
Solution

Seamless is an emergency support 
gateway for people who are at risk 
of homelessness because they can’t 
afford their rent. By firstly; improving 
access to emergency financial support 
and secondly; connecting people to  
a wider support system, Seamless  
will help prevent homelessness and 
support people into more sustainable 
housing situations.

We want to improve access 
to emergency support for 
people who are at risk of 
homelessness because they 
can’t afford their rent. We want 
to make the system more 
effective and responsive. 
Where possible, we also want 
to prevent people from needing 
emergency assistance again.

Redesigning emergency provision  
for rent shortfalls.

Insights

• “I felt like I was a tick box exercise”

• DHPs should be timely and a genuine 
safety net. People’s experience of 
them however is that DHPs are slow 
and inadequate

• “DHPs are only an option if you have a 
shortfall in your rent. What about the 
people who afford rent but struggle. 
They might face homelessness 
because of poverty but DHPs won’t 
help these people.”
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homelessness

Point of crisis Call to emergency 
support hotline

Payment First

Person Centred Triage

Sustainable Support

Staff create a case file 
which can be shared with 

relevant agencies

Staff are empowered to make 
a decision about the payment 

on the spot, during the 
phonecall

Staff take their client through 
a brief assessment on the call 
to understand wider support 

needs

Staff book in any onward 
referrals with the relevant 
agencies on the client’s 

behalf

Agency receives a case file at 
the point of referral to transfer 
the knowledge from the local 

authority staff

If appropriate, the client’s network 
are identified in the assessment and 
contacted to coordinate peer support

Ongoing peer support Ongoing peer support

Agency send an SMS to 
the client confirming their 

appointment booking

Ongoing support from 
referral agencies (benefit 

advice, food vouchers, 
financial advice etc.)

Staff check in with recipients of 
the payment at a later date to 

see how they’re getting on

Payment decision made Holistic needs 
assessment

Referral appointment 
booking

Crisis averted, 
sustainable support  

in place
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User Journey:
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