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Emmaus House (Stage 1): High support, 12 beds, 24/7 staffing.

Victoria Road (Stage 2): Intermediate support, 15 beds, 24/7 
staffing.

Mills House (Stage 3): 7 studio flats, support as required.

Community Flats (Stage 4): 7 independent flats, support as 
required.

Tenancy Support:  Support/advice for tenancy issues to 
maintain independent living.

Accommodation in family homes across the local area.

Daylight: Informal training and personal development.

Cybershed: 12-seat computer suite for IT training and 
Internet use.

Employment & Education: training to develop key skills and 
to support the move into training, education or employment.

HELP: Peer group training on homelessness.

Dr Al: Peer group training on drugs and alcohol abuse.

Joint service with Surrey NHS providing advice and support 
for those struggling with drug and alcohol abuse.

Joint service with Hampshire CC and Rushmoor BC  providing 
walk-in youth Advice, Information, Mediation and Support, 
including Family Mediation service .

Chairman’s
report

The past year has been a particularly exciting one for Step by Step. We have seen our long-term goal 

of new purpose-designed accommodation becoming a reality as work continues apace in Crimea 

Road. The new building should significantly boost client outcomes, which is our main passion. As 

Step by Step has grown, it has acquired properties which fall well short of our current needs: many 

clients have to share rooms, there are no facilities for the disabled, and little space for confidential 

client interviews. The old premises are tired and in need of major maintenance and, with the 

organisation spread over six buildings, effective team working is difficult. Clients – and staff – will 

benefit considerably from services based in one location.

We have been planning the new building for the past two years in partnership with Sentinel Housing 

Association and Rushmoor Borough Council. As part of the process, we made nearly 30 visits to 

similar leading organisations to learn from their experience and ensure we have the best possible 

facilities. I am delighted to report that, with generous financial support from many organisations, 

the building has been fully funded, construction is proceeding and we are on schedule to move in 

during May 2011.

The new building will undoubtedly be a significant milestone for us, but it is people, not bricks and 

mortar, that achieve our mission of transforming young peoples’ lives and helping them achieve 

their full potential. People are the key element in our organisation and we continue to place a strong 

emphasis on staff development, as well as strengthening our board with the appointment of new 

members.

Last year I wrote about the increasing need for our services and sadly this has not changed. It may 

seem surprising that homelessness is a problem in prosperous counties like Hampshire, Surrey and 

West Berkshire but demand for places is consistently three times the number we can accommodate. 

Almost two thirds of our clients are teenagers (one third are female) and over 95% are unemployed 

on arrival and in a downward spiral which can lead to involvement with petty crime, antisocial 

behaviour and substance abuse. Step by Step supports over 500 young people a year and nearly 

74% of them make positive progress or stabilise their situation. Fortunately, most 16-25 year-olds 

are still adaptable enough to be helped and when they do succeed the benefit to them and the local 

community is enormous.

Step by Step continues to pursue vigorously its vision of excellence and 

continuous improvement to meet the needs of homeless people and those facing 

adversity. Our visits to other leading organisations in connection with the new 

building provided opportunities for us to learn important lessons about improving 

our current operation so that our young peoples’ experience compares favourably 

with the best in the sector. Our culture of continuous improvement helped us 

achieve 32 “As” for “excellent” and 3 “Bs” for “good practice” out of a possible 35 

grades awarded by Supporting People, a government organisation. Our success is 

demonstrated by the high proportion of our clients who make positive progress 

or stabilise and also by the significant number that move from being NEET (Not in 

Education, Employment or Training) into jobs, training or college placements – a 

key objective we share with both local and national government.

We only achieve what we do through the commitment, dedication and 

professionalism of our board members, staff and volunteers and my sincere thanks go to them all. 

I also want to acknowledge the invaluable contribution made by all the many organisations with 

which we work; their unstinting efforts on behalf of Step by Step and our clients are very much 

appreciated. However, it is our young people who ultimately show their courage by grasping the 

opportunities offered to them to transform their lives. It is to them most of all that I want to say 

“thank you”. With their enthusiasm and Step by Step’s current strengths I look forward to another 

exciting year. 

      Mike Brown,   Chairman
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OurMission
To empower homeless people and those 
facing adversity to achieve their full 
potential

OurVision
To become a leading organisation 
which sets the standard for 
excellence and continually develops 
to meet the needs of homeless 
people and those facing adversity

over 95% (of clients) are 
unemployed on arrival...

...nearly 74% of them 
make positive progress 

or stabilise
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talks about her journey to Emmaus House 
and her first impressions

“I have recently come to live at Emmaus house and I have written this to explain why. 

Since I was six years old I’ve lived in several different women’s refuges because of my 

Mum’s experiences of terrible domestic abuse. My Mum had the courage to leave one 

relationship, even though she left behind everything we owned, which made it hard 

for her to rebuild our lives, but she did it. Then, unfortunately, she fell into the same 

trap again but managed to escape again.

“As a result of all this abuse I chose to move to my birth father’s home for a fresh 

start. I had found a partner myself, but he caused a major conflict with my Dad and, 

under pressure from my partner, I left. We moved around various B & Bs and hostels 

until we were given a flat of our own, but once there I experienced severe domestic 

violence at the hands of my (now ex-) partner. It took me a long time to develop 

the courage to leave him, but when I did I gave a 27-page statement to the police, 

who placed me in a refuge in Berkshire. 

“During the two months I spent in that refuge I decided I wanted to move closer to my 

friends and family, but there were two main reasons why I chose to come to Emmaus House. 

Emmaus House is helping me rebuild my life and make new friendships after missing so 

many opportunities because of domestic violence. It is really helping me to sort out my trust 

issues, especially with males.

“The other residents have plenty of issues of their own, and I have found that I can help 

others, even if it’s only a shoulder to cry on or someone to listen. My ambition is to become 

a carer, as I’ve needed carers for the whole 17 years of my life. I also want to challenge the 

stereotype that all young people are bad, or that we can be judged by what we wear or how 

we talk. Pretty much all I want from life is to achieve those goals and to inspire others to 

achieve.”

A new residentAccommodation
Services

Our services do not simply provide a ‘bed for the night’. From the moment a young person accepts a 

place - usually in Emmaus House or its emergency bed - they are not only offered warmth, security 

and food, but also support to help them overcome the issues that caused them to become homeless 

in the first place.

Regular meetings with their keyworker enable goals to be agreed and monitored using the Outcome 

Star system, which covers ten behavioural and skill parameters. By setting achievable goals  progress 

can be assessed and action taken to build on improvements or tackle difficult areas.

As a young person moves through the accommodation services, they enjoy increasing levels of 

independence so that as they progress they are well prepared for independent living.

Stage 1
Emmaus 

House

Stage 2
Victoria 

Road

Stage 3
Mills House

Stage 4
Community 

Flats

Tenancy 
Support

Referrals 276 44 14 4 37

Accommodated
86

(27 through 
crisis bed)

38 14 9 37

Average length of stay 
(weeks) 7.5 12 57 124 13

Clients stabllising or 
progressing 75% 77% 90% 90% 92%

Client
referrals & outcomes

Total number of bed 
nights provided: 14,374 

Overall, four out of five of the young people 
we accommodated stabilised or progressed.

Paul (not his real name) spent 
more of his teenage life “inside” 
(prison) than outside. At the 
age of 12 he was dealing heroin 
and crack for the older dealers 
on his London estate; at 13 he 
bought his first firearm, and at 
15 he was the first person in 
West London to get an ASBO. 
Before his last prison sentence 
he was making more than 
£2,000 a day dealing heroin in 
Aldershot. 

During his last prison sentence 
things changed for Paul. 
His long-term partner was 
pregnant with his baby and 
the police had confiscated 
his money and property as 
the proceeds of crime. Paul 
had found a job that he really 
enjoys: being a barber. Paul cut 
other inmates hair in exchange 
for their rations - typical of his 
business flair.

Paul was released two days 
before his twenty-first birthday 
and the same day his daughter 
was born. Paul struggled to 
maintain jobs or appropriate 
accommodation but continued 
to take a barbering course, 
which he has completed.

Now living in Emmaus House, 
Paul has had work experience 
at a local barber’s and we are 
confident he will be able to 

“rent 
a chair” when his qualification 
arrives. Paul’s ambition is to 
open his own barbershop, and 
he also wants to get involved 
in peer education so that other 
people may learn from his 
experiences.

Paul’sstory

Photo: Stage 1 accommodation is at Emmaus House

“rent 

Important note: The names and photographs used in the above story and those on pages 5 and 9 have been changed.  The photographs used in no way represent 
the people detailed in the stories, which are all true and accurate accounts of the personal experiences of individual Step by Step clients.
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Youth Development
Services

Young people who are Not in Education, Employment or Training are known as NEETs. Step by Step’s Employment 

& Education service is designed to help such young people move on to a job, college or a training scheme, as 

Declan’s story illustrates...

Declan (not his real name), age 24, was living in our accommodation services. He was keen to find 

employment in the IT sector but had no formal qualifications in IT or relevant work experience. Nonetheless 

he was determined to succeed and became a regular attender of the Employment and Education (E & E) 

programme.

With the support of the E & E worker he was able to find a work experience placement in a computer shop 

which repaired and maintained customers’ PCs and also sold computer parts in store and online. During his 

13 week placement, Declan learnt more about computers and gained useful practical experience. He also 

started having driving lessons and soon passed his theory test. The placement gave Declan the chance to 

demonstrate his willingness to work hard and learn new skills.

Following his placement, an opportunity to train as a software engineer was found with another company. 

Declan attended the interview with the E & E Support Worker and was offered the job. As the job was some 

distance away, Declan had to travel each day on public transport, but he persevered until he passed his 

driving test and was able to purchase a second-hand car.

With further support from Step by Step, Declan was able to find his own accommodation closer to work and 

moved on from Step by Step. We have kept in contact with him and he is still working very successfully for 

the same company. 

no longerNEET

Photo: Hard at work on the Daylight Designs production line

The Youth Development service offers training and support to residents in our accommodation 

services and to other young people who need support.  The services are focused on gaining 

knowledge and experience of useful life skills, tackling negative behaviours and breaking down 

barriers that hinder them from reaching their full potential.  In addition, YDS aims to empower young 

people to re-engage in employment, education, or volunteering opportunities.

Individual Youth Development clients 171

Employment & Education clients 85

Employment & Education clients progressing to 
work, training or education 44%

Peer Education new volunteers 47

HELP: total presentations / audience 24 / 1,700

Dr Al:  total presentations / audience 17 / 1,200

Clients progressing or stabilising 93%

Thehighlights
Life, Love and Happiness clients enjoyed a four-day residential on Dartmoor in September. Activities 

included pony trekking, gorge scrambling and orienteering. The key focus was on building and 

maintaining positive relationships.

Physical Health and Activities provided taster sessions including climbing, trampolining, 

swimming, ice skating, bowling, hiking, use of the gym, martial arts and football. Team sports help 

clients to build their skills and learn to work as a team.

Female Anger Management is a new programme designed to help vulnerable young women 

understand the causes of their anger and how to manage their own feelings and those of others 

around them. The sessions include relaxation therapies such as massage and acupuncture which 

have been very beneficial to clients.

Offers training in a wide range of topics designed to help young people into work , training or 

education. Topics include literacy and numeracy, writing CVs, presentation skills, driving lessons, 

and work experience. One to one  support is key to the success of this service. 44% of clients have 

progressed into work or training.

The project expanded this year and continues to produce high quality items which the young 

people design, make and sell at craft fairs. The experience of functioning in typical business roles 

provides employability skills and increases self confidence and self-esteem and also enhances their 

creative abilities.

Step By Step clients draw on their own life and relationship experiences to present  messages to 

schools, colleges and youth groups about the realities of homelessness, the effects of excessive 

alcohol consumption, and the impact on relationships and life chances. Several schools requested 

repeat visits, including one who had the team back 14 times to deliver to 14 different groups.

CyberShed is designed to draw in young people who are digitally and socially excluded to learn IT 

skills and access the internet for online learning, job searching, and communicating with friends and 

family, helping them to maintain social networks. and encourage re-integration.

Daylight

Employment 
and Education

Daylight Designs

Peer Education: 
Dr Al and HELP

CyberShed

Clientattendance 
& outcomes
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Supportive Lodgings
Service

D’n’A
Service

Youth AIMS
Services

Supportive Lodgings provides support and accommodation 

within carefully chosen carers’ homes for young people aged 

16-25, although the majority are aged 16-17. The service is 

contracted to provide a total of 39 placements for a number 

of local authorities. Carer recruitment and support is crucial to 

the success of the service.

Bekki:  “There have been good and bad times. I have had to cope with a variety of different problems, 

including the breakdown of my relationship with my parents and emotional issues, but with the 

brilliant support of my carer, Caroline, and Marie at Step by Step, I made it through these struggles 

and I have learnt a lot.”    (Bekki started a law course in Winchester in 2010.)

Highlights A new contract with West Berkshire District Council was signed in December. Successful carer 

recruitment resulted in us having more placements available than we are contracted to provide, 

enabling us to find places for more young people. The role of a carer is a rewarding one and many 

of our young people have been with their carers for over a year.

Referrals 72

Accommodated 52

Clients progressing or stabilising 84%

Youth AIMS (Advice, Information, Mediation and Support) opened in September 2009, taking over 

responsibility for the service previously provided by Hampshire Youth Bureau. Initially housed at 

61 Victoria Road, Youth AIMS moved back to its old location at 104 Victoria Road, Aldershot after 

refurbishment.

The service, a partnership with Hampshire County Council and Rushmoor Borough Council, operates 

each weekday and is the first port of call for young people aged 16–25 in the Rushmoor area who 

find themselves to be homeless, at risk of being homeless, or seriously disadvantaged.  Clients can 

access support and advice on issues including accommodation, dealing with debt, education and 

employment, and relationships.  The service also offers practical help in the form of  showers and 

washing machine facilities and emergency food parcels.

Many seek help with problems associated with having no money or adult backing and many feel 

helpless and worthless and they often have other issues to cope with. Youth AIMS adopts a multi-

disciplinary approach for such young people, drawing on resources from other Step by Step services 

such as D’n’A and Tenancy Support, as well as the Connexions Service, etc.

Clients contacted (from 1-Sep-09) 397

Number of contacts 1419

Average daily attendance 9.5

Clients facing homeless or facing eviction 128

Clients  moved into accommodation 89

Some

Referrals & 

outcomes
Client

D’n’A is a partnership of Step by Step and Surrey & Borders Partnership NHS Trust. It provides support 

to young people who are affected by substance abuse, principally alcohol and cannabis. One-to-one 

support is the main process for helping clients, supplemented by special short courses.

Clients 119 (100 new)

Appointments offered 1458

Appointments attended 69%

Percentage with complex needs 53%

Average length of engagement 26 weeks

Warren (not his real name or photograph) was evicted from his family 
home when he was 16. A daily and entrenched cannabis addiction, 
coupled with anger and depression traceable to his unhappy 
childhood, has resulted in severe mood swings: it’s not uncommon 
for him to smash his head against a wall, especially when he has no 
funds for cannabis.

D’n’A staff have worked with Warren to offer alternative coping 
strategies for these intense feelings using techniques from our anger 
management programme. In the past he has run into trouble with 
rent payments as he often prioritised cannabis above housing.

D’n’A helped Warren to register with a GP to 
help treat his depression and mood swings, 
and also negotiated a second chance for 
him with a previous landlord, advocating for his payments to be 
paid directly.

Warren is now making significant progress with his life, with a huge 
decrease in cannabis use. More importantly he is able to manage 
his feelings for long periods of time without the use of cannabis 
and is maintaining his current tenancy well. When problems do 
arise, he is quick to return to D’n’A for support, help and advice.

Warren’sstory

Client attendance
& outcomes

Photo: Bekki and Caroline

Clientreferrals & 
outcomes

(See note on page 4)
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Finance
Matters

The results for the full year 2009-10 show a surplus of £60,000, largely due to income received in 

excess of expenditure relating to our New Build project.  This surplus on New Build is committed to 

be spent in 2010-11, so this is simply a timing difference.  Reserves have increased as a result.

We have seen an 8% increase in income (excluding monies committed to New Build) which is a great 

result given the difficult economic conditions.  We have used this money to extend and improve the 

quality of the services we provide to our clients, and this shows in our increased cost base. 

Our income is from a broad range of individuals and organisations, and we are very grateful to them 

all for their continued support. 

Whilst our reserves position looks good, we are not complacent – significant expenditure will be 

required to complete the New Build in 2010-11, and we will be partially utilising our reserves to meet 

some of this expenditure.  We are also mindful of the need to keep sufficient reserves in place given 

the pressures on public sector funding for our services.

Our full accounts and Directors’ report for 2009-10 are available from our Registered Office and can 

also be reviewed at our website (www.stepbystep.org.uk) by following the link on the “News and 

Information” page.

Russell James, Treasurer Director

New
Building

Work on our new purpose-designed building in Crimea Road, Aldershot, is proceeding to 

schedule. (See Chairman’s report, page 2).  When completed in May 2011, it will provide 30 

modern single study bedrooms for Stages 1 and 2 of our accommodation service. It will 

also bring all our other services, including Youth AIMS, Youth Development, D’n’A, Tenancy 

Support and Family Mediation into one building along with interview rooms and offices, 

leading to more efficient integration of our services in support of all our young people.

The project is a partnership between Step by Step, Sentinel Housing and a number of local 

authorities. The major contributors who have supported Step by Step with building costs are 

shown on the left. In addition, we have received funding for the fit-out and move-in costs of 

the building from the Henry Smith Trust; the Beatrice Laing Trust; the Quaker Housing Trust, 

CRASH, the Hilton Foundation and the local community.

The site is a case study in a European-wide waste recycling project called Zero Win to 

investigate the re-use of construction waste materials in the electronics, solar power and 

automotive industries. The constructors and Southampton University are recording in great 

detail all the waste from the site. 

The picture shows concrete being pumped into the third floor slab at the end of September 

2010. 

The results for the full year 2009-10 show a surplus of £60,000, largely due to income received in 

INCOME
Earned income 2010 2009

Supporting People  £ 507 ,642  £ 486 ,774

Housing Benefit & rental  £ 265 ,354  £ 234 ,831

Supportive Lodgings  £ 152 ,398  £113 ,738

Youth AIMS  £ 10 ,862

Total  £ 936 ,256  £ 835 ,343

Fund-raised income

Major income grants  £ 232 ,279  £ 228 ,083

Churches, secular, individuals  £ 45 ,223  £ 44 ,147

Events  £ 3 ,025

New build  £ 90 ,000

Other income  £ 7 ,657  £ 26 ,145

Total  £378 ,184  £ 298 ,375

TOTAL INCOME  £1,314 ,440  £1,133 ,718

EXPENDITURE
2010 2009

Accommodation  £ 894 ,104  £ 815 ,210

Youth Development services  £ 250 ,630  £ 277 ,758

New build  £ 59 ,011

Governance  £ 33 ,077  £ 31 ,608

Fundraising  £ 16 ,775  £ 14 ,877

TOTAL EXPENDITURE  £1,253 ,597  £1,139 ,453

Surplus (Deficit)  £ 60 ,843  (£ 5 ,735)

Supporting People 
(39 %)

Housing Benefit 
& rental (20 %)

Major Income 
grants (18 %)

Accommodation 
(71.4 %)

Youth 
Development 

Services (20 %)

Supportive Lodgings (11 %)

Youth AIMS 
(1 %)

Churches, 
etc (3.4 %)

Events (0.2 %)
New Build 

(6.8 %)

Other (0.6 %)

New Build 
(4.7 %)

Governance (2.6 %)

Fundraising (1.3 %)
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Step by Step Partnership Ltd
Registered Charity 900308
A company limited by guarantee: Company no. 2431825
61 Victoria Road, Aldershot, Hampshire, GU11 1SJ
Telephone: 01252 312364
Email: info@stepbystep.org.uk www.stepbystep.org.uk

Step by Step
empowering homeless people and those facing adversity

At 16 I became homeless after a family breakdown. I had nowhere to go which meant I was living 

on the streets for over three weeks. It was a terrifying time for me, I had sores on my hands and I 

felt worried and anxious all the time, always looking over my shoulder and never able to sleep. 

My family support worker introduced me to Step by Step.  When I came to visit everyone was very 

helpful. Talking to some of the other residents there, I started to feel welcomed and that it could 

be a place where I could feel safe again. I decided to move into the first stage accommodation 

(Emmaus House).

At Emmaus house we had to do lots of tasks. One of my favourites was cooking. We took it in turns 

to cook which was brilliant because I did not have any cooking skills, so it gave me the basic life 

skills I needed to gain independence. I started college but I found it very difficult to concentrate 

because it was a busy, sometimes noisy, environment. Step by Step gave me the motivation 

to work harder and move on to the next accommodation stage at Victoria Road. After that I 

progressed quite quickly and moved to Mills House where I’ve been for over a year now.  

I feel happy and settled, I am now waiting to hear back about a university placement and will 

hopefully start studying in September.

I have had a lot of support from Step by Step and I am so grateful, for without them who knows 

where I would be now?

Izzy’s
story

These are the organisations with which we work in partnership to achieve our aims. We are very 

grateful for all the help and co-operation we receive from them and all our supporter and volunteers.
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