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•	 This report presents an evaluation of 
the Progression Pathways project which 
was supported by the Big Lottery Fund 
Reaching Communities programme 
from 1st May 2011 to 30th April 2014. The 
Progression Pathways project is part 
of Crisis Skylight Oxford. The project 
employs progression coordinators whose 
role centres on enhancing the social 
integration of homeless people. 

•	 There is evidence that the Progression 
Pathways project and Skylight Oxford 
are enhancing the life chances of a 
vulnerable group of homeless people 
through improving their access to training 
and personal development. There is also 
evidence that the project is enhancing the 
social integration of homeless people and 
enhancing their positive engagement with 
communities. 

•	 There is an ongoing need for the Progression 
Pathways project. There is evidence of 
high demand for the services provided 
by the Progression Pathways project 
from vulnerable and marginalised people, 
which combines with evidence on positive 
outcomes in progression towards social 
integration being achieved by the project.

•	 Key successes for the Progression 
Pathways project included gains in 
employability, improvements in housing 
situations and enhancement to social 
networks and community engagement. 
Progress was also evident in enhancing 
self-esteem and confidence and the 
mental and physical health of a group of 
homeless and vulnerably housed people 
who are often experiencing stigmatisation, 
sustained worklessness and who could 
have high support needs.

•	 The Progression Pathways project 
achieved three of the five targets 

developed by Crisis in collaboration 
with the Big Lottery Fund. These were 
to enhance employability for 150 people 
using the project, referred to as members 
of Skylight Oxford (exceeded by 24%); 
to improve the housing situation of 45 
members (exceeded by 157%) and to 
enhance social networks and community 
engagement of 50 members (exceeded by 
204%). Progress was evident in respect 
of two other targets, to improve the self-
esteem and confidence of 300 members 
(55% achieved) and to enhance both the 
physical and mental health of 50 members 
(76% achieved).

•	 Reliance on voluntary reporting of 
feedback may have meant that some 
outcomes were not fully reported, i.e. 
the level of achievement may have been 
higher than is suggested here. At the 
time of writing, a full data set was not yet 
available for the final term covered by 
the Progression Pathways project, which 
means that progress towards the five 
targets is almost certainly higher than is 
reported here.

•	 The evaluation was made more robust 
through cross verification of three data 
sets: anonymised member feedback, 
anonymised administrative data and 
the results of interviews and focus 
groups. There was clear evidence that 
specific targets were being achieved, 
or successfully worked towards, and of 
attainment and progress towards strategic 
goals for the Pathways Project.

•	 The Progression Pathways project is part 
of Crisis Skylight Oxford. The project 
employs progression coordinators 
whose role centres on enhancing the 
social integration of homeless people. 
Progression coordinators enable homeless 
people to engage with arts-based 
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activities, accredited learning, vocational 
training, support with health and well-
being, volunteering opportunities, and 
the help with seeking and securing paid 
work offered by Crisis Skylight Oxford. 
In addition, progression coordinators 
provide a route to externally provided 
services, including education, training and 
volunteering opportunities.

•	 Progression coordinators are focused on 
providing one-to-one practical support 
and guidance to homeless and potentially 
homeless people with support needs who 
use the Skylight Oxford service. Support is 
influenced by personalisation approaches, 
in which the views, opinions and particular 
needs of an individual are actively 
accounted for in the design and delivery of 
support, with members of Skylight Oxford 
working collaboratively with progression 
coordinators to establish a trajectory 
towards social integration.

•	 The role of progression coordinators 
reflects the Crisis theory of change 
which promotes good health and well-
being, employment and financial security, 
housing stability and good relationships 
and social networks. The ultimate goal 
is to deliver transformation in the level of 
social integration of homeless people, 
reconnecting them to normal social, 
personal, community and economic life. 
The Progression Pathways project and 
Skylight Oxford seek progression and 
transformation in the sense that they work 
collaboratively with homeless people who 
are actively seeking social integration.

•	 The core goals of the Progression Pathways 
project closely reflect those of the Big 
Lottery Fund Reaching Communities 
programme in several respects. There is a 
shared emphasis on enhancing life chances 
for vulnerable groups through better access 
to training and development to improve 
life skills. In addition, there is a shared 
emphasis on promoting health and well-

being and in enabling people who are not 
socially integrated to reintegrate with and 
also participate within community life.
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About this report 
This report presents an evaluation of the 
Progression Pathways project at the Crisis 
Skylight service at Oxford. The Progression 
Pathways project was supported by the 
Big Lottery Fund Reaching Communities 
programme.

The Progression Pathways project supports 
progression coordinators. The goal of 
progression coordinators is to provide 
practical support that will enable vulnerable 
homeless individuals to access arts-based 
activities, education, training, services to 
enhance their health and well-being and 
support with job searching. The intention is 
that the Progression Pathways project will 
enhance the life chances of these homeless 
people, bringing them to a point where their 
levels of social integration are ‘transformed’ 
and they can become part of normal social, 
community and economic life. 

The main focus of this report is to explore the 
extent to which the outcomes specified for 
the Progression Pathways project, which was 
supported by the Big Lottery Fund Reaching 
Communities programme from 1st May 2011 
through to 30th April 2014 have been met. 
This report is an independent evaluation 
conducted by the Centre for Housing Policy 
at the University of York. The report draws on 
anonymised administrative data shared with 
the research team and anonymised feedback 
given to Crisis from the people supported 
by the Progression Pathways project. In 
addition, the report draws on views on the 
Progression Pathways project collected by 
the University research team from 27 people 
using Skylight Oxford during the summer of 
2013, including eight in a focus group and a 
further 19 in face to face interviews.

This evaluation of the Progression Pathways 
project at Oxford was conducted alongside 
an ongoing, strategic level, longitudinal 
evaluation of the Crisis Skylight Programme. 
The main element of the evaluation is a 
tracking exercise that is exploring the roles 
that Skylight takes in improving the life 
chances of 135 homeless people over the 
course of 2013-2015. Skylights in Oxford, 
Edinburgh, Birmingham, London, Merseyside 
and Newcastle are participating.

Chapter 2 summarises the goals of the 
Big Lottery Fund Reaching Communities 
programme funding and relates these to 
the Progression Pathways project. Chapter 
3 explores the extent to which five specific 
targets were met for the Progression 
Pathways project. The final chapter discusses 
the extent to which the Progression Pathways 
project reflects the goals of the Big Lottery 
Fund Reaching Communities programme and 
discusses the extent to which the specific 
project targets were met.

1 Introduction
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Introduction 
This chapter describes the background to the 
Progression Pathways project, beginning by 
briefly reviewing the Big Lottery Fund Reaching 
Communities programme. The chapter then 
moves on to describe how the Oxford Skylight, 
and the Progression Pathways project were 
developed, exploring how these Crisis initiatives 
related to the core goals of the Reaching 
Communities programme.

The Reaching Communities 
Programme 

The Reaching Communities programme1 is 
designed to enhance the lives of people in 
need and to improve communities. The core 
goals of the programme can be summarised 
as follows: 

•	 Giving people who are not well socially 
integrated a better chance in life, by 
enhancing their access to training and 
development that will enhance their life 
skills, enabling them to integrate within the 
community. 

•	 Strengthening communities through 
promoting activity among citizens to 
collectively improve their lives and solve 
problems. 

•	 Enhancing the urban and rural 
environments for communities to access 
and enjoy. 

•	 Promoting healthier and more active 
people and communities. 

The Reaching Communities programme is 
targeted on high need populations living 

in recognised situations of disadvantage, 
both in the sense of area deprivation and in 
terms of individual needs, characteristics and 
experiences. Groups who face discrimination 
or who may be disadvantaged in seeking 
social integration because they have enduring 
histories of worklessness, mental health 
problems, are isolated, alienated, lack self-
confidence and who are ‘hard to reach’, 
are the focus of the Reaching Communities 
programme.

The Big Lottery Fund describes itself as an 
outcomes funder. This report is primarily 
focused on describing the extent to which 
the Progression Pathways project at Skylight 
Oxford has met the outcomes which Crisis 
specified when originally seeking funding 
from the Reaching Communities programme.

Skylight Oxford and the Progression 
Pathways Project 

The roles of the Crisis Skylight Programme
Homeless people are among the populations 
targeted by the Reaching Communities 
programme because they face multiple 
barriers to social integration. Some forms of 
homelessness have been described as states 
of ‘social exclusion’ or as ‘multiple exclusion’ 
from society:2  

•	 Homeless people are often stigmatised. 
Popular and mass media images of 
homeless people associate their situation 
with severe mental illness or with 
longstanding cultural/historical beliefs that 
homelessness often results from deliberate 
decisions not to conform to the norms of 
society, manifested in problematic drug and 
alcohol use and avoidance of paid work.3 

1 www.biglotteryfund.org.uk/prog_reaching_communities
2 McDonagh, T. (2011) Tackling homelessness and exclusion: Understanding complex lives York: Joseph Rowntree Foundation.
3 Phillips, R. (2000) Politics of reading: cultural politics of homelessness Antipode 32, 4, pp 429-462.

2 The Progression Pathways project
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•	 However, there is considerable evidence 
supporting a different image of homeless 
people. Many homeless people have 
significant, enduring support needs, have 
experienced sustained disadvantage 
as children, have limited educational 
attainment, are socially isolated and lack 
social supports and may have faced 
traumatic experiences in adult life and 
experienced sustained worklessness. 
Homeless people can also have very 
low self-esteem linked to stigmatisation 
by wider society.4 A wide range of 
homelessness research, conducted both 
within the UK and internationally, has 
reported that homelessness can be as 
much about a lack of social integration, 
not being a part of a society, a community 
or in paid work, as it is about lacking 
adequate housing.5

Crisis Skylight is designed to transform the 
lives of homeless people. This transformation 
centres on social integration with the goal of 
overcoming isolation, poor health, and a lack 
of structure and meaning to life, and also the 
worklessness that is often associated with 
homelessness.

Skylight seeks to promote this positive 
transformation by promoting economic 
integration through securing paid work, by 
building self-confidence and helping improve 
health and well-being and by increasing 
homeless people’s capacity to form and 
sustain positive networks as sources of social 
and emotional support. Crisis services are 
designed around the Crisis Theory of Change 
model which can be encapsulated in four 
main domains:

•	 Promotion of good health and well-
being, centring on good physical health 
and stable mental health, including 

management of problematic drug/alcohol 
use, healthy living and access to any 
appropriate support, care and treatment.

•	 Employment and financial security, 
including maximisation of benefits (welfare 
rights support), budgeting skills and 
financial literacy and, in particular, access 
to and sustainment of paid work. 

•	 Achievement of housing stability, 
centring on securing and sustaining 
adequate, affordable housing with security 
of tenure and including ensuring any 
required housing advice and housing 
related support services are in place.

•	 Good relationships and social networks, 
including increasing confidence and self-
esteem, forming and sustaining positive 
relationships and engaging with and 
feeling a part of the community. 

Homelessness, from the perspective of 
Crisis, can be represented as all these 
domains being in a negative state, i.e. health 
is poor, there is no employment or financial 
security, housing is not stable and someone 
is isolated, bored and lonely and excluded 
from the community. In the Crisis Theory of 
Change model, when all these domains are 
negative, there is also a heightened risk that 
homelessness will be sustained or recurrent. 
Research evidence from the UK, Europe, 
Australia and North America broadly supports 
the Crisis theory of change.6 

Crisis Skylight offers education, training, 
arts-based activities, support with health 
and well-being and a range of job seeking 
services. Services are delivered using a 
mix of one-to-one support and group-
based and classroom sessions. Skylight 
services operate in Birmingham, Coventry 

4 Jones, A. and Pleace, N. (2010) A Review of Single Homelessness in the UK 2000 - 2010 London: Crisis.
5  Busch-Geertsema, V., O’Sullivan, E., Edgar, B. and Pleace, N. (2010) Homelessness and Homeless Policies in Europe: Lessons from Research 

Brussels: FEANTSA.
6  Busch-Geertsema et al. (2010) op. cit. 
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and Warwickshire, Edinburgh, London (two 
services7), Merseyside, Newcastle, Oxford 
and South Yorkshire.8 There are two broad 
models of Skylight, a building-based model 
and an outreach based model. The outreach 
based model uses mobile services that are 
delivered to homeless people by working 
jointly with daycentres, hostels, refuges 
and other homelessness services. Building-
based Skylights, by contrast, have their own 
dedicated classrooms, art rooms and studio 
spaces and each also has a social enterprise 
Skylight café, open to the general public, 
which provides training and work experience 
in catering. 

The arts-based activities offered by Skylights, 
including performance, creative and visual 
arts groups focus on building self-confidence, 
social skills and, where necessary, in 
individuals used to more structured activities 
to help them reach a point where they can 
engage with education, training and job 
seeking. The Skylights offer extensive, 
accredited, basic-skills, intermediate 
level education, vocational training and 
volunteering opportunities. Each Skylight also 
works with external providers of arts based 
activities, education, training and volunteering 
to allow the people using Skylights to be 
referred on to further develop specific 
skills or enhance their level of education or 
training. Additionally, Skylights offer specific 
support with job seeking, ranging from CV 
development through to mock interviews and 
job search. Crisis Changing Lives grants9 are 
also available to enable the homeless people 
using Skylight to develop their own business 
ideas or to become self-employed using an 
artistic talent or to fund further education and 
training. 

The emphasis of the Skylight model is on 
progression to a point of ‘transformation’, 

that transformation being the achievement 
of social integration. In terms of the Crisis 
Theory of Change, this means achieving 
a state in which health and well-being are 
good, paid employment is secured (whenever 
possible), housing stability achieved 
and someone is in possession of good 
relationships and positive social networks as 
part of a community. 

Relating Skylight to the goals of the Big 
Lottery Fund Reaching Communities 
programme, it can be seen that Skylight is 
designed to be centred on enhancing life 
chances and promoting healthier and more 
active people. Skylight is mainly designed to 
deliver outcomes centred on improving the 
well-being, life chances, social supports and 
community integration of homeless people as 
individuals. However, by potentially reducing 
homelessness Skylight broadly supports 
other Reaching Communities goals, by 
promoting the integration of homeless people 
with communities. 

People using the Skylight Oxford service are 
referred to as members of the Skylight. This 
convention is adopted throughout this report. 

Skylight Oxford
Skylight Oxford, which opened in 2011, 
works from a building located in central 
Oxford. Uniquely among Skylights, Oxford 
shares a building with a community arts 
centre, called the Old Fire Station.10 While 
Skylight Oxford and the Old Fire Station arts 
centre have separate facilities, they share 
common areas, including an open reception 
area. The social enterprise Skylight Café is 
open to the general public and frequented by 
people visiting exhibitions and performances 
at the Old Fire Station. There is a close 
working relationship between the arts centre 
and the Skylight, which was described by 

7  Skylight London and Crisis Skylight Bermondsey 
8  www.crisis.org.uk/pages/what-we-do-crisis-skylight-centres-61897.html
9  www.crisis.org.uk/pages/crisis-changing-lives.html
10  www.oldfirestation.org.uk
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staff in the summer of 2013 in the following 
terms:

…there’s the opportunity for homeless 
people to redefine themselves as artists, 
or as members of the public, as opposed 
to as homeless. Because, they’re no 
longer going through an airlock and a buzz 
system in order to access some support, 
they’re actually walking into a public space 
where they have equal ownership and feel 
comfortable. Which, they genuinely do, as 
you can see when you’re in the building.

This working relationship has resulted in 
exhibitions of art by members of Skylight 
Oxford, a permanent art installation, dramatic 
productions, a dance production which was 
filmed, and a variety of other activities that 
brought Skylight members into direct working 
relationships with professional artists. 
Skylight Oxford provides an array of other 
services, including:11

•	 Promotion of good health and well-
being services which include a mental 
health coordinator service. The mental 
health coordinator enables homeless 
people with mental health problems to 
offer mutual social and practical support 
to each other in a forum and also provides 
one-to-one support.12 Other health and 
well-being related services include healthy 
eating and cooking classes, Football and 
Karate, Yoga and Zumba classes.

•	 Employment and financial security 
services include the social enterprise 
Skylight café which offers work 
experience, training and qualifications in 
catering. A range of accredited courses 
are offered by Skylight Oxford, including 
basic skills courses in English, maths, 
IT and vocational training for specific 
trades. Currently, courses include CSCS 

(construction site safety certification), 
word processing, numeracy, literacy, first 
aid, health and safety, food safety and 
fire safety courses. Oxford also has two 
work and learning coaches whose role 
centres on providing one-to-one support 
with all aspects of employability. The 
support from work and learning coaches 
includes careers advice, help with CVs, 
mock interviews and interview techniques 
and job searching. The work and learning 
coaches also offer practical support, such 
as helping buy clothes for an job interview 
or meeting transport costs so a Skylight 
member can get to an interview. Help 
with budgeting and welfare rights can be 
provided through group based sessions 
and through one-to-one support. 

•	 Services for the achievement of housing 
stability include offering practical help 
through several sources of one-to-one 
support. In addition, there is a dedicated 
housing coach service, which is focused 
on helping people sustain existing housing 
that is under threat on working helping 
people find adequate housing in Oxford’s 
private rented sector. 

•	 Services promoting good relationships 
and social networks are delivered in a 
variety of ways. The role of arts-based 
services, alongside providing enjoyable 
and meaningful activity, is to enhance 
social skills through working alongside 
others and, in particular, to build-up 
self-esteem and self-confidence among 
members of Skylight Oxford. Arts-
based activities currently on offer at 
Skylight Oxford include mixed media 
arts, guitar lessons, photography, arts 
and crafts, a newsletter group, a drama 
and performance group and courses on 
music production. The most recent public 
performance piece involving Skylight 

11 The current timetable and newsletter for Skylight Oxford can be found at: http://www.crisis.org.uk/pages/crisis-skylight-oxford.html
12  Pleace, N. and Bretherton, J. (2014) A Review of Crisis Skylight’s Mental Health Services London: Crisis.
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members is Hidden Spire, which uses 
drama, dance and music.13 Education and 
vocational training, alongside providing 
qualifications to enhance employability, 
also have the potential to promote self-
esteem. 

•	 In common with other Skylights, Oxford 
actively encourages people using the 
service, who are referred to as members 
of Skylight Oxford, to complete feedback 
forms, attend members forums and also 
sends members to the National Members’ 
Forum. 

The Progression Pathways Project
The Progression Pathways project, 
supported by the Big Lottery Fund Reaching 
Communities programme, has been designed 
to complement and support the wider goals 
of the Skylight programme and Skylight 
Oxford on a number of levels. The Reaching 
Communities grant, which runs from 1st May 
2011 until 30th April 2014 supports 75% of 
the Director post at Skylight Oxford and 
fully funds a progression manager and two 
progression coordinators. A core aim of the 
Progression Pathways project was to ensure 
that people using Skylight Oxford engaged 
with learning and other opportunities to both 
enhance their life skills and their level of 
social integration.

The progression coordinators’ role is 
intended to support and enhance delivery of 
the strategic goals of Skylight Oxford. The 
progression coordinators are designed to 
provide practical help, advice and guidance 
to members of Skylight who have support 
needs. The progression coordinators work 
by delivering one-to-one support (i.e. 
individual support) and by facilitating links to 
internal Skylight services, including support, 
education and arts-based activities as well 
as to external education, training and any 

other services a Skylight member might 
require. This includes internal and external 
opportunities for volunteering or work 
experience. 

Progression coordinators follow what can 
be broadly described as a personalisation 
model of service delivery.14 Personalisation 
emphasises showing respect, tolerance, 
listening to and, more importantly, acting 
upon, the opinions of people using services. 
Personalisation is distinct from seeking 
feedback or participation from people using a 
service, because personalisation means that 
the development of a support plan, or agreed 
course of action, is the result of a discussion 
in which the views and opinions of the person 
using the service, and not those of the service 
provider, are prioritised. However, as with 
Skylight as a whole, progression coordinators 
are not a ‘neutral’ service. The role of 
progression coordinators is designed to 
facilitate progression to a ‘transformed’ level 
of social integration. Referring again to the 
Crisis Theory of Change, this encompasses 
good health and well-being, employment 
(whenever possible) and financial security, 
housing stability and good relationships and 
social networks. Personalisation is therefore 
occurring in the context of shared goals, the 
result of a Skylight member seeking social 
integration with the support of a progression 
coordinator. 

In theory, if a Skylight member shows 
aptitude with performing music or in the 
visual arts at a level where they could 
pursue, and wish to pursue, part or full-
time work using that talent, the progression 
coordinator should support them in that goal. 
Alternatively, if a Skylight member wants to 
qualify as a chef, builder or want an office 
job, the progression coordinator is again 
there to facilitate and support transition to 
their chosen type of employment, through 

13  www.oldfirestation.org.uk/how-we-work-with-crisis-skylight/hidden-spire/
14  Sanders, B., Teixeira, L. and Truder, J. (2013) Dashed Hopes, Lives on Hold: Single Homeless People’s Experiences of the Work Programme 

http://www.crisis.org.uk/data/files/publications/WorkProgramme_FullRport_FINAL.pdf
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enabling any education, training or other 
support they may need. Alongside this, 
progression coordinators should also 
encourage Skylight members to access 
services their mental and physical health and 
general well-being. 

This approach is distinct from that of the 
DWP Work Programme, which essentially 
aims to get homeless people, as with any 
other unemployed person, into any work 
whatsoever that might be available and that 
they might conceivably do. Current evidence 
suggests that the low level of priority given 
to the needs, characteristics, experiences 
and preferences of homeless people by the 
Work Programme is associated with what is 
effectively a total failure to improve rates their 
employment levels.15 

In the summer of 2013, staff within Skylight 
Oxford interviewed by the University of York 
research team described the roles of the 
progression coordinators in the following 
terms:

I think with the progression team side 
of that, the model that Crisis uses, 
the coaching model, is really positive, 
because it doesn’t define what the goal 
is, the person brings a goal in themselves 
actually. So, we’re not really expecting 
anything of them until they sort of tell us 
what they are hoping for themselves. 

People [Skylight Oxford members] 
appreciate that flexibility, because normally 
if it’s a support worker in supported 
housing, or if it’s an advisor from the 
work programme or something like that, 
the expectations are put on them, rather 
than when people come in here and start 
doing progression plan, they’re asked what 
would you like to do and where would you 
like to be in the future? That’s quite a nice, 

sort of empowering thing for people. So, I 
think that helps, as a progression team we 
don’t have an expectation of what peoples 
goals should be, they bring that to the 
table themselves. 

The relationships between the goals of the 
Progression Pathways project at Skylight 
Oxford and the Big Lottery Fund Reaching 
Communities programme can be summarised 
as follows:

•	 The Progression Pathways project, 
through provision of progression 
coordinators, is designed to enhance the 
life chances of a vulnerable, marginalised 
group of people. There is strong evidence 
that homeless people often have support 
needs and face a number of barriers to 
social integration. 

•	 Alongside other Skylight Oxford courses 
and services, the Progression Pathways 
project is designed to enhance self-
esteem and self-confidence, while 
enabling members of Skylight Oxford to 
develop and pursue their own goals in 
relation to education, training, employment 
and their life course. 

•	 The progression coordinators should also 
promote health and well-being by ensuring 
access to required health and social 
services and both Skylight Oxford and 
other services that promote healthy living 
and support with mental health problems. 

•	 Much of what the Progression Pathways 
project and Skylight Oxford is designed to 
do is centred on bringing homeless people 
back into the community and making them 
a socially and economically active citizen. 

15 Sanders, B., Teixeira, L. and Truder, J.  (2013) Dashed Hopes, Lives on Hold: Single Homeless People’s Experiences of the Work Programme 
http://www.crisis.org.uk/data/files/publications/WorkProgramme_FullReport_FINAL.pdf
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Introduction
This chapter begins by briefly describing the 
people who became members of Skylight 
Oxford and used the Progression Pathways 
project. The next sections of this chapter 
describe the views of the members of 
Skylight Oxford about Progression Pathways. 
The five targets agreed between Crisis and 
the Big Lottery Fund for the Progression 
Pathways project are then described and 
progress in reaching these five targets is 
then reviewed. The chapter concludes by 
noting some limitations in the available 
data and some caveats related to outcome 
measurement. 

The Skylight Oxford members using 
Progression Pathways 

There was general evidence that Skylight was 
a very active service, as noted above, the 
target milestones centred on service activity 
had all been exceeded by some margin. In 
addition, there was evidence that Skylight 
Oxford was targeted on the right groups of 
people.16 

The Skylight Oxford members who used the 
Progression Pathways project between 1st 
May 2011 and 21st March 2014 numbered 
1,114. Data were not always complete, but 
indicated they were mainly White (72%) and 
British (71%), were most likely to be aged 
between 24 and 44 (49%) and a minority 
were women (23%).17  

As can be seen in Figure 3.1, the majority 
of Skylight members who used Progression 

Pathways project services were in situations 
of homelessness. Seventy per cent of these 
members reported themselves as homeless 
at first contact with Skylight Oxford, i.e. 
living in a B&B hotel (because they had 
no alternative), in a hostel or night shelter 
(including direct access accommodation), 
sleeping rough, squatting, experiencing 
hidden homelessness (staying with friends 
or relatives because they had no other 
accommodation) or in supported housing 
(Figure 3.2). Some members who used 
Progression Pathways services were housed 
at first contact, but it should be noted that 
Skylight Oxford, in common with the other 
Skylights, was targeted only at currently 
homeless people and housed people with 
a history of homelessness and/or at risk of 
homelessness. Just over one half of members 
using the Progression Pathways project 
reported a previous history of sleeping rough 
(52%) with almost 7% reporting they were 
currently rough sleeping at the point they first 
made contact with Skylight Oxford (Figure 3.1 
overleaf).   

Support needs were widely reported among 
the members of Oxford Skylight who used 
Progression Pathways project services at 
high rates. Data were not always complete, 
but 59% reported they had current mental 
health issues and/or a history of mental 
health issues and 53% reported the same 
in relation to issues with drugs and alcohol. 
Experience of gender based/domestic 
violence was also widespread at 23% of 
members.18 One quarter of Skylight Oxford 
members who used progression pathways 

3 Progression Pathways Project Outcomes 

16  The University research team note that some data were missing from the administrative data collected by Crisis on demographic fields and in 
respect of other questions on needs, characteristics and experiences. Variations in the base numbers are footnoted in this chapter and issues 
with data limitations are discussed at the end of this chapter. 

17 Data were not entirely complete on age, ethnicity and gender. 5% of members did not report their age, 8% did not report gender and 6% did 
not report their ethnic background. Base: 1,114 people using Progression Pathways project services at Skylight Oxford between 1st May 2011 
and 21st March 2014. 

18  Base: rates of mental health issues, drug and alcohol issues and domestic violence reported by 904 members, as reported at first contact with 
Skylight Oxford.
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reported a history of being in care as a child 
and 46% reported having served a prison 
sentence.19 

Data on educational attainment were not 
always complete, but just under one quarter 
of Skylight Oxford members who used 
Progression Pathways reported they had 
no qualifications at first contact (23%) and 
a further 7% had qualifications below NVQ 
level 1.20 A further 33% reported their highest 
level qualification was between NVQ 1 and 
NVQ 2, with 24% having a qualification at 
NVQ 3 or above.21 Unemployment was near 
universal at first contact. 

In summary, there was strong evidence that 
the Progression Pathways project was clearly 
targeted on a high need, homeless population 
and that it was successfully engaging with 
that population. Members of Skylight often 
reported themselves as in situations of 
current homelessness, had widespread 
experience of sleeping rough and often self-
reported both high levels of support needs 
and low levels of educational attainment. 

Views of Progression Pathways 

Views expressed in member feedback 
forms 
Feedback on services is encouraged by all 
Crisis Skylights. Alongside local and national 
level forums, members are also actively 
encouraged to complete feedback forms. 
The feedback forms ask for comments on 
services and use a series of statements that 
members can ‘agree’ or ‘disagree’ with, with 
allowance for expressing different levels of 
support (e.g. agree strongly, agree, agree 
slightly.)22 During the course of 2013, the 
feedback forms were modified, with different 
questions being asked. Data from the forms, 

covering comments on the progression 
coordinators (i.e. the Progression Pathways 
project) were anonymised and shared with 
the University research team for the years 
2012 and 2013. 

During 2012 and 2013, 60 individual 
members completed feedback forms on 
Progression Pathways services, collectively 
providing 1,084 responses to a series of 
questions. Their responses are summarised 
in Table 3.1. 

Summarising feedback responses into 
negative and positive statements about 
progression services, Table 3.1 shows that 
feedback reports from members of Skylight 
Oxford were very often positive. 

Comments made on the feedback forms by 
members of Skylight Oxford reflected this 
generally very positive picture of progression 
coordinator services. Not every member of 
Skylight Oxford who had used progression 
coordinators and completed a feedback 
form was positive. However, most were and 
the additional comments made about the 
progression coordinator service reinforced 
the positive views suggested by their 
responses to the feedback questions. 

[progression coordinators] have been 
extremely supportive and have focused on 
my immediate and long term goals. They 
have all been extremely helpful and friendly!

Being treated liked a human being and 
other people helping to solve problems 
with understanding and reason without 
prejudice.

It has helped me make progress in the 
areas I wanted to make progress and has 
given me a sense of achievement.

19  Base: As reported at first contact with Skylight Oxford by 667 members who answered questions on history of child care and imprisonment. 
20  http://ofqual.gov.uk/qualifications-and-assessments/qualification-frameworks/levels-of-qualifications/
21  Data on qualifications were incomplete, 600 members of Skylight Oxford who used Progression Pathways answered a question on their highest 

level of qualification(s) at first contact with Skylight Oxford.
22 The scales used differed on the two forms, but were divided into broadly positive and broadly negative statements in both instances.
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Question Responses
Base*

Negative Positive

Original Feedback questionnaire (2012 and 2013)

I would recommend Crisis’ Progression service 0% 100% 56

Progression coordinator: Helped me to find other support available to me 2% 98% 58

Progression coordinator: Supported me to plan my next steps 3% 97% 59

Progression coordinator: Supported me to set targets to help me achieve my 
goals

3% 97% 60

Progression coordinator: Was knowledgeable of the subject/activities 0% 100% 59

Progression Coordinator: Was supportive and understanding of my needs 0% 100% 60

Progression service was tailored to my needs 0% 100% 49

Progression team really helped me: To access further education courses 0% 100% 47

Progression team really helped me: To access other services and activities 
available to me

4% 96% 55

Progression team really helped me: To access volunteering opportunities 6% 94% 48

Progression team really helped me: To deal with problems well 2% 98% 58

Progression team really helped me: To feel more confident 0% 100% 58

Progression team really helped me: To improve my self-esteem 2% 98% 58

Crisis Progression team: Helped me feel more optimistic about the future 0% 100% 58

Crisis Progression team: Helped me set achievable goals 0% 100% 59

All questions (original feedback questionnaire) 1% 99% 842

Revised Feedback questionnaire (2013)

Do you feel more positive about things? 35% 65% 20

Has your confidence and self-esteem improved? 37% 63% 19

Has your motivation increased? 21% 79% 19

Have you found the Progression service useful? 11% 90% 19

Have your relationships with other people improved? 33% 67% 18

My Progression Coordinator: Helped me to access education/training 
opportunities

18% 82% 17

My Progression Coordinator: Helped me to access health services I needed 47% 53% 17

My Progression Coordinator: Helped me to access social security benefits I 
needed

47% 53% 17

My Progression Coordinator: Helped me to access volunteering opportunities 41% 59% 17

My Progression Coordinator: Helped me to find housing 59% 41% 17

My Progression Coordinator: Was supportive and understanding of my needs 0% 100% 18

Would you recommend the Progression service to a friend? 0% 100% 19

All questions (revised feedback questionnaire) 29% 71% 217

Source: Crisis (anonymised data) * Total responses to each question. 

Table 3.1: Feedback from Skylight Oxford members about Progression Services
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[progression coordinator] has helped me a 
lot in finding me courses to get on, finding 
out which ones I needed [and] how to get 
on them. Helped me get a laptop to help 
do my studies. [progression coordinator] 
has and is a very positive person who has 
helped me believe in myself and boosted 
my confidence.

Interview and focus group results
Strengths of the progression coordinators 

Some members of Skylight Oxford, 
interviewed by the University of York research 
team in the Summer of 2013,23 reported that 
progression coordinators offered effective, 
professional services. 

I think when I first came here and I spoke 
to [], one of the progression coaches,24 
the first thing I said when I walked into 
the office was, you know, this place looks 
really like professional, I thought it was like 
an office, like the people and stuff, and I 
just thought it looked really professional. 

They are better equipped in Skylight, I find. 
They’ve got more time for you, if they need 
to book you in for a one-to-one, they’ve 
got more time for you. 

The emphasis on personalisation in the 
progression coordinator role was also 
evidenced in comments from some members. 
Repeatedly, members stressed the extent to 
which they were consulted about what they 
wanted to do and what direction they wanted 
their lives to take: 

If I want something I can ask for it. We get 
treated like grown-ups and asked what we 
think. 

I decided to go for my CSCS card, get 
back into plumbing, and they’ve bent over 

backwards to help me since then, I’ve sat 
three mock exams, passed them three, 
and they’re paying for me to go into for my 
official one. [progression coordinator] is 
working on getting me a loan for my tools, 
it has been very good. 

You don’t feel stigmatised or anything. 
That is one of the things that is really 
important to me. 

The flexibility of progression coordinators was 
also stressed by some members, describing 
the service as offering support that changed 
to reflect their changing needs. One member 
described this ability to adapt and change as 
being ‘literal’ progression.

Yes it is literal progression… the help 
I need now is very different from the 
support I needed, and they’re providing 
appropriate support. What they gave me 
a year and a half ago was what I needed 
then, and what they’re giving me is what I 
need now. 

…so for instance with my progression 
officer25 she’s trying to find me… 
something such as, well not an internship 
but some like work experience…So that 
when I finish my courses I can then get 
into, hopefully get some work experience 
and look at other options… which will be 
more focused actually on me applying for 
jobs and, you know, getting out there. So 
it’s kind of… it is a progression. 

I think the progression side of the team is a 
huge stepping stone… to get into the back 
to work side of it and everything else… you 
know. 

Some Skylight Oxford members talked about 
the ways in which Progression Pathways, 
alongside other elements of Skylight Oxford, 

23 See Chapter 1.
24 i.e. progression coordinator
25 i.e. progression coordinator
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had given them a new sense of direction. 
Increases in self-confidence were often linked 
to successes in education, training or arts-
based activity. 

Just took to it like a duck to water really, I 
just found myself wanting to, as time went 
on I met the progression team manager, 
well my particular progression manager 
and talked to me about business start-up, 
because of my conviction it could have 
been difficult to get mainstream work, 
which it has proven to be the case. So we 
went on the path. 

I think it’s been a life saver because I was, 
when I came here the first day, when I 
turned up, I was so depressed and I just 
thought my life wasn’t worth living and it 
sort of, the progression coach that I’d met, 
sort of gave me some hope that I could 
change things… and that things could get 
better and they, sort of helped me along 
the way by making small goals to achieve. 

…the support that I’ve been given by the 
progression team and the works team 
and everything I’m kind of like, starting 
to actually feel like there’s a very positive 
future coming up… where before I didn’t 
have that. 

…there’s no way I would have got those 
qualifications. I wouldn’t of even known 
where to start…So I would never of had 
those qualifications, I would never of 
found an interest in photography, I would 
never of actually had somewhere to go… 
I can’t, looking back I can’t honestly say 
that I’d be anywhere near twenty per cent 
of where I am now…Had it not been for 
here… and that’s not just the courses 
that’s, progression staff, back to work staff, 
the changing lives grant, the staff with, on 
reception…

I have managed to produce something’s 
and exhibit some things which is fantastic, 
I mean that’s really nice, really nice for 
building confidence and, and. So I’ve 
managed to do that and... Also I’ve started, 
I’ve started getting out in the afternoons 
which I wasn’t managing to do before. 

They were good [Skylight Oxford staff]. 
Yes. I was impressed with all of them. 
I mean, helping to produce the Crisis 
magazine,26 and again that something that 
I would never of thought I was capable 
of doing, so I was expanding my own 
personal boundaries, which is all part of 
building the confidence for me to move on.

External interviewees, working for agencies 
outside Skylight Oxford tended to view the 
role of the Skylight in delivering progression 
towards social integration positively. These 
interviews focused on the role of the Skylight 
as a whole, rather than the progression 
coordinators in particular, but provided further 
evidence that the strategic goals of Skylight 
Oxford were seen as being achieved. 

…one of the key things for us in the city was 
we were very keen at the time in the spirit 
of places of change to try and encourage 
our hostel users and our homeless clients 
to come out of the hostels and attend 
more mainstream facilities as part of their 
progress really. And that all their lives were 
not turning around a hostel where they 
lived, where there’s a lot of chaos, where 
they were going to a more normalised 
environment. Actually in our case the 
public are also attending and I think that is 
a fabulous thing really for us. It’s what that 
gives to homeless people’s dignity and to 
their self-esteem I think it’s actually quite 
difficult to actually always pin down but I 
think it’s probably as important as the class 
they attend.  
Staff member from external agency. 

26 i.e. the Skylight Oxford magazine which is produced by members.



18 Progression Pathways At Crisis Skylight Oxford – Project Report

The Agreed Targets 
In the application process to the Reaching 
Communities programme the following 
targets were agreed by the Big Lottery Fund 
and Crisis. Readers should note that at the 
time of writing, one set of data, covering 
the winter term at Skylight Oxford, were 
not available. This meant that the total 
achievements may well be higher than is 
recorded here. 

•	 Three-hundred homeless or vulnerably 
housed people will improve their self-
esteem and confidence through taking 
part in an informal learning activity by the 
end of the project. At the time of writing, 
165 members of Skylight Oxford (55%) 
were reported as achieving this target.27 

•	 One hundred and fifty homeless or 
vulnerably housed people will improve 
their employability skills through accessing 
Information, Advice and Guidance (IAG) 
services, accredited learning or work 
placement/training opportunities by the 
end of the project.28 At the point this 
report was drafted, this target had been 
exceeded by 24%, with 186 members 
reporting that their employability had been 
improved.29 

•	 Forty-five homeless and vulnerably housed 
people will experience an improvement in 
their housing situation (street to home, or 
hostel to more permanent accommodation 
etcetera) by the end of the project. This 
target had been surpassed, with 116 
members (157% more than the target) 

recorded as having had their housing 
situation improved.30 

•	 Fifty homeless or vulnerably housed 
people will experience an improvement in 
their physical and mental health through 
accessing health and well-being activities, 
or specialised support and advice, by the 
end of the project. This target had been 
achieved for 38 members of Skylight 
Oxford as at the time of writing (76% of 
the target).31

•	 Fifty homeless or vulnerably housed 
people will report an improvement in their 
social networks and feel part of the wider 
community through engaging in the arts 
by the end of the project. This target had 
been exceeded by a considerable degree, 
with 152 members of Skylight Oxford 
reported as in this category at the time of 
writing (204% more than the target).32

The first and fourth objectives, in relation to 
improvement of self-esteem and confidence 
through informal learning and recorded 
improvements in both mental and physical 
health, were not reported as having been 
fully achieved (55% and 76% of target 
levels). Three of the other five targets had 
been achieved, by 24% in the case of 
enhancing employability, 157% in the case 
of improvements to housing situation and by 
204% in the case of improvements in social 
networks.  

As is noted below, a need to rely on direct 
feedback from members of Skylight Oxford 

27  Measured through a feedback form in which a member had identified themselves and/or through completion of an Outcomes Star measure. 
The Outcomes Star is intended to both measure and support progress for people moving towards self-reliance or other goals and was originally 
devised by consultants working with homelessness service providers. The Outcomes Star has sometimes been criticized for using the personal 
judgements of workers and people using homelessness services, rather than externally verifiable validated measures of progress (see Pleace, 
N. (2013) Evaluating homelessness services and strategies: A Review Habitact: Brussels). 

28  This also included member volunteering and attendance at any EST (Employability Skills Training) courses.
29  Based on Skylight Oxford members who completed a Course Feedback Form for any of the relevant activities and who answered ‘Strongly 

Agree’ or ‘Agree’ to Improved Time Management Skills or Improved Communication Skills. 
30  Skylight members who had an ‘improvement in housing situation since starting’ outcome recorded in Crisis administrative data. 
31  Measured by those members of Skylight Oxford in this group who have shown an improvement in their Physical or Mental Health on Outcome 

Star measures. Note the caveats on the Outcome star in earlier footnotes and at the end of this chapter. 
32  Reported as having improvements in their social networks on the Outcomes Star or as reporting meeting people on identifiable Feedback 

forms.
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to assess performance against three of these 
targets (targets three, four and five) may 
have led to some underrepresentation of 
the positive outcomes that were achieved. 
Provision of feedback is voluntary and while 
members are encouraged to provide it, by 
completing feedback forms, the choice-
based, open and flexible nature of the 
Skylight service means members are not 
required to provide feedback data. This can 
sometimes mean that response rates, relative 
to the number of people using a service, 
are quite low. The same issue tends to arise 
whenever any service seeks feedback from 
the people it supports. 

The situation in which the Progression 
Pathways project was working and the goals 
it was seeking to achieve are also important 
to note. Homeless people can be highly 
socially and economically marginalised, face 
daily stigmatisation and are in a context 
where full time, reasonably paid work and 
access to adequate, affordable housing with 
a reasonable security of tenure have become 
more scarce than was once the case. There 
are major challenges in seeking to enhance 
the social integration of such a marginalised 
group of people and the work of the project 
and Skylight Oxford must always be seen in 
this context. 

It is also worth briefly noting again that, at 
the time of writing, one set of data, covering 
the winter term at Skylight Oxford, were 
not available. This meant that the total 
achievements may well be higher than is 
recorded here, both in respect of the overall 
targets and the milestones reported on below.  

Drawing on Crisis administrative data and 
looking at the milestones set for each target, 
it is possible to review progress towards each 
target in more detail.

Target 1: Improvement of self-esteem and 
confidence through informal learning
As noted, target one for the Progression 
Pathways project was for 300 members of 

Skylight Oxford to improve their self-esteem 
and confidence through taking part in an 
informal learning activity by the end of the 
project. This target had been recorded as 
achieved for 55% of the target numbers. 
Within this target there were three annual 
recruitment milestones, all of which were 
exceeded:

1. The progression team to recruit 50 
beneficiaries (i.e. Skylight Oxford 
members) onto the project to access 
informal activities and workshops in 
year one. This target was achieved and 
exceeded by 102%, with a total of 101 
Skylight Oxford members being recruited.

2. The progression team to recruit 100 
Skylight Oxford members onto the 
project to access informal activities and 
workshops in year two. This target was 
met and exceeded by 91%, with 191 
members recruited.

3. The progression team to recruit 150 
Skylight Oxford members onto the 
project to access informal activities and 
workshops in year three. At the time 
of writing this target had been met and 
exceeded by 52%, with 228 members 
recruited.

Target 2: Improving employability skills 

As noted, target 2 was for 150 Skylight 
members to improve their employability skills 
through accessing IAG, accredited learning 
or work placement/training opportunities 
by the end of the project. This target was 
exceeded by 24%, with 186 members of 
Skylight Oxford reporting improvements in 
employability. Within this target there were 
three recruitment milestones, all of which 
were also exceeded: 

4. Progression team to recruit 20 
beneficiaries (members of Skylight Oxford) 
onto the project to access IAG, accredited 
learning and work placement opportunities 
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in year one. This target was greatly 
exceeded (by 700%) with 160 members 
being recruited in year one. 

5. Progression team to recruit 65 members 
of Skylight Oxford onto the project to 
access IAG, accredited learning and 
work placement opportunities in year 
two. This target was again exceeded by 
a considerable margin (230%) with 214 
members being recruited in year two. 

6. Progression team to recruit 65 members 
of Skylight Oxford onto the project to 
access IAG, accredited learning and work 
placement opportunities in year three. 
Again, at the time of writing, the numbers 
achieved far exceeded target levels (245 
members were recruited, 277% more than 
the target). 

Target 3: Delivering improvements in 
housing situation 
As described above, target three was that 
45 members of Skylight Oxford would 
experience an improvement in their housing 
situation (street to home, or hostel to more 
permanent accommodation etcetera) by the 
end of the project. This target was passed 
by 157%, with 116 members of Skylight 
Oxford reported as having improved housing 
situations. Looking at this target in more 
detail, it can be seen that three annual 
milestones specified by Crisis to the Big 
Lottery Fund were also all surpassed. 

1. Ten beneficiaries (members of Skylight 
Oxford) to be supported by the 
progression team around housing issues in 
year one. In year one, 37 members were 
supported in this way, going beyond the 
target by 270%. 

2. Fifteen members of Skylight Oxford to be 
supported by the progression team around 
housing issues in year two. In year two, 
86 members were supported with housing 
issues, going beyond the target by 473%. 

3. Fifteen members of Skylight Oxford to 
be supported by the progression team 
around housing issues in year three. At 
the time of writing, 94 members had been 
supported with housing issues in year 
three, the target being exceeded by 526%. 

This target was measured in relative rather 
than absolute terms, i.e. all improvements 
in housing situation, which could but did 
not necessarily indicate actual re-housing in 
adequate, affordable housing with reasonable 
security, were recorded. 

Target 4: Delivering improvements in 
physical and mental health
Target 4 was for 50 members of Skylight 
Oxford to experience an improvement in their 
physical and mental health through accessing 
health and well-being activities, or specialised 
support and advice, by the end of the project. 
This target was not met, with 76% of the 
goal being achieved (38 members of Skylight 
Oxford) reporting improvements in mental 
and physical health. Looking at annual referral 
milestones set by Crisis for target 4, levels well 
in excess of milestones were again achieved:

1. Ten beneficiaries (members of Skylight 
Oxford) to be supported by the progression 
team to access health and well-being 
activities in year one. Thirty members of 
Skylight were supported in this way in year 
one (200% in excess of the original target). 

2. Fifteen members of Skylight Oxford to 
be supported by the progression team to 
access health and well-being activities 
in year two. Seventy-three members of 
Skylight were supported in this way in year 
two (386% in excess of the original target). 

3. Twenty members of Skylight Oxford to 
be supported by the progression team to 
access health and well-being activities 
in year three. Ninety-three members of 
Skylight Oxford had been supported in 
this way at the time of writing in year three 
(370% in excess of the original target). 
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The criteria were also relatively strict on this 
measure, i.e. someone had to report gains 
in both physical and mental health, which 
means a gain in either one respect, i.e. an 
improvement in mental or physical health, 
which might be a significant achievement, 
was not recorded as a positive outcome 
against target four. With respect to the 
rate at which the milestones for target 4 
were exceeded, this may be the result of 
past experience in other Skylights lead to 
estimates for these milestones that turned 
out to be much lower than the operational 
reality once Skylight Oxford opened its doors. 

Target 5: Delivering improvements in social 
networks and community engagement 
Target 5, as noted above, was for 50 
members of Skylight Oxford to report an 
improvement in their social networks and 
feel part of the wider community through 
engaging in the arts by the end of the project. 

This target was, as noted, exceeded with 
152 members of Skylight Oxford reporting 
improvements in social networks (204% 
above the target level). Again, it is possible 
to look at the annual milestones set by Crisis 
for years 1-3 of the Progression Pathways 
project and to report that these targets were 
in all instances surpassed. 

1. Ten members of Skylight Oxford to attend 
an arts-based workshop in year one (the 
achieved figure was 94 members). 

2. Ten members of Skylight Oxford to attend 
an arts-based workshop in year two (the 
achieved figure was 165 members). 

3. Twenty members of Skylight Oxford to 
attend an event or undertake a work 
placement in the adjoining Old Fire Station 
arts centre over the course of the project, 
a total of 40 members had taken part in 
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Figure 3.2: Summary of achievement against targets for the Progression Pathways project 

Source: Crisis Administrative Data. As specified in original application to Big Lottery Fund Reaching Communities 
Project.
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such activities at the time of writing (100% 
more than the target set). 

Figure 3.2 summarises the extent to which the 
five targets specified in the original funding 
application for the Progression Pathways 
project to the Big Lottery Fund Reaching 
Communities programme were met. 

Other achievements of the Progression 
Pathways project

Additional key outcomes, which were closely 
linked to the targets set for the Progression 
Pathways project, are worth mentioning. 
These relate to the achievements of the 
progression team in moving members of 
Skylight Oxford into paid work and into 
volunteering and the general benefits of 
the informal and accredited learning that 
progression coordinators enabled Skylight 
Oxford members to use. These were related 
directly both to the shared goals of Skylight 
and the Reaching Communities programme 
goal to enhance life chances (see Chapter 1). 

•	 89 members of Skylight Oxford who had 
contact with progression coordinators had 
secured employment at the point of writing. 
Six jobs had been secured in year one, a 
further 39 in year two and 44 in year three. 

•	 106 members of Skylight Oxford who had 
used progression coordinators had moved 
into volunteering, nine in year one, 49 in 
year two, and at the time of writing, 48 in 
year three. 

•	 There was general evidence from member 
feedback, including people who had and 

who had not had contact with progression 
coordinators, that informal and accredited 
learning provided by Skylight Oxford was 
promoting self-confidence. Overall, 88% 
of responses from completed feedback 
forms on informal and accredited learning 
reported that self-confidence had 
increased.33

•	 There was also evidence from general 
member feedback, including both people 
who had and who had not been in 
contact with progression coordinators, 
that employability was being increased 
through informal and accredited learning 
at Skylight Oxford. Overall, 84% of 
answers on feedback questions on 
whether informal and accredited learning 
had increased communication skills 
were positive, as were 79% of answers 
to feedback questions on whether time 
management skills were increased.34 

Limitations and strengths of 
available data

The targets agreed between Crisis and the Big 
Lottery Fund placed considerable emphasis 
on voluntary feedback from members of 
Skylight Oxford as a key source of data for 
assessing overall performance. This has both 
advantages, because key indicators are based 
directly on the opinions of people using a 
service, and disadvantages, which centre on 
actually getting people to complete feedback 
forms and whether feedback is representative, 
because only some people may be giving their 
opinions. Any service, of any type, whether 
a hospital, university or homeless service 

33  Based on 837 out of 886 answers that agreed or strongly agreed to the feedback form question on informal and accredited learning “As well 
as learning skills related to the course, I enjoyed other benefits including: Increased confidence and self-esteem” and 73 answers out of 152 
responding positively to the question on the revised feedback form “Has your confidence and self-esteem improved?” during the period May 
2011 to December 2013. Note: These data include responses from Skylight Oxford members who had not had contact with a progression 
coordinator. 

34  Based on 783 out of 876 answers that agreed or strongly agreed with the following feedback question “As well as learning skills related to the 
course, I enjoyed other benefits including: Improved communication skills” and 84 out of 150 answers that answered the feedback question 
“Have your communication skills improved?” positively on the revised feedback form. The time management figure is based on 716 answers 
out of 863 that agreed or strongly agreed with the statement “As well as learning skills related to the course, I enjoyed other benefits including: 
Improved time management skills” and 89 out of 151 answers that answered the question “Have your time management skills improved?” in 
the revised feedback form positively. The period covered was May 2011 to December 2013. 
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will encounter these issues when seeking 
voluntary feedback.  

Any service using voluntary feedback as 
a performance indicator, whether it is a 
homeless service, a school or a hospital, 
will always encounter the problem that 
not everyone using a service will provide 
feedback. There is often a concern that 
outcomes are under reported for this reason. 
In respect of the Progression Pathways 
targets, an apparent shortfall may therefore 
not be a shortfall at all, it may just reflect 
how many people opted to, or opted not 
to, provide feedback. While all the Skylights 
actively encourage feedback they also respect 
individual choice. The tolerance, respect, 
flexibility and member-led nature of Skylight 
service provision means that requiring the use 
of member feedback as a tool for performance 
assessment would be difficult to reconcile with 
the principles of Crisis. 

Administrative data were not always entirely 
complete. However, this appeared to be a 
historical issue, rather than there being any 
current problem with data collection, at the 
point that the University began working with 
the Skylights in 2013.  The University of 
York large scale evaluation provides, as is 
illustrated by this report, useful information 
on individual aspects of Skylight services. 
However, the evaluation is programme wide 
in focus, not a highly detailed evaluation 
of every detailed aspect of each of the six 
Skylights the University is working with. 

The key strengths of the available data centre 
on the availability of separate sources of 
information on Progression Pathways. The 
availability of the anonymised administrative 
data, the feedback from Skylight Oxford 
members and the results from the University 
of York led programme evaluation increases 
the overall robustness of the evaluation of 
Progression Pathways, as these three data 
sets are collected independently of one 
another. When, as is the case here, a series 
of independently collected data sets all point 

the same way, the chances that a finding is 
truly representative of reality increase, because 
there is more than one point of verification. 
Thus, three sets of positive findings, from three 
data sources, provide robust support for the 
achievements of the Progression Pathways 
project. 
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This final section of the report considers 
the results of this external evaluation of the 
Progression Pathways project which was 
supported by the Big Lottery Fund Reaching 
Communities Programme from May 2011 to 
April 2014. 

•	 There was a clear demand for the 
Progression Pathways service, evidenced 
in the numbers of people using it and 
the patterns of need they presented 
with. Given the specific and general 
evidence of the successes being 
achieved by the Progression Pathways 
project, there is clearly a continued need 
for the Progression Pathways project. 
More generally, there is a good case to 
continue supporting the wider role that 
Skylight Oxford undertakes in the Oxford 
community. 

•	 There was clear evidence that targets 
agreed between the Big Lottery Fund 
were often being met, exceeded or that 
there was significant progress towards the 
intended goal. The availability of three data 
sets to review progress towards specific 
targets and look at attainment of strategic 
goals allows for cross-verification of 
evaluation results and allows Progression 
Pathways to be described as a success 
with a high degree of confidence. 

•	 Key successes for the Progression 
Pathways project included gains in 
employability, improvements in housing 

situations and enhancement to social 
networks and community engagement. 
Progress was also evident in enhancing 
self-esteem and confidence and the 
mental and physical health of a group of 
homeless and vulnerably housed people 
who are often experiencing stigmatisation, 
sustained worklessness and who could 
have high support needs.  

•	 The strategic objectives and day to day 
operation of the Progression Pathways 
project and Skylight Oxford as a whole 
were clearly compatible with the goals of 
the Reaching Communities programme 
and with the objectives of the Big Lottery 
Fund more generally. Progression 
Pathways within Oxford Skylight was 
working actively towards promoting social 
integration for hard to reach groups with 
often high support needs, who were also 
experiencing stigmatisation. 

4 Conclusions 
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