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Message from the CEO 
 
As a charity, Falcon Support Services has 
successfully navigated one of the most stressful 
years I have known during my time as CEO with 
the help of dedicated staff, Trustees, and donors.  
Therefore, I want to dedicate this year’s impact 
report to everyone who supports the charity’s 
work but mostly our fantastic staff team, who 
have unreservedly responded to the needs of 
our service users during unprecedented times. 
Their selfless commitment has ensured we 
could continue to deliver a personal and tailored 
service to all our residents and service users. 
This has been possible with no person-to-person 
transmission of Covid-19 within our services.

At the beginning of the pandemic, our staff 
had very real conversations with their families, 
planning for their children to stay with family and 
friends just in case they caught the virus. The 
dedication was genuinely moving, and my heart 
swells with pride for our team.

As the world closed down, the rough sleepers 
who attend our Drop-In service found their 
access to public toilets, water and food shut 
off completely.  It was a frightening prospect 
for some of the most vulnerable people in our 
society. The world had retreated behind closed 
doors, and they were truly locked out.  The 
Government’s directive to local authorities to get 

‘Everyone In’ was a lifeline 
and our Drop-In staff 

remained working 
frontline until 

every rough 
sleeper had 
been housed. 

Due to the 
complex needs 
of some of the 
rough sleepers, 
maintaining 

their B&B accommodation was simply not 
possible.  After just three weeks, we needed 
to open the Drop-In service again to provide 
access to essentials for those back on the street.

As the pandemic hit, our regular funding 
streams quickly closed, but in a rapidly changing 
landscape, new Covid-19 grants were released 
with a quick turnaround.  We were able to 
recoup the cost of furloughed staff, substantially 
adapt our buildings and create safer working 
environments with the help of grants and 
community donations. Without these grants, the 
consequences of the pandemic could have been 
devastating for charities like ours.

Very quickly, services and agencies adapted 
to virtual communication; support was over 
the phone and face to face meant a video 
call.  Our service users found this part of the 
pandemic incredibly challenging.  We provided 
basic mobile phones, a private room for zoom 
meetings and access to tablets to attend their 
support groups.  Although, none of this helped 
with the delays in finding them permanent 
accommodation to move on with their lives. 

The pandemic has shone a light on the need 
to reform social housing policy, both locally 
and nationally. Local housing allowance rates 
need to be more realistic and direct payments 
to landlords reinstated as standard to help 
improve the confidence private sector landlords 
have in letting to people who have experienced 
homelessness.

As things stand, I have very real concerns that 
the risk of homelessness and rough sleeping will 
increase in the coming months.  The end of the 
furlough scheme and the ban on evictions are 
clear triggers that could potentially be a catalyst 
for a future that is not very bright in the fight 
against homelessness and rough sleeping.

The only way to stop a significant increase in 
homelessness across 
Leicestershire is to 
learn the lessons of 
the pandemic. 
 
Marie Davis 
- CEO 
 

We will treat all our stakeholders with dignity 

We are persistent in our belief that everyone deserves another chance

We believe that working in collaboration provides the best outcomes for our 
service users

 
We strive for excellence in the delivery of all our services

Values

Message from the Chair
 
The COVID pandemic has placed significant 
challenges on our organisation, but these 
challenges have been handled magnificently, 
and we have managed to sustain a high quality 
of service throughout the year. 

The Board of Trustees would like to offer our 
sincere thanks and congratulations to all staff 
members for their hard work and dedication 
throughout a difficult year.

Led by a solid Management team, we have 
managed to deepen and widen our support 
offered to communities across Leicestershire 
by extending our services again. We have 
maintained our strong financial position despite 
the varied funding challenges brought by the 
pandemic.

We were delighted to welcome Jason King to the 
Board during the year, adding valuable social 
housing expertise. Jason joins Alicia Butterfield, 
Dr Peter Cannon, Andy Cereseto, Peter 
Dadswell, Dr Jane Gray OBE, Graham Hunt and 
myself in a hardworking and dedicated Trustee 
team. I thank every one of them for working 
effectively with the senior management team in a 
successful year.

The Board’s highlight of the year was funding 
a significant upgrade to the Falcon Centre. We 
have been keen to maintain and improve the 
quality of our properties alongside enhancing 
our services. Despite the financial pressures, 
we managed to deliver a superb revamp of our 
largest property. 

Disappointingly, 
the pandemic 
negatively 
impacted our 
outreach 
services 
provided via 
our drop-in 
centres in 
Loughborough, 
Coalville, Syston, 
South Wigston, 
Hinckley and Market 
Harborough, with sites closed or at reduced 
capacity due to the COVID restrictions. 
Thankfully, we are now embarking on efforts to 
reopen and reinvigorate these services.

The Boards sub-committees developed well 
during the year with a strong focus on improving 
the standard of our accommodation from 
the Estates committee; new, innovative and 
challenging initiatives from our Fundraising 
committee; a deep dive into strengthening our 
internal systems and local partnerships from 
the Safeguarding committee; and continued 
vigilance on cash flow and budgets from the 
Finance committee. Thanks to all involved in 
strengthening the work of those committees; 
they are helping us improve as a charity.

Finally, we could not continue to provide the 
scale and quality of our services without the 
help, support and donations from our volunteers, 
partner organisations, local businesses and 
members of the local community. Thank You!

Robert Sharp - Chair
Our 

Vision
 

To help vulnerable  
people contribute to  

their community. 
 

Our 
Mission 
To promote the dignity 
of vulnerable people 
whilst providing safe, 
stable and supportive 

environments.



e adjusted communal spaces to become 
COVID safe, operations were modified to 
reduce risk including the introduction 
of contactless card payments, and we 
undertook building work to create COVID 
friendly support offices with screens. 
 
To reduce communal sharing in the 
highest-risk environments, service 
user’s rooms were adapted into semi 
self-contained units as kettles, toasters, 
TV’s, DVD players, fridges and their own 
crockery were provided. Service users also 
received hygiene and cleaning packs. 
 
Activities for the service users encouraged 
them to stay home, bringing joy and 
community spirit to projects, a welcome 
distraction from the grim ever-increasing 
infection rate figures in the media. Arts 
and crafts, BBQ’s, sports, baking, games 
evenings, film nights and even a water 
pistol fight all increased the sense of unity 
and hope. 

We actively campaigned with national 
membership bodies for PPE and 
vaccinations for the homeless population 
and supported service users in accessing 
covid testing and vaccines.

Accommodation Overview:
 

Health and wellbeing are at the forefront of our service delivery pre- and post-
pandemic.

The charity implemented strict COVID related policies and procedures along with a full 
COVID Risk Assessment, liaising closely with Public Health to keep everyone safe.  

Safeguarding service users and informing them with accurate information and 
guidance was a key priority for accommodation projects. We promoted safety 
within and outside of the project by making sure service users understood and were 
encouraged to follow government guidance along with infection control. 

Visitors were not allowed on-site to manage the risk, and entrances to buildings had 
hand sanitiser stations installed and daily temperature check requirements. The charity 
sourced Personal Protective Equipment for staff and service users to make sure 
people could comply with government guidance and felt safe and confident in the  
new normal.

Keeping Services Users Safe

21%
increase in 

available bed 
spaces

36%
increase in 

referrals received
262 

people
moved in

4 
new properties 

opened 

RECORD
DEMAND

88 
vaccines 

recieved for
service users

67% 
planned move 

on rate



Emergency Accommodation 
 
 Commissioned by Leicestershire County Council’s Public Health as part of the 
Housing Matters Consortium with The Bridge and NCHA, the Falcon Centre continued 
to provide supported accommodation at full capacity during the COVID-19 pandemic 
with substantial adjustments to operations and building renovations.

A successful bid for RSI3 funding from MHCLG with partner agencies NWLDC, 
CBC Lettings and The Bridge enabled Falcon Support Services to open six new bed 
spaces for rough sleepers with a complex housing history. Rapid Rehouse provided 
supported accommodation, opening during the height of the pandemic enabling 
rough sleepers to have a safe, secure roof over their head and 
their own front door. This was our first house to accept 
couples.

The MHCLG provided further funding as part of 
the COVID-19 response. In collaboration with 
all Leicestershire and Rutland Local Authorities, 
we opened an additional five-bed supported 
accommodation project to alleviate pressures 
during the winter months. These projects housed 
people who were either street homeless, rough 
sleeping or staying in B&B’s as part of the ‘Everyone 
In’ or ‘COVID Plus’ schemes. Winter House worked to 
make sure people did not return to the streets.

Supported Housing
Falcon Support Services continued to provide commissioned services; Holly and Ivy 
House, accommodating Priority Need homeless for Charnwood Borough Council. We 
delivered funded Services specialising in Women’s Homelessness, Janus and Warwick 
House, and a Mother and Baby unit and Under 35’s 
Accommodation, Park Road and Marshalls Court.

Move On Housing
The demand for accommodation far out ways 
the available bed spaces. So, our Support and 
Engagement Team worked hard opening two new 
properties, Towles Mill and Coalville House during 
the pandemic, as well as operating Beauchief 
Apartments, Pinfold, Moor House and  
Chapel House.

Lydia moved to Falcon Support Services for her safety with assistance from the 
police. She had escaped an extremely violent and abusive relationship, forced into 
prostitution, gang affiliation and was addicted to heroin and crack. Her youth had also 
been traumatic, suffering abuse from her parents and being put into care. Lydia has a 
child of her own who was removed from her care and given to her mother to raise.
 
Falcon Support Services have helped support and empower her to take back 
control of her life. In just four months, she has achieved so much. She engaged with 
Substance Misuse Services, our Emotional and Wellbeing Coach, her Support Worker 
and our Sports Coach. Boxing and arts raised her confidence and self-esteem and 
helped her with her PTSD, flashbacks and nightmares.
 
Positively embracing the recovery journey, Lydia moved on to one of our semi-
independent projects and then onto her own permanent housing. Lydia was 

overwhelmed by the support given to her, and one day 
she hopes she will be able to see her daughter 

again and wishes to be the best version of 
herself when this happens. Her goal is to 
be a peer mentor and assist other women 
in similar situations. She believes she 
has survived her ordeals for a reason, 
and that is to help others.

I just want a normal life, being a normal 
person, going to work, coming home, cooking 

dinner, watching TV, chatting, laughing.

I can tell you care 
and that makes it so 

different for me.

CASE STUDY



1,226 
routine repairs during  

the pandemic.

STAFF CELEBRATION:  
Thank You

Property 
Management 
A safe and secure home is key to 
homelessness and health.

Our Health and Safety Manager continued 
to ensure legislative compliance.

Our In-house Maintenance Team remained 
responsive to repairs and planned 
maintenance continuing to provide high 
quality accommodation to service users. 
 
We were successful in a grant from The 
Clothworkers Foundation for a van to help 
us collect donations and set people up in 
their forever homes. 

We completed significant improvements 
to ensure they became covid secure 
workplaces and homes thanks to funding 
from CAF Resilience Fund and The 
National Lottery Community Fund.

George had been studying art, a keen and passionate artist but through various 
circumstances had found themselves in a sudden position of homelessness and 
moved into Falcon Support Services. George struggled with mental health issues, 
anxiety, self-harm, insomnia and low mood. 

George let us know that they identified as non-binary. They had lost confidence due to 
suffering discriminatory abuse and had been attacked by a group in the street. George 
spent a lot of time in their room, felt unmotivated and slept mostly in the day.  We 
helped them motivate themselves to set tasks and goals. 

George’s confidence really grew, and they felt well supported and accepted, feeling 
more and more confident each day. George saw Falcon Support Services as a 
steppingstone to help them move forward with their life and took up all the support on 
offer to them. 

George was then offered accommodation 
in one of our more independent supported 
apartments with another resident, and 
more recently, George has been offered his 
own flat and is delighted! They are also 
embarking on several artistic projects 
such as creating dramatic pieces, 
sculptures and drawing. 

George is a big advocate for LGBTQ2+, 
promoting rights, acceptance and 
speaking out to make positive 
changes. They are excited to be 
settled into their own flat and thinking 
about careers, travelling and all the 
other possibilities of their future. 

CASE STUDY



HR 
Our Human Resources team and our 
inhouse Trainer ensured new staff were 
recruited to meet the growing demand and 
adapted interview and training courses to 
ensure COVID guidelines were followed.

Increasing the wellbeing of our workforce 
meant enhancing support packages to 
staff in the office and those that were 
shielding. We introduced reflective 
practice to build on staff resilience along 
with our routine case conferences, 
regular supervisions, appraisals, team 
meetings and staff employee assistance 
programme.  

98% 
staff retention rate

STAFF CELEBRATION:  
Thank You

70% 
of staff  

fully vaccinated

81 
employees

Finance
Despite the financial challenges that Covid 
brought, the team have been successful 
in receiving government grants, with the 
finance team seeing a 26% increase in  
financial growth. 



STAFF CELEBRATION:  
Thank You

Key Worker’s embody the very best 
of humanity by caring for the most 

vulnerable in our communities. 
President of the  

UN General Assembly

Our staff are dedicated to helping the 
homeless and wanted to play their part in 
helping the nation during the pandemic.
 
Support Assistance, Support Workers, 
Support Co-ordination, Seniors and 
Managers have continued to deliver 
exceptional services, despite their 
own worries and concerns about the 
pandemic. Their continued level of 
commitment, persistence, care and 
dedication to service users and the 
organisation as a whole has shone 
brightly.



Catering 
We were initially outsourcing catering during 
the pandemic but then developed our On-site 
Catering Team to reduce non-essential travel.
 
Providing a balanced diet with healthy 
and nutritious food was a crucial part of 
encouraging service users to maintain good 
health. The use of food reuse schemes 
and donations from local individuals and 
businesses enabled us to deliver a varied menu 
for all.
 
We provided service users in self-isolation 
periods with meals delivered to their doors 
either by our On-site catering team or by our 
Support Staff in our uncatered projects.
Meals for Falcon Support Services’ community 
services such as the Drop-In and the Annex 
offered a pickup service for food, issued in 
environmentally friendly containers, along with 
additional food parcels.

over 

65,000 
face masks used 

STAFF CELEBRATION:  
Thank You

over  

2,000 
Anti-bacterial bottles  

purchased 

Cleaners and 
Night Wardens 
Falcon Support Services invested in 
wipeable furniture, additional cleaning 
provision, deep cleans and staff 
participating in more cleaning duties to 
protect our service users, volunteers and 
workforce. 

Armed with appropriate PPE, our staff 
focused extra care on areas of concern 
and potential touch points on an hourly 
rota whilst the Night Warden team steam 
cleaned the communal areas.



Sports Coaches 

While gyms were closed, our Sports Coaches provided outdoor gym sessions, 
weights, circuits, reaction lights, yoga and activities in our projects to promote keeping 
healthy during the lockdown. 
 

Health Care Assistant 

Assistance to register with GP’s, complete basic health checks and STI testing. 

Substance Misuse 
Aiding recovery from addiction providing one to one sessions, phone and zoom group 
sessions. Concerned about the impact of lockdown and the risk of relapse Jerome, 
our Substance Misuse Navigator went above and beyond. In addition, Recovery Week 
went virtual this year with incredible engagement and more uptake than previous 
years.

The pandemic provided an opportunity to 
recognise further that homelessness is a 
public health issue. With a real focus on the 
health inequalities faced by our service users, 
we enhanced our support with new health 
initiatives.

697
one to one sessions

14
rehab admissions

47,663 
views of our virtual 

recovery week

Emotional Health and  
Wellbeing Worker 
 
Service users struggled with the governments ‘stay at home’ message, and many 
experienced severe deteriorations in their mental health during the lockdown, feeling 
more isolated than usual. With agencies remote working and services going virtual, we 
provided access to mobile phones, private computer spaces and tablets for service 
users to feel connected to their support networks enabling them to access support 
and engage in virtual meetings.

Allotment
Our Allotment, run by a team of volunteers, continues to be a source of calm serenity 
in an uncertain time for our service users, growing a fresh supply of fruit  
and vegetables.
 
 



The Drop In 
A day centre for the homeless, 
vulnerably housed or socially 
isolated. Operating 7 days a week 
at the Falcon Centre, Loughborough with pop up events 
countywide.

Our Soup Kitchen continued to run thanks to Thermo 
Fisher and Deli Bites Café teaming up to deliver food. 

 

The Annex
A specialist sex workers support 
service providing a safe place: 

Wednesday - 10am - 2pm,   
Friday - 2pm - 6pm,  
Sunday - 3pm - 7pm

Community Overview
The Drop-In became a hub for members of the community that no 
longer had anywhere to go due to the pandemic. Numbers increased 
as new service users contacted us for assistance with accessing 
benefits and housing, often as a knock-on effect of those that had 
lost their jobs or been furloughed. 

We worked closely with partner agencies, remaining responsive 
to need and ensuring everyone received the specialist support, 
including access to the governments ‘Everyone In’ scheme, ensuring 
all rough sleepers were housed. 

The success of ‘Everyone In’ demonstrated that we can significantly 
reduce rough sleeping and it allowed us to hope that with the right 
investment we can end it in the future.

Following guidelines with one in at a time, we employed a concierge 
worker and extended opening times and days to accommodate the 
increased demand safely. Service users were issued PPE on arrival, 
had temperature checks and used hand sanitiser. 

The building received additional cleaning hours and substantial 
building works, creating covid friends, accessible clean toilets, 
showers and laundry facilities.

We were pleased to continue offering access to food and drinks with 
a push on takeaway food and issuing of food parcels to preserve 
good health where possible.

2,848 
visits to 

the Drop In

1,513 
food parcels

333 
contacts to 
the Annex

23,097 
meals provided



• Basic life support

• Emergency first aid at work

• First aid at work

* Paediatric first aid

• Mental Health First Aid 

• Safeguarding

We are pleased to offer a variety of training 
courses to various groups within the community. 
Julie Alexander, a qualified instructor in various 
courses, is looking forward to working with local 
organisations, businesses, schools, and other 
educational providers.

Abdul had left Afghanistan 6 years ago due to a threat to his life. He arrived at the 
Drop-In on immigration bail, confused as to why he had been taken to Loughborough. 
He had no recourse to public funds, wasn’t eligible for financial help or housing, was 
destitute, and walked the streets at night with no other options but to rough sleep. 
He had no support network and was suffering from mental health problems, including 
suspected Post Traumatic Stress Disorder. We referred him to the Crisis team and 
Adult Social Care.
 
The Drop-In provided him with food and cold-weather equipment. We supported him 
in contacting Migrant Help UK and the Asylum Support Appeals Project to apply to 
the Home Office for Section 4 support. His application was refused, so we assisted 
with an appeal and, in the meantime, researched charities across the East Midlands.
 
With our teams support, he was able to register with a GP and get access to health 
care and a prescription for his mental health. We liaised with the Red Cross to find 
solicitors to help with his application. We assisted him in obtaining a Subject Access 
Request from the Home Office and obtaining all the documents he needed to be 
eligible for legal aid.
 
Fortunately, a partner agency; offered him a room in a shared house, weekly spending 
money, food and support to move forward with his future.

Training

If you are interested in finding out more about our courses and would like a specific 
quote to suit your needs, please contact:  
 
                                    falconsupportservices@falconsupportservices.org.uk. 

Our courses meet the MHFA and HSE’s criteria for what is 
expected of training providers, including monitoring and quality 
assurance systems, teaching standards, syllabus content  
and certification.

CASE STUDY

We offer the following courses:



Thank you
 
Falcon Support Services would like to thank everyone who offers support, 
time and donations to our charity.

All Saints with Holy Trinity, Loughborough

Amazon Smile

Big Lottery

Blaby District Council

CAF Resilience 

Centrepoint

Charnwood Borough Council

Charnwood Lottery 

Charnwood Police

Churches Together Barrow upon Soar

Clothworkers Foundation 

Deli Bites Café 

Department for Work and Pensions

East Midlands Housing Association

Exaireo Trust

Garfield Weston Foundation

Glenfield Methodist Church

Harborough District Council

Helen Jean Cope Trust

Henry Smith Trust

Hinckley and Bosworth District Council 

Homeless Link 

Housing Matters Consortium – The Bridge and Nottingham 
Community Housing Association

Inclusion Healthcare

Leicestershire County Council

Leicestershire and Rutland Community Foundation

Leicestershire Partnership Trust

Local Councillors

Longhurst Group

Loughborough Building Society

Loughborough Lions 

Loughborough College

Loughborough University 

Loughborough Students’ Union

Melton Borough Council

Melton Building Society Charity Foundation

MIND 

Ministry and Housing Communities and Local Government

Nationwide Building Society

North West Leicestershire District Council

NZime

Oadby and Wigston Borough Council

The Pilgrim Trust

Police and Crime Commissioners

Public Health Leicestershire 

Rotary Club 

Sports England

Tesco Ltd

Thermo Fisher

This Girl Can

Trustees, staff and volunteers of Falcon Support Services

Turning Point 

Vicars Relief 

Voluntary Action Leicestershire

All businesses, individual donors, corporate sponsors

Along with many others who we would like to extend our thanks to.

Your business can partner with Falcon Support 
Services to make a real difference to a resident’s 
journey from homelessness crisis to independence. 
 

Could your business 
make an impact?

To find out more and discuss how we can 
solve homelessness together please contact:

rhys.brown@falconsupportservices.org.uk 

The charity has put together 
a new corporate package to 
ensure businesses and corporate 
sponsors are well looked after 
when supporting us. The new 
package allows corporate 
sponsors of all types and sizes 
to fulfil their Corporate Social 
Responsibilities and play a crucial 
role in their local community.



Head Office:  
Falcon Support Services, 
27-31 Pinfold Gate,  
Loughborough,  
Leicestershire,  
LE11 1BE 

Registered Charity number 1103101
Company number 04177320

falconsupport_ 

falconsupportservices 

falconsupportservices.org.uk


