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This document has been written and designed 
at no cost to The Passage

Our thanks to the contributors, listed on page 
48, who donated their time and resources to 
create a document that we hope will inform and 
inspire you

Together we can make a difference



The theme of this report 
is the people who work 
at The Passage.  
They are dedicated to 
providing the support 
and resources which 
encourage, inspire and 
challenge homeless 
people to realise 
their own potential to 
transform their lives. 

In the spirit of our Vincentian ethos,  
they respect the beliefs and cultures  
of everyone who uses, and works with,  
The Passage.
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Chair’s statement

An organisation is nothing without its people. 
Whatever our role or position we are each an 
essential part of the whole.

Coming from a musical background I often 
reflect that an orchestra is a great example: 
every instrument has a part to play. If just one 
instrument is missing, or out of tune, the impact 
on the music is immediately noticeable. From 
the conductor to the player of the apparently 
most insignificant instrument, each plays an 
essential part. 

The goals of an orchestra include accuracy, 
harmony, rhythm and quality. The members 
perform a service for the audience, striving to 
reach their full potential. Success requires a 
great deal of teamwork, many hidden support 
services, resources generously donated, an 
ability to rejoice in the talent of others and 
dedicated attention to customer service. 

The audience fully participates by listening 
attentively.

So I conclude that among the hallmarks of a 
good organisation are: commitment to the 
greater whole, attention to quality in all its 
aspects, harmonious teamwork, fostering 
potential, valuing every person – and total 
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dedication to those the organisation exists  
to serve.
 
These organisational principles underpinned 
the very first charities created by Saints Vincent 
and Louise, whose example we follow at The 
Passage.

As you read this Impact Review and, indeed, as 
you read our Five-year Strategy, look out for 
these hallmarks and judge for yourself who is  
at the heart of our organisation.

Having already made my own judgement, I pay 
tribute to every person who works, volunteers, 
uses, supports or participates in The Passage in 
any way.

Thank you all.

Sister  
Ellen Flynn
Chair

Sister Ellen Flynn



the fundamental issues that have led to an 
individual ending up homeless and/or rough 
sleeping. The trouble with a “one size fits all” 
approach is that no two people are the same. 
Our focus is on recognising that each homeless 
person is an individual who needs a tailored 
response to his or her particular needs. Our  
new strapline, to ending homelessness, signals 
that The Passage is the place where people 
should come to begin their journeys towards 
ending their homelessness.

I think there can be a temptation, for those 
of us fortunate never to have experienced 
homelessness, to think that, somehow, it could 
never happen to us. 

For many, particularly in the economic 
downturn over the past few years, the number 
of steps to the streets has been frighteningly 
few. For us all, though, there is a commonality 
of experiencing inner homelessness: feeling lost, 
not rooted, and in despair. Whatever walk of life 
we come from, there are times when we are all 
fragile people. 

Most of us in that situation have people we 
know who are there to help pick up the pieces 
and provide support. For those without people 
to provide that support, The Passage is here – 
helping to prevent homelessness and, for those 
unfortunate enough to end up on the streets, 
providing steps off those streets, and support 
to ensure they never return to them.
 
I hope that by looking at this review, you will 
gain an understanding of the work of The 
Passage and the way we take a systemic-
change approach to tackling homelessness; a 
tailor-made and individual response that seeks 
to address the root causes that have led to a 
person becoming homeless in the first place. 
In addition, how we strive to use our unique 
position of being on the front line of tackling
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The theme of this impact review is “people”.
It is people who make The Passage what it is; 
those who use it, those who volunteer their time 
to it, and the staff who work for it.

The people featured in this review are the staff 
who work day and night to ensure that, as 
captured in our new logo and strapline, those 
most in need find The Passage to be a place 
that is accessible and welcoming, and one 
where they make use of resources to end their 
homelessness.

Our new logo and strapline resulted from 
consultation with our clients, staff and 
volunteers, that revealed they wanted an image 
that showed what we do in a more visible way, 
while maintaining the red door from our original 
design. Every client who comes through the 
door of The Passage should feel that they have 
the opportunity to use our services to end their 
homelessness for good – to begin a new and 
positive stage in their lives. 

Our previous strapline was Helping homeless 
people, but we do so much more than simply 
help. There can be a temptation when looking 
at tackling rough sleeping and homelessness, 
to adopt a “one size fits all” approach: to 
deal with the surface issues as opposed to 

Chief Executive’s statement
Mick Clarke
Chief 
Executive



Chief Executive’s statement continued

social exclusion to bring about real change on a 
wider social policy level.

This review presents a good opportunity to 
thank those who work and volunteer, in such 
diverse ways, for The Passage. I am constantly  
impressed by their dedication, flexibility and 
passion; not just by being there for those most 
in need, but also by being there to help them 
transform their lives. It is a privilege to be  
leading a team of such wonderful people.

Of course none of this could be done without 
the support of so many people, including the 
many grant makers and donors who support 
our work. This includes Chris Harlow, who 
designed our new logo on a pro bono basis, and 
Adrianne LeMan, who has provided invaluable 
support in designing our recent publications 
with the new logo, to ensure that the funds we 
raise go to the people who need them most 
and that none of the money was spent on an 
expensive rebranding exercise. 

To those who give their time, money or other 
gifts, I sincerely thank you; as you can see from 
this review, it has a dramatic impact.

It seems fitting to end with the words of the 
person who is the inspiration for our values: 
St Vincent De Paul said “say little, do much”. 

To the people who are most important to  
The Passage, our clients, words are cheap;  
but action is everything.

Mick Clarke
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Our mission, ethos and values
Our mission
The Passage provides resources which 
encourage, inspire and challenge homeless 
people to transform their lives.

Our ethos
The Passage takes its values and ethos from the 
teachings and example of St Vincent de Paul,  
a Christian and social reformer who co-founded 
the Daughters of Charity in 1633. Vincent 
believed in action rather than words and in 
hands-on service to vulnerable people.

As a Vincentian organisation, The Passage 
strives to be inclusive: encompassing a diverse 
and rich culture from within our members, 
clients, volunteers and staff. Actively working 
with others across all aspects of society, and 
seeking to have influence and be an advocate 
for homeless people, The Passage seeks to 
be a place of hope, aspiration, change and 
innnovation, underpinned by values that reach 
back over 400 years.

This is reflected in our core values.

Our values
• We assist homeless people to realise their  
   own potential to transform their lives.

• We act with compassion and kindness.

• We are a voice for change and justice.

• We build relationships based on trust.

• We respect each other.

• We are straightforward in our dealings.

• We believe in practical hands-on hard work.

• We collaborate across all sectors of society.
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Our services
In 1980, at the suggestion of Cardinal Hume, 
the Daughters of Charity opened our Resource 
Centre, with a single paid employee and a few 
volunteers. Since that time, The Passage has 
grown into an organisation that offers a wide 
range of immediate help and longer-term 
support. Still running the UK’s largest centre 
for homeless and insecurely housed people 
more than 30 years later, The Passage now also 
provides and develops a wide range of value-
led support services, including homelessness 
prevention projects and innovative 
accommodation projects.

Our name has become synonymous with 
ending homelessness. The Passage offers a 
wide range of services, year round, to meet 
the varying and complex needs of homeless 
and vulnerable people. Our aim is to help them 
address the issues that have contributed to 
them being – or are keeping them – homeless, 
and to enable them to move on to live safe, 
happy and fulfilling lives.

In the belief that prevention is always better 
than cure, we have developed several 
homelessness prevention projects.
 
“Before You Go” – an awareness campaign that 
highlights the dangers of arriving in the UK 
without appropriate support in place – tackles 
the problem of the increasing number of people 
from central and eastern Europe who become 
homeless and end up on the streets.
 
Our day services provide vital information for 
those at risk of becoming street homeless. In 
the past year, nearly 75% of people who  
visited the Resource Centre for the first time,  
were not seen rough sleeping up to three  
months later.

Our “Home for Good” project provides social 
support and opportunities for clients who have 

been resettled across London. By helping them 
develop their confidence and independence, it 
decreases their risk of future homelessness.

Our Outreach Team works 365-days a year to 
make contact with people on the streets and 
to encourage them to use the services at The 
Passage.

Our Resource Centre – the largest in the UK 
– is used by more than 2,000 people a year. 
We welcome each person, identify his or her 
particular needs, and deal with their basic 
needs, such as food, showers, laundry and 
clothing.

We give housing advice and help clients to 
move into their new homes, and to maintain 
their tenancies. We also help people with 
welfare rights advice.

We provide a comprehensive health care 
service through a nurse-led surgery and a local 
GP, and have specialist substance-misuse and 
mental health workers.

We offer education, training and employment 
opportunities, including computer training, 
literacy and numeracy classes, and help with 
CVs and finding jobs.

Our pastoral and mentoring schemes are 
extremely popular. Through one-to-one contact, 
our chaplains and mentors help individuals to 
tell their stories, address the personal issues 
that led to their homelessness, and maintain 
employment and tenancies.

Our Hospital Discharge Project works at St 
Thomas’s, Westminster and Chelsea, and St 
Mary’s hospitals to ensure that after-care 
and accommodation are co-ordinated when 
homeless people are discharged.
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Accommodation
There is constant demand for places at our 
Passage House hostel and our pioneering 
Montfort House flats. Passage House has 40 
beds, Montfort House has 16 self-contained 
flats. We are immensely proud that, at the 
beginning of 2014, both projects underwent 
a quality review by Westminster City Council 
and both received A grades, indicating that 
they provide the highest level of service to our 
clients.

We traditionally operated a system under which 
people who had come into our Resource Centre 
were encouraged to move into Passage House 
and, from there, to Montfort House to prepare 
them for living independently in private rented 
accommodation. Now, however, at both our 
accommodation projects we focus on people 
who need a high level of support.
 
Passage House has support workers on-site 
24-hours a day to help residents with high-
support needs take responsibility for their 
own well-being and develop the skills they will 
need for the future. Residents come to us with 
a wide range of needs, from alcohol and drug 
addiction, to mental health and behavioural 
problems. 

Montfort House achieves outstanding results 
in assisting the longest-term, most entrenched 
rough sleepers to come off – and stay off – the 
streets. It has, historically, been difficult to 
house couples together, but in 2010 we began 
to offer them accommodation too.

Faith and Community-based Groups  
Co-ordination Project
Commissioned by the Greater London 
Authority, the Faith and Community-based 
Groups Co-ordination Project is a London-wide 
initiative to improve the role that faith-based 
groups play in helping to end rough sleeping  
in the capital. Our co-ordinator and project 
worker have worked closely with local 
authorities, faith groups and commissioned 
homelessness services across London, to 
develop a highly effective model of consultation 
and collaboration. 

The project empowers faith-based and 
community groups to provide further and 
lasting assistance to homeless people and, 
at the same time, helps local authorities 
implement their local homelessness strategies.

Chaplaincy
Our chaplains’ aim is to meet the spiritual and 
religious needs of all clients at the Resource 
Centre, Passage House and Montfort House. 
Their primary concern is to be available to all 
clients, regardless of their faith.

Multi-faith rooms at the Resource Centre and 
Passage House are used regularly as places 
of silence, prayer or reading and also serve 
as places where clients may talk to a chaplain 
in confidence and receive counselling – one 
chaplain is a trained spiritual director and 
psychotherapist.
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Outreach
Ronnie 
Norfolk 
Worker,
Outreach 
Team

Ronnie is one of eight full-time workers on the 
Outreach Team. He works in shifts on a seven-
day rota, including one early morning a week 
starting at 6am, and one evening a week that 
can go on until 3 or 4am. He also works at least 
one weekend each month.

The team’s first volunteer – he has been a full-
time member since 2012 – he had previously 
been volunteering in the Resource Centre. Now 
there are six regular volunteers who work at 
weekends. Ronnie has great admiration for 
them: “It’s a huge commitment”, he says, “for 
people who work all the week to get up early at 
weekends to go out with the team.”

Ronnie is particularly well suited to outreach 
work: he lost his job and became homeless 
in 2001. He received a lot of help, he says, 
and once he’d “sorted himself out” wanted 
to give something back by helping other 
homeless people. He understands the problems 
they face, how important it is to build trust 
and relationships with them, and to keep 
encouraging them to come into the Resource 
Centre. 

The Outreach Team – a manager, a deputy 
and six workers – sometimes operates joint 
shifts with mental health workers, to ensure 
that people with mental health issues can be 
assessed – on the street, if necessary. 

The team also employs an Information Officer, 
who collates and analyses data to help it 
identify trends in client profiles and issues.  
The members of the team take an active 
approach: they combine data with their 
experience on the streets to update their 
working practices.

Regular volunteers include a GP and former
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IMPACT

• Of the people first met by our Outreach Team,  
   600 were completely new to rough sleeping.  
   Three months later, 75% of that 600 were not  
   seen rough sleeping anywhere in London.

• The Outreach Team also helped 98 existing  
   rough sleepers to come off the streets. 
 

“If The Passage wasn’t here, I don’t know what  
I’d do.”                                            Passage client

“They provided me with all kinds of help.  
They have so many services and gave me the 
tools to help me get out of my situation and 
get on with my life.”                     Passage client

clients. Members of other Passage teams also 
join shifts – relationship-building often starts on 
the streets and it can make all the difference to 
a client who comes into the Resource Centre, 
Passage House or Montfort House for the first 
time to see a familiar, friendly face.
 
The team not only forms relationships with 
people on the streets, but also with other 
agencies. A tremendous amount of work is 
done in partnership – with other outreach  
teams, specialist health services, and drug 
and alcohol agencies. Clients each have a lead 
worker in our Outreach Team who co-ordinates, 
plans and communicates with them to ensure 
that their needs and desires are being met.

In the past year, the team worked closely 
with the Personalisation Project which, by 
allocating individual budgets for entrenched 
rough sleepers, enables the team to work 
more creatively – including paying for bed-
and-breakfast accommodation – with clients 
who have resisted going into hostels or other 
homelessness provision.

The Outreach Team is also able to refer some of 
the longest-term, and most difficult-to-house, 
homeless people to the Housing First scheme 
which, in addition to enabling them to move 
into flats, provides intensive follow-up support 
once they are settled away from the streets. 

This scheme, combined with the team’s 
perseverance, provides help to some of the 
most entrenched rough sleepers who have 
complex needs.

The Outreach Team is out on the streets, 
working early morning and late-night shifts, 
365-days a year.
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Day Services
Resource Centre

Lorraine 
Richardson
Manager,
Day Services

Lorraine oversees three teams – Hospitality, 
Assessment and Advice, and Health – at 
the Resource Centre to ensure that it is 
functioning smoothly and provides a warm and 
welcoming environment. She has worked in the 
homelessness sector for more than 20 years, 
primarily with young people, before coming to 
The Passage.

Lorraine works flexible hours, one in eight 
weekends, and stays until the work is done. 
There is no typical day: “You never know who 
will walk through the door, though more and 
more it is people who have lost their jobs 
and, as a result, their homes. We have also 
seen more women in the past year but, at the 
same time, fewer accommodation options are 
available.” 

The Passage exists for those who are most in 
need, but always seeks to help and to develop 
its work. “People who don’t have support needs 
are not our clients,” Lorraine says, “but we still 
see what we can do to help. We’ve developed 
prevention work because those people will 
become our clients if they are left on the street.”
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The Resource Centre 
The three teams – Hospitality, Advice and 
Assessment, and Health – that make up Day 
Services, effectively run the Resource Centre. 
Volunteers, including client volunteers, work in 
the teams seven days a week. They use their 
wide range of skills to carry out various roles, 
from initial assessments with clients, to running 
the laundry and clothing store, and from 
working in the kitchen to helping clients move 
into new accommodation.

On weekdays, the centre operates two drop-in 
sessions for clients: one for people who are 



sleeping rough in the local area and one for 
those who are insecurely housed, including 
in hostels, bed-and-breakfast, and sleeping 
on friends’ sofas. The centre also opens at 
weekends for invited rough sleepers and  

“The first time I stepped into the Resource  
  Centre, it was warm and the staff were  
  friendly. I knew I had come to the right place.”

Passage client

“The discussion forum is a brilliant idea. I love  
  going to let them know what I think!”

Passage client

 
The Resource Centre’s client reception is staffed 
from 8am to 5pm every day. 

people who are new to the streets. The drop-in 
finishes at 2pm, when more targeted work, 
including appointments, assessments, activities 
and training, takes place. 

Clients are at the heart of everything The 
Passage does. Since the services are for them, 
we actively look for ways to encourage them to 
take part and contribute to what we do. 

Our well-attended monthly client forum gives 
clients an opportunity to discuss Resource 
Centre issues. It has resulted in greater client 
involvement in running the centre, including 
taking part in recruiting staff. Suggestions 
boxes, together with a complaints procedure, 
enable clients to make their views known.
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IMPACT

• In the past year, nearly 75% of people who  
   visited the Resource Centre for the first time,  
   were not seen rough sleeping up to three  
   months later.



Resource Centre

Hospitality
Paul Fleming
Project 
Worker,
Hospitality 
Team

Paul (who is now part of the Assessment and 
Advice Team), was previously one of our eight 
project workers. Their role, he says, is similar to 
that of a triage team: “To welcome new people, 
assess them, see what their needs are and 
match those up with what we can offer.”  

Assessments determine what clients want and 
need, and what services are best for them. 
“From that point, they are either kept in the 
service here or directed to where they can get 
the most appropriate support.”

A politics and philosophy graduate, Paul  
trained as a teacher. His initial contact with 
The Passage was when he worked at City and 
Westminster College and ran a literacy and 
IT skills course at the Resource Centre. When 
funding for the course ended two years ago,  
he joined The Passage full-time.

“You have to put your ego aside here,” he says, 
“our diverse mix of staff has the insight to see 
if a client would be better off with another 
worker. Working with clients is a collaborative 
process – while we have the key to the door, 
they’re the only ones who can unlock it.”

12

The Hospitality Team is quick off the mark 
to welcome clients and to ensure that their 
priorities – breakfast, showers, clothing and 
laundry – are met. Team members also make 
sure that clients are aware of, and engage with, 
all the other services the Resource Centre  
offers; answer questions; maintain the centre’s 
health and safety standards; refer clients to 
appointments with other teams; and ensure that 
all new clients have an initial assessment when 
they visit the centre for the first time. 

These holistic assessments enable the team to 
learn about different aspects of a person’s life, 
including their needs and aspirations, as well as                



Members of the Hospitality Team welcome 
clients to the Resource Centre.

The team also communicates with other internal 
teams, outside agencies and organisations, and 
ensures that relevant information is entered in 
the client database. 

It provides safe storage for clients’ valuables, 
such as proof of identity, and arranges for them 
to use The Passage as their postal address to 
enable them to obtain their benefits, etc.

Because the nature of the client group makes 
it difficult to plan too far ahead, the Hospitality 
Team maintains a constant presence at the 
Resource Centre and takes every opportunity 
to engage with clients. By being as flexible as 
possible, it can show clients that they are the 
most important people and that the team is 
there to help them.

The Hospitality Team enables the Resource 
Centre to offer clients a wealth of activities, 
from film and book clubs to a women’s group, 
and from art and drama classes to meditation 
sessions. These make the centre a place of 
comfort, enjoyment and fulfilment, rather than 
simply a place to sit, eat and wash. 

Taking part in these groups not only helps 
clients to enage with the other services The 
Passage offers, but also helps staff to build solid 
relationships with them.
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their housing situation, and to determine what
help they need. The Hospitality Team also holds 
two specialist advice sessions each week for 
clients from eastern Europe.

 

“It’s the simple things, like food and showers, 
that help me feel like a human being: just 
being able to look at myself in the mirror and 
not be ashamed. I can have a cup of coffee and 
staff will sit and talk to me.”         Passage client

“When I came to the Passage first, I wanted to 
die. Now I’m in accommodation and with all 
the help I’ve received I now want to live. I feel 
alive and it feels great.”              Passage client

IMPACT

• The team provided a warm welcome  
   to the centre for 2,117 people.

• 93% of clients who were helped back to their  
   home areas were no longer rough sleeping a  
   month later.



Resource Centre

Assessment and Advice
Claire 
O’Driscoll
Team Leader, 
Assessment 
and Advice 
Team

Claire’s team comprises four housing advisers – 
who find and maintain housing for clients – and 
an Irish Person’s Co-ordinator, whose holistic 
role centres around cultural identity, worker 
benefits, etc. The team works a rota to provide 
cover at the Resource Centre from 8am to 5pm. 

Claire had volunteered at the Simon Community 
in Cork as part of a Social Studies course, and 
wanted to continue to work with people when 
she came to London. She has been at The 
Passage for ten years.
   
The Welfare Reform Act has made it more 
difficult, she says, to find accommodation for 
homeless people: the only option has become 
the private rented sector – and private landlords 
need deposits, but crisis loans are now handled 
by local authorities and many don’t give them. 
She has developed relationships with agencies 
who source private rented accommodation and 
who can sometimes organise lower deposits/
advance rent, but she continues to look at a 
range of options.

“Every day is a challenge,” she says, “ but there’s 
a real sense of achievement when you have 
managed to help someone.”
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IMPACT

• In the past year, the team found  
   accommodation for 95 clients.

• 95% of clients who received support to  
   maintain their tenancies, remained in their  
   accommodation.

The changes in welfare benefits will make it 
increasingly difficult to find accommodation. 
It is particularly hard for people who have 
returned to work and are on low pay, for those 
under 35 who are eligible for housing benefit 
only in shared accommodation, and for those 
who are on benefits.



It also makes and builds relationships with 
external agencies, including Veterans Aid,  
Two Step, One Housing Floating Support
Service, and a Westminster Housing Options 
Service, to ensure that its clients have access  
to the widest possible range of services.

           15  

“They help to show you that your problems are 
not so insurmountable that you can’t achieve 
what you want to achieve. They help you with 
small steps so you don’t get too worked up 
about your problems.”                  Passage client

Laura, a member of the Housing and Advice Team, 
talks to a client about accommodation options.

The only housing options available are usually  
in outer London boroughs where isolation often 
becomes a major problem – it can be very 
difficult for people to move to an area that they 
are not only unfamiliar with, but also where they 
don’t know anyone. The Assessment and Advice 
Team responds by travelling across London, and 
sometimes across the country, to source the 
right accommodation for each individual and to 
support them to maintain their tenancies.

The team works closely with all the other teams 
at the Resource Centre to ensure that the most 
vulnerable rough sleepers are its priority and 
receive co-ordinated and comprehensive support. 



Resource Centre

Health
Matina 
Papaioannou
Team Leader, 
Health Team

Matina has been leading the Health Team since 
the beginning of 2008. Before she joined The 
Passage, she worked for Specialist Addiction 
services in the UK and in Greece.

She studied for her BSc in Psychology & 
Philosophy in Greece. When she came to live 
in England, she extended her qualifications  
with an MSc in Counselling Studies, from Hull 
University, and a Post Graduate certificate in 
Dual Diagnosis, from Middlesex University.

She says she is “passionate about helping 
people. My work at The Passage is challenging 
and inspiring”.
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The Health Team – Matina, the team leader, 
two mental health workers and two substance 
misuse workers – also includes an NHS primary 
healthcare service. The team works with a wide 
range of clients, who have an equally wide 
range of complex needs, to help them begin  
to place some value on their wellbeing. 

Many clients have been through traumatic 
events, including failure or rejection, and  
the breakdown of family relationships, that  
have resulted in low self-esteem, ambivalence,  
the loss of healthy social networks, and
homelessness.

The difficulty people living on the streets  
have in protecting themselves from illness is 
exacerbated by sleeping rough and lack of 
treatment: many are too embarrassed to visit 
mainstream medical services, particularly as  
their health deteriorates. The Passage responds 
by providing an extensive, holistic, health 
service. 

We encourage clients to keep fit through a gym 
session that is donated by a local fitness centre 
on Friday mornings.
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IMPACT

• In 2013-2014, 203 clients (22% more than  
   in the previous year) were helped to access  
   specialist drug and alcohol support.
    
• 379 clients were provided with specialist  
   mental health support, and 32% more than  
   in the previous year were helped to access  
   statutory mental health treatment.



Resource Centre

Health continued

Homeless Health Team 
Two nurses and a GP, funded by the 
Westminster Primary Care Trust, provide a 
specialist health service to meet the complex 
health needs of homeless people. It works 
closely with community practitioners and with 
other teams at the Resource Centre.
 
We offer:
• a nurse-led clinic;
• a foot clinic, run by a podiatrist;
• one-to-one counselling;
• an optician service.

Mental health
Poor mental health can be a cause or an effect 
of homelessness. The majority of our clients 
suffer some form of emotional distress – from 
mild depression or anxiety, to long-term 
chronic psychotic illness – as a result of social 
isolation, lack of treatment and a low sense of 
self-worth. 

We work to ensure that everyone who needs it 
has a full mental health assessment to identify 
the best course of treatment. Our mental 
health workers take the lead in creating an 
action plan that is right for each individual, 
and provide constant support for the client as 
well as liaising with hospitals, other workers 
(such as the Joint Homelessness Team – a 
psychiatrist, a community psychiatric nurse, 
and a social worker), and the other teams at 
the Resource Centre.
  
In 2013, the team was working with 
increasingly complex and long-term cases 
because the reduction in statutory  
resources and tighter referral criteria made  
it increasingly difficult to find suitable support 
for mentally ill people.
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Substance misuse
Some clients become homeless because of 
alcohol or drug use, others become addicted as 
a result of their lives on the streets. Whatever 
the cause, addiction makes them more isolated, 
unwell and entrenched in their chaotic lifestyles.

Our substance misuse workers support and 
challenge in equal measure, provide one-
to-one support sessions, prepare clients for 



Margaret, a volunteer acupuncturist treats a 
patient with ear acupuncture, which is effective 
in treating a wide range of disorders. 

Homeopathy, aromatherapy, reflexology, art 
therapy and acupuncture services all work 
alongside our mainstream health services to
give our clients an alternative way of looking at 
their health and wellbeing.

Emotional wellbeing
The Emotional Wellbeing Group regularly 
attracts up to 15 clients for its weekly 
themed sessions, which are followed by one-
to-one discussions and mutual support. Topics 
include cognitive behaviour therapy, depression, 
self-esteem, food and mood, Wii fitness, drugs 
and alcohol, meditation, and psychological 
therapies.
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detox and rehab and referral to specialist 
agencies, such as the South Westminster Drug 
and Alcohol Service, and a local GP’s surgery, 
which are both valuable partners in our work. 

Complementary therapies
Choice is often a luxury not available to 
homeless people, but at The Passage we offer 
as many services as we can to enable clients to 
have a say in the healthcare they receive.

“I was able to have acupuncture for the first 
time in my life and it helped me overcome my 
bad feelings about myself. I would never have 
been able to access it outside The Passage.”

Passage client

“The medical care – all of it – is really, really, 
important.”                                     Passage client



Resource Centre

Primary Services 
Claudette 
Brown
Manager,
Primary 
Services

Claudette, head chef at The Passage for  
15 years, is also manager of the cleaners, the 
clothing store and the laundry at the Resource 
Centre. She was working at a leading London 
restaurant when the opportunity at The 
Passage came up. “I liked the atmosphere in 
the kitchen,” she says, “it’s all home-cooked 
food, and there’s no-one ‘barking’ at you!” Her 
full-time catering team is supplemented by 
15-20 volunteers a day, who help with vegetable 
preparation, serving food, washing up, and the 
many other tasks that need doing.

Claudette often starts work at 6.45am.  
She can’t plan food buying more than two  
days ahead, she says, because she’s never  
sure what will be donated, so her role requires  
a lot of creativity and thinking on her feet.

Her husband, a truck driver, sometimes works 
as a locum cleaner if she is short-staffed and 
her 13-year-old daughter is a fairly frequent 
visitor at The Passage. “I love my job!” she says, 
“It could be any one of us on the other side of 
that counter, and I treat the clients the way I’d 
want to be treated.”
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Primary Services, managed by our head chef, 
Claudette, provides catering and cleaning 
throughout the organisation, and a laundry and 
clothing store at the Resource Centre. 

IMPACT

• Consultation with a dietician and clients led  
   to healthier eating initiatives.
    
• Research on the food we provide recorded  
   positive results. 

• Thanks to regular and reliable donations of  
   food, we were able to reduce our spending  
   on food by £3,000 over the past year.



brunch on Sunday. On weekday evenings they 
can choose from two different meat dishes 
and on Sunday evenings a roast dinner. Again, 
vegetarian and culturally aware options are 
available. Residents in the flats at Montfort 
House have their own cooking facilities. 

The level of service we provide is partly made 
possible by the generous donations of food 
from local retailers, food manufacturers and 
other suppliers, and by up to 20 volunteers each 
day, some of whom have been giving their time 
to The Passage for many years.

Clothing store, showers, laundry, hairdresser
We provide the facilities for clients to care for 
their personal hygiene, which improves their 
health and sense of wellbeing. Our male and 
female clothing stores offer clothes for everyday 
wear and for special occasions, such as job 
interviews, at nominal prices. We also have a 
well-used laundry service.

Cleaning
The Passage firmly believes in providing the 
best environment for its clients. Our cleaning 
team maintains a high standard at all our sites.

           21

“We have the best food – better than 
restaurants – and I like the fact that we are 
treated like human beings.”         Passage client

The Passage offers such a wide range of 
services, both essential and non-essential. 
What’s important to me is that I’m able to do 
my laundry, clean my teeth and wash myself. 
The Passage offers everything you could 
possible need – the service is very good and it 
meets people’s needs.”                 Passage client  

Volunteers serve lunch – with a smile – at the  
Resource Centre. 

Food service
Claudette and her chefs work in the Resource 
Centre and at Passage House to make sure that 
nutritious meals, including a vegetarian option, 
are available each day for all The Passage’s 
visitors and residents. Clients are also offered 
fresh vegetables and fruit. 

At the Resource Centre, the catering team 
serves around 90 breakfasts a day, primarily 
for entrenched rough sleepers, and around 200 
lunches. 

Residents at Passage House have a Continental 
breakfast from Monday to Saturday and cooked 



Education, Training and Employment
Employment, Training and Welfare Rights

Kate 
Anderson
Project 
Worker,
Education, 
Training and
Employment 

Kate is the Education, Training and Employment 
(ETE) Adviser at Passage House. She meets 
residents when they move in to find out what 
they want to achieve, what benefits they’re on, 
what qualifications and work experience they 
have, and what support they need to get to 
where they want to be.

Some may simply need help with their CVs and 
applying for jobs, others often need support 
with basic skills. In those cases, Kate pairs 
clients one-to-one with literacy volunteers, 
organises IT training or refers them to courses 
at the  
local college. She also helps to support people 
in finding training in areas such as building  
skills, carpentry and catering, and organises 
accredited training to take place at the hostel.

Kate, who has an English Literature degree and 
a post-graduate diploma in counselling and 
psychotherapy, has worked at Passage House 
for three years. She previously worked as a 
support worker for people with severe mental 
health problems. The advertisement for the 
job at The Passage stood out, “this meets my 
interest in people’s personal development”. 
She has, she says, “quite a fluid work pattern: 
it involves doing anything that helps clients to 
access the things they are interested in.”

22

We believe everyone can do something and 
we strive to empower people to pursue their 
interests and develop their skills. The ETE 
department comprises a project manager and 
a deputy, two welfare rights advisers (see page 
24), a mentoring co-ordinator (see page 26), 
and two education and employment project 
workers. Each day volunteers help with a range 
of tasks, from teaching literacy to helping 
clients with interview skills.

Jobcentre Plus
Two Jobcentre Plus (JC+) workers help clients 
three times a week with advice on job search 
and benefits. All new ETE clients are referred to 
JC+ outreach. In addition, we are a registered 
DWP work club, which is designed for people 
who have been unemployed for less than 12 
months, and means that our work is officially 
recognised by the government.   

Drop-in computing/training room
The room offers facilities for clients to study 
a range of IT-based programmes, from 
the European Computer Driving Licence 
preparation, to the Construction Industry 
Scheme Health and Safety Certificate. 

Literacy
An average of 15 clients a week takes advantage 
of our literacy courses that, in addition to 
general literacy, include help from a specialist 
volunteer on employment-related English. 
Clients who use this service already speak good
general English but, depending on the type

IMPACT

• The team achieved 60 job outcomes (a 13%  
   increase from the previous year).  
  
• 22 clients took part in voluntary work. 



“I like using The Passage because they never 
give up on you, and you can aspire to achieve 
your dreams and goals. I’m grateful for the 
support – and there aren’t enough words to 
explain how The Passage has helped me. They 
have encouraged me to live a more stabilised 
life without being judgemental.” Passage client

of job they are looking for, lack the specialist 
vocabulary they need. When appropriate, 
we refer clients to more specialist support 
agencies.

Lifeskills
In the past year, 37 clients attended our 12-week 
pre-employment lifeskills course that teaches 
work-related skills, such as working in a team 
and with authority figures. The course also

Kate helps a Passage House client improve his 
computer skills.

covers basic numeracy, cookery and budgeting, 
including nutrition and healthy eating, and 
offers food hygiene qualifications that help 
clients to look for work in restaurants.
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Welfare Rights
Mark 
Maughan
Adviser,
Welfare 
Rights 

Mark has worked at The Passage for 11 years, 
first as a key worker at Passage House, and  
for the past eight years as one of two welfare 
rights advisers. He, or his colleague Sam, sees 
a person once they’ve been assessed and helps 
them with anything from making a new claim  
or reinstating benefits, to making a claim for 
ESA (the replacement for invalidity benefit).

They also help people with getting ID – 
replacement birth certificates that The Passage 
pays for if necessary – with opening bank 
accounts and setting up debit cards. 

Mark, who has an English Literature degree, 
came to The Passage after various jobs – 
including nursing and working at a YMCA hostel. 
“It’s really interesting”, he says, “particularly  
with the advent of Universal Credit, which 
will only be able to be claimed online.” He is 
particularly concerned about how people who 
are out of work or homeless, and are unlikely  
to have access to a computer, are going to 
manage to do that.

“We don’t know what’s going to happen,” he 
says. “People who may be very good at a job 
may not be very literate, but they’re still entitled 
to a life, to income and to support.”
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Employment, Training and Welfare Rights

Being able to claim the correct benefits is 
crucial for giving clients independence and 
opening up options for them in the future.  
In the meantime, it helps them to survive  
on the streets, but there are a number of 
difficulties that may have to be faced, which  
is why the work of the Welfare Rights advisers 
is so important. 

Some clients find it hard to manage their 
benefits; their benefits may have been stopped, 
leaving them with no money for a couple of 
weeks; or they might not have the literacy skills 
to fill in the forms. The team is dedicated 



Mark talks to a client in the Welfare Rights office 
at the Resource Centre. 

to doing all it can to help clients claim what 
they’re entitled to, to get their benefits 
reinstated if they have been wrongly stopped, 
and ultimately to give them the financial 
managment skills that will lead to further 
independence.

The lack of a bank account, for example, can 
often be a barrier to clients making progress. 
While some are able to open an account 
themselves, for others a poor credit history  
can make it difficult. 

The major reforms to welfare benefit, and the 
proposed introduction of Universal Credit, mean 
that the team is much in demand to help clients 
prepare for the changes and to understand 
what will be expected of them.

Advocating for our clients is a vital part of 
our work. In the past year, we took that a step 
farther when we discussed our concerns about 
the standard work capability assessments with 
the Minister of State for Work and Pensions. 
As a result, we worked with a partner agency 
to develop a training module on homelessness 
that all work capability assessors will undertake.

In addition, we have introduced a training and 
support service for our own staff to ensure that 
they are all up-to-date on benefit changes  
and are able to provide the best advice to  
our clients.
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IMPACT

• 66 clients were helped to access     
   accommodation.

• We helped 455 clients (29% up on last year)  
   with benefits and advice on financial welfare. 

• We contributed to, and influenced, the  
   DWP’s guidelines on work capability  
   assessments.

“The Passage helped me to open a bank 
account and apply for my NI number. Now I am 
applying for jobs. I wouldn’t have been able to 
do this without The Passage.”     Passage client



Mentoring
Anne Marie 
Rael
Mentoring  
Co-ordinator

Anne Marie, who has worked at The Passage 
since 2000, manages a team of 20 volunteer 
mentors. Mentoring has traditionally been for 
under-35s, but The Passage does not impose an 
age limit.

Anne Marie has been working with homeless 
people since she was a 19-year-old politics 
student. She also has a diploma in counselling. 

Her role is a busy one: she assesses whether 
a client is suitable for mentoring, trains and 
supervises all the mentors and monitors 
ongoing relationships, and offers extra help  
and support where necessary. 

“Mentoring isn’t suitable for everyone,” she 
says, “clients have to be moving on in life – into 
employment, accommodation, or both – but for 
those who pursue it, it is valuable. The Passage 
is very accepting, we deal with everybody.” 
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Employment, Training and Welfare Rights

The Passage’s mentoring scheme is designed 
for those clients who are ready to move on in 
their lives. 

Mentors tend to be senior-level employees who 
mentor in their own time. They are genuinely

  
 IMPACT

• 100% of the clients who received mentoring  
   support during the year did not return to the  
   streets.



Volunteer mentor, Mairead Ahern, shares  
time  – and a cup of tea  – with her mentee,  
Tony Lewis.

 interested in how people became homeless and 
want to do more than give them money or buy 
them a sandwich. Anne-Marie matches them  
with clients who have similar interests, such as, 
for example, history or music, or have some life 
experience in common, such as having children 
of a similar age.

One man, who has now been in his 
accommodation for ten years, would not have

kept his tenancy without his mentor’s support, 
but one story in particular stands out. 

“Kevin” had been in prison where he had 
trained as a chef. When he was released, 
he found a job in a hotel and also found 
accommodation, but was falsely accused of 
a misdemeanour and, because he was still on 
remand, was put back in prison for six months. 
His mentor, who works for Barclays and was 
convinced of his innocence, liaised with the 
hotel and persuaded them to keep his job open 
so that when he was released again he still had 
a job, still had his accommodation and didn’t 
end up back on the street. 

Clients who are suitable for mentoring tend 
to be those who have come to the realisation 
that things have gone wrong in their lives. 
As a result, they are responsive to meeting 
targets, such as moving into accommodation 
and employment or, perhaps, getting back in 
touch with their families. They are set targets 
for the first six months and for where they see 
themselves being in five years’ time.

The most valuable thing a mentor can do is to 
listen to his or her mentee, and to realise that 
the relationship they have with them is an
equal partnership. It is also important, however,  
for them to understand that mentoring 
demands a considerable commitment: mentors 
generally meet their mentees once a week or 
once a fortnight – usually in the evening, after 
work – for up to a year. 

          27

“I have been with the scheme for 13 years and 
have had a number of relationships. I really 
feel that I have made a significant difference to 
people’s lives. To be able to say that someone 
is not back on the streets because of me 
means everything.”                  Volunteer mentor

“Meeting with my mentor is like a breath of 
fresh air.”                                        Passage client



Volunteering
Emma Long
Volunteer
Manager

The Passage benefits from the goodwill and 
commitment of around 400 volunteers. Emma 
liaises with all the teams in the organisation to 
monitor their need for volunteers, recruits new 
volunteers and supervises many of them.

Most people volunteer for a specific role that 
has been advertised, but their references and 
records have to be checked although, Emma 
says, “There’s usually something for everyone 
to do.” 

Emma has a one-year-old daughter and has 
worked for charities ever since she graduated 
in business and economics – she worked with 
VSO in Rwanda and for an old people’s charity 
before joining The Passage.

Ten years ago the manager’s role was very 
different, but volunteering has become 
progressively more structured and the number 
of volunteers coming to The Passage has 
increased steadily. “I love the challenge,” Emma 
says, “and I’m really excited about the prospect 
of developing the volunteer team even further.”
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The support, experience and time given  
by volunteers, together with generous 
donations in kind, is what enables The Passage 
to continue to offer its clients such a wide 
range of high-quality services and activities. 
We have many long-standing and committed 
volunteers, but there are always more coming 
on board. 

Volunteers make valuable contributions 
throughout the organisation – in the Outreach  



Volunteer Cathy helps a client in the clothing 
store.

Team, reception, the clothing store, as 
complementary therapists, interpreters, and 
on the information desk. They teach English, 
literacy, photography, cookery, IT and numeracy, 
and help clients to update their CVs. They also 
arrange medical appointments, take clients on 
day trips, raise funds – particularly at Victoria 
Station – and collect donations of clothes  
and furniture for clients who are moving into  
new homes.

Some volunteers help with the breakfast service 
before going to work, while many business 
people give their time and expertise to various 
committees and fundraising events – including 
our Summer garden party and our annual  
“A Night Under the Stars” concert. In addition, 
all the the performers at the concert volunteer 
their time and talent. 

We focus on making The Passage a positive, 
welcoming and inclusive environment in which 
volunteers are as much a part of what we do 
as are our staff. Comments books, supervision 
sessions, quarterly volunteer forums, and a 
bi-monthly newsletter are just some of the ways 
that help to keep our 400 volunteers up-to-
date with different aspects of our work. 
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IMPACT

• 186 new volunteers worked with The Passage.

• Collections at Victoria Station, run solely by  
   dedicated volunteers, raised £29,672.

• For the first time, we achieved a ratio of more  
   than 4:1 volunteers to staff.

“Volunteering at The Passage is both 
rewarding and fulfilling.”        Passage volunteer



Accommodation

Passage House
Erica 
Karpaiya
Manager, 
Passage 
House

Erica, who has been at The Passage for four 
years, manages a team of 15, plus volunteers. 
Passage House, she says, increasingly houses 
people with alcohol, drug, mental health and 
behavioural problems, who have high-support 
needs. In addition to working a five-day week, 
she takes it in turns with the team leaders and 
the manager of Montfort House to be on call 
for a week and, once a month, she works until 
10.30pm to see the senior night worker. 

There is, she says, no such thing as a typical 
day. When she comes in she catches up 
on what’s happened the night before, has 
meetings, talks to staff or clients, develops 
policies and procedures, looks at referrals, 
patterns and trends, and ensures the team is 
covering everything necessary to help people 
achieve their targets.

Before training in counselling, Erica worked in 
a law centre and with homeless young people 
at King’s Cross. She started visiting the hostels 
she was referring young people to and that, 
eventually, led her to work for The Passage. 
“All our residents say this is the best hostel,” 
she says. “Because it is a welcoming, positive 
environment, it gets them thinking about what 
they can do next to improve their lives and to 
take more control of their futures.”
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Passage House is a 40-room hostel that 
provides accommodation and support for 
vulnerable rough sleepers. While the majority 
of the residents, who are referred by one of 
Westminster’s three outreach teams, have 
varied support needs they have one thing in 
common – they have all been sleeping rough, 
some for several years. In 2013, an increasing 
number of clients who came to the hostel were 
suffering from severe, long-term mental health 
issues, from very high levels of drug or alcohol 
abuse, or both.

Passage House works with its clients to 
formulate support and move-on plans that  
offer individual packages of support that 
determine specific goals to be achieved.  
The majority move on in six to 12 months,  
but the maximum two-year stay is occasionally 
extended for people with the most complex 
multiple needs – such as mental or physical 
health – for which a specialised support 
package may take more time. 

There are two high-support beds on the ground 
floor for people with mobility issues, who need 
closer monitoring by staff, or who would benefit 
from greater privacy and quiet. There are also 
five rooms for clients who are abstinent or who  
are maintaining a lower level of drug and/or 
alcohol use.

During 2013, we developed our response to the 
people who are most in need on the streets. 
Outreach teams and Resource Centre staff can

IMPACT

• Passage House helped 107 people  
   move off the streets of Westminster

• The hostel was almost always full throughout  
   the year.

• A record 29 clients took part in voluntary  
   work.



Passage House residents have the comfort and 
security of individual rooms.

now make emergency referrals for people in 
particularly desperate need of respite. 

Passage House provides support 24-hours a day: 
in addition to Erica, the staff includes a four-
strong dedicated night team, six key workers, an 
ETE worker, a resettlement worker, a chef and 
a cleaner. At times during the week, reception 
is covered by volunteers; this not only enables 
key workers to do more one-to-one work with 
clients, it also gives clients the opportunity of 
talking more informally with different people.

Many of the people we work with have long 

histories of rough sleeping and mental  
health or substance abuse issues. Malcolm,  
for example, had been evicted from another 
hostel, had a long history of unsuccessful 
relationships with professionals, and appeared 
to be one of the most difficult people to 
engage with. We accepted him into Passage 
House where he gradually formed a trusting 
relationship with his key worker. He now lives 
in a one-bedroom flat and is linked with our 
mentoring service.
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“I’ve been in hostels before and hated them, so 
I expected to hate it here too, but I love it.  
I absolutely love it.”           Passage House client



Accommodation

Montfort House
Rob Frier
Manager, 
Montfort 
House

Rob leads a team of four. He and three support 
workers work shifts – between 8am and 8pm, or 
later if necessary. 

The team tries to have a routine but, Rob says, 
“Our shifts work around the clients’ needs so 
we have to be flexible. We typically have two 
clients in crisis, one who needs a holding hand, 
another who’s going to an appointment. We 
just have to deal with what comes up.”

Rob had an unusual path to this job: he 
previously worked in a number of areas, 
including hairdressing, performing, and working 
with the police for a short time, but that led to 
volunteering at The Passage and he has now 
worked here for six years.

Many of Montfort House’s clients have 
previously refused accommodation and any 
kind of help. “We try hard just to encourage 
people to stay. To start off, we befriend them 
and build trust, and hope that – in time – they 
can see a future off the street. We spend a lot 
of time negotiating and finding ways round 
problems.”
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Montfort House is an innovative 
accommodation service that consists of self-
contained studio flats for 16 former rough 
sleepers, including men, women and couples. 

We target the most vulnerable long-term 
entrenched clients, who have long and 
complex histories of homelessness, and who 
have traditionally turned down offers of hostel 
accommodation because there are “too many 
rules and regulations”. The staff joins the 
Outreach Team on street shifts to enable them 
to forge relationships with people who are 
targeted for the project, but who are resisting 
the offer of accommodation.

We adopt a highly personalised approach, 
with support being provided at a pace 
that the client chooses. We aim to be truly 
bespoke and adaptable in our approach with 
each client, removing barriers to engagement 
and maintaining accommodation. Flexibility is 
the key to the work at Montfort House.  
For example, in the past year we piloted a Real 
Relationships approach, which encourages 
staff to think creatively and flexibly when 
building relationships with their clients.

Montfort House has also introduced unique 
and successful interventions to ensure that, 
even on the rare occasions that clients are 
asked to leave, it is always done in a positive 
way that leaves them with choices and helps 

IMPACT

• Eight of the longest-term rough sleepers in  
   Westminster moved from Montfort House   
   into their own homes in 2013. None of them  
   has returned to the streets.

• Four clients, who together had a total of  
   more than 30 years sleeping on the streets,  
   successfully maintained accommodation in  
   Montfort House.



to give them ownership over, and options for, 
their futures. For example, we write a goodbye 
letter that expresses our sadness about having 
to ask them to leave and sets out the areas that 
they might want to work on if they would like to 
come back in the future.  

Some truly fantastic results were achieved by 
the project over the past year: many clients who 
had previously been deeply entrenched on the 
streets were moved into accommodation – and 
are maintaining their tenancies.

Montfort House support worker, Elizabeth, helps 
a client cook supper.
 

 

 

“I feel really safe and secure, the staff always 
listen to us and have time for us.”

Montfort House client

“It’s perfect.”                     Montfort House client

It can be a challenge to find the right place for 
people who have complex needs to move on to, 
but we never rehouse someone until we are sure 
that the support they will need is in place to 
enable them build on what they have learnt and 
experienced at Montfort House.
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Faith Based Groups Co-ordination Project
Mark Choonara
Co-ordinator,
Faith Based
Groups 
Co-ordination 
Project 

Mark, and his colleague Rose, are employed by 
The Passage as part of a project, commissioned 
by the Greater London Authority (GLA), to 
improve the role that faith-based groups play in 
helping to end rough sleeping in London. 

“Our remit,” Mark says, “is to work with groups 
of any faith and none. The majority are Christian 
groups, but we’re eager to encourage inter-
faith working wherever possible.” They are 
particularly keen to make contact with services 
in outer London boroughs to ensure that when 
people are reconnected to their local areas, 
there are groups there to support them.

Mark studied politics and has worked in the 
homelessness sector for many years – he has 
been at The Passage since 2012. His focus is on 
sharing best practice with other day centres, 
raising standards, developing support planning, 
data management and relationships with local 
authorities. Rose focuses on soup runs. 

“We try to develop better partnership 
working between voluntary, commissioned 
and statutory organisations, so that everybody 
who is working to tackle homelessness can 
be as effective as possible in helping people 
off the streets and into accommodation and 
support.”
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Many faith and community groups operate 
soup runs in central London; while this is well-
intentioned, it is not the most effective way of 
helping people off the streets. Some of these 
groups come into London from as far away 
as Essex or Buckinghamshire, but are often 
unaware that there are day centres in their 

IMPACT

• Targeted support was provided to 16 day  
   centres across Greater London.

• Training on effective and holistic responses  
   to homelessness was delivered to 13 soup- 
   run groups.



Faith Based Groups Co-ordination Project

home areas that need support.
 
A considerable amount of work was done 
around well-known “hotspots” in the past year. 
Thanks to the Faith Based Groups Co-ordination 
Project, a group from Brent that was coming 
into Charing Cross, now works with a local 
church to provide advice and an indoor meal; 
and a group from Essex, that was coming into 
the Strand once a week, now supplies meals to 
its local day centre, where people can sit down
at a table to eat and, at the same time, access 
other support. 

Other groups had been operating soup runs in 
Lincoln’s Inn Fields for more than 20 years, yet 
were unaware of Camden’s dedicated outreach

 

The “Working Together to Make a Difference” 
event, organised in partnership with the 
GLA, Housing Justice, Thames Reach and 
Westminster City Council, brought together 
representatives from many of the different 
faith and voluntary groups that address 
homelessness in London. 

service. We’ve been encouraging people to  
join the Outreach Team on shift to see first-
hand how they can help people off the streets. 
If soup runs come in to the centre of London 
to feed homeless people, it can delay those 
people from finding the other support that is 
on offer. 

At a recent meeting at City Hall, a former rough 
sleeper spoke about how he’d been on the 
street for three months before he’d been linked 
in to homelessness services – despite visiting 
soup runs regularly, he’d never been supported 
to engage with services that could provide 
access to accommodation. “It is important for 
people to realise,” Mark says, “that if homeless 
people do not find the support that is available, 
it can mean that they are on the street for a 
long time.”

An increasing number of economic migrants – 
many from eastern Europe – become homeless 
as a result of being unable to find work when 
they come to London. 

Mark also manages “Before you Go”, an 
innovative campaign that highlights the danger 
of arriving in the UK  without a job, a place to 
stay and a back-up plan.
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“I appreciate the encouragement. It was 
really a pleasure airing our views, working 
closely with other agencies, and exchanging 
information.”              Voluntary Group member



Chaplaincy
Father 
Padraig 
Regan
Chaplain

Father Padraig is one of two full-time 
chaplains at The Passage, who are assisted 
by four volunteers: two priests, a deacon and 
a sister. Their primary concern, he says, is to 
be available to, and to meet the spirtual and 
religious needs of, all The Passage’s clients, 
whatever their faith.

Padraig first volunteered at The Passage in 
1985 and again in 1989, when he returned from 
abroad. Since then, with the exception of two 
years in China, he has spent three days a week 
at the Resource Centre and one day each at 
Passage House and Montfort House. 

He makes sure he is available to talk to clients 
and shares meals with them at the Resource 
Centre and Passage House, works with the 
other teams and, in response to a request from 
clients, celebrates Holy Mass in the chaplaincy 
every Wednesday. 

A trained psychotherapist and spiritual director, 
he says that many homeless people are as much 
in need of someone to talk to as they are of 
food and shelter: “Our aim,” he says, “is for our 
ministry to be one of presence and friendship.”
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The chaplains’ objective is to be a prophetic 
presence, to clients, volunteers and staff at 
The Passage, and to be a reminder that the 
organisation takes its inspiration from the 
gospel of Jesus Christ and, in particular, the  

IMPACT

• 13 inspirational trips were held, including a  
   visit to  Rochester Cathedral and a river  
   cruise on the Thames. 

• The chaplaincy helped to console staff and  
   clients and soothe the loss they felt after the  
   deaths of 13 clients during the year.



A day out at the Hawk Conservancy Trust, 
Andover, organised by the Chaplaincy. 

Christian vision of St Vincent de Paul. This is 
implemented in our Vincentian values: that each 
client is a child of God and is to be respected 
accordingly.

There are multi-faith rooms at the Resource 
Centre and at Passage House that are regularly 
used throughout the day for silence, prayer or 
reading, and also serve as places where clients 
may talk to one of the chaplains in confidence. 

On Monday mornings, one of the chaplains 
leads a small group of staff and volunteers in
invoking God’s blessing on the week ahead, and 

on Tuesdays a chaplain and a group of clients  
meet in the faith room to read the gospel and 
to speak and pray about their lives.

The chaplains visit and support clients in 
hospital, prison, and at detox and rehabilitation 
centres, and often visit them at home after they 
have been housed. They also take responsibility 
for contacting and, if possible, meeting the 
families of clients who have died, and liaise 
with the police, hospitals, coroners’ courts and 
undertakers. 

They plan and arrange funeral services that 
are appropriate to clients’ beliefs and, after 
a funeral, may also hold a memorial service 
at the centre. In November each year they 
celebrate Holy Mass in the chapel in the crypt 
of Westminster Cathedral for all our deceased 
clients, and for the past two years have 
celebrated Mass for clients and volunteers 
at the Shrine of St Edward the Confessor in 
Westminster Abbey. 

On Good Friday, the chaplains join our CEO, 
Mick Clarke, and a group of clients on “The 
Crucifixion on Victoria Street”, a witness walk 
that includes people from Westminster Central 
(Methodist), Westminster Cathedral (Catholic) 
and Westminster Abbey (Anglican). The 
Passage benefits from a collection at the event.

The chaplains meet, and work with, other 
teams and keep in regular contact with other 
homelessness agencies. They also lead clients 
on visits, including to church communities 
outside London, on pilgrimages to monasteries 
and religious sites, and to art galleries and 
musical events. 
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“It’s lovely to be here and it helps those of 
us who aren’t too well. It’s compassion and 
forgiveness, and it’s beautiful.”    Passage client

“I feel really cared about.”            Passage client



New initiatives

Social Impact Bond
Michael, who has worked in a variety of housing 
advice roles at The Passage for 11 years, now 
now works on the Social Impact Bond (SIB) –  
a new way of encouraging investment in 
meeting the needs of society’s most vulnerable 
people. 

Home for Good
The Passage received funding in 2013 for 
this pioneering initiative, which focuses on 
preventing repeat homelessness among clients 
who have been settled into their own homes. 

Hospital Discharge Project
Towards the end of 2013, The Passage received 
funding from the Department of Health to
begin work on a new Hospital Discharge 

Michael 
Ferguson
Street and 
Community 
Outreach 
Worker 
(SIB St 
Mungo’s – 
Passage)

IMPACT

• Within a year of the start of the SIB project  
   34 of its 39 entrenched clients were in  
   accommodation.

• 65% of these clients have maintained their  
   accommodation for six months or more.

Michael’s experience as a solicitor makes him
ideal for the SIB project, which provides 
support to a group of individuals who, in 
2012, were identified as becoming entrenched 
homeless in Westminster. For three years, 
Michael and his colleagues will help these 
clients into suitable housing, and will ensure 
that they have opportunities to find work and 
to build skills and positive social networks. 

“Without spending vast sums of money,” 
Michael says, “by providing an extra layer of 
support, we are achieving great results.”

It will develop a network of volunteers across 
Greater London to help clients – who have 
often been resettled from central London – to 
access the support they need in their new local 
communities.

Project, which focuses on preventing the 
long-term more complex homeless clients, who 
use hospital services frequently, from being 
discharged from hospital back onto the streets.

A skilled homelessness-sector team works  
at Westminster’s day centres, hospitals, 
Homeless Health Teams (HHTs) and Primary 
Care Trusts (PCTs) to identify homeless 
patients when they are admitted, and to 
ensure that after-care and accommodation 
are co-ordinated with their discharge. The 
team’s activities include assessing clients’ 
housing rights, referring clients to Westminster 
emergency accommodation, and training 
hospital staff on working with homeless people.

IMPACT

• Within four months of the start of the  
   discharge  project, 68% of clients were  
   being discharged to accommodation.

• All 43 hospital staff who attended training  
   sessions on working with homeless people,  
   rated the sessions “good” or “excellent”.
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Refurbishing St Vincent’s Centre
The Daughters of Charity arrived in Carlisle 
Place and established St Vincent’s Centre a little 
over 150 years ago. They have since provided 
many services for people in need, including 
founding The Passage in 1980.

The Passage now owns St Vincent’s Centre. 
We are thankful that there is still an active 
community of Sisters on site that not only 
supports our work, but also supports the needs  
of the wider neighbourhood.

For many years, however, the building itself has 
been in a state of disrepair. Finally, we are in a 
position to remedy that problem. In the summer 
of 2014 work will begin on a multi-million pound 
refurbishment that will transform the building’s 
interior and restore its historically important 
exterior, in keeping with the conservation area 
of which it is a part. 

Internally there will be a winter garden, 
employment and training facilities, healthcare 
and primary services, conference facilities, a 
roof garden and a meeting space for the wider 
community. In addition, our 16-bed residential 
project, Montfort House, will be refurbished. 
Externally, the brickwork will be cleaned and the 
facade carefully restored.

When the work is finished, we will finally be 
housed in a building that matches the high-
quality services that we provide to some of  
the most vulnerable people in society. 

We will also be in a good position to adapt 
to the ever-changing needs we face, and St 
Vincent’s Centre will continue to be a place 
where clients, volunteers, staff and organisations 
meet to learn from, and support, one another in 
their aspiration of ending homelessness.

We know that the transition period will be 
immensely challenging – particularly since, 

during the building work, we intend to continue 
to run every Passage service that is currently at 
St Vincent’s Centre: while we are creating The 
Passage for the future, we will continue to be 
here for our clients. 

We still have a little way to go in raising the 
total funds for this ambitious programme, but 
we are confident that we will get there with 
the continuing encouragement and help of our 
supporters.

Our goal is to ensure that when people – clients, 
volunteers and supporters – visit our new state-
of-the-art facilities, they will still feel that there 
is something very special about this place. We 
will make sure that we do not end up with a 
glossy looking building that has no soul!

How is this going to be achieved? Thanks to the 
wonderful support of companies, such as Land 
Securities (without whom the refurbishment 
would simply never have got off the ground), 
I have learnt much about construction. I know, 
for example, that the fundamental basis of 
any project is to build on sound and solid 
foundations. As a result, in common with 
everything else we do, the foundation for the 
project will be our Vincentian values.

The Passage is not only special, it is unique. 
By staying true to our Values – and with your 
continuing support – we know that we will be 
building on solid foundations to create an even 
more special place.

Please stay with us on what will be a long, and 
challenging journey – but will also be a very 
worthwhile one.

Mick Clarke, Chief Executive

          39



Our accounts
Financial summary for the year ended 31 March 2014

2013
£

2,351,146
72,675

1,716,309
552,673

4,692,803

2,140,426
1,688,452

101,532
182,687

4,113,097

579,706
–

579,706

595,243
128,246
184,347
226,658
389,660

1,524,154
826,992

2,351,146

Voluntary income
Bank interest
Revenue grants from statutory bodies
Rents and charges to residents

Expenditure
Resource Centre and Outreach
Residential services
Governance costs*
Fundraising

Net movement in funds before refurbishment funding
Refurbishment funding    

Net movement in funds after refurbishment funding

Our donations come from:
Individuals
Churches and voluntary groups
Fundraising events
Companies and businesses
Charitable trusts

Voluntary income, excluding legacies
Legacies

Total voluntary income

2014
£

2,049,426
39,052

1,845,696
535,471

4,469,645

2,139,396
1,634,420

52,247
196,012

4,022,075

447,570
6,946,929

7,394,499

630,900
145,787

208,686
223,619
526,774

1,735,766
313,660

2,049,426

Accounts note. Funded by contributions from developers as part of their obligation to  
Westminster City Council, the trustees are planning to refurbish the St Vincent’s Centre building. 
The contract for the project, which has been put out to tender, is expected to cost more than 
£16,500,000. Contributions of £6,946,929 for the refurbishment were received during the year and  
a further £5,001,095 has been received since the year end. The refurbishment fund can be spent  
only with the agreement of Westminster City Council.
*Governance costs for 2013 included fees of £52,032 for preparing plans for the refurbishment of St Vincent’s Centre and submitting 
the planning application. 

Finance
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Our funds at 31 March

Funds brought forward
Net movement in funds for the year

Funds at 31 March

Restricted building funds
St Vincent’s Centre
St Vincent’s Centre refurbishment funding
Passage House
General capital development and major repairs
Passage Resource Centre

Restricted revenue funds

Total restricted funds 

Unrestricted funds
Designated funds  
St Vincent’s Centre refurbishment
Revenue costs and equipment

Accumulated fund

Total unrestricted funds

Total funds

2013
£

11,171,268
579,706

11,750,974

4,533,136
–

2,089,623
1,922,565

91,164

111,855

8,748,343

900,000
2,012,469

90,162

3,002,631

11,750,974

Trustees’ report

The financial summary has been prepared to illustrate the main areas of on-going expenditure by 
The Passage, the principal sources of its income, and the composition of its funds. 

The Board of Trustees confirms that the financial summary is taken from the full accounts approved 
on 11 June 2014. The summary does not contain all the information necessary to allow a full under-
standing of the financial affairs of The Passage. Copies of the full accounts, on which the auditors 
have reported without qualification and which have been delivered to the Charity Commission, may 
be obtained free of charge from The Passage, St Vincent’s Centre, Carlisle Place, London SW1P 1NL.

Sister Ellen Flynn
Chairman of the Board of Trustees                                                                                        11 June 2014
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2014
£

11,750,974
7.394,499

19,145,473

4,467,806
6,946,929
1,729,956
1,922,565

91,164

247,166

15,405,586

1,625,000
2,014,841

100,046

3,739,887

19,145,473



Finance and fundraising report

Andrew has been involved with The Passage 
since 1983. He was working as a chartered 
accountant at a large audit firm when he 
volunteered to prepare the accounts to  
31 March 1983 for audit.
 
At that time, The Passage employed only two 
people and its turnover was £50,000. When 
Andrew set to work to make sure the books 
balanced, he soon realised that fundraising was 
the most important element in The Passage’s  
finances.

He became a full-time member of staff in 
September 1998, just as we were beginning the 
appeal to meet the costs of developing Passage 
House. He is now Business Director and, in 
addition to finance, oversees fundraising and 
manages IT.
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Results for the year to 31 March 2014
The largest figure in this year’s accounts 
represents the receipt of the first donation, 
of £6,917,146 specifically towards the 
refurbishment of St Vincent’s Centre, from 
a developer as part of its obligation to 
Westminster City Council. By the year end, 
the funds had earned £29,873 interest, giving 
a total contribution of £6,946,929. During the 
year £601,128, which has been capitalised as 
part of fixed assets, was expended on fees 
in preparing for the refurbishment, which is 
expected to cost more than £16.5 million. 

The plans for the refurbishment have been 
put out to tender. We are continuing to raise 
funds for the project. We have been working 
hard over the past year to increase designated 
and restricted capital funds and, in addition to 
property developer contributions, were able to 
put £725,000 to one side as designated funds 
for the refurbishment. We have an increase of 
only £9,884 in the accumulated funds available 
for general purposes.

Looking ahead
Our statutory grants have been renewed for the 
year to 31 March 2015, but at a reduced level: 
the principal grants from City of Westminster 
will be £1,399,594, compared with £1,481,119 
in the year to 31 March 2014 – a reduction of 
£81,525, and £514,088 below the £1,913,682 in 
the year to 31 March 2010, before the public 
expenditure cuts began. At the same time, the 
economic downturn is resulting in an increased 
demand for our services. We have reduced 
some costs without affecting frontline services, 
but will need to increase donation income if 
we are to continue to provide properly for the 
homeless people who depend on our services. 
Our overall financial position is satisfactory, 
but most of our funds are restricted building 
funds and are not available to finance on-going 
operations.

Andrew 
Hollingsworth
Business 
Director

Finance



Our funds
The run-up to a major capital project leads 
to a growth in funds held ready for the 
work. At 31 March 2014, we held a total of 
£10,585,658: £6,946,929 specifically for the 
refurbishment; £1,625,000 in a designated 
fund for refurbishment; and £2,013,729 of 
restricted funds available for building repairs 
and improvement. The other restricted building 
funds in the accounts represent the value of 
St Vincent’s Centre and Passage House, and 
the restricted revenue funds represent grants 
towards project work that had not been fully 
spent at the year end. We hold a funding 
contingency reserve of £1,650,000. This is vital: 
most donations come in the final four months 
of the year and need to cover running costs 
to the following December; and, in the face of 
declining statutory grants, we need to provide 
stability in our services for homeless people.

Since the remaining designated funds represent 
the value of equipment and future specific 
costs, and are not available for the day-to-
day costs of running The Passage, we need to 
continue to raise funds.
 
Fundraising
We expect cuts in our statutory income to 
continue. Our five-year strategy (2014-19), 
however, sets out our plans to develop and 
evolve our services to meet the ever-changing 
needs of our clients while, at the same time, 
keeping our overheads low in order to maximise 
income generation for our frontline services. 

To achieve that ambition, we will need to grow 
voluntary income by 50% by the end of 2019.

Unlike many other charities, The Passage 
ensures that management and administration 
costs are strictly contained so that 94p in every 
£1 donated goes to frontline services. We are 
able to achieve this only through the help of our 
numerous supporters and volunteers, including 
those in our fundraising office and those who 
organise and run events for us.

We need your continued support! Please do get 
involved in helping us increase our fundraising 
income to ensure that we continue to be a 
values-led voice for lasting change in the lives 
of homeless people. If you are able to help in 
any way, our website, passage.org.uk, contains 
much information on the many ways you can 
do that. Alternatively, please phone me, Andrew 
Hollingsworth, on 020 7592 1855.

Events
We are very grateful to the volunteers who 
run our three main fundraising events: our 
“A Night Under the Stars” concert (www.
anightunderthesars.co.uk/concert) at the Royal 
Festival Hall; our Garden Party in the College 
Garden, Westminster Abbey; and our Carol 
Service in St Margaret’s, Westminster. The last 
two events are at the courtesy of the Dean and 
Chapter of Westminster Abbey. These events 
can be successful only if they are well attended, 
and attract advertising and sponsorship revenue. 
If you are able to bring a group, encourage 
someone to place an advertisement in a 
programme or sponsor part of an event, we 
would love to hear from you.

Thank you  
Thank you for your support over the past year. 
Please continue to support us and help us end 
homelessness for thousands of people who 
would otherwise have nowhere to turn. 
 
Andrew Hollingsworth
Business Director
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IMPACT

• By keeping overheads as low as possible,  
   94p of every £1 donated goes direct to  
   frontline services.

• Increased voluntary income enabled us to  
   maintain and develop services, despite  
   ongoing cuts in grants from statutory bodies.



In memoriam
We pray for all those who have died since our 
last report. We remember the following clients, 
volunteers, staff, benefactors, relatives and 
friends. They have a special place in our prayers.

Paul Aldrich
Michael Barrett
Sr Mary Barry (former staff)
Ian Bowyer
Terence Carter
Patrick Carroll (volunteer)
Patrick Casey
Martin Checiak
Frank Cotterill
Trevor Davey
Vincent Docherty
Sharon Donlon
Robert Douglas
Stephen Fabian (volunteer)
John Fyfield
Margaret Gladd (volunteer)
John Grant Murray
Richard (John) Hamilton
Maysam Hayderinejad
John Hill
Abigail Jones
Alan Jones
Sr Mags Langley (volunteer)
Robert Lehane
George McManus (volunteer)
Lee/Douglas McDonnell
Barry Moore
Ken Parrish
Arthur Stockton
Krzystof Swiderski
Roman Swiderski
Bill Taylor

“The souls of the just are in the hands of God
No torment shall ever touch them”

Book of Wisdom 3, vs 1
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Can you help?
£20 pays for our trained staff to give a 
homeless person much needed advice.
£100 provides heating and hot water in the  
Resource Centre for one day.
£150 enables our Education Service to    
provide training for one person for one week.
£1,200 subsidises the cost of meals provided     
in the Resource Centre for one week.
£2,500 pays the cost of employing a qualified 
drug and alcohol worker for one month.

To help The Passage by giving online, please 
visit our website, www.passage.org.uk.
If you wish to make a donation by cheque, 
please make it payable to The Passage.

To volunteer to help, or to make a telephone 
donation, call 0845 880 0689 or write to:  
The Passage, St Vincent’s Centre, Carlisle Place, 
London SW1P 1NL. 

Additional ways to help
Gift Aid: signing a Gift Aid declaration enables 
taxpayers to increase the value of one-off 
or regular gifts of any amount by 25%, at no 
extra cost. Please sign the declaration on the 
donation form, or ask us to send you a form.

Standing orders: are particularly helpful. If you 
are able to give a regular amount – monthly, 
quarterly or annually – we will be pleased to 
send you a standing order form.

Payroll giving: if your employer operates 
a Payroll Giving Scheme, donations to The 
Passage can be deducted from your salary 
before PAYE tax is calculated. Please telephone 
Andrew, on 020 7592 1855, if you would like 
more information.

Legacies: leaving a legacy to The Passage 
will help us to continue our work. We will be 
pleased to send you a leaflet. 

Additional information



Increase support: we will be very happy to 
work with you to promote The Passage and 
to run fundraising in your local area. Please 
telephone us to discuss your ideas.

Volunteers
Volunteers play a vital role in the work of The 
Passage. Staff need regular help in caring for 
clients on a day-to-day basis. Some volunteers 
give a few hours a week, others can spare more 
time. We also need help with administration 
and fundraising. Alternatively, you may have 
particular skills or expertise which could  
help us. For more information on becoming a 
volunteer, please telephone Emma on  
020 7592 1863, fax 020 7592 1870, or 
email volunteering@passage.org.uk.

Gifts in kind
Second-hand bath towels in good condition 
are particularly needed. We often take clothes 
in good condition, particularly men’s casual 
clothing. If you have any items you would like to 
donate, please telephone 020 7592 1850. Within 
central London, we can sometimes collect 
furniture that is suitable for clients moving into 
their own accommodation. 

Website
Please visit our website, 
www.passage.org.uk, and encourage others to 
do so.

Tell others about The Passage
Finally, if you know of any organisation – 
perhaps the company you work for – that might 
be interested in supporting our work, either 
financially or by offering the expertise of its 
staff, please tell them about us.

We will be very happy to send more information 
or invite a representative to come to see our 
work. 

Thank you
We thank the sponsors of this project for their 
generous support. We are immensely grateful 
to them.

Design and production
Adrianne LeMan

Photography
Main photographs on pages 11, 12-13, 14-15,  
20-21, 22-13, 25, 26-37, 28-29, 31 and 33, 
Weenson Oo
Page 4, Shaheed Peera of Publicis Life Brands
Main photographs on:
Pages 8-9, Gillian Burke
Pages 16-17 and 18-19 Les Wood
Pages 34-35, Nik Ward
Pages 36-37, Lloyd Hastings

Print sponsored by

Printed by Cousin
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Supporters of The Passage
Supporters
The Daughters of Charity of St Vincent de Paul
Westminster Cathedral
Statutory bodies 
Department for Communities and Local 
Government – Homelessness Directorate
Department for Health 
City of Westminster
Cabinet Office
Foreign and Commonwealth Office 
Government of Ireland, Emigrant Support 
Programme
Greater London Authority
London Borough of Southwark 
Charitable trusts 
29 May 1961 Charitable Trust 
American Friends of Westminster Cathedral
Austin and Hope Pilkington Trust
Bamford Charitable Foundation 
Barcapel Foundation
David and Frederick Barclay Foundation 
Bisgood Trust 
Blyth Watson Charitable Trust
Butler Family Fund
Cadogan Charity
Capital Community Foundation 
City Bridge Trust
The Clothworkers’ Foundation
Coutts Charitable Trust
The Dandy Trust 
Marcella & Claude Digby Charitable Trust
Drapers’ Charitable Fund 
Glenn & Phyllida  Earle Trust
February Foundation
Donald Forrester Trust 
Joseph Strong Fraser Trust
Genesis Foundation
Goldsmiths’ Company 
Glovers’ Company 
Golden Bottle Trust 
Shauna Gosling Trust 
David & Marie Grumitt Foundation
Sir Harold Hood’s Charitable Trust
Edward Harvist Trusts
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Hawthorne Charitable Trust 
Hodgson Family Trust
Albert Hunt Trust
Hyde Park Place Estate Charity 
Ireland Fund
JAR Trust 
Jerusalem Trust
Anton Jurgens Charitable Trust
John Laing Charitable Trust
Maurice and Hilda Laing Charitable Trust
Rufford Maurice Laing Foundation
De Laszlo Foundation 
The Leathersellers’ Company 
Erica Leonard Trust 
Loveday Charitable Trust
London Housing Foundation
Marsh Christian Trust
Charlotte Marshall Charitable Trust 
Countess of Meath Will Trust 
Mercers’ Charity Trust
Andrew Mitchell Christian Charitable Trust
Modcare 
Dr Mortimer and Theresa Sackler Foundation
The Normanby Charitable Trust
Oak Foundation
Oakmoor Trust
Oldhurst Trust 
Orr Mackintosh Foundation
Parkhouse Charitable Trust 
Polizzi Charitable Trust
Inner London Magistrates’ Poor Box Charity
Posgate Charitable Trust 
Priscilla Trust 
Reed Foundation 
Ritchie Trust   
Rowan Charitable Trust
Erach and Roshan Sadri Foundation 
Salters’ Company 
Savills
Anthony Scholefield Foundation
Simpson Foundation
May & Stanley Smith Charitable Trust 
Souter Charitable Trust
Steel Charitable Trust

Additional information



StreetSmart 
Joseph Strong Frazer Trust
St John Southworth Trust
Strand Parishes Trust
Swire Charitable Trust
Tobit Trust 
Tomkins Foundation 
Worshipful Company of Upholders 
Westminster Amalgamated Charity 
Westminster Foundation 
Lionel Wigram Memorial Trust 
The Wild Rose Trust 
James Wilkes Charitable Settlement 
Wogan Anniversary Trust 
Toby & Regina Wyles Charitable Trust
Business support 
3i 
Agnès B UK 
Associated British Foods 
Barclays 
Bircham Dyson Bell
Book Events
Brake Brothers 
Capital International 
Cleveland Arms
Company of Cooks
Co-operative Group
CRASH 
The Daily Mail 
Cubitt House
Dalesford Organic
Devonshire Healthcare 
Feedwater
Findlay Park Investments
Firedog
Foodshow 
Freshfields Bruckhaus Deringer 
Deloitte
EAT
Findlay Park Investment Management
GAP 
GE Capital 
Goldman Sachs International 
Goring Hotel 
GPS (Great Britain)
Grange Hotels 
Harbour & Jones

Harrison Parrot 
Hennesy Butchers
Hogan Lisle
Hogan Lovell
Intercontinental Hotel, Park Lane  
Intu Properties
Jansons
Jefferson Wells
Key Health
John Lewis 
KPMG 
Land Securities
The Lanesborough Hotel 
Lazards 
M Severn Real Estate
Marks & Spencer 
Maybourne Hotel Group
Mazars
Man Group
Mercer 
Nationwide
NBC Universal
Nelsons 
Oil and Gas UK
Premier Oil
PTP Architects (London)
Prêt à Manger 
The Ritz Hotel
Savills
Schroders Private Banking
Sidley Austin 
Mark Swire Properties 
Thomsons Online Benefits 
Total Worldfresh
Travers Smith
Tuckerman 
Universal Pictures
Victoria Business Improvement District
Victoria Park Plaza 
Vitol
Vitruvian
Waitrose
Wellington Asset Management
Wild Harvest
Wragge, Lawrence, Graham & Co
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Company information as at 30 June 2014

Board of Trustees
Chair
Sr Ellen Flynn DC
Provincial Council, Daughters 
of Charity of  
St Vincent de Paul
Vice-chairman
Peter Macklin
Solicitor
Treasurer
Christopher Williams
Chartered Accountant
Other members
Mgr Vladimir Felzmann
Chaplain to Canary Wharf
Sr Eileen Glancey DC
Provisional Bursar, Daughters 
of Charity of  
St Vincent de Paul
Mike Kelly
Head of CSR, KPMG
Julie Morgan
Consultant, KPMG
Sr Marie Raw DC
Provincial, Daughters of 
Charity 
Dr Iram Sattar
GP
John Studzinski
Global Head, Blackstone 
Advisory Partners LP
Canon Christopher Tuckwell
Administrator, Westminster 
Cathedral
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Management
Chief Executive
Mick Clarke
Deputy Chief Executive
Roger Clark
PA to the Chief Executive
Ann Beswick
Business Director and 
Company Secretary
Andrew Hollingsworth
Client Services Director
Tamsin Mallion
Day Services Manager
Lorraine Richardson

Employment, Training and 
Welfare Rights Manager
Richard Wealleans
HR Manager
Samantha Rowe
IT Manager
Gillian Burke
Montfort House Manager
Rob Frier
Passage House Manager
Erica Karpaiya
Primary Services Manager
Claudette Brown 
Volunteer Manager
Emma Long

Roger Clark
Deputy Chief Executive

Tamsin Mallion
Client Services Director

Samantha Rowe
HR Manager

Additional information



Client Services’ Committee
Chair
Julie Morgan*
Other members
Sr Margaret Barrett
Superior Daughters of Charity, Carlisle Place
Sr Eileen Glancy*
Cynthia Haddock
Consultant
John King
Trustee, NACRO, property and business 
finance consultant
Dr Iram Sattar*
Gary Wood
London Borough of Southwark, 
Commissioning Manager

Finance Committee
Chair
Christopher Williams*
Other members
Martin Allen
Chartered Accountant
Nick Gibb
Chartered Accountant
Christian Grobel
Director of Strategy and Operations, 
Freemantle UK
Chris Morris
Partner, Freshfields Bruckhaus Deringer LLP, 
Solicitors
Peter Macklin*
Alice Stein
Chartered Accountant
John Studzinski*

*Member of the Board of Trustees

Risk and Audit Committee
Chair
Peter Macklin*
Other members
Anthony Carey
Partner, Mazars Chartered Accountants
Edward Cooke
Chartered Accountant
John King
Chris Morris
Alice Stein
Divisional Strategic Analyst, Close Brothers
Christopher Williams*

Fundraising Committee
Chair
Mgr Vladimir Felzmann*
Other members
Martin Allen
Volunteer fundraiser, Chartered Accountant
Daniel Brennan
Sales Director, Laurent-Perrier (UK)
Richard Hamilton
Director, Global Citizenship and Policy,  
KPMG International
Baroness (Maggie) Jones
Shadow Health Minister
Adrianne LeMan
Consultant
Alexander Nicholl
Director of Corporate Responsibility, 
Capital Shopping Centres Group PLC
Antonio Orlando
Chair, “A Night Under The Stars”,
Head of Marketing & PR, Harrison Parrott
Sheila Smith
Events Organiser
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The Passage
St Vincent’s Centre, Carlisle Place
London SW1P 1NL
T 020 7592 1850
F 020 7592 1870
E info@passage.org.uk
www.passage.org.uk

Founding Patron
Cardinal Basil Hume

Patron
Cardinal Vincent Nichols

Passage 2000 is a company limited by 
guarantee
Registered in England and Wales, number 
3885593
Registered office as above

Passage 2000 operates as “The Passage” 


