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Diversity Network Accreditation – Distinction Case Study 

            

                           

Distinction-  

Organisation- Forum Housing Association  

Project/Initiative – Coaching  

 

In 2008, the Joseph Rowntree Foundation published a report entitled Youth 

Homelessness in the UK, which described the issues faced by young people 

who become homeless:- 

“Young people experiencing disruption or trauma during childhood and/or from 

poor socio-economic backgrounds are at increased risk of homelessness. The 

main ‘trigger’ for youth homelessness is relationship breakdown (usually with 

parents or step-parents). For many, this is a consequence of long-term conflict 

within the home, and often involves violence. 

Young homeless people have much poorer health than other young people. 

Depression and other mental health problems are prevalent, as are substance 

misuse issues. A significant minority of young homeless people have multiple 

needs. It is not clear whether the prevalence of complex needs is on the 

increase or whether agencies are now better at recognising a range of needs. 

Homelessness compounds a number of the problems faced by young people. 

This is particularly evident with mental health problems and/or the onset of (or 

exacerbation of existing) substance misuse problems. There is particularly 

strong evidence that homelessness impedes young people’s participation in 

employment, education or training.” 
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Homeless young people can be put at a disadvantage for the reasons described 

above, compared to their peers who have not experienced homelessness. In 

order to address this imbalance the Association has developed a service offer 

to address the inequality faced by homeless young people compared to their 

peers. 

Forum Housing Association has provided support services to service users for 

over 40 years, during this time, our customers have evolved to reflect the 

changes in society. Our ‘support’ offer, although very good needed a 

complimentary vehicle which would assist young people to achieve their full 

potential which was different from the ‘norm’. 

When we asked service users whether they wanted ‘support’, very few 

responded, service users felt that by acknowledging the need for support they 

were acknowledging they had failed in some way. When we asked whether 

they would like to be ‘coached’, everyone  

responded positively as it was synonymous with sporting heros achieving their 

goals and winning. 

In order to ensure that we continued to offer the best possible customer 

experience, in 2012 we formally introduced a Coaching Model. 

The Coaching Model assists service users to acknowledge their past and to 

allows them to understand that they cannot change what may have happened, 

however they can change and determine what their future holds. 

The model has created a shift in the way we talk about and to young people, 

so for example we may have referred to a young person in the past as a care 

leaver with an offending history. Today, FHA are less interested in what has 
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taken place, FHA are helping people to see that we and they are more 

interested in what they can achieve and how they can have a successful and 

happy future. 

Coaching gives service users an opportunity to achieve their aspirations, it 

ensure service users are at the heart of determining their future and they steps 

to fulfilling their goals.  When service users achieve their goals, it gives them 

the propensity to carry on setting goals and achieving them. 

Our Model is based on the GROW Model where service users identify a 

GOAL, then understand what is REALITY so they can determine their 

OPTIONS in order to plan a WAY FORWARD. 

The majority of front line staff have now undertaken external “Coaching For 

Professionals” training in order to enhance their skill base.  FHA coaching 

services are available 24 hours a day, 365 days per year and where possible, 

coaching is used rather than more traditional crisis management. 

 

 

 

 

 

 


