns, Centrepoint blogs, tender
work and submitted for publication in peer-
reviewed academic research journals:

e Resources have been directly allocated to uplifts
to the physical environment of services, which
are co-produced with in-service staff and young
people. This has included two significant
projects: the ‘Shed’ in Wandsworth and Oldham
Street Roof Garden, Manchester.

The Impact of COVID-19 on a National Youth
Homelessness Helpline: The health needs of
callers and the impact on staff (completed).

A Review of the Reflective Practice (RP) offer
in a Youth Homeless Charity in England during
COVID-19 as part of a Psychologically
Informed Environment (PIE) approach
(completed).

An review of risk incidents and challenging
behaviour in ‘frontline’ services (ongoing).

An evaluation of Centrepoint’s PIE offer
(ongoing).
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Processes, policies, procedures, organisational
strategies and business development is PIE-
informed and co-produced

e QOver the past year, we have continued to
undertake strategic work on PIE and amplified
this work across the youth homeless sector. This
has included:

o Liaising with the Business Development team
on tenders, including co-production
workshops with London-wide commissioners
to develop a Ministry of Justice National
Pathfinder Project (and alternative to custody
service) and Lambeth Pathway re-
commissioning workshops.

o Liaising with other teams to review and
update Centrepoint policies and procedures
to ensure they are PIE-informed.

o Regular PIE blog on an external platform (see
https:/drhelenmiles.medium.com) covering a
range of topics about Centrepoint’s PIE

journey.

o Presentation with Centrepoint young people
for the Centrepoint Ending Youth
Homelessness Together conference (2021).

o Ongoing contribution to the Support &
Housing Operational Model (HOMES) and the
People Strategy, to ensure that PIE is
embedded in / aligned with all change
programmes across the organisation.

o Contribution to the NICE Guidelines on
Integrated Health & Social Care for individuals
experiencing Homelessness (recently
published nationally).
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A

FUTURE PLANS

Centrepoint’s 2021-26 strategy ‘Change the Story: Ending Youth Homelessness
All Together’ sets out our vision to end youth homelessness by 2037. The threat
of homelessness can never be removed for young people because of the
multiple factors that cause it. However, we believe it is possible to significantly
reduce the number of young people facing homelessness, so that there is a
clear, accessible and effective pathway for each of those young people at the
point of crisis. Therefore, ending youth homelessness requires three things:

e Firstly, undertaking preventative action, so that the number of young people
being made homeless is negligible.

e Secondly, that there is a quick solution to provide a safe and stable place to
live in for every young person when it happens.

e And thirdly, ensuring that each young person for whom a temporary safe
place to live has been provided is supported and settled into a permanent
home as soon as they are ready to live independently.

Systemic change is required to meet these challenges. Centrepoint cannot end
youth homelessness alone; this can only be achieved by organisations and
individuals working together.

As the UK's leading youth homelessness charity, Centrepoint will spearhead the
endeavour to end youth homelessness by 2037 by delivering exemplar services
to young people, and using the insight from these to campaign, influence and
orchestrate systemic change.
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For this vision to become a reality, we must:

SUPPORT PREVENT |

Those who suffer homelessness are supported to achieve a job and a home.

1. We will provide exemplar support and homes that are psychologically
informed, including some that can be accessed directly by young people;
and we will test innovative new models of housing and support provision.

2. We will provide specialist learning and employment work, focusing on
securing qualifications and sustainable job opportunities for young people.

3. We will offer health interventions, with a focus on providing young people
with the mental health support that they need to reach their full potential.

4, We will build life skills, workin