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Help on Your Doorstep (HOYD) is a charity working 
with residents who are vulnerable, isolated and 
experience social inequality in Islington, London. 
Our goal is to support people to thrive and live in 
happy, healthy communities. 

We support change for our target resident groups 
and the services and systems that operate in this 
space. Our activities help people sort out the 
barriers they face and build on their skills, 
confidence and sense of connectedness. We also 
work with other agencies to improve accessibility, 
responsiveness and positive outcomes for those 
that most need their services. We continuously 
strive to deepen our relationships with 
communities and the service delivery landscape to 
bring them closer together.   

 

Our Connect outreach, support and navigation 
service works across Islington to engage 2000 
residents a year, understand their needs and 
aspirations and provide direct support and referrals 
into our wide-ranging network of referral partners. 
Outreach operates at ground level, reaching those 
who do not find services easy to access and 
involves door-knocking on social housing estates 
alongside appointments and drop-ins at our 
community-based offices. Our Connect referral 
partner network currently has over 150 active 
services that collectively support issues such as 
housing, health, welfare benefits, hardship, debt, 
employment support, and isolation. 

Our Good Neighbour Schemes work in areas with 
high deprivation levels and are delivered in 
partnerships with residents. Our team supports 
local people to identify and tackle the issues most 

Summary 

| Overview 

▪ Our HLS approach relies on the strength 
of our community relationships and the 
scale, scope and nature of our 
partnership networks  

▪ Our engagement with communities is 
based on a wide-ranging, 
multidisciplinary service and 
conversations of a holistic nature 

▪ We have a framework of engagement 
with people that goes beyond presenting 
an issue and allows them to build on 
personal strengths 
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important to them collectively. Our three schemes 
focus on strengthening community connections, 
particularly for isolated groups, and improving 
physical and mental health.  An underlying principle 
is to work with communities in an asset-based way, 
emphasising those who have barriers to 
engagement.   

We provide social prescribing link services to two 
Primary Care Networks, through which we support 
18 GP surgeries to address patients' non-medical 
support needs that affect their health. The link 
workers receive referrals from GPs and support 
patients to identify and achieve 'what matters to 
them'. 

Through all of our work, we are aware that our two 
chief enablers are the strength of our community 
relationships and the scale, scope and nature of our 
partnership networks. These elements place what 
we do right at the heart of the Human Learning 
Systems approach. 

Islington has some of the highest levels of 
deprivation in the country, existing 'cheek by jowl' 
with significant affluence. It can be challenging for 
services to become visible and accessible to 
vulnerable or disadvantaged residents early enough 
to prevent difficulties from developing into more 
serious long-term problems. This was the primary 
issue that that Help on Your Doorstep was set up to 
tackle in 2009. 

We went into communities, knocked on every door 
and made connections with people. Our staff team 
initially recruited locally knew the communities and 
worked with a shared relational ethos. We 
successfully reached large numbers of people 
'under the radar' and connected them to a wide 
range of services. These services soon recognised 
that they were regularly linked to groups of 
residents they had previously found 'hard to 
reach'.  Partners often come out with us to support 
door knocking, and this created closer and stronger 
links.  We set up five local bases in community 
centres across the borough so that residents could 

drop in, and in time we became an integral part of 
the community.  

 

'It is all about going to the doors. The door is a 
barrier for lots of different reasons – this approach 
breaks down those barriers; people don't know 
where to start and don't have the confidence. It's 
about going to where they are – let them know that 
they are not alone.'  

Help on Your Doorstep Adviser 
 

 

We needed to make sense of various and confusing 
access routes, thresholds, service offers and 
boundaries that residents have to negotiate. We 
wanted to bring the services closer to those people 
who are less likely to act when a problem occurs or 
most likely to give up at the first hurdle. We 
wanted services to be less transactional and more 
human. We also wanted to deal with the all-
important lack of trust that can cut both ways and 
significantly deter people when they feel that 
services have let them down in the past. 

'HOYD's navigation on behalf of other partners is 
unique. That skillset of connecting and supporting 
residents in relational ways is highly valued. It has 
enabled partners to take more personalised 
approaches, e.g. no formal process for the resident 
to follow and help with anything they might need, 
e.g. writing a CV, interview training and looking for 
jobs… These gentle ways of engaging those often 
furthest away from the jobs market (and not 
putting them off) for a range of reasons such as 
health, confidence, caring responsibilities or other 
life changes are commonplace.'    

IVAR evaluation report 2020      
 

| Story of Change 
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We took on and have continued developing a 
systems stewardship role - curating a multiagency 
network of services equipped to deal with a 
comprehensive range of social issues and then 
worked with them to support residents more 
effectively.  Our work with what now amounts to 
160 different services involved making service 
information clearer and more accessible; making 
timely, straightforward referrals through a single 
common referral process; working with partners 
with a shared system for communication, tracking 
and follow up; co-ordinating 'partners' meetings 
and hosting/co-locating or organising joint 
outreach and 'big knocks' with key services in the 
heart of local communities.  

Partners have fed back: 

• The HOYD team have extensive knowledge of 
what services are being provided in the areas 
and the needs of the residents 

• A long-established network of relationships that 
work 

• The Big Knock – a way for partners to observe 
how this works, in practice 

• The staff are approachable individuals, so 
partners feel they can ask them anything 

• The organisation cares about what they are 
doing and go the extra mile 

• Alignment of values - this helps have good 
working relationships with their partners as they 
are trying to reach the same goals  

The welfare reforms and public service changes 
introduced from 2012 onwards resulted in a 
significant difference for our target client audience 
and for the partner services we worked with. By 
2015, financial hardship and welfare rights 
problems became very acute in our communities 
and, for our client group, replaced aspirational 
issues, such as employment and training, as the 
predominant presenting need.  Many of the 
residents also struggled with mental or physical 
health needs, exacerbated by the prevailing social 
policy environment.    

Help on Your Doorstep work was in danger of 
changing from supporting aspiration to primarily 
providing crises support. Many of our referral 
partners reported the same trends. We felt that we 
needed different solutions to respond to.   

We found that there were often repeat 
engagements with the clients seeking support with 
the same urgent issues, e.g. food and fuel poverty, 
benefits sanctioning, common mental health 
episodes. The focus of support we provided was 
more about addressing symptoms rather than 
working with residents to build confidence, skills 
and capacity.  At one point, we calculated that we 
spent 40% of our time working with 11% of our 
clients who had received support from us between 
6 and 33 times in the preceding years. We 
identified two main problems: 

1. Service remits and cultures are often too 
inflexible to successfully meet the needs of 
residents with complex needs. The under-
resourced, single issue focused, transactional 
nature of many services is not suited to meeting 
the complex conditions that are often 
presented.  Clients are often anxious and ill-
equipped to deal with bureaucracies and find 
the rigid and linear nature of client pathways ill-
equipped to deal with them.   

2. Services and systems can often only see 
presenting need and not the person. The most 
effective long-term solutions enable individuals 
to improve their own ability to manage their 
lives. These solutions build confidence and 
capability, work from strengths, and recognise 
that each person's journey is different.  

We took on, and have 
continued to develop, a 

systems stewardship role - 
curating a multiagency 

network of services.   
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Our response has been developing our service offer 
to support people more effectively and work 
better, and differently, with partners.  

Help on Your Doorstep was set up to make systems 
work for the people that use them, and a Human 
Learning Systems approach is a necessary part of 
our ethos. Our work is all about relationships. We 
make a difference because of the quality of our 
interactions with the community, partners, 
funders and within the team.   

One example of this has been developing closer 
strategic and operational links with Islington's 
leading community legal advice providers.  The 
main focus of our work was responding to the 
impact on the community of welfare reform. We 
built working arrangements that involved Help on 
Your Doorstep, taking responsibility for directly 
managing bookings to 53 housing, welfare benefits 
and debt advice sessions per week for the advice 
agencies.  Advisers from these services delivered 
over 45 of these from our five community bases 
which allowed respective teams to co-ordinate our 
work around the whole person from within the 
communities they lived in. The work underpinned 
by joint planning and team development provides 
continuity, communication and coordination that 
significantly benefits those with more complex 
needs.  Several other examples of this approach to 
collaboration have intentionally removed 
organisational boundaries, developed shared 
objectives, and tested and learned.   

In the IVAR evaluation, clients reported that this 
approach's main difference was on a more personal 
level.  

'It is about building strong and trusting 
relationships with the adviser, signposting to things 
that would be of interest, in the community, to 
meet others, and for fitness too – so not just what 
was needed at that moment in time but activities 
that could make things better further down the 
line.' 

 'The accessible language and even body language 
of the advisers makes a difference'.  

In terms of how we 'see' the individual and not just 
their needs, our incorporation of the New 
Economics Foundation's5 Ways to Wellbeing' as a 
framework for engagement has been central.  The 
'5 ways' highlights the benefits of 'connecting', 
'learning', 'being active', 'giving' and 'noticing' to a 
person's mental health and capacity to take control 
of their life. We share these ideas with the people 
who use our services and support them to 
incorporate the '5 ways' into their own lives.  

We recognise that there is often one presenting 
issue, but through a sense of the things that lie 
beneath, that could lead to change/outcomes. 
However, clients are often not used to this idea – 
so that shift is still new. It also requires staff to have 
the mental space to hold it and reflect on what 
next'. There is a need to be creative around the 
barriers, and flexible too.  

Clients talk about how other organisations have let 
them down, and they must regain that trust. This 
means it can be a long journey and involves 
supporting the client in multiple ways.  

 

'Ask them! And listen. Know what's going on – don't 
duplicate. If problems aren't being solved – ask why 
is it not working? What are the barriers here?'  

Help on Your Doorstep Team member 
 

A critical factor in our success was offering access 
to a wide-ranging, multidisciplinary service offer. 
The conversations that we had were more holistic 
than single-issue services were able to have.       

Cutting through the red tape is a recurrent theme. 
It was reported that once residents started working 
with an adviser, things began to happen straight 
away; being kept in touch on the progress of a 
challenge or issue made a big difference. It was a 

| Current Approach 

| Enablers and Successes 
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relief to many, especially as often people arrive at 
an appointment with their adviser in a deep state 
of stress due to their situation previously being 
misinterpreted and feeling like they were put in a 
category. 

One client described: 'They got me to the right 
place to access housing, I was floundering about 
until then'. 

To facilitate team members to work in this way, we 
have to avoid an over-emphasis on measuring 
outputs and instead create the culture and 
environment where these relationships can 
thrive.    

Our HLS ways of working are enabled by having 
clarity about our mission and role in effecting 
change. Within HOYD, we recognise that we 
operate in a system with shifting contexts and 
continuously reflect on them with others who share 
our objectives and are ready to act with us on 
insights.   

Change can be unsettling for all involved, but being 
anchored by core values and enablers such as our 
relational approach, beneficiary involvement and 
commitment to work with partners, provides a 
sense of continuity and confidence. 

In the words of the service users who talked to 
IVAR, this approach has helped them in several 
ways, including:  

• How to be more independent (people don't 
want to be dependent on services).  

• Helped to change views of accessing services, 
and one resident spoke about how she can now 
differentiate between the ones that are 
'independent' and provide a range of other types 
of support.  

• It is being able to ask for help and 
understanding that there are services out there 
and a change in mindset from struggling to 
survive but to now.  

• Joining up with others has reduced anxiety, and 
the feeling of being more connected.  

• Building confidence through talking through 
issues with others, expressing the problems 
honestly, and meeting new people through the 
(GNS) community projects.  

• Knowing there is help out there, I am not alone 
and not ashamed to ask for help. 

There are challenges to working within a Human 
Learning Systems mind frame. The chief one is 
finding the capacity when demand for our services 
is high, and resources stretched. Finding the right 
balance is an ongoing challenge and even more so 
in a shifting external context.  

For staff, it means having a readiness to adapt and 
work in new ways, which can be challenging. One of 
the difficulties is delivering change with stretched 
resources when demand is increasing and 
becoming more complex.  As a team, we have tried 
to manage this balance by being realistic about the 
pace of change, reducing or streamlining some 
activities, finding opportunities through funding 
streams and partnerships that support our 
objectives, and emphasising team communication, 
learning, and well-being.     

Our primary role as a service provider can also 
mean that funding for the resources we need to 
'steward' a system involving over 150 different 
services can be overlooked by commissioners and 
funders. They can sometimes value our networks 
and the relationships but struggle to appreciate the 
human and monetary investment that goes into 
developing and managing this. This said, our 
relationship with some local funders and 
commissioners has been positive in other areas. 
Our relationships with our main core funders go 
beyond the exchange of money for reports. There is 
mutual understanding, a recognition of shared 
objectives, ongoing communication, trust, and a 
willingness to test approaches. 

We recognise the challenges that this level of 
funder involvement represents for big national 
funders. Some statutory commissioners that have a 

| Challenges 
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more limited scope for flexibility have to work at 
arm's length. However, we see important shifts, 
particularly around supporting innovation and 
devolving power closer to the ground level. 
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We will continue to develop our HLS approach as a framework for both internal and 

external development.  The prerequisites for this are to further embed HLS in our 

culture and to build in the agility and capacity for this to happen.  

 

Sharing learning locally has become an increasingly important aspect of our work and 

will continue to be so in the future. Our strongest assets are the voices of the 

community we work with and we are committed to using these voices to influence other 

parts of system to deliver positive experience and outcomes for residents.   

 

The Human Learning Systems approach has been an integral and essential part of our 

journey and has shaped the way we work. We expect to build on the quality and nature 

of the relationships that we have with local people, other services in the system, funders 

and within the within our own team to support our work toward a thriving community.     
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