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The OBR enabled a joined-up approach across the council and partner organisations, shifting 
the focus from individual services to achieving the shared outcome of a model that minimises 
the impact of the Cost-of-Living crisis for Brent residents and businesses, ensuring that the 
voice of local people is at the centre of our response. Image 1 below shows the OBR process. 

 

Image 1: Outcome Based Review Approach 

 

 

Update on Cost-of-Living OBR Pilot projects  December 2023 

 

Overview 

In 2022, Brent Council carried out a Cost-of-Living themed Outcomes Based Review 

(OBR) aimed at developing tailored solutions to best support our residents through the 

ongoing Cost-of-Living crisis. OBR’s constitute a cross-council and cross-organisational 

review, bringing together diverse groups of stakeholders, to collaborate using design-led 

methodologies across four phases: Discover, Define, Develop and Deliver. The review 

set out to gather rich insights and understands the issues residents were facing as a 

result of the ongoing crisis, as well as experiences of frontline staff and the Voluntary 

Community Sector supporting our residents, to collaborate towards creating new 

solutions, relationships, and ways of working to best support our residents. 
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Process 

The Outcomes Based Review commenced in June 2022 and the discovery phase spanned 
three months. During this process, Brent Council worked with partners and communities to 
understand where there might be gaps in support and how we can ensure that those most in 
need can access the support they require – both in the short term and to ensure their situation 
improves in the long term. A range of discovery research methods were used, including 
extensive community research such as ethnographies (one-to-one interviews with individuals 
to understand their daily life and experiences), community pop-ups, workshops and 
interviews with frontline professionals and practitioners. 

The insights from our community research were shared at a Visioning Day Event in 
September 2022, attended by over 80 partners and stakeholders engaged throughout the 
OBR process. Attendees were invited to listen to resident’s stories, discuss their own 
experiences and review our discovery findings and data, to collaboratively generate ideas 
which address the challenges and opportunities highlighted though our discovery phase. 

        

 

From the ideas which emerged, attendees were given the opportunity to define priority areas. 
Key priorities which emerged were: 

 A community shop model, comprising of a range of interventions in one space, 
including elements of food support, various support services and a space for 
socialisation. 

 A designated pot of money for frontline staff and trusted VCS organisations in the 
borough to distribute to those dealing with emergencies e.g., those needing white 
goods, fuel or food support.  

 Increasing the capacity for specialist support for residents in the borough. 

 A programme to train and upskill frontline staff and key workers, increasing 
understanding of the support and guidance available across Brent Council and the 
VCS sector, to increase early prevention and intervention efforts. 
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Several pilot projects emerged and were taken forward for testing and development in 

partnership with various stakeholders of the Outcomes Based Review and local 

organisations. Table 1 below shows the visioning day priorities and corresponding pilot 

projects. 

Table 1: Visioning Day Priorities and Pilot project(s) 

 

 

1. Community Wellbeing Project (CWP) pilot 

The first idea emerging from the Visioning Day was a ‘Community Shop’ model, bringing 

together various wraparound interventions under one roof, enabling residents to access a 

host of support including support services and food support, with ease. The emerging project 

was the Community Wellbeing Project, a collaboration with delivery partners Sufra NW 

London, a local food aid organisation working to address the causes and consequences of 

poverty and social isolation in the borough. Sufra NW London was a key stakeholder in the 

Outcomes Based Review process and attendees at the Visioning Day Event. 

 

What is it? 

The Community Wellbeing Project (CWP) sets out to bring together various interventions in 

one community space, aiming to increase community resilience, tackle food insecurity and 

provide holistic interventions to better support residents in the long term and to prevent 

vulnerable families from experiencing severe financial crisis. 

The pilot is based on a membership model. Members enrol to take part in the scheme for 3 

months, and for a £4 per weekly fee members, and their families, get access to: 

 A self-selected weekly food shop worth approx. £25, and an additional bag of 

perishable items from the Community Shop 

 Free hot lunch and snacks from the daytime Café (between noon-18:00) 

 Free three-course meal at the evening Kitchen (between 18:00-20:00) 
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 An initial 1-2-1 assessment with a Brent Hubs advisor, including creation of a 

personal development plan based on individual need 

 Welfare, health and wellbeing and employment advice, themed drop ins and 

workshops from 15+ partners 

 Free access to Bridge Park Leisure Centre gym facilities 

 Other social activities 

 

The Community Wellbeing Project pilot is based at Bridge Park Leisure Centre, Harrow Road, 

Stonebridge, NW10 0RG and is operational on Mondays and Tuesdays, between 12:00-

18:00 for the Community Shop and Café, and 18:00-20:00 for the Community Kitchen 

evening meal. All elements of the project are based on the open space of the mezzanine floor 

of the leisure centre. Eligibility criteria for the pilot programme, whilst flexible, includes: 

 Being local to Stonebridge or Harlesden 

 Family, with any number of children 

 In receipt of any means tested benefit 

 

The Café and Kitchen provides free hot meals to members of the programme and is open to 

the wider community at discounted prices. During evening dining hours of 18:00-20:00 on 

Mondays and Tuesdays, the mezzanine floor of Bridge Park Leisure Centre is prepared to 

seat up to 80 residents at a time. 

Personal Development Plans are always co-created with the member and an advisor, and 

are a personalised goal-orientated plan centred around finances, personal wellbeing and 

resilience. Areas of action are identified with an advisor, and an action plan is co-created.  

 

What does it aim to achieve? 

The pilot is evaluated against a monitoring framework, found in the Appendix (A2). The 

overarching, longer-term outcomes for the pilot are: 

 Greater financial resilience for members 

 Improved mental and physical wellbeing 

 Improved knowledge of and ability to access local support services 

 Improved access to affordable food and other essentials 

 

Findings 

The initial pilot phase of the project operated over a 6-month period between February 2023 

and August 2023. During this period, the pilot reached full capacity with 200 residents, and 

their families, supported with a 3-month membership.  
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Uptake and interactions 

Over the first 6-month period, the scheme enabled: 

 1359 weekly shops  

 1750 member visits to the daytime Café for free lunch  

 783 member visits to the evening Kitchen  

 185 non-member visits to the daytime Café 

 1975 non-member visits to the evening Kitchen 

 249 attendances at tailored advice workshops 

Wider project engagement: 

 190 members using leisure centre facilities 

 56 volunteers engaged in the project, almost 60% of who live locally in HA9 or 

NW10, covering Stonebridge and Harlesden. 

 1843 hours of volunteering dedicated to the project 

 18 residents who began as members and began volunteering at the CWP, 

commenting on the sense of community it has given them. 

 

It has been calculated that a member could save a potential maximum of £612 from 

engaging in the project across their 3-month membership. This figure is substantially higher 

if members are attending with others from their household too. 

As well as collecting data on project uptake and interactions, members are asked to 

complete comparative baseline surveys at the beginning of their membership, and the 

same 27-question survey at the end of their membership to track responses across a range 

of indicators. Under each outcome are several relevant questions to demonstrate impact. 

Table 2 shows average baseline vs end-of-membership responses, from 33 like-for-like 

surveys: 
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Table 2: Findings from Community Wellbeing Project 

Outcome Proxy indicator Baseline 
survey avg. 
response 

End-of-
membership 

avg. response 

Impact 

Greater 
financial 
resilience 

On a scale of 1 – 10 (1 is 
low, 10 is high): how 
stressed are you about 
money?  

6.7 6.4  
0.3 point 
improvement 

On a scale of 1-10, when 1 is 
'Not at all confident' and 10 
is 'very confident' how 
confident do you feel about 
budgeting?  
 

4.6 6.1  
 
1.5 point 
improvement 

On a scale of 1-10 (1 is low, 
10 is high) how would you 
rate your financial stress on 
your relationships with your 
friends and family? 

5.9 4.8  
 
1.1 point 
improvement 

Improved 
mental and 

physical 
wellbeing 

I've been able to relax 
 
(Scale 0-5, with 0 strongly 
disagree and 5 strongly agree) 

2.2 3.2  
1 point  
improvement 

I've been feeling optimistic 
about the future 
 
(Scale 0-5, with 0 strongly 
disagree and 5 strongly agree) 

2.4 3.6  
 
1.2 point 
improvement  

Improved 
knowledge of 
and ability to 
access locals 

support 
services 

On a scale of 1 (low) and 10 
(high) how would you rate 
your knowledge of welfare 
benefits? 

3.9 6.0  
2.1 point 
improvement 

On a scale of 1 to 10, where 
1 is "Not at all confident" and 
10 is "Very confident", how 
confident are you in 
accessing debt related 
services?  
 

3.5 5.5  
 
 
2 point 
improvement  

On a scale of 1 (low) and 10 
(high) how would you rate 
your knowledge of other 
services in the borough? 

4.3 6.3  
2 point  
improvement  

Improved 
access to 
affordable 
food and 

other 
essentials 

I can afford to buy the items 
that I want to eat 
 

3% agree  39% agree   
36% point  
increase  

I feel like I can budget well 
for my weekly food shop  
 

24% agree 45% agree  
21% point  
increase 

 

More evaluation becomes available over the course of the pilot and is monitored and evaluated with 

Sufra, to ensure member needs are driving the project and our offer remains targeted. 

Referral pathways 

During Phase 1 of the pilot, there were multiple referral pathways between Brent Council and 

Voluntary Sector Organisations, which will be built upon for Phase 2 of the pilot. Brent Hubs 
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advisors are present in the space on every open day to carry out initial assessments, as well 

as making follow-up appointments and supporting with: 

 Council tax 

 Housing benefit queries 

 Universal Credit Journal queries 

 Calling utility companies 

 Referrals to babybanks/other partners 

Through presence of the Green Doctors, CWP members could access our Well and Warm 

scheme, with referrals made by Brent Hubs and Green Doctors directly in the space. Support 

from Public Health Brent included Brent Health Matters, who conducted adult health checks 

in the space, as well as NHS Trusts who carried out infant feeding information stands and 

Oral Health checks for children. 

Referral pathways were also in place with the below partner organisations, who provided 

regular drop-ins and workshops on site: 

 Department for Work and Pensions 

 Brent Start 

 Shaw Trust 

 Green Doctors 

 Advice4Renters, who were able to administer the Crisis Response Fund 

 Public Health 

 Central London Community Healthcare NHS Trust 

 Central and North West London NHS Foundation Trust 

 Citizen’s Advice Bureau 

 Law Stop 

 Christian’s Against Poverty 
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2. Crisis Response Fund 

The second idea emerging from the Visioning Day centred around a designated pot of money, 
a crisis fund, for frontline staff and trusted VCS organisations in the borough to distribute to 
those dealing with emergencies e.g., those needing white goods, fuel or food support. 
Officers who complete applications on behalf of residents also ensure that those who access 
this fund are also referred to other relevant services. 

What is it? 

The Crisis Response pilot is a subsidiary of the Resident Support Fund (RSF), aiming to 

link people in urgent need with immediate financial support such as emergency food and 

fuel support, as well as access to items such as clothes and white goods. Eligible residents 

can receive up to £200, and up to £400 where white goods are concerned within 48 hours 

to help with emergencies.  

Several trusted officers are currently able to complete CRF applications, including officers 

from: 

- Advice 4 Renters 

- Sherriff’s Centre 

- Brent Reach 

- Brent Council Family Wellbeing Centres 

- Brent Council Single Homelessness Team 

What does it aim to achieve? 

The pilot is evaluated against a monitoring framework, found in the Appendix (A3). The 

overarching outcomes for the pilot are: 

 Residents supported when faced with an emergency situation. 

 Residents referred onto other support services. 

 Stronger links built between partner organisations and Brent services. 

 

Findings: 

The pilot commenced in February 2023 and completed in July 2023. Following positive 

evaluation, the CRF recommenced on 21st  August 2023 and will continue until March 2024. 

Between February and December 2023, the CRF has received 152 applications, of which 

130 have been awarded a crisis payment with an average award of £254 and a total of 

£33,000. Of these applicants, 54 had previously applied to either the RSF or CRF in the 

past 12 months. 22 applications have been rejected, with common reasons for rejection 

including the resident having more than £6000 in savings or not being a Brent resident. 

Common reasons for application to the CRF have included food and fuel, clothing, school 

uniform, school equipment, white goods and furniture including beds and washing 

machines. 
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3. Specialist support 

Another priority which emerged centred around increasing the capacity for specialist 

support for residents with complex needs in the borough.  

The existing Brent Hubs service currently works with residents who find it difficult to access 

the support they need through mainstream services. There are currently seven Hubs 

located across Brent, offering a physical space for a range of local organisations and 

voluntary and community sector services to work together under one roof, working with 

residents to solve their problems and build knowledge, understanding and resilience. The 

Living Room Hub continues to offer specialist employment, training, and skills support. 
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Building on this existing provision, two pilot projects were rolled out to trial the delivery of a 

specialist Debt Advice service, and a specialist Immigration advice service to be hosted 

within our Brent Hubs. 

 

3.1 Debt Advice Service 

What is it? 

The Debt Advice pilot is a partnership with Advice 4 Renters, a legal and financial advice 

service working to ensure those in rented accommodation have holistic, person-centred 

support. Advice for Renters were a key stakeholder in the Outcomes Based Review 

process and have been responsible for the delivery of the project to date. 

The Debt Advice Service pilot entails two dedicated debt advisors situated across our Brent 

Hubs providing specialist debt advice, income maximisation reviews, application support for 

benefits and support funds and referrals onto other support organisations as required. The 

advisors are also able to issue debt relief orders to residents and have capacity to manage 

22 cases, ongoing or new, per week. 

What does it aim to achieve? 

The pilot is evaluated against a monitoring framework, found in the Appendix (A4). The 

overarching outcomes for the pilot are: 

 Residents receive assistance with income maximisation reviews 

 Residents are supported with their personal debt 

 Residents are able to access other financial support organisations such as those 
provided by VCS and key partners 

 

Findings 

The initial 6-month phase of the pilot began in February 2023. During the first six months 

between February 2023 and August 2023, the debt advisors saw 162 unique clients, with 

266 customer interactions and £565,758 worth of accumulated debt across the 162 clients. 

These clients have seen a total of 326 interactions across the Brent Hubs locations and 

pop-ups at the Community Wellbeing Project. 

To date, 10 clients have been referred to the Brent Crisis Response Fund and Advice 4 

Renters officers have facilitated 34 applications to the Brent Resident Support Fund. Many 

clients pose with complex case requiring repeat visits, however to date clients have been 

supported with £98,936 in income maximisation as well as establishment of more affordable 

repayment plans, repayments due to previously inaccurate bills and referrals to other 

organisations such as Green Doctors  

Following evaluation, the pilot has been extended to operate until February 2024 and will 

continue to be regularly monitored against the evaluation framework. 
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3.2 Immigration Advice Service 

What is it? 

The Immigration Advice pilot is a partnership with Northwest London Law Centre (NWLLC), 

a charity aiming to support vulnerable residents with free and independent legal advice and 

representation in employment, housing, welfare benefits, asylum and immigration law for 

people living, working and studying in Brent and Camden. 

The Immigration Advice service is a 12-month pilot aiming to trial the delivery of a new 

immigration advice programme, designed to support Brent residents with immigration, 

housing and benefit advice. Specialist immigration advisors are available in the Kilburn and 

Wembley (Civic Centre) Hubs, across two days per week. The pilots aims to support 

between 100-150 residents with immigration advice. 

 

What does it aim to achieve? 

The pilot is evaluated against a monitoring framework, found in the Appendix (A5). The 

overarching outcomes for the pilot are:  

 Residents receive trusted, free legal advice across a range of issues including 

immigration, asylum and welfare benefits 

 To understand the issues residents in the borough face 

 Positive impact on residents who are facing difficulty or challenges with immigration 

related issues 

 

 



 

13 
 

Findings: 

The pilot began in June 2023. In the 3 months between June and September 2023, 46 

unique clients have accessed the service for a range of support including guidance and 

support with the EU Settlement Scheme process and applications, spouse visa 

requirements, citizenship applications and asylum claims. 

 

4. Upskilling Frontline Staff 

Several trial initiatives were developed to train and upskill frontline staff and key workers, to 

increase understanding of the support and guidance available across Brent Council and the VCS 

sector and increase early prevention and intervention efforts. The initiatives include: 

 Upskilling Frontline Staff Training Sessions: A programme of information sessions 

designed to upskill frontline staff on the various support and services available to residents.. 

Eight sessions were delivered between January and March 2023, with an average of 10 

participants. On average participants gave rated the session 5/5 for usefulness and were 

very likely to attend future programmes. 

 Debt Advice Apprenticeship: A debt advice apprenticeship was offered to Brent Hubs staff 

to upskill in offering specialist debt advice. The apprenticeship lasts 12 months and began in 

the Summer of 2023. The hope is in 2 years time, several advisors will have gone through 

the apprenticeship and be accredited in providing specialist debt advice in the Brent Hubs. 

 Practitioners Network: A network bringing together key staff from across the council and 

providing a space to share learning and improve access to existing support. The network 

has been expanded to include external VCS sector and local community partners. To date, 

sessions have been themed around Cost-of-Living Support, Public Health, Digital Inclusion, 

Climate Change and the Cost of Living, as well as presentation from local community 

partners on the support available from their organisations. 

 

All pilots mentioned are closely interlinked. Brent Hubs have closely supported our Community 

Wellbeing Project, with dedicated Hubs advisors based at the project on Mondays and Tuesdays to 

carry out initial assessments, create personal development plans and referring members to our 

specialist debt and immigration advice services. Advice 4 Renters are one of the partners at the 

Community Wellbeing Project offering workshops and drop-ins and can administer the Crisis 

Response Fund to members of the programme in need.  

 

Responding to demand 

Over the course of the pilots, we have continued to monitor, evaluate, and make changes as 

necessary. Access to the Crisis Response Fund was extended to Sufra NW London, to enable 

dedicated officers to able to administer the CRF to their foodbank users and Community Wellbeing 

Project members, improving alignment between the pilots. We have also expanded partnership of 

the CRF to Brent’s Single Homelessness Team and officers at the Family Wellbeing Centre’s who 

work closely with residents. We continue to monitor the demand and capacity of the fund. 

Several changes were made over the course of the initial testing of the Community Wellbeing 

Project. Initial eligibility criteria included at least one adult in the household to be in employment, 
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part-time or full-time. As referrals began, we found that many residents in need of this support were 

not in employment. Whilst the criteria was flexible, ‘in employment’ was removed as a criteria.  

Following further evaluation of the Community Wellbeing Project, from August 2023 we are also 

increasing access to the wraparound support to members of the programme from 3 months to 6 

months, as well as working to improve and build on the current advice provision. Access to the food 

support will conclude after the initial 3-month membership period, however members will continue to 

have access to the wraparound support for an additional 3 months.  

 

Employment support 

Enabling residents to support themselves with improved employment and skills is key to ensuring 

residents see sustainable outcomes to improve their situations in the longer-term. Whilst an 

employment offer was in place for the first phase of the CWP, officers are working to align more 

closely with existing Brent services providing employment support for the second phase of the 

scheme. Brent Works will have a regular presence on-site and work closely with our CWP advisors 

to support members with skills, training and employment opportunities. 

A stakeholder session will take place focused on improving the future employment offer, with 

relevant internal and external stakeholders.  

Brent Council is also carrying out and Employment and Skills focussed OBR, the outcomes of which 

will be used to develop a bespoke employment offer. 

Monitoring Frameworks 

An overarching monitoring framework is in place to monitor all Cost-of-Living OBR related initiatives 

(Appendix, A1). With a central goal of aiming to ease effects of the cost-of-living crisis, across all 

initiatives the longer-term outcomes we are aiming to attain are: 

1. Residents are more financially resilient. 

2. Residents are better equipped to deal with Cost-of-living pressures 

3. Frontline staff have the skills, tools and information needed to support residents. 

The short-term outcomes for the initiatives are: 

1. More residents accessing specialist and enabling services. 

2. Better access to a wider range of support 

3. Greater collaboration and information sharing between frontline services. 

 

Each pilot initiative is monitored and evaluated against their own, tailored and more detailed 

Monitoring and Evaluation Framework. Full monitoring and evaluation frameworks can be found in 

the Appendix (A2, A3, A4 and A5) 
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APPENDIX: 

 

A1: Cost-of-Living OBR Pilots: Monitoring Framework 

Individual Pilot Monitoring and Evaluation Frameworks 

A2: Monitoring Framework Community Wellbeing Project 

A3: Monitoring Framework Crisis Response Fund 

A4: Monitoring Framework Upskilling Front-line workers, including Debt Advice 

Service  

A5: Monitoring Framework Immigration Advice Service 
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A1: Cost-of-Living OBR Pilots: Monitoring Framework 
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A2: Monitoring Framework Community Wellbeing Project 
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A3: Monitoring Framework Crisis Response Fund 
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 A4: Monitoring Framework Upskilling Front-line workers, including Debt Advice Service 
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A5: Monitoring Framework Immigration Advice Service 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


