




L&Q remains very committed to the delivery of 
supported housing for vulnerable residents within 
our community. 
While we do not deliver support ourselves we do have in the region of 5,000 units of 
supported housing with housing and/or support delivered through other organisations. 
Many of these residents have high and complex needs. For these residents services are 
often better delivered through a holistic model of service provision.  

L&Q works with a substantial number of agencies who provide both housing 
management and support services to 1,700 of our residents. L&Q has a rigorous 
vetting process that assesses each organisation’s capability, capacity and fi nancial 
viability before entering into a contract. Our aim is to secure the best service 
provision for our vulnerable residents and, as a responsible and committed landlord, 
L&Q must ensure that its vulnerable residents receive the highest quality housing 
management available to them. 

L&Q does require its agencies to have a clear understanding of the contract and 
its requirements including the standards for service provision. We will support our 
agencies in terms of advice where there is uncertainty.

Our performance management programme comprises service and organisational 
audits, property inspections, annual self certifi cations, annual risk assessment, quarterly 
returns that monitor voids, arrears and move-on, etc. 

L&Q has a dedicated team that not only monitor, but also support, agencies in the 
continued development of those services. This team is as passionate about supported 
housing as our agents are. 

Working together,
 supporting each other
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Broadway
Broadway is a London based homelessness charity. They 
work with over 4,000 people each year on their journey from street to 
home. They provide a full range of services to help people get accommodation, 
improve their physical and mental health, gain training and employment and to live 
successful, independent lives.

Chief Executive Howard Sinclair said: “We are not about hand outs and we are not 
just about housing; we believe in giving people the skills to fi nd a job and keep a home. 
We support people’s ambitions to turn their lives around, however long it takes.

“Our housing and support services include street outreach, hostels, supported housing, 
fl oating support and housing options. Our welfare rights, money advice and work and 
learning services also play a vital role in promoting social inclusion.”
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Ekaya
Ekaya is a Black and Minority Ethnic (BME) housing association that was established in 1987.

Its aim is to provide good quality housing and support service to BME women, and other groups 
with similar needs, in boroughs across south London.

The primary focus of Ekaya is to provide accommodation and support services for young, single 
and vulnerable pregnant women and mothers aged 16 to 25. 

Ekaya also provides a sickle cell fl oating support service; runs a neighbourhood nursery and is 
involved in various community development projects.
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Avenues
Avenues is a group of charitable organisations that provide a unique mix of services to adults 
and young people with a range of complex and challenging needs in London, Cambridge and 
the South East. 

Avenues only provide support, not housing. This is because they believe it would be 
diffi cult to support people to make choices about their housing if they were also providing 
housing for them.

The individual subsidiary organisations that make up the group offer a range of 
professional, not-for-profi t support services. This enables Avenues to provide locally-
based, specialist services so that individual services users can enjoy their lives to the 
full within their own community.

Group Chief Executive Steve James said: “The people we support come fi rst and 
everyone is treated as an individual. We offer people whatever level of support they 
need, whether it is 24 hours a day or just two hours a week.

“We are realistic about people’s hopes and needs and will go the extra mile to try 
and meet them, but we also think life should be enjoyable – not just about what 
people need, but also what they want.”

diffi cult to support people to make choices about their housing if they were also providing 
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We value the opportunities that 
working in partnership with 
specialist providers brings.



Residents within L&Q’s agency managed portfolio 
are some of the most vulnerable people in society. 
We house women and children that have escaped domestic violence, young people, 
long term street homeless, people with learning disabilities, people with physical 

disabilities, people with autism, people who have fallen victim of alcohol or 
substance misuse, people who suffer 
with enduring mental ill health and 
former offenders looking for a new 
start. Many of our residents have 
several issues and subsequently 
have very complex needs.

Residents do not ask much 
of L&Q or the agencies; they 
just want a place they can 

call home, even if only for a short 
period of time. This home needs to be a safe, 
appropriate and supportive place to live.

The support and/or care they require will vary 
from person to person. It may be support in 
developing life skills, focus on education or 
employment and assistance with the steps to 
accessing this, time to recuperate from illness, 
or a home for life with the support they need to 
be as independent as possible whilst ensuring the 
quality of their life is not compromised.

Our residents need L&Q to provide high quality homes that are well maintained and 
provide a suitable environment to aid their independence and achieve their potential. 
Our residents also need the agencies to support them in sustaining their tenancies, 
help them attain/maintain their independence and move forward with their lives.

What level of service 
do residents expect? C
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Centrepoint
Every day Centrepoint houses and supports more than 800 vulnerable homeless young people.

One of these people was Sam, who was dressed in school uniform clutching her school bag when 
she arrived at Centrepoint’s emergency hostel in central London. 

She looked younger than her 16 years, and was clearly vulnerable and exhausted.

She shocked Centrepoint staff when she said: “I’d rather sleep on the streets than 
go home.”

When Sam fi nally revealed the horrifying truth about her home life, they 
understood why. She was beaten regularly by her stepfather with “a wooden 
spoon, a knife, anything he could get hold of”.

She was also sexually abused, but despite the pain and degradation she was 
too frozen by terror to see any way out. 

“I haven’t had a childhood,” she said. “I was miserable and terrifi ed. 
I couldn’t do anything. I just wanted to kill myself.”

Sam was profoundly traumatised by her experiences, but the specialist 
counsellor that she was referred to by Centrepoint gradually helped her 
to build confi dence and put the past behind her.

She is now planning on doing A-levels and with the support of 
Centrepoint hopes to apply to college to study journalism.

Once she is ready to move on and live independently, Centrepoint staff will 
continue to support her, putting her in touch with specialist service providers who will help 
her deal with the legacy of the abuse she suffered.
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Marsha Phoenix Memorial Trust
Marsha Phoenix Memorial Trust (MPMT) provides support, housing and care for homeless women. 

The dedication and enthusiasm of staff at this small charity based in south east London have 
helped hundreds of young women overcome a negative start in life to fulfi l their full potential. This is 
achieved through education, personal support and learning the skills needed to be independent and 
develop self respect within a caring environment.

One young woman who stayed at the MPMT hostel in Lewisham was Amanda Wilson. 

She said: “For many girls Marsha Phoenix can be a place of refuge, an escape from a life of 
seeming misery. 

“For others it may represent a space where they can think, develop and enter into adulthood in a 
less stressful way than may have been the case.

“For me it was a place where I began to learn how to talk freely and 
express my feelings. Somewhere where friends became family and 
where new life began.

“I count it as a blessing to have been a resident and I appreciate 
the hard work and dedication put in by the staff.”
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Residents do not ask much 
of L&Q or the agencies; they of L&Q or the agencies; they 
just want a place they can 

call home, even if only for a short 
period of time. This home needs to be a safe, 
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Through working with a range of 
agencies, L&Q is able to  support 
vulnerable residents to 
build/rebuild a life 
within society



The agencies that provide housing management 
services on behalf of L&Q often work in a complex and 
demanding environment. 
Whilst providing housing management services they are delivering support to our 
vulnerable residents, in a commissioning environment that is equally demanding.

Agencies need L&Q to understand the environment in which they work and to support 
them by providing an excellent, timely and cost effective service. L&Q aims to ensure 

that we liaise and maintain good relationships with our agencies. In addition, we aim 
to provide useful advice on legal action, anti-social behaviour and developing good 
practice in delivering housing management services. 

Agencies want L&Q to provide high quality, affordable properties to house our 
residents. A good maintenance service is a priority for our agencies, as is 
access to move-on opportunities for non-priority residents. This is an area 
that agencies across the sector struggle to manage and that may result 
in the “silting up” of much needed accommodation and associated 
support services.

In the future agencies would like greater partnership opportunities, 
developing new service provision that is fi t for purpose and 
improving the quality of services already in existence. 

What do our agencies 
expect from L&Q? C
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Kent Autistic Trust
Kent Autistic Trust has been providing high quality 
services for people with Autism Spectrum Condition 
(ASC) and their families since 1989. 

For some people this is a couple of hours a week support, 
and for others it is 24 hour support. 

Some people need help during the day with employment, work placements or other 
vocational support and the Trust offers this support in the workplace, in the home or at one 
of their local community resource centres.

They also provide living support from the person’s own home, one of their fl ats rented from a 
housing association, single fl ats in shared accommodation or in a small group environment.

The team has a wide range of expertise and they receive regular training to ensure that they are up 
to date with current knowledge and understanding of the most effective and supportive ways of 
working with people who have ASC.
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Penrose
Penrose helps anyone who has been socially excluded because of health, fi nances, alcohol, 
substance misuse or their offending behaviour and specialises in dual diagnosis and working with 
the most complex of needs. 

Because most of the people Penrose helps have a range of problems that don’t fi t into neat 
categories, they offer a wide variety of different services to meet individual needs, often working in 
partnership with a number of agencies to provide one integrated solution. 

■  They provide a specialist substance misuse service to 
complement their portfolio.

■ They provide community engagement services.

■  They make sure the people they help have better access 
to education, employment and training opportunities.

■ They have a broad range of housing options available.

Penrose wants to change people’s lives for good. The 
support they provide gives people the chance to be 
economically independent and lead healthy, productive 
lives. Thanks to Penrose, socially excluded people will 
be able to have the same opportunities that the rest of 
us all take for granted.
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For some people this is a couple of hours a week support, 

Some people need help during the day with employment, work placements or other 

In an ever-changing environment, 
working in partnership with our 
agencies will secure safe and 
affordable homes for our 
vulnerable residents.

In an ever-changing environment, 

  They provide a specialist substance misuse service to 

  They make sure the people they help have better access 
to education, employment and training opportunities.

 They have a broad range of housing options available.



Linda Lloyd 
L&Q Agency Contracts and Quality Offi cer
“I enjoy building relationships with colleagues from agencies and other stakeholders. To me, it is 
about developing a mutual understanding of our roles and having respect for all we are trying to 
achieve, within the constraints that each of us experience. We all want to do the very best for our 
residents, and the challenge is in how we can work together to achieve this.

“The diversity of the residents and the varying levels and areas of support offer a unique insight 
into people’s lives, the issues and barriers each face, as well as the positive outcomes and 

achievements. I see this as an opportunity to develop awareness and learn new skills.

“L&Q can make a signifi cant difference in the day to day lives of residents. Maintaining 
standards and home improvements can provide a better and safer environment for our 

residents. It’s about investing in people and making people feel valued. 

“Providing a quality maintenance service within a home can also provide a better working 
environment for care staff which also impacts on service provision. The work we do can be 

very rewarding, particularly when you can see the improvements to a service and the impact 
on all concerned. 

“As an example, L&Q recently remodelled and installed a new kitchen at one of our registered 
care properties. It has made a huge difference to the way service is provided, reduced risk to staff 

and service users, and generally improved the environment and atmosphere of the home.

“I look forward to the challenges every day brings as an Agency Contracts and Quality Offi cer.”
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Jacqueline Degraft-Johnson 
L&Q Agency Contracts and Quality Offi cer
“I think the secret to successful partnerships is to understand the culture and dynamics of the 
organisation you work with. I have got to know not just the main contact at each of my managing 
agents, but all of the most relevant people in the organisation. As a result, I often feel part 
of the team.

“I don’t force-feed people the L&Q way, but encourage them to appreciate our 
core values – especially quality service. There is always room for L&Q 
and the agencies we work with to improve and I have put 
together action plans that have led to overhauling 
some policies and procedures, and 
changing training and induction 
programmes.

“The hard work is 
ongoing and the 
agencies that work 
with me know that I 
have high but reasonable 
expectations. I also believe 
my managing agents see 
that I am there to offer help 
and advice when necessary, 
and they know that I am 
always really pleased to hear 
about all the wonderful things 
they are doing with residents.”
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“I don’t force-feed people the L&Q way, but encourage them to appreciate our 
core values – especially quality service. There is always room for L&Q 
and the agencies we work with to improve and I have put 
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some policies and procedures, and 
changing training and induction 

residents, and the challenge is in how we can work together to achieve this.

“The diversity of the residents and the varying levels and areas of support offer a unique insight 
into people’s lives, the issues and barriers each face, as well as the positive outcomes and 

achievements. I see this as an opportunity to develop awareness and learn new skills.

“L&Q can make a signifi cant difference in the day to day lives of residents. Maintaining 
standards and home improvements can provide a better and safer environment for our 

residents. It’s about investing in people and making people feel valued. 

“Providing a quality maintenance service within a home can also provide a better working 
environment for care staff which also impacts on service provision. The work we do can be 

very rewarding, particularly when you can see the improvements to a service and the impact 
on all concerned. 

“As an example, L&Q recently remodelled and installed a new kitchen at one of our registered 
care properties. It has made a huge difference to the way service is provided, reduced risk to staff 

and service users, and generally improved the environment and atmosphere of the home.


