Defining culture and
team performance
Case study
The Salvation Army is a
Protestant Christian church
and an international
charitable organisation.

About
For over 140 years the Homelessness
Division of the Salvation Army has
provided a professional service to
meet the needs of homeless people
in the UK through community and
residential services.

Objective
The Salvation Army set itself the
challenge of revolutionising the way
they tackle homelessness. Their vision
was to transform their ‘hostels' into
complete social service centres that
facilitate real change, with staff that go
the extra mile to deliver peoplefocused and life-changing services that
dramatically boost the self-esteem,
health and employability of the service
users.
The Homelessness Division asked
Impact Beyond to help them to define
and create the change needed to
become the centres they aspire to be.

Solution
In order to best understand the current
reality and issues for the
Homelessness Division, Impact
Beyond spent two days at a hostel in
central England. They conducted 1:1
interviews with managers and staff and
spoke openly with the service users
about their current experience of the
hostel, and the service they receive.
Using this research as the foundation
for detailed analysis, Impact Beyond
designed a two-day intervention for
the management and project team of
the centre. Impact facilitated a number
of focussed dialogue sessions that
enabled the team to agree their
overriding purpose and to define the
culture and team performance needed
to support this. The team were then
able to apply the learning, committing
to positive actions to drive towards
their aim that the hostel would become
‘more than a place to stay’.
Impact Beyond facilitated a follow up
day in the workplace to challenge the
team on actions to date, and further
develop the collaborative and unifying
behaviours that will make a difference
to the centre and the lives of the
residents.
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Results
One month after their change
programme, results showed the team
were providing a higher quality of
service to the residents. The team have
implemented changes to the centre’s
culture and appearance and the staff
now have an agreed code of conduct
for working with the service users.
Following an official open day the
hostel also raised its profile and
support in the local community and
has become an achieving place of
change.

