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1.0 Chairs Report 
 

It is with great pleasure that I present the Annual Report on behalf of the Management Committee.  

2015 -2016 marks the first year of the newly commissioned CDVASS (Coventry Domestic Violence and 

Abuse Support Services) in Coventry of which Panahghar are partners under the umbrella Safe and 

Supported Partnership (SSP). This has resulted in a number of key changes to Panahghar’s domestic 

violence and abuse supported accommodation service in Coventry. Coupled with continuing to self-fund 

our Leicester provision it has been a busy, challenging and ever changing year for Panahghar. 

In order to secure a specific BAMER provision within supported accommodation we partnered with 

longstanding local domestic violence and homelessness service provider, Valley House, with whom we 

have worked for the past 30 years. Valley House provide the generic service provision within the new 

service model which ensures that Panahghar can continue to provide specialist support and 

accommodation to the BAMER community. The new formalised partnership is known as the Safe and 

Supported Partnership. 

Following on from last year the implementation aspect of this new provision has dominated the staff 

teams work programme this year. The first year of providing the new commissioned service brought 

with it some challenges however a year on and the staff seem to have worked tirelessly to overcome 

these challenges and find new ways of working within the City. I would like to thank the implementation 

and operational team for all their hard work in this process, they have been busy formalising 

partnerships/protocols with other service providers, securing additional accommodation units, working 

with the Local Authority to develop the service model, restructuring Panahghar’s working model to 

adapt to the new service model, as well providing much needed support and accommodation to victims 

of domestic violence and abuse.  

The staff in Leicester has been busy continuing to operate our self-funded, low need service provision. It 

has been a challenging year as there has been a shift in demand with an increased number of high 

risk/need referrals presenting especially those with No Recourse to Public funds. With Leicester’s 

population coming close to almost 50% BAMER community  the staff  team  have  been  working  

tirelessly  to  ensure  BAMER  specific  accommodation  service  provision continues in Leicester. 

At this point I would also like to send our best wishes to Sobia Shaw, our CEO, who this year received a 

much awaited kidney transplant. We would like to thank Sobia for her ongoing support. 

Additionally I would like to thank Sandra Manak and all the staff team for their continued hard work and 

dedication in delivering high quality services to vulnerable families, as well as the many professionals 

and practitioners who work with us and finally thanks to my fellow Committee and Board members for 
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their support and dedicated commitment. The pages that follow outline the varied and busy work 

programme we have been involved in this past year.  

Samia Laats 

Chair 

  



 

5 |  P a g e
 

2.0 Treasurers Report  
 

The Accounts have been presented and audited by Armstrongs.  

This year our expenditure of £686,340 has exceeded our income £584,736  and we have made a 
£101,604 deficit resulting in using our reserves to keep our core services running such as our 
multi lingual helpline and the Leicester refuge and supported accommodation service in 
Coventry.  

Through careful monitoring of expenditure by the management team, on a day to day level we 
have been attempting to make further savings where ever possible, however our expenditure 
has increased £58,000 which has been rents we have paid but have not yet received from 
Housing Benefit. 

We continue to have problems with housing benefits payments this year. The Local Authority 
finally approved our rents from last year in June/July however our new 5 bed self-contained 
unit we took on in June 2015 to comply with the contract with Coventry City Council has still 
not been approved.  This has meant we have been using our reserve funds to pay for the extra 
5 bed spaces as well as increased cost at our existing properties which has contributed to the 
deficit this year. The delays in receiving money have caused us cash flow difficulties. 

The occupancy level for 2015-16 is 77.89%. The reason for this is that we are no longer in 
charge of our own referrals due to the local authorities in both cities changing their model and 
channelling everything through a central access point resulting in Panahghar capturing less 
victims/people who need support help and advice and more people from BAMER communities 
and who may now be falling through the net. 

Recruitment to the dedicated fundraiser’s position did not go as well as expected. We found 
there was a skills shortage resulting in us reviewing how we fundraise. One of our Board of 
Directors has taken up the gauntlet and applied to DCLG for the Ethnic Minority Development 
Fund in September. We are pleased to report our bid was successful. We had invited Coventry 
Law Centre to be part of the bid and so raised £72,686- for ourselves and raised £18,782 for 
Coventry Law Centre. This money was paid through the local authority and we did not receive 
the funds from the local authority until March. Payment in arrears is challenging enough for us 
as a small voluntary organisations, however coupled with severe delays put even more pressure 
on our cash flow.   

We would like to thank individuals who have donated funds or toys and goods to us throughout 
the year. We would like to particularly place on record our gratitude to the following: 

 R Begum- £10.00 
 Baron Davenport - £244  
 Sobia Shaw - £152.33 
 Mr and Mrs Sethi - £300.00 
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We would also like to thank the Food Bank for assisting with food for families with No Recourse 
to Public Funds and those with no or very low income.  

Personally I would also like to thank professionals and agencies that work with us in particular 
Mathew Finch from our Insurers Brokers who has supported us these past thirty five years and 
Matrix Capital our Chartered Independent Financial Advisors. Jungle HR, Peninsula and 
Muhammed Shabbir from Armstrongs all of whom help us to save money. 

Finally I would like to thank Barry While our Finance Officer and the Management Committee 
and Board for their support and to the staff involved in the finance team.  

Amerdip Samra 

Treasurer 

 

  



 

7 |  P a g e
 

3.0 Strategic Partnerships Officer Report 
 

The first year of the newly commissioned CDVASS services have been both challenging and exciting. 

While Panahghar and Valley House have long worked closely together, this new service has allowed 

them to form a formal partnership which is already delivering more integrated, flexible and positive 

results for all communities affected by DVA in the City and beyond. SSP will continue to further develop 

this unique cross-community approach to the delivery of the service.  

The main focus this past year has continued to be the implementation of the new accommodation 

service in Coventry, for which the start date was 29th September 2014. Although we are a year in to our 

new service there have been many teething issues which have required a lot of time and patience to 

resolve. This has been an enormous piece of work this past year however it has meant that we have  

managed  to  sustain  our  current  accommodation  service  provision  as  well  as  increase  our 

accommodation units to 15 in Coventry. 

This past year there has been an ever increasing demand for accommodation for No Recourse to Public 

Fund (NRPF) referrals. Unfortunately this category of referral seems to be the most vulnerable as they 

do not currently receive funding/sustenance from any statutory department even though the Local 

Authority has a duty of care under the Care Act 2014. In addition even if we are able to secure funding 

for rents/service charge, once admitted into the service there is a large amount of extra time consuming 

work that needs to be carried out by staff to ensure referrals are on the right path to secure their 

immigration status. This has been very demanding on our already tight budgets and staff levels. 

Panahghar were successful in securing a small, time limited pot of funding through the DCLG to provide 

support for NRPF referrals and undertake the extra work required to keep NRPF service users safe. This 

pot of funding also gave us to increase our accommodation units to 18. Although this funding has no 

come to an end we are working closely with the Local Authority to develop new funding streams for this 

vulnerable client group.  

Key achievements to date: 

 Partnership working internally with Valley House 

 Working as part of the larger CDVASS team 
 Working closely with the Local Authority to develop the service models as well as establishing 

working protocols 

 Developing a new structured programme of support for service users which addresses issues of 

power and control.  

 Implementing a new case management system 

 Sourcing and securing new additional accommodation which now includes self-contained units 

 Restructuring our staffing structure and hiring additional staff 

 Working with the single point of access model 
 Increasing specialist safeguarding staff to respond to rising levels of safeguarding including CSE 
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 Responding to unparalleled increases in No Recourse to Public Fund referrals and partnering 
with the Local Authority to secure interim funding for this work.  

 Responding to increased levels in forced marriage and honour based violence referrals 
 EU citizens - some of whom are not entitled to benefits are becoming a much larger proportion 

of the referral demographic in the last 12 months.  Staff team receive regular training updates in 
this regard.   

 

The staff team for our Leicester service provision have worked hard to maintain a presence through our 

self- funded, low level support self-contained accommodation service for victims of Domestic Violence 

and Abuse. This past year has resulted in both service provisions, Leicester and Coventry, operating 

somewhat differently to each other; this has been due to the implementation of a new commissioned 

service in Coventry. For example our Coventry provision now uses a case management system, key 

working, as well as a newly developed structured programmed of support being delivered. In the year 

ahead we will be working on securing funding to both sustain and enhance our service provision in 

Leicester.  

Additionally we are still working hard to influence the future direction of funding for domestic violence 

and abuse services not only in Coventry and Leicester but also on a national scale, ensuring that the 

complex needs for BAMER communities are addressed in any proposed service model and that service 

user views and needs are clearly expressed. 

Panahghar continues to be at the forefront of various key stakeholder meetings locally, regionally and 

nationally.  We are an active contributor to Imkaan’s network meetings where we have had much 

discussion and debate about the impact of the cuts especially on local specialised services like our own. I 

would like to thank them for their continued capacity building support for specialist BAMER services at a 

time of serious threats to services working to end violence against women and girls. 

The work this year has been varied; complex and at times challenging however it would not have been 

possible without the support of Management Committee and the continued hard work of our frontline 

staff team, to which I would like to say thank you. I look forward to what the upcoming year has in store 

for us and I am sure we will in for some more challenging but exciting times ahead. 

Rosie Kaur 

Strategic Partnerships Officer 
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4.0 Director of Services and Legal Advocacy & Personnel Report 
 

As mentioned previously by my colleagues the development of the Coventry Supported Accommodation 

provision has dominated the work programme this year; not only in terms of service delivery but also on 

staffing structures as well as accommodation unit types.  

Securing this new supported accommodation service contract in Coventry has meant that we have been 

able to sustain provision nonetheless it has brought along with it a lot of change to our service provision; 

such as: 

 Increasing accommodation units to 18 to accommodate the high demands of NRPF referrals in 

the City. Sourcing accommodation can be an overwhelming task as self-contained units are 

rather sparse in Coventry furthermore we have furnished these units to ensure that they 

contain all the necessary essentials that a service user would require when moving in. 

 Increasing Staff levels in line with the new service model 

 Staff training on new case management system as well as incorporating a case management 

system into service delivery methods. 

 Changing the way we deliver our service to a 1-1 key worker approach. This was initially 

difficult but seems to have enhanced service delivery.  

 Improving our joint on-call services with Valley House for SSP 

 Introducing a Structured Programme of Support: this model incorporates and formalises all of 

the work our frontline staff have been delivering for many years and gives service users a clear 

picture of the service provided. 

This past year has been somewhat challenging with all the various changes we have experienced with 

the Coventry service provision however the Leicester service has managed to adapt well to the changes 

we implemented last year. As we are still self-funded we are only able to provide low level support 

across our 15 self-contained units however due to the high level of demand we have increased this to 

medium risk. In the coming year a head we have made the decision to change one of our units to 

shared; this will not only reduce costs, which is much needed given we are still self-funded but service 

user consultation has highlighted that our single service users would prefer shared accommodation as 

they miss having a sense of community.  

Panahghar’s commitment to quality and the environment are borne out in the certification achieved for 

ISO9001 and ISO 14001. We successfully passed our re-certification audit in December 2015.   Since that 

achievement we have not been complacent and have been actively improving the implementation plan.  

We have compiled a schedule of the activities to be covered in a 12 month period as well as introduced 

several measures to improve both our quality and environmental management systems. I would like to 

thank the staff team for their continuous hard work in achieving these standards.  
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Given all the changes this year both the Leicester and Coventry staff teams have continued to work hard 

in providing high quality, service user focused services. 

The team have continued to work hard to assess our costs and make reductions where necessary which 

includes utilities as well as reviewing our staffing structures. 

The following sections of this report highlight in detail each of the projects and services Panahghar 

provide in both Coventry and Leicester. 

I would like to take this opportunity to thank the Management Committee for all their continued 

support this past year as well as all staff, past and present, for their continued hard work. We would not 

be able to provide any of our services without their dedication. 

Sandra Manak 

Director of Services, Legal Advocacy & Personnel.
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5.0 Panahghar Projects and Services  

5.1 Accommodation Units 

 

 

 

Coventry 
Shared: 12 Units 

• Humarahghar 

• Tumarahghar 

• Apnahghar 

 

Coventry  

Self-Contained: 
6 Units 

• Shantighar 

• Shardaghar 

Leicester 

Self Contained: 
15 Units 

• Asante 

• Mirembe 

Coventry Leicester

Women 37 34

Children 23 31
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5.2 Coventry Service Overview 
 

As a partner of Safe and Supported Partnership (SSP) Panahghar has received 58 referrals this 

year.  Majority of referrals now come through the City’s Single Point of Access (SPoA) provided 

by Refuge. However we do still accept self-referrals. Refuge is responsible for collating the 

details of the referral including risk and needs assessments and then contacts us to see if our 

available units are suitable and if we are able to admit the referral into our service.  We provide 

the SPoA an update every morning informing them of what bedspace we have available.  We 

have been working well with Refuge and ensuring that all referrals are provided with the best 

possible support. 

You will recall that last year we enhanced our portfolio of accommodation in Coventry by 

providing 6 additional self-contained units. These have proved to be ideal for families who feel 

that they would like more independent living to prepare themselves and their family for when 

they leave our service to move back into the community.   

5.2.1 Structured Programme of Support 

 

Whilst service users stay in our accommodation, we carry out a structured programme of support with 

them all individually.  The programme helps service users understand what abuse they have suffered 

and how this is domestic violence and abuse.  We go through exercises to raise their awareness about 

what behaviour towards them is not acceptable.  This helps them to look out for abuse signs in the 

future when in new relationships.  This programme is also carried out over 6 weeks in a group session at 

our offices.  Service users are able to build their understanding together and discuss this.  The group 

session enables service users to empower each other and know that they are not the only person that 

has suffered and that leaving from an abusive relationship is the best step they could have taken for 

themselves. 

 

5.3 Leicester Service Overview 
 

As Leicester does not receive any funding the level of support is low and referrals with a low risk would 

generally be admitted here.  However  due to the high levels of demand we have been accepting many 

medium level risk referrals who once admitted into the service and a deeper dive into the details is 

carried out are presenting as high risk. In addition there has been a large spike in the number of No 

Recourse to Public Fund referrals we have received in both Coventry and Leicester.  
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Staff have been networking with other agencies and attempting to raise awareness of our existence as a 

self-funded organisation providing a service for those who have fled domestic violence and abuse. As 

well as working with the Local Authority to attend statutory forums such as MARACS which will greatly 

enhance the support provided to our service users as well as manage their risk levels.  

As we are a non commissioned service in Leicester we have no restrictions as to the source of referral. 

Once a referral is made to our service a member of the staff team will complete a detailed assessment 

with the referral to collate as much information as possible about the referral and their circumstances 

thus allowing staff to make an informed decision based on the risk levels and other criteria which need 

to be met.  

Our accommodation units in Leicester are currently all self-contained and are all well situated with 

amenities close by. The size of units varies from 1 to 3 bedroomed units which means that we are able 

to accommodate different sized families. Each unit has its own kitchen, lounge, bedroom and separate 

bathrooms.  

5.3.1 Support Provided 

 

Due to smaller staff numbers in Leicester the level of support we provide varies slightly from our 

Coventry service. Staff in Leicester work with residents to maintain a common brief using the following 

guideline: 
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Staying safe 

•Safety and security in the area, refuge, 
aggro phobia. The residents understating 
of ways she can keep herself safe, any 
vulnerabilities. Any concerns with 

•Regards to past/present self-harm. 

•Substance misuse. 

Economic wellbeing  

•Is the resident in receipt of appropriate 
benefits, NRPF – what financial support 

•Is available. Does residents have any debts 
and plans for repayments. Any concerns 
with regards to budgeting, is a 

•Budgeting plan required. 

Enjoying and achieving 

•Interest, hobbies – art, craft, and sports 

• Does residence need any support to 

•Pursue interests. 

Being healthy 

•Any physical health problems, general 
health checks (eyes and teeth).  

•Any treatment needed or medication, 
mobility aids/adaptations.  

•Any concerns around mental health – 
needs for counselling.  

•Any dietary needs, weight, safe sex. 

Making a positive contribution 

•Engaging with key work, attending house 
meetings, cleaning duties. 

Supportive families, friends and 
communities 

•Contact with family and friends. Peers 
interaction. 

Transitional, move on and 
resettlement 

•Integration into mainstream, move on 
expectations, use of day centre settings, 
familiarity with local resources, taxi, take 
away, laundry and information and advice 
centres, setting up a home. Support with a 
tenancy, connection to utilities. 



5.3 Understanding Domestic Violence and Abuse 

5.3.1 Types of Domestic Violence and Abuse 

 

Support that is provided to service users depends on the types of domestic abuse that they 

have suffered.  Although all service users are provided with practical and emotional support, 

their needs have to be assessed in order to determine the level of support that they require.  

Many service users are not aware that what they have suffered is domestic abuse.  Here are 

those different types: 
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•Hitting 

•Slapping 

•Biting 

•Pushing 

•Scratching 

Em
o
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/M
e

n
ta

l •Intimidating 

•Threatening 

•Blackmailing 

•Isolating 
 

Se
xu

al
 

•Marital Rape 

•Forcing 
Sexual 
Contact/Acts 

•Inappropriate 
Touching/ 
Kissing 

•Forced Oral 
Sex / 
Intercourse 
 

Fi
n

an
ci

al
 

•Controlling 
Finances 

•Not 
Providing 
Any Money 

•Witholding 
Earned 
Income 

•Forbidding 
Employme
nt 

•Putting 
Bills On 
Victim's 
Name 

H
B

V
/F

o
rc

e
d

 M
ar

ri
ag

e •Constant 
Surveillance 

•No Privacy 

•Limiting 
Freedom 

•Adhere To 
Family 
Wishes 

•Marry 
Against 
Own Will 

•Restrict 
Socialising 
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5.3.2 Immigration 

The Destitute Domestic Violence Concession (DDV) is still in place for service users who have 

come to the UK on a spouse visa.  This will enable them to cancel their spouse visa and be 

replaced with a Limited Leave to Remain in the UK for 3 months giving them access to 

benefits to support themselves financially.  We have had a lot of referrals from the EU.  It 

has been difficult trying to access benefits for these service users so that they have some 

income to support themselves.  The criteria for the Department of Works and Pensions 

(DWP) consists of many interviews and collating information from the service user in order 

to determine whether they can access benefits or not.  This is very distressing for the service 

users as they are not in the right frame of mind coming from an abusive relationship and 

may not have all the information required with them to provide the DWP.  We have 

supported 15 women and 7 children who did not have any recourse to public funds.  Due to 

the high level of immigration referrals that we receive, we have had to limit the intake. 

 

5.4 Statistics 

5.4.1 Length of Stay 

 

We aim to build service users confidence and self-esteem whilst they are staying in our 

accommodation so that they learn independent living for when they move out back into the 

community.  How long a service user stays with us depends on where they wish to move 

onto and whether all their support needs are met.  Some service users support needs are 

met sooner and other complicated cases may take longer. 

 

16% 

26% 

29% 

29% 

Length of Stay 

0-1 week

0-3 months

4-6 months

6 months +
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5.4.2 Source of Referrals 

 

 Although the main source of referral for our Coventry is the Single Point of Access run by Refuge, 

our Leicester service receives referrals from a range of sources.  
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5.5 Case Study 
Background 

 Ms A is a 45 year old Somali female. 
 Has a 14 year old son who has ADHD. 
 Referred by Leicester SAFE Project. 
 Born Somali and settled in Sweden for 35 years where Ms A worked full time. 
 Ms A got married and within a week her husband started to abuse her verbally and 

financially. 
 The domestic violence got worse after her son was born. Ms A remained silent during the 

ordeal to protect her son from hearing the abuse. 
 Ms A was sexually abused by her husband whilst he was under the influence of alcohol. 
 Came to UK and settled close to husband’s family where the abuse became frequent and 

more sever.  
 After enduring escalating domestic violence and abuse Ms. A managed to call the Police and 

reported the abuse that she is going through.  
 The Police removed Ms. A and her child from the property upon taking her statement  
 Mrs A scored 11 on the CAADA-DASH risk assessment 

 

Types of Abuse 

 

Emotional/Mental  

•Husband kept telling Ms A that she was 
not a good mother and was incapable of 
looking after their child.   

•Husband was constantly accusing Ms. A 
of having an affair. He would talk to his 
mum about Ms A which caused a ruined 
the relationship that she had with her. 

Controlling Behaviour 

•Husband kept her isolated from her 
from her family and friends so Ms A 
had no one to confide in.  

•He would check Ms. A’s phone on a 
regular basis  

Physical 

•He would hit, slap, punch Ms. A.  

•His physical violence would escalate 
after he had been drinking alcohol. 

Financial 

•Ms. A was financially dependent on 
her husband. He would shout at her 
for buying the necessities.  

•She was not allowed to buy anything 
without his permission. 

Sexual 

•He sexually abused her whilst drunk. 

Verbal 

•Ms. A’s husband and family would 
abuse her verbally. 
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Upon Arrival 

1. On arrival we established that Ms A is able to identify and manage risk and understands how 
to keep herself and her son safe.  

2. Ms A understands all the rules regarding the safe house, not to disclose the address, 
importance of service charge being kept up to date, and what is expected from her as a 
resident in regards to health and safety.  

3. Ms A does not have any family or friends who live locally therefore staff were always 
available for her to come and chat to about any of her concerns. 

4. Ms A understands and has come to terms with the effects of D.V, which enables her to 
recognise future risks.  

5. She feels she has strong faith and does not require any counselling from external support. 
6. Ms A is physically well. 
7. Ms A now has enough money for food and sustenance for her and her son. 
8. She feels she will be positive and is determined not to let her past experiences affect her 

future.  
 

Settlement 

Initially Ms A was feeling down and said she was finding it difficult to cope, especially as her son 

aged 14 has ADHD which affects his moods and his behaviour. Ms A feels sad for her son as living in 

a refuge at the age of 14 he cannot have friends round and it takes him a long time to get home from 

school which makes him very tired by the time he gets back. Living in the refuge is also proving 

difficult for her son to study. 

Ms A and her son began to settle in well although she still had concerns about her son. Ms A had a 

visit from member of staff from ‘Living with Abuse’. Her son informed her that he still would like to 

see his father. They all agreed this would be fine. 

Safe and well checks with Ms A are done regularly and she knows she can come to the office at any 

time if she feels the need for any support. Ms A feels comfortable coming to the office to get things 

off her chest and knows staff are here to help.  

Staff have assisted Ms A to make a homeless declaration at the Housing Options office for a council 

property. This process made her feel very anxious but the staff reassured her and supported her 

emotionally.  Staff have also searched privately rented accommodation through agencies that accept 

housing benefits that will be suitable for Ms A and her son.  
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5.6 Group Sessions 
 

Panahghar has arranged a range of group sessions at our community base for service users to attend 

and get involved, learn new skills, develop their confidence, give them an opportunity to socialise 

with other service users,  develop  new  networks  thus  alleviating  isolation  and  improving  

chances  for  recovery  and independence. These sessions included: 

5.6.1 Baby Group Sessions  

 

 

5.6.2 Being Assertive Course 

Understanding the difference between assertiveness, aggression and submission 

 Developing your confidence 

 Saying "No" confidently 

 How to be assertive in many different contexts 

 Dealing with Conflict 

 Communicating with others effectively 

 Active listening 

 Giving and receiving feedback 

 Body language 

 

 

We have organised baby group sessions that 

take place at our main office for our service user 

mums to access.  Health visitors facilitate these 

sessions with our support staff present to help 

with translating.  The sessions involve providing 

information to the mum’s about different topics 

such as sleeping, teeth, nutrition and hygiene.  

Mums are able to ask questions in regards to the 

topics and ask personal questions that they may 

have about their children privately to the health 

visitors.  They also can weigh their babies and 

measure their heights. 
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5.6.3 Money Management 

 

Informed Service Users about: 

 Banks 

 Debit and Credit cards 

 Store Cards 

 Debt awareness 

 Budgeting skills 

 Benefits 

 Manage Savings 

 Taking out Loans and what kinds of Loans to avoid (Shark Loans etc.) 

 

5.6.4 Positive Parenting Programme 

 

Staffs have completed training and are accredited to carry out the Positive Parenting  Programme  
which  has  had  a  great  response  from  the mother's staying in the refuge accommodation. The 
programme enables mother's to further their knowledge and gain skills and tips  as  to  how  they  
can  use  different  tactics  to  manage  their children's behaviour. 

The programme involves carrying out four sessions in which it is identified what the behaviour 

problems are and what concerns the mothers have, conducting a parenting plan to manage these 

problems and concerns and monitoring the child's behaviour throughout the programme. The 

programme is very important as mother's feel that sometimes children have picked up behaviour 

problems from witnessing the domestic violence and abuse or because of the change in 

surroundings and atmosphere from being at home and moving into refuge accommodation. 

The programme has been a great success and mother's residing in the refuge as well as floating 

support service users have found it a great benefit. 

 

5.6.5 Christmas Meal 

 

This year we took the service users to Pizza Hut for their Christmas meal.  They really 

enjoyed themselves and all dressed up for the occasion and gave them a chance to all get 

together at the same time and socialise.  The children played together and enjoyed their 

food.  
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6.0 Service User Feedback 
 

 

 

•“At my lowest point my support worker was there for me”  

•“The service has helped me get over the fear of taking my children out” 

•“It was particularly helpful to build my self confidence. The support I received from 
the service has allowed me to have the confidence to socialise with my family and 
friends.” 

•“I’ve never lived alone and living in self contained helped me become more 
independent – I had to cook for myself.” 

•“I have gained more confidence and am aware of issues to deal with DVA and how 
to get myself out of a situation” 

•“I felt like a nervous wreck and now I can hold my head high” 

•“I don’t usually feel at ease with other people but I feel at ease with my support 
worker so that is why I feel this aspect of the service has been most helpful”  

•“Happier realised what I took for granted”  

•“Feel stronger and feel I have the strength to move on”  

Building 
Confidence & 
Self Esteem 

•“Talking about my experience made me understand better also the DVA group 
helped me a lot – different types of abuse” 

•“You get to learn more about your abusive situation, you meet new people and 
you are given awareness of what’s allowed and what’s not allowed in 
relationships. It prepares you for the future and you gain confidence, you learn to 
make choices and decisions as an individual” 

•“Because the perp knew where I was living, so when I moved to SSP 
accommodation I felt safe and attended the DVA support group, it helped me 
recognise signs” 

•“I’m just glad there was a space for me. I’m returning to who I was before and my 
children are happy. I wish the DVA group could be run between 11am and 1pm – 
at the moment it doesn’t fit in with school times”  

•“Made me realise how serious domestic violence is and how it could have ended 
differently” 

•“The most helpful things have been going to the DVA group and also feeling 
comfortable about phoning the office at any time to get support” 

Understanding 
Effects of DVA  

•“My support worker was a godsend she was amazing – so helpful with my debts and 
what I eat” 

•“The service charge is affordable and this has supported me financially and I feel less 
stressed having more income.” 

•“When I moved in I did not have any money and I was given Christmas presents for 
my children I was so grateful.” 

•“I am happy that my son had his bus fare sorted out” 

Managing 
Money 
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•“Just taking me away from the situation I was in has lifted me up 100%. I am a lot calmer now 

and have seen a big change for the better in my children.”  

•“I needed more emotional support when I was down” 

•“Feel better in myself – I was on medication but have managed to halve it now. I’m not scared 
anymore. I’ve stopped looking around when I’m out and about – feel confident, happy and enjoy 
myself more.” 

•“Considering that the seniors did my assessment and saw how anxious I was I feel I should have 
had a full time mental worker due to my mental state. I feel the support in the beginning was 
not suitable to my needs at that time.”  

Improving 
Physical & 

Mental 
Health 

•“I felt the cultural aspect was not really understood regarding my family – my father in law was 
my uncle” 

•“I did not want to take out a forced marriage order. I was happy that they understood why I 
didn’t want it; staff gave me advice but never forced me with the police.”  

•“Staff are good but social care and police don’t understand. They can’t understand why a 
Pakistani woman can’t leave her home”  

•“Thank you I am very happy. Everyone said they couldn’t help because I was NRPF but SSP staff 
helped me set my stay in the UK.” 

•“generally I am satisfied with the service and the support I received especially when I needed to 
contact other organisations and my English isn’t that good I always had support from the SSP 
staff.  

•“They understand my needs and understand my cultural needs. They understand why it has 
taken me a long time for me to leave my husband”  

•“I’m very happy staff understands the dynamics of my family. It was very hard because my 
mother in law was my mum’s sister and my father in law was my dad’s brother.” 

Culturally 
Specific 

/Language 
Support 

•“Changed my situation completely I’m able to move forward I’m able to co-operate in a calm 
way” 

•“I felt I didn’t receive enough support after leaving the accommodation. But overall I am 
satisfied with SSP.” 

•“I had to move out and I was not happy about it.” 

•“Everything is still up in the air about moving on” 

•“Moving on is scary but I have to do it and I feel ready” 

•“I thought I was prepared for moving on but now that I’ve moved it was a shock that the 
property came up so soon.” 

•“I have no concerns but would like to move on now” 

•“I'm a bit anxious about my housing situation and what will happen when I leave SSP. I need to 
talk it over with my support worker some more. I also don’t want my children to have to keep 
changing schools.”  

•“I feel not quite ready to move out, they offered my Tile Hill, don’t know that area. I’ve 
struggled with this I was moving out so many times. I have been fighting with the council. I’d 
have to change schools and that will hurt the children. Council offered me a property that was 
in an unsafe area.” 

Move-On 
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  •“My situation was looked into a lot. My situation was different to other residents – 
more was looked into.” 

•“I would not recommend the service because the social workers are getting 
involved and this is not helpful.” 

•“My case workers always calling me and there if I need her, very helpful and good”  

•“There were some bits that I was advised not to do such as contact with my mum. I 
did have contact so I ignored that advice it was a mistake.” 

•“If someone was in my position I would recommend the service because they 
would get support. They would also be connected with other services like 
counselling and recovery.” 

•“I would recommend the service to others because places like yours are not 
advertised so you don’t know where to go. It would be good if professionals like 
GP’s knew about the services.” 

•“Communication at the start was difficult – I was talking to so many different staff. 
Since September it’s got much better and a lot of things have been achieved.” 

•“I got lots of support around filling out paperwork and getting familiar with the 
local area” 

•“At first it wasn’t very good but then it became very good and the level of support 
was very good”  

•“Just recently it’s been hard to get a hold of my support worker she’s been ill just at 
the point of when I’m moving out.” 

•“I like the staff but not the seniors because they were harsh” 

•“Children centre are vile but I rate the SSP staff”  

•“I was pregnant and the safety of my unborn was always discussed” 

•“All SSP staff tried to give me support and I appreciate that” 

Quality of 
Support 
Provided 

•“The location of the accommodation is too isolated from my family.” 

•“It took a lot for me to leave my home. I don’t really know Coventry. SSP made me 
feel safe I’m in a great neighbourhood”  

•“Other residents had visitors, I had no control over this but the staff sorted this” 

•“In a refuge it is more difficult to live independently but in SSP accommodation they 
gave my children more freedom and have helped me with my children’s routines”  

•“Yes my situation has changed for the better, just coming into a supported 
accommodation things were in place it felt relaxed I didn’t have to share with 
anyone” 

Quality of 
Supported 

Accommodation 

•“Staff make sure my kids are fine with regular safe and well checks” 

•“Staff are good with children they were here immediately when my son was 
accidently injured by his brother”  

•“I felt safe. I was listened to. I was given advice and I was supported with issues I 
didn’t understand” 

•“Sense of security having a property to live in and feel safe and have support” 

Feeling Safer  
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•“I don’t stand for anything anymore I’m in a relationship now with no violence. We talk.” 

•“It was difficult as my family are in Uganda and friends are not able to visit and eat a 
meal” 

•“Of course you helped me – family court contact issues – I was supported with this. I had 
NMO but wasn’t enough so got a restraining order and family court stopped perp having 
contact.” 

•“The service supported me to get back in contact with my family whilst I was with him I 
lost contact with them. The service gave me the confidence to repair the relationship” 

•“I had fallen out with my family my case worker encouraged me to make contact. Most 
of my family and friends didn’t visit me when I was with my ex.” 

•“I have become more confident and my children are happy to move on. I feel like time 
spent in SSP has given us time to get to know each other” 

Improving 
Social 

Networks and 
Relationships 

•“Since I’ve been at SSP I have completed courses. It’s important for me to educate 
myself”  

•“I was put in contact with the children centre support workers.” 

•“I now use the children centre” 

•“The workers encouraged me and my son to engage in community and children services.” 

Increased 
ability to 

access 
training, 

education and 
other support 

services 

•“I wish there was a panic button in my room”  

•“You helped but I wanted to go on the ESOL course” 

•“I would change the fact that the service is shorter than a year – I would prefer a longer 
service” 

•“What I would liked changed is that there is no service charge, Housing Benefit should 
pay for all of it” 

Improvements 
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