
CROSSROADS
Methodology Manual

A collaborative model to combat 
exclusion of vulnerable EU and 

Third-Country Nationals



Contact information to 
Crossroads Stockholm: 

Address:
Krukmakargatan 36A
118 51 Stockholm

Phone link to the home page:
08-68 42 3150
crossroads@stadsmissionen.se



Contents
 Checklist 4
 Introduction 6

PART 1 Context 7

 Sweden – a part of Europe 8
 Staff perceptions on Crossroads activities 8
 Target group 8
 Talks with an EU-citizen from southern Europe (Italy) 8
 Talks with an EU-citizen from southern Europe (Spain) 8
 Talks with a third-country national from from West Africa 9
 Talks with a EU-citizen from Romania 9
 Monitoring and statistics 9
 Participant surveys 2013 11
 The right to work and live in Sweden for EU- and third-country nationals 12
 Working Group, Steering Committee and Organization 12
 Resources 13
 Financing 13
 Parallel activities which are directed towards the target group 13
 Collaboration between non-profit organizations and authorities 14

PART 2 Theoretical framework 15

 Relate to relevant Social Theory 16
 Social theories on exclusion 16
 Social theories on self-help and user participation 17
 Social theories on participation 18
 Social theories on empowerment 18
 Social theories on communication with vulnerable clients and groups 19
 Social theories on advocacy and lobbying 19
 Social theories on civil society and its contribution to welfare-building 20

PART 3 Methods & tool box 21

 Introduction 22
 Guiding principles 22
 Perspective 23
 The link between basic need & advice 23
 Basic need activities 23
 Advice 24
 The link between the Crossroads and the Public Employment Services 25
 Group activities and volunteers 26
 The strategies and organizational prerequisites of Crossroads 26
 The Base 27
 Resources 28
 Relations 28
 Influence policy/regulatory framework 29
 Effect 30
 Final reflection and recommendations 30

References 31
Electronic sources and links 32



Checklist
10 concrete steps to start activities according to Crossroads’ model:

1. Design a mission statement based on the context analysis and dialogue with the target group and other  
 stakeholders (further reading on pp. 8, 16).

2. Agree on which organisations, according to their mandates, experiences/competencies and resources are  
 the best placed to work together and make a difference for the target group (further reading on pp. 14, 20,  
 28 and 29).

3. Formulate and establish a common vision and set of values. Agree on specific targets for the core activi- 
 ties (further reading on pp. 27, 30).

4. Secure the financing that covers both the start-up of the program and allows for continuity and a long-term  
 approach towards participants (further reading on pp. 13, 28).

5. Determine how the control and management should be designed to ensure that the action is focused on 
 the right things in the right way. Decide also how the activities should be monitored, so that it is not only  
 focused on the on-going processes, but also the outcome of the actions (further reading on pp. 12, 28-30).

6. Secure facilities that are available and can be designed according to participants’ need for support — for  
 example, with shower and laundry facilities (further reading on pp. 24, 28)

7. Recruit staff and volunteers with language skills and culture sensitivity, as well as good knowledge of EU- 
 migrants’ rights and obligations in Sweden (further reading on pp. 13, 22, 28.)

8. Agree on the guiding principles that should govern the activities, in order to achieve the vision and mission  
 (further reading on pp. 16, 22-23).

9. Secure forms for continuous participation of the target group/participatory dialogue, to ensure that the   
 activity is relevant and adapt/evolve to meet new needs that arise (further reading on pp.11, 17, 18, 22).

10. Be prepared to disseminate experience and lessons learned, as well as to actively work with lobbying and  
 advocacy to prevent structural obstacles and shortcomings (further reading on pp. 18-20, 29).
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”Even older people were walking on the roads, large, adult men, on 
their backs carrying twigs, baskets or buckets, which they were 
offering for sale. They ran an honest trade, no one could blame them 
to go and beg. But when they got the news in a house, there would be 
no trade, they remained quietly. They hid their case under the burden 
on their backs, and when they had been sitting a long time, they had 
to say: hand me a piece of bread! So I have the strength to leave.”

The Emigrants by Vilhelm Moberg
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Introduction
"Welcome! Welcome! Bine ati venit! Szivesen latjuk! Bienvenido!” This is how the greetings sound at Cross-
roads every morning since 2010, an advice- and support program for EU-migrants who live in poverty and 
homelessness in Stockholm.

Crossroads is at the same time an important lifeline for those who have trouble finding private housing and 
livelihood and a vibrant meeting place, where newcomers and more experienced European migrants share tips 
and experiences on their transitory hometown. But Crossroads also represents a common desire to identify 
solutions and best practices for social challenges in our present day. 

The purpose of the methodological manual which you now hold in your hands is to disseminate our experience 
and the knowledge we have gained through Crossroads and the encounters with approximately seven thousand 
EU-migrants who have entered through our doors since the project started. Our hope is that this method ma-
nual will contribute to an even better support for homeless and vulnerable EU-migrants.

The methodological manual is divided into three parts. 
The first, "Context", describes and analyzes the context in which a project such as Crossroads has been deve-
loped and how it functions.

In the second part, "Theories", the theoretical approaches are developed which can enhance the understan-
ding of activities like Crossroads Stockholm.

In the third part, "Methodologies and Toolkit", the methods that Crossroads Stockholm has developed are 
described and which constitute the fundamental principles of the core activities.

Johan Gärde, Ph.D. has written this Methodological Guide on behalf of the Steering Committee of Crossroads 
Stockholm. 

Stockholm in August 2014,

For the Steering Committee of Crossroads Stockholm 

Anna Johansson  Christina Grönberg 
Stockholm City Mission The City of Stockholm 

Johan Holmdahl Paula Moscatelli Berghnér
The Salvation Army The Swedish Public Employment Service
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PART 1
Context



8

Sweden – a part of Europe
Europe has a long history of conflicts, wars, econo-
mic and social unrest, which led to the migration of 
millions of people, even in our recent history. Within 
the EU, the so-called “Directive on the Freedom to 
Move and Reside Freely” exists since 2004, which 
has created a new dynamic within the Union. The 
freedom of movement of persons is offering new 
attractive opportunities for the about 508 million 
inhabitants of EU, but also challenges. The right to 
stay longer than three months in another EU coun-
try applies, in principle, only to persons who are 
economically active and/or can sustain themselves. 
Generally, as a migrating EU-citizen, you don’t have 
the right to make use of other countries’ social wel-
fare and security systems.

In this context, the project "Crossroads" was cre-
ated in 2011 by the Stockholm City Mission, the 
City of Stockholm, the Swedish Public Employment 
Service and the Salvation Army, supported by the 
European Social Fund. The purpose was to provide 
assistance to EU-citizens and third-country nationals 
with permanent residence in another EU country, 
living in poverty, homelessness and/or unemploy-
ment in Stockholm.

Third-country nationals has been brought to the at-
tention at the European Council meeting in Tampere 
(1999) and the Hague summit (2004), which called 
for a more vigorous integration policy aiming at gran-
ting third-country nationals rights and obligations 
comparable to those of EU-citizens.
 
The staff at Crossroads has continuous contact with 
similar activities/organisations in Europe to get a 
better understanding of the dynamics of the partici-
pants and the target groups they are working for 

This provides good conditions for continuous met-
hod development. In the Crossroads project plan, 
we read the following about the purpose of the 
activity:

”The project aims to create a new working method 
to prevent social and economic exclusion of the 
target group.”

How is this being done? By offering advice and 
support activities ”which enhance networking, raise 
awareness amoung the public and coordination of 
the resource allocation.”

The staff consists of a project manager, an opera-
tions manager, four EU-advisors, a cook, two basic 
need-facilitators and cleaning staff that receive bet-
ween 100-150 EU-migrants and nationals in a 300 
square meter large industrial local in Stockholm. 
The facility is open Monday to Friday 8-12 for open 
activities such as basic-need support with shower 

and laundry facilities, the opportunity to borrow a 
computer which is connected to the internet, free 
breakfast and lunch. In the afternoon, group activi-
ties and advice are being offered. 

Staff perceptions on Crossroads 
activities
Here two of Crossroads EU-advisors share their views 
on Crossroads: 

“People come to Crossroads from many parts of the 
world and many languages are spoken. Staff and 
participants have multicultural backgrounds, which 
contribute to the uniqueness of Crossroads.” 

Advice!
See updated info about Crossroads at Swedish and 
18 other European languages at: 
http://stockholmcrossroads.se/

“We support our participants in their processes, for 
example job search but at the same time, they get 
support with their basic needs. We fill a function in 
our participants’ life as a meeting place as well. As a 
participant, you can take advantage of the planned 
activities, to get a rest, you may use the computers, 
get your basic needs covered.”

Target group 
In order to get to know the target groups for Cross-
road Stockholm, some of the participants will talk 
about their lives and experiences in Sweden. We 
start with four case stories followed by some facts, 
and statistics.

Talks with an EU-citizen 
from southern Europe (Italy) 

”I’ve been here before, I speak some Swedish. At 
Crossroads I get help to improve my Swedish skills. 
Here in my portfolio, I have my CV and all the paper-
work I need to be able to look for a job. I have lived in 
several different countries, have relatives and family a 
little bit here and there. I’m looking also at a cooking 
class. It’s good here, there is everything you need and 
I hope soon to be able to find a job, otherwise I’ll be 
going back home in the summer.”

Talks with an EU-citizen 
from southern Europe (Spain)
At Crossroads I get help with everything I need. I 
sleep at the Central station, it’s clear that it’s cold 
and tough. In the morning I will come here for a sho-
wer, breakfast and chat with people. I speak to any of 
the advisers and my friends here. After lunch I go to 
town. I sit all afternoon at the Culture House, reading 
newspapers and listening to music. I walk, as you see 
I have no heavy luggage and no other clothing than 
I have on me. When I wash at Crossroads I may bor-
row clothes. I’ve been robbed at the Central Station, 
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so you have to be careful. It is important to keep fit. 
There are similar organizations such as Crossroads in 
Europe, but they are not at all as comprehensive and 
good. Crossroads has saved my life.”

Talks with a third-country national 
from West Africa
”I came to Europe 12 years ago, has worked with all 
sorts of different types of work in the South of Europe 
and it went well for me, although I had not been able 
to bring my family. In recent years, it is quite impos-
sible to get a job. I have now event tried here, but it 
seems difficult. Amoung other, I’m trying to get some-
thing in construction. In my country there is no way to 
make a living. I have several friends, but everything 
is complicated, especially the language. Otherwise 
I speak several languages and I am prepared to do 
whatever. I sleep out there, but also slept part at 
Winter Night; it is very, very cold in Sweden.

Talks with a EU-citizen 
from Romania
”I came here to look for a job. Stockholm is a very 
beautiful and orderly town where everything works. 
People are friendly. It is the first time I come here, 
and I wanted to first seek asylum at the airport when 
I arrived, to be able to stay, but I got after many rejec-
tions and the council to just apply for a social security 
number. I didn’t know how it worked and it took a few 
days before I could leave the airport, it was a tough 
start. Then I got to hear of Crossroads, don’t remem-
ber if it was through the Embassy. Now living in a tent 
in a park with a friend here in Stockholm and we are 
looking for a job every day. Very hard, didn’t know 
it would be so tough. I have a wife and five children 
back home in the village, that depends on me. I had 
with me a little over 100 euros and the money is 
spent right away. I’m going to continue fighting; there 
must be a way out.”

Monitoring and statistics
Crossroads Stockholm has the following type of 
activity statistics:

1. Statistics on participants’ gender, age, nationa- 
 lity and the right of residence in another EU-
 country.

2. Statistics on the number of participants in the   
 various activities/courses.

3. Information about participants’ background 
 (First contact-inquiry).

4. Follow-up of the participants’ experiences of the  
 activities (Participant questionnaire).

Crossroads Stockholm conducts regular surveys of 
attendees which are experience-based in relation 
to the project goals, as well current statistics on 
how many attendees that visit the activities every 
day. Participant surveys were conducted on three 

occasions in 2013. The surveys asked a number of 
questions which are put into relationship to back-
ground factors such as nationality, age, gender, and 
time in Sweden. Through these surveys, data will 
show how the target group is involved in the activity, 
how long they participate, if they’ve got advice and 
support and how they perceive the services provides, 
such as Information about society, legal help, trans-
lation, access to internet and phone, course activi-
ties. A typical questionnaire is answered by about 90 
people. The survey results are compiled into a report 
which is handed over to the Steering Committee. 
These surveys are also an important element of the 
follow-up of the activities of Crossroads Stockholm. 
(See also under Participatory Surveys in 2013).

Current statistics on Crossroads Stockholm show 
how many attendees that visit on a daily basis, how 
many of them are in contact with the activities for 
the first time and the number of men and women. 
The statistics also illustrate how many advisory 
sessions or action plan talks that are carried out, 
how many government contacts and other contacts 
made on behalf of the participant and the number 
of participants in different courses and activities. 
The current statistics are collected daily, primarily 
at the entrance to Crossroads Stockholm, where 
participants leave their name, what countries they 
are from, and the type of residence permit in any EU-
country, in the case of third-country nationals.

An important part of Crossroads Stockholm is to get 
to know the target group, i.e. EU-citizens and third-
country nationals with a permanent residence held 
in a different EU-country. In conclusion, the composi-
tion of the target groups at Crossroads Stockholm 
looks as follows:

•	 Number	of	individuals	from	project	start	2011	to		
 December 2013 is around 7000 individuals

•	 A	total	of	over	30,000	visits	in	2013

•	 An	average	of	127	visits	per	day	in	2013

•	 62%	of	participants	are	non-EU	nationals	from			
	 Africa,	North	Africa	and	Latin	America

•	 38%	of	the	participants	are	EU-citizens

•	 92%	of	the	visitors	are	men	and	8%	of	women

In conclusion, it can be stated that Crossroads 
Stockholm received 3 305 individuals in 2013, which 
is a sharp increase from 2012 (2 214 individuals) 
and 2011 (1 734).

However, it should be pointed out that this is not a 
homogeneous group. The statistics available show 
that the participants come from about 100 countries.
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An overview of the four countries with the highest 
number of visits in 2013 also shows how heteroge-
neous the target groups are:

Romania, (EU-citizens, Romanian and Hungarian-
speaking	with	large	minorities	and	Roma),	25%	of	
the total number of participants.

Nigeria (third-country nationals from Africa, English-
speaking, with strong regional and religious tensions 
and	several	local	languages),	9%	of	the	total	number	
of participants.

Morocco	(third-country	nationals	from	North	Africa,	
Arabic-and French-speaking population, with close 
relations with countries such as Spain, France and 
Belgium	regarding	labour	migration),	9%	of	the	total	
number of participants.

Latin American countries (third-country nationals 
from	Latin	America,	Hispanic	with	large	native	Ameri-
can indigenous people who even speaks quechua).
Based	on	the	statistics	from	a	given	month	(Novem-
ber 2013), the following can be summarized:

•	 2	918	visits	–	an	average	of	146	visits	per	day

•	 158	new	participants	which	have	not	previously		
 been in contact with the activities

•	 2	610	visits	consisted	of	men	(89%)

•	 308	visits	consisted	of	women	(11%)

The number of participants in some of the activities 
in addition to the basic service interventions was 
859	(29%	of	the	total	number	of	visits).	Courses	in	
Swedish, had a maximum attendance (239 partici-
pants, not necessarily unique individuals), followed 
by the English course (147 participants). The action 
plan sessions, advice and public agency contacts 
for	participants	was	383,	which	represents	13%	of	
the	total	number	of	visits	in	November	2013
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Participant surveys 2013
In 2013, three surveys of participants were conduc-
ted with the same content and questions. The three 
surveys were carried out in February, April and Sep-
tember. To be able to make further comparisons, the 
material in the three surveys has been merged into 
one. The number of respondents was in total 269 
(91 + 71 + 107). The material was processed by the 
company Zondera.

The material is presented in the following 
dimensions;
Total response results 
Gender distribution 
Country of birth
Time in activity/business
Age structure 

Out of the total material, it is possible to conclude;
•	 75%	(202)	of	the	respondents	in	the	survey	are		
 between 26-50 years old.

•	 86%	(230)	are	men.

•	 43%	(116)	were	born	in	Europe	and	around	57%		
 (150) were born outside Europe (non-EU nationals).

•	 32%	(86)	have	visited	activities	1-4	weeks.	

•	 21%	(56)	of	between	3-6	months.

•	 33%	(81)	of	the	respondents	have	participated	in		
 action plans and are very satisfied with the   
 information and guidance that were provided 
	 (59-72%	positive	at	the	various	issues).

•	 Information	about	Welfare	Services	and	Society		
	 are	perceived	as	positive	>	(57%).

•	 Possibility	of	translation,	Internet	and	phone	are		
	 much	appreciated	(64%-84%	positive).

•	 93	respondents	(39%)	have	participated	in	the		
 Swedish course (led by volunteers). Most has parti-
	 cipated	5	times	or	less	(46).	58%	believe	that	the		
 course corresponds to expectations.

•	 68%	agrees	that	Crossroads	contributes	to	sus-	
 tainable networks.

•	 The	ability	to	get	food	and	clothing	has	increased		
	 the	potential	to	be	self-reliant	(73%	positive).

•	 In	contrast,	the	recruitment	meetings	(15%	parti-	
 cipated) have not given increased opportunities to  
	 work	(only	50%	are	positive).	(However,	this	refers		
 to participants who have participated in gatherings  
 in 2012, as no recruitment meetings were   
 organised in 2013 due to the low initial effects.) 

•	 102	participants	have	met	doctors	and	nurses	at		
	 Crossroads.	66%	believe	that	this	absolutely	have		
 contributed to improved health.

•	The	reception	is	experienced	as	good	at	Cross-
	 roads	(66%)	but	the	figure	has	dropped	from	76%		
 from the first survey. This may be due to that par  
 ticipants visit less time and that those partici-  
 pants who do not have the appropriate status   
 may not get access to services such as courses  
 and action plans.

Women (34) are primarily from a European country 
(30%)	and	between	26-50	years	old.	Women	are	
generally more positive in all aspects than the men 
in the survey, except in the case of increased oppor-
tunities to get work through the translation service, 
or access to the Internet at Crossroads. The Swe-
dish courses are also not as beneficial to women as 
men	(50-59%).	Women	are	overrepresented	in	the	
survey	(13%)	when	compared	to	the	number	of	visits	
by	women	in	2013	(8%).	North	Africans	and	Africans	
(sub-Saharan) is generally the most satisfied with 
the range and efforts at Crossroads. Europeans 
are least satisfied in general. The exception is the 
satisfaction with the information about Welfare 
services and Society received from the EU advisors 
at	Crossroads;	here	the	North	Africans	are	the	least	
satisfied.

Participants from South America are the most 
satisfied with the translation service, CV and access 
to the Internet. One reason may be that the two 
EU-advisors speak fluent Spanish. The job-seeking 
course	is	the	least	attractive	for	North	Africans.	

Participants from Europe visit activities for the 
longest	time	(9-12	months).	Amoung	the	North	
Africans the most frequent time to visit the activities 
is for 5 days. The longer you have been attending the 
activities, the less happy with the results of the ac-
tion plans and perceived satisfaction regarding the 
Welfare Services & Society Information. The same 
applies to the access to translation, Internet and 
telephone. The exception is the access to supporting 
networks and access to free food and clothing. A 
longer participation in the activities can give frustra-
tion about not finding appropriate employments, 
despite good efforts.

Younger remain less time in the activities. Older (36-
65 years) are generally more satisfied than younger 
visitors. The exception is the Welfare Services & 
Society Information and the Swedish course, where 
the age group 19-25 years is most positive.
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The right to work and live in Sweden 
for EU- and third-country nationals
EU-citizens and their family members have since 
2004, through the introduction of the so-called 
Movement Directive, the opportunity to freely move 
and stay in Sweden for up to three months. The 
right of residence, however, doesn’t give EU citizens 
the right to use the welfare and social protection 
systems in Sweden, but the right to work from the 
first day of arrival to Sweden. This applies to all EU- 
citizens, but only those third-country nationals who 
have permanent residence in another EU country.

To stay longer than three months in Sweden, it’s 
required to belong to one of the following categories:

•	 Employees/self-employed	persons,	who	can	sup-	
 port themselves 

•	 Persons	with	their	own	resources,	and	with	a		 	
 health insurance, in order to safeguard that the  
 person will not burden the Member State in which  
 he/she reside

•	 Students	with	sufficient	resources,	and	with	a			
 health insurance, in order to safeguard that the  
 person will not burden the Member State in which  
 he/she is studying 

•	 Persons	with	a	family	member	who	satisfies	any		
 of the above requirements.

Crossroads Stockholm helps to provide information 
on how these rules work in practice, give information 
about processing times and draws the participants’ 
attention towards other possible obstacles/difficulti-
es, which could lead to exclusion, exclusion from the 
labour market and the difficulties to make a living. 
Crossroads Stockholm is also working continuously 
with advocacy and lobbying work, to pay attention to 
structural barriers/difficulties for the target group.

Working Group, Steering Committee 
and Organization
Tools
Crossroads Stockholm's activities are primarily based 
on human resources, in terms of language, culture 
and trade skills. The activities consist of a combina-
tion of advice and support activities and basic needs 
supply. The tools for these activities is a bold and 
outspoken vision to oppose social and economic 
exclusion, an affirmed strategy based on advice and 
information, with a view to ensure the participant's 
rights, as well as financial resources for maintaining 
the sustainability and viability of the interventions.

Management/organization
Crossroads in Sweden is governed by a Steering 
Committee with representatives from the Stockholm 
City Mission (project owner), the Salvation Army, the 
Swedish Public Employment Services and the City of 
Stockholm. The Steering Committee is thus mixed 
and stands for diversity, with a representation of 
both public authorities and Civil Society Organiza-
tions. This work requires mutual distinctiveness and 
responsiveness because the organizational culture 
between Public authorities and Civil Society Orga-
nizations differ in views on activities, mandate and 
strategies.

The Steering Committee discusses primarily the 
issues of strategic nature. Operational issues and 
ongoing activities are referred to the management 
level.

The Steering Committee meets at least six times per 
year (three times per semester) and has meetings 
with minutes. The convener is the responsible mana-
ger for Crossroads Stockholm, who also sends out 
the agenda and is the rapporteur, while the Stock-
holm City Mission director of Social Welfare Services 
acts as the President of the Steering Committee’s 
meetings.
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The staff consists of a manager in-charge (global 
economy and personal responsibility), a head of 
operations (responsible for day-to-day operation), 
four EU-advisors, and two part-time positions that 
focus on basic needs supply. The latter activity is 
organised in different stations, where also the EU-
advisors are involved as coaches. The scope of the-
se stations is continuously adapting, depending on 
the needs and available resources. Each EU-advisor 
also has his/her own area of responsibility, such as 
focusing on volunteering, work and supply, courses/
activities and statistics/documentation.

All course activities are carried by active, recruited 
volunteers. Gifts in-kind, in the form of clothing, 
food and sanitary items are coming in continuously, 
mainly through direct donations from businesses 
and other cooperation partners of the Stockholm 
City Mission.

Resources
Staff composition
In Crossroads Stockholm’s efforts to develop a 
working model that prevents social and economic 
exclusion of poor Europeans, the activities focus on 
advice and support activities in combination with 
the basic needs supply. The culturally differentia-
ted target groups motivates a workgroup with high 
degree of linguistic, cultural and technical skills, but 
also other experience is central in this context. For 
example, it may apply to personal experience, which 
is consistent with the kind of life experiences the 
target group carries with it.

Tip: For more on the requirements and what kind of 
cultural understanding the staff should have for this 
work, see below on culture sensitivity as a method 
principle.

Financing
Crossroads Stockholm has been implemented as an 
ESF-project, in which the European Social Fund has 
funded	40%	of	the	activities.	The	City	of	Stockholm	
and the Swedish Public Employment Service have 
jointly	contributed	60%,	which	together	constituted	
the public co-financing ESF has set as conditions for 
their financing. The total ESF budget for the period 
2011 to 2014 is about 29 million SEK.

The Stockholm City Mission and the Salvation Army 
have in turn contributed by private funding outside 
the ESF budget and which represent an estimated 
value of about 13 million SEK.

The Stockholm City Mission and Salvation Army 
have many years of experience of working with 
people at risk of social exclusion and have also built 
up a capacity of fund-raising with great legitimacy 
and the support of the public. This is an important 
prerequisite for the development of this type of 

social initiatives that require long-term viability, even 
after the initial project funding has expired.

The City of Stockholm has also shown determina-
tion in their desire to be involved in operating and 
financing the activities, despite the fact that the 
target group does not fall under its responsibility, in 
accordance with the rules applicable in the so-called 
Movement Directive. 

The ESF has during the program period, chosen to 
give priority to ”innovative social fund interventions 
in the social and welfare sector”. This priority, linked 
to demands for public financing, has contributed 
to the emergence of new forms of cooperation bet- 
ween authorities/public actors and civil society 
organizations. This has created new conditions and 
opportunities, but also challenges and risks with 
regard to funding, the view of project-driven activi-
ties and its content.

Parallel activities which are directed 
towards the target group
The City of Stockholm’s Social Field Unit is working 
actively to look for EU-citizens living in a vulnerable 
situation. The possibility exists to link to other acti-
vities, such as the Stockholm City Social Emergency 
Unit, based on the individual’s needs and desires.

The City of Stockholm also collaborates with the 
Stockholm City Mission, the Salvation Army and 
other non-profit organizations to reach out to the 
homeless EU-citizens and third-country nationals 
when it comes to lodging, especially during the win-
ter.	”Winter	Night”	is	an	emergency	accommodation	
for EU-migrants who live in acute homelessness and 
are not covered by the shelter-guarantee (“tak-över-
huvud-garanti”).	”Winter	Night”	offers	beds	during	
the winter months. Here too, a joint Steering Com-
mittee is responsible for the activities. The Stock-
holm City Mission runs “Bällsta boende”, where 
apartments are being leased for EU migrants and 
third-country nationals with residence in another EU 
country. The tenant can stay up to 9 months with 
a regular sublease. Through this accommodation 
form, the tenant get references and may increase 
the ability to get into the housing market.

For more information, cf.: 
www.stadsmissionen.se/socialverksamhet

There is a close cooperation between the Crossroad 
Stockholm,	Winter	Night	and	Bällsta	accommoda-
tion, where the staff links the participants to the 
other activities.
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Collaboration between non-profit 
organizations and authorities 
Crossroads Stockholm is based on active collabora-
tion, in which all partners contribute expertise and 
experience with various forms of interventions for 
the target groups concerned.

What unites the various organizations is that they 
realize that they alone and individually can’t handle 
the challenges the homeless EU-citizens and third 
country nationals are facing. Projects such as Cross-
roads Stockholm start often through already functio-
ning network and informal contacts between Civil 
Society Organisations. This was also the entrance 
for the Salvation Army, which explains "that the very 
idea of why Crossroads exists, began [...] as a con-
versation between representatives from the Salva-
tion Army and the City Mission." A joint analysis was 
carried out and the conclusion was that there were 
no targeted efforts for the group concerned and the 
there was a lack of linguistic and cultural compe-
tence in the existing activities. The existing activities 
"didn't fit properly to this target group", which partly 
had other needs. Another important factor to act 
was that the target group increased, which other 
organizations could observe. The situation became 
impossible to manage in many quarters. The basic 
needs supply was the most acute, but it was also 
important to be able to reach out with adequate 
counseling and to simply be able to communicate 
with the target groups concerned.

From The City of Stockholm’s point of view, it has 
above all been important to try out new working 
methods through projects, in order to assist the 
target group, despite the fact that it doesn’t belong 
to the target groups the municipality is required to 
work with.

Contact with the Swedish authorities is a core part 
of the EU-advisor’s work. In the third part, we will 
give examples of cooperation with the concerned 
authorities, such as the Swedish Public Employment 
Service.

All relevant stakeholders within Crossroads of 
Stockholm are in agreement that no one alone can 
handle the problems that EU-citizens and third 
country nationals are facing. This require and active 
cooperation. Through the different perspectives that 
each party brings in and the common responsibility, 
the interventions become more viable and long-term 
in scope.

The Common Good, 
primary force/driver

Combination of common good and profit Profit is primary 
force/driver

COMMON	GOOD-ORIENTED	ACTIVITIES

Non-profit	activities	
(associations and foundations) 

Profit-making CSOs and commercial 
social entrepreneurs and companies 

in social economy 

Full profitmaking social 
entrepreneurs and 

companies in social 
economy

Traditional companies

Complete 
dependency 
on grants, no 

income-
generation

Grants and 
income-

generation

Potential 
financial 

sustainable, 
≥	75	%	own	
generated 

income

Is reaching 
break-even 

through
own generated 

income

Profit will be 
re-invested 

in the activities

Companies 
active in CSR

Companies 
allocating a 

certain 
percentage for 
cooperation 
with CSOs

Market-
driven 

companies

Only focus on the common good

Impact investment/Investments with a purpose for the common good

Primarily focus on the common good Primarily focus on profit

Abbreviations:
CSO: Civil Society Organisations
CSR: Corporate Social Responsibility

Donations Impact investment

New forms of cooperation leading to a hybrid-organisation 
between Welfare providers1

Dividends with 
the common good 
as a primary focus
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PART 2
Theoretical framework
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Relate to relevant Social Theory 
"There is nothing more practical than a good 
theory." 

This is what many academics in the field of social 
work would express when they try to describe why 
social workers need theories. Many who are directly 
involved with various forms of social work and social 
activities have difficulties in relating to any theory 
on the macro- and micro-levels. One person, who 
started Crossroads, says he believes that the situa-
tion and the activities of the Crossroads is one of 
the most complex and multi-faceted he witnessed 
from a theoretical point of view: "I've never been in a 
workplace as versatile as this."

The activities are composed by several theoretical 
approaches and that it can be difficult for practitio-
ners to classify Crossroads' work.   

Here are a few theories that can be of great practi-
cal help at work within the framework of the activi-
ties of Crossroads Stockholm:

Social theories on exclusion 
The core activities of Crossroads Stockholm relates 
to what in EU-language is referred as “social exclu-
sion”. Synonyms, which researchers are using, are 
vulnerability, alienation, deprivation and poverty. The 
causes and consequences of social exclusion, is a 
wide research area which started in static concepts 
such as “subsistence level” to analysis of relative 
and absolute poverty, even in developed countries 
such as Sweden. This can be summarized as “rela-
tive and multiple deprivation” (Townsend): "Individu-
als or households are poor when their resources are 
so limited that they are thereby excluded from the 
general pattern of life".2

Social exclusion is in contrast to absolute poverty, 
relative.	Mack	and	Lansey	write	that	"the	pheno-
menon of unemployment, ill-health, lack of social 
relationships, should not be considered as poverty 
but as causes or consequences of poverty." Poverty 
itself means "lack of consumption", which is also 
the central theme of poverty research.3

Atkinson’s theory of social exclusion has three 
dimensions:4•	
•	 Relativity,	that	exclusion	is	done	in	relation	to	a		
 specific context, in space and time. 

•	 Agens,	exclusion	implies	an	act,	with	actors.

•	 Dynamism,	that	exclusion	is	part	of	a	longe	
 process where a temporary discussion can be
 included in more extensive prospects.

Organizations within Civil society have, based on re-
search on exclusion and poverty, developed theories 
and methods, for instance, to draw attention to child 
poverty in Sweden. This is also a movement from 
theoretical considerations to practical and measu-
rable indicators that can be useful to politicians 
who make decisions, but also for social workers that 
are directly involved in these issues. It is generally 
difficult to measure and understand life choices 
and human interaction, which are the causes and ef-
fects, what is the result of individual acts or structu-
ral factors affecting social exclusion? There is also 
a political dimension, where theoretical analysis 
frequently is used in the political debate. Homeless-
ness is another such area, which is closely linked to 
social exclusion.

Crossroads Stockholm’s main idea is to find ways 
to prevent social exclusion. According to Mack and 
Lansey,	exclusion	in	itself	is	not	to	be	considered	as	
poverty, but a consequence or result of poverty. This 
approach has also implications for the way Cross-
roads Stockholm receive participants, the focus on 
methods, which can not only be about short-term 
classic relief efforts, but also analysis of  the fac-
tors leading to social exclusion in the European and 
global context. Atkinson’s theories on social exclu-
sion also shows the scope and dynamics with 
regard to the analysis of exclusion, in which the 
actors’ analysis will be central, as well as the under-
standing of times we live in and where society is 
heading. From the poverty research, the understan-
ding of the relative factors that can play a central 
role in exclusion and ultimately lead to misery, are 
also enhanced.

Further reading and links:
- Institute for Future Studies: Utsatthetens olika  
ansikten: 
http://www.motesplats2020.se/files/contentFiles/
rapporter/utsatthetens_olika_anikten.pdf

-	 K,	L.B.,	Kuusela,	K.,	Rantakeisu,	U.;	
Svedberg, l. & Wollter, f. (eds.) (2013), Vulnerability, 
marginalization	and	alienation.	(1st	Edition)	Lund:	
Studentlitteratur.

Reflection questions:
1. What does it look like in the context where you  
 are, are there tendencies that social exclusion is  
 increasing?

2. How would a project like Crossroads prevent 
 social exclusion at the place where you live and  
 work?

3. What are the social/economic/political factors   
 that can prevent social exclusion?
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Social theories on self-help and 
user participation 
Customer, users, client or citizen? The perception 
of the target groups in the field of social work has 
evolved and changed over the years. A prevailing 
view that emerged is now talking about "users", 
"user participation", "user influence", and even 
“user power". There is research that shows that 
user participation is one of the factors that are cen-
tral when it comes to recovery from mental illness. 
"Evidence-based practice is often defined as consis-
ting of three dimensions: best available knowledge, 
professional skills and the knowledge and wishes 
from the users. Participation in this process means 
that users and their families are not only to be seen 
as actors in the political process, but also as an 
indispensable source of knowledge with experiences 
and perspectives essential for a broad knowledge 
formation	"(National	Board	of	Health	and	Welfare,	
2005).

”Arguments and focus on user participation can 
be related to three areas, namely issues related to 
democracy (Dahlberg & Vedung, 2001), issues re-
lated to power and empowerment (Beresford et al., 
2008; Beresford 2010) as well as issues related to 
the development of services (Barnes et al 2000), in 
which the development of an evidence-based social 
service is included."5

In the literature review on user participation in dif-
ferent welfare and social care areas, usually school, 
preschool, individual and family care, disability, long-
term care and care for the elderly, are mentioned.6 
A key element is how to let people's voices be heard 
in the welfare system and that their rights respec-
ted, especially in social service provision and care. 
A trend is also that citizens have higher expectations 
on various kinds of welfare services and they how 
they are provided. 

Another important issue is all about inclusiveness, 
to be a subject and not just an object, a person 
who can have a say on his/her own destiny as a 
human being. "Jarl (1999) argues that it is important 
to distinguish between user participation and user 
influence. User participation refers to user involve-
ment in a programme of daily activities, while user 
influence, relates to the right to make decisions and 
influence the design of the activities."7

  
"Four types of arguments for user participation 
underscored in the public debate, which argues for a 
higher degree of user participation: 

The cost of operations is assumed to decrease as 
users themselves are involved in the running of 
activities.

The quality is expected to be better if the concerned 
users may influence the operations.

Legitimacy is believed to increase when users get a 
better understanding of how the operations are run. 
This is supposed to also strengthen solidarity.

Increased user participation is assumed to streng-
then local democracy."8

Central to understanding the context of user partici-
pation and influence is to see what kind of welfare 
institution is responsible for the programming of the 
social activities, such as The Individual and Family 
Care Units, the Social Insurance Agency and/or the 
Migration Board. Another important area of concern 
is to understand and analyze the role of citizens, 
that may be children, client and users (in the first 
example), in the second example "insured, custo-
mer, users” and in the third," asylum seekers, immi-
grants and users".9 There is also an individual and a 
collective dimension in the concept of user partici-
pation, where freedom of choice and self-determina-
tion are a part, and civil society involvement in the 
formulation of welfare, another. User participation in 
social work with the homeless has also been raised 
in various studies and activities.10

Central to Crossroads’ work is to see the partici-
pants as persons with desires and skills that also 
can be an asset in the implementation of the acti- 
vities (user participation), but also in how the org-
anisations is shaped (user power). Based on the 
theoretical arguments of user participation as a key 
element for the recovery and also a factor preven-
ting social exclusion, Crossroads Stockholm can 
through its daily activities not only provide servi-
ces to the relevant target groups, but also directly 
involve them in activities such as basic needs.

Further reading and links:
- Hultqvist, s. (2008). Om brukardelaktighet i väl  
färdsystemet: en kunskapsöversikt. Växjö Univer  
sity Press: 
http://lnu.diva-portal.org/smash/record.
jsf?pid=diva2:204191

- Schön, u. k. (2012). Participation in an evidence- 
based practice. Högskolan Dalarna.

Reflection questions:
1. How can one understand the concepts user 
 power and user participation in relation to Cross- 
 roads target groups?

2. Are there situations where activities such as   
 Crossroads should/must restrict user partici-
 pation and/or user power? Problematize on the 
 basis of the theories described above.
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Social theories on participation
Linked	to	user	participation	is	also	the	concept	of	
"participation", where scholars have developed a 
range of theories in recent years. First, there is a 
dimension on the group level (community partici-
pation) but also the perception on knowledge and 
research, which suggests that the concerned indivi-
duals, groups and communities are often reduced 
to research items and therefore cannot contribute 
their own knowledge and perspective, which also are 
considered a central contribution for change. One 
of the main proponents of that line is the anthropo-
logist Robert Chambers, who launched the concept 
of “Participatory Rural Appraisal” and related con-
cepts such as “Participatory Learning and Action”. 
Theories of participation are often derived from 
so-called "grounded theories", where, among other 
things, a discourse analysis of the participants’ own 
thoughts, emotions and anxieties are central when 
methods will be developed and activities imple-
mented. In contrast to quantitative and deductive 
theoretical models which set up assumptions and 
hypotheses to be tested, grounded theories invite all 
those involved in the research process to contribute 
their knowledge and thereby participate in genera-
ting new knowledge.11

For Crossroads, this means that by collecting data 
(such as surveys, conversations and interviews with 
participants), new and additional knowledge will be 
obtained that can be systematized, tested and then 
compared to similar activities and thus generate 
new theories. 

Reading advice and links:
– Glaser, B. G. (2010). Att göra grundad teori: 
problem, frågor och diskussion. Sociology Press.

– Holland, J. (red) (2013). Who counts?: the power  
of participatory statistics. Bourton on Dunsmore,  
Rugby. Warwickshire: Practical Action Publication.

– Chambers, R. (1994) Paradigmshifts and the   
Practice of Participatory Research and Develop-   
ment. Institute for Development Studies.   
Univeiriity of Sussex: 

http://opendocs.ids.ac.uk/opendocs/bitstream/
handle/123456789/1761/rc81a.pdf?sequence=1

Reflection question:
1. The anthropologist Robert Chambers has a critical 
approach when it comes to how theories are desig-
ned and collected, how research is carried out with 
the poor and excluded. Give examples how projects 
like Crossroads would apply the theoretical model 
and methods proposed by Chamber to enhance he 
participation of the concerned target groups (see 
link above).

Social theories on empowerment
Today, it is rare to read a thesis in social work at any 
of the academic programs of social work without the 
mention of the term "empowerment". The concept 
can be explained in terms as a theory or a method. 
It can directly be related to the conditions of power 
often exists between a strong and a weak part, 
which often occurs in in the exercise of authority in 
relation to vulnerable groups and individuals. The 
term has become popular in social services, but 
also among public authorities and civil society orga-
nizations. Empowerment is a further development 
of the concept of "help to self-help" and is about 
the inherent strengths and the potential of every 
human being, which can be enhanced and developed 
through a dialogical process. 

”Empowerment” is at the heart and core of what 
Crossroads’ theories and methods stand for, i.e. 
through increased knowledge and information obtain 
tools that can serve as a basis for taking important 
and key decisions regarding the ability to be establi-
shed in the new country (in this case Sweden). 
There is both a personal and a political dimension 
in empowerment, i.e. the theory of strengthening 
vulnerable European citizens in a changing world, 
giving them the same rights and to also work for 
these rights with advocacy. To integrate these two 
dimensions is central to the social work practice.12

Advice and links:
- Askheim, O. P., & Starrin, B. (2007). Empower-  
ment i teori och praktik. Malmö: Gleerup.

- Empowermentbaserat socialt arbete:
http://www.helsinki.fi/sosiaalityo/tietoa/sosweb/
sivut/svenska/sivut/empowerment.htm

-	 The	ESF	Learning	Network	of	Empowerment	and
Inclusion. ESF-rådet.
http://www.temalikabehandling.se/wp-content/uplo-
ads/2012/12/ESF-Handbook.pdf

Reflection question:
1. Give examples of how empowerment-based 
social work could be developed in the framework of 
projects such as Crossroads with the target groups 
concerned, such as EU-citizens and third-country 
nationals? See the above link to the European 
Social Fund (ESF).
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Social theories on communication with 
vulnerable clients and groups
Motivational Interviewing
Motivational interviewing is a large and important 
part of Crossroads advisory work, which also is de-
scribed in part 3. All EU-advisors are trained in MI. 
Theories about Motivational Interviewing are also 
something central within social work, but also in the 
health care sciences.13 The method for instance is 
used in conversations with clients who have depres-
sion, or with patients which seeks to promote life-
style changes.

MI as a theory contains two steps: Creating under-
standing and assessing the client/participant’s/
patient's readiness for change in a first step. In the 
next step, the conversation is shaped on the basis 
of the formulated change readiness.14

The interview techniques are characterized by open 
questions, reflective listening, encouragement and 
self-motivating statements.

By designing questions and the contents of the con-
versation on the basis of participants' needs and 
preferences, Crossroads’ advisors determine the 
type of action plan and a focus for advice and the 
interventions that may be relevant. Banduras theory 
of self-reliance can be of great help for positive 
reinforcement, but also to highlight discrepancy and 
to manage ambivalence.

Further reading and links:
- Farbring, c. Å. (2010). Hand Book of Motivational  
 Interviewing-MI: theory, practice and implementa- 
 tion: talk guides, exercises, coaching protocol.   
	 Natur	&	kultur.

- Andréasson, p., & E. Brandell, a. (1999). Metho- 
 dology for screening and motivational intervie  
 wing. Medical journal, 96, 1594-8: 
 http://ltarkiv.lakartidningen.se/1999/temp/  
 pda19347. pdf

Reflection questions:
1. Andréasson & Brandell Eklund give examples   
 of how MI is used with patients in addiction treat- 
 ment. The model of motivational inter viewing is,  
 however, relevant in more contexts. Give examp- 
 les of how Crossroads can use some of the mo- 
 dels and theories raised in the link above. What  
 can Crossroads participants’ readiness for change  
 look like? How can the interviewing techniques be  
 adapted henceforward?

2. Provide examples and discuss how the partici-  
 pants can be supported to by ”encouragement,  
 “open questions, reflective listening, encourage 
 ment and self-motivating statements ”according  
 to Andréasson & Brandell Eklund.

Social theories on advocacy 
and lobbying
Crossroads is also about a proactive advocacy work 
at the structural level. This includes taking part in 
debates, bringing the experience of social exclusion 
which we daily work with and elevate this to the rele-
vant decision makers and media, to influence the 
public opinion. 

The theories of ”Agenda Building” by Cobb and Elders 
examine whether it really is the media itself which 
creates and sets the agenda or if there are other 
actors who knowingly influence the journalists’ choice 
what to write. ”The Framing Theory” by Entaman des-
cribes how the reality is portrayed and based on a 
social constructive approach.15

Discourse and discourse analysis are important to 
see which topics and social issues that are raised by 
decision makers, politicians and the media. Which 
perspective is used to set the agenda and the pri-
vileges of interpretation within the focus areas that 
relates to Crossroads? The following is an example of 
a project that works with the homeless, using dis-
course analysis:

”The analysis focuses on the image of the homeless 
as a construction and the aim is to increase the un-
derstanding of how these images are used to create 
distance and/or proximity. A better understanding of 
these mechanisms can assist health professionals to 
meet the homeless.”16

Social marketing methods for advocacy work are ulti-
mately to sell in social messages to different types 
of target groups in society. This may involve different 
types of behavioral change such as quit smoking, use 
condoms, drive slowly, exercise, but also to encou-
rage new types of social behaviors when it comes to 
dealing with rights, introduce various types of laws 
and regulations, or compliance with existing laws and 
regulations. Theories used as starting point for social 
marketing are, for example, social psychological theo-
ries of social exchange and socialisation theory.

Social Exchange theory:
“In this sense, exchange involves the transfer of 
tangible or intangible items between two or more 
social actors (Bagozzi, 1979). Kotler (2000) suggests 
that five prerequisites are required for exchange to 
take place:

•	 There	are	at	least	two	parties.

•	 Each	party	has	something	that	might	be	of	value		
 to the other party.

•	 Each	party	is	capable	of	communication	and	
 delivery.

•	 Each	party	is	free	to	accept	or	reject	the	offer.

•	 Each	party	believes	it	is	appropriate	or	desirable		
 to deal with the other party.
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Central to these assumptions is the notion that the 
exchange must be mutually beneficial.17

Social marketing is a tool that can be used within 
a project as Crossroads, partly in relation to autho-
rities and policy-makers, but perhaps most nota-
bly how the public can relate to EU-citizens, their 
vulnerability and difficulties in entering the labour 
and housing markets. It is about building up a 
relevant marketing-mix based on some of the social 
marketing’s theories of behavioral change.

Advocacy18 is a related concept and is used as a 
synonym for påverkansarbete in Sweden. Theories 
used here are, for example, social influence theo-
ries. An important part is about how to create so-
called advocacy coalitions on given issues, such as 
homelessness.  

Lobbying	is	also	part	of	the	advocacy	work	and	to	
some extent targets the public, but more directly to 
influence	politicians	and	decision-makers.	Lobby-
ing can be analyzed and understood from different 
perspectives, such as in a liberal context or from a 
critical perspective (where the PR-industry is seen 
as a problem). This is mainly based on Habermas’ 
theories on the influence of ideas and legitimation. 
The thought is that resourceful actors have taken 
over the public conversation. There is also an organi-
zational perspective where Grunig and Hunt worked 
out several model concept/theories on lobbying, on 
publicity and information models, etc.19	Lobbying	is	
also about policy learning and policy change in dif-
ferent policy areas that may have an impact on, for 
example, homeless and unemployed EU-citizens.  

Media logic is also an important area where resear-
chers highlighted theories that argue that the media 
has a certain type of standardization and format to 
highlight various issues.20

Further reading and links: 
Westander, PR-Guide: http://www.ssf.scout.se/
upload/Kulla/2013/Kommunikation/Westander-
prhandbok 2013. pdf

Reflection questions:
1. In what ways can a project like Crossroads pur-  
 sue an active advocacy work based on some of  
 the theories described above?

2. Give examples of how to set an agenda for Cross- 
 roads in relationship to the media.

3. Formulate, based on theory and practice some  
 of the approaches that Westander takes up in the  
 PR-Guide, see link above.

Social theories on civil society and its 
contribution to welfare-building 
There are many theories analyzing how Civil society 
interacts with the public, the private sector and, 
for example, the family, in order to contribute to 
the welfare and care. Theories about trust, such as 
Putnam’s bonding and bridging trust have in Swe-
den become the subject of a great deal of interest 
among political scientists like Rothstein, where 
Sweden is an example of the latter.21 Which conse-
quences will that have for a project as Crossroads 
in a context characterized by high trust vis-à-vis the 
State and authorities? The participants ’ trust may 
look different, as they bring negative experience in 
the relation to the State and authorities from their 
native countries. 

How is this managed in the encounter with the staff 
of Crossroads?

What will happen in other contexts where there is 
more of a bonding trust and another type of commu-
nity approach, in which the State is not seen as a 
partner and ally?

Blennberger has written about the different roles of 
Civil society in relation to the State, such as avant-
garde, complement, replacement and alternative.22 

What role will Crossroads’ stakeholders coming from 
civil society organisations play in relationship to the 
State, municipal and public sectors?

Further reading and links:
- Municipal support for social non-profit organisa- 
	 tions.	The	National	Board	of	health	and	welfare,		
 2005: http://www.socialstyrelsen.se/Lists/Arti	- 
 kelkatalog/Attachments 
 /10108/2005-123-6_20051236.pdf

Reflection questions:
1. Discuss the pros and cons for Civil Society   
 Organisations to directly interact with authorities  
 and what impact it may have on activities such as  
 Crossroads, see link above, p.29.

2. How can Crossroads cooperative-model be des- 
 cribed, which is cross-sectorial, based on   
 Blennberger’s theoretical framework?
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PART 3
Methods & tool box
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Introduction
In this part we are going to describe and analyse 
Crossroads’ methods based on the specific acti-
vities. We start with the guiding principles for the 
methods. These are then merged with the five 
perspectives formulated when Crossroads was 
started in Stockholm. Then we set out the methods 
in relation to the basic need and advice activities, 
which constitute the cornerstone of the Crossroads, 
as well as group activities, mainly carried out by 
volunteers. We conclude with a strategic analysis of 
the organisational framework, with suggestions and 
recommendations based on the base, resources, 
relationships and results.

Guiding principles
Crossroads is linking a number of innovative 
approaches in Stockholm:

•	 The	social	actions	carried	out	in	over	10	different		
 languages. The core activities combine basic   
 needs with qualified advice.

•	 The	organisation	is	led	by	a	Steering	Committee,		
 which represents both authorities and Civilsociety.

•	 The	organisation	is	able	to	generate	resources		
 to provide support to hundreds of participants   
 each day.

The overall perspective and purpose of Crossroads 
are that the activities should be aimed at informing, 
supporting and resource coordination. Methodologi-
cal principles at this level can be described in terms 
of language and cultural skills, empathy, dynamics, 
mitigation, participation, empowerment and inter-
action between the individual, group and structural 
level.

1. Culture sensitivity as a method principle: 
A program such as Crossroads, can’t be conducted 
unless there is access to staff with language and 
cultural skills. This knowledge can be described in 
terms of culture sensitivity, i.e. not only the know-
ledge of a given language, for example, to speak 
Romanian, French or Spanish, but also having the 
ability to communicate and therefore have an under-
standing of the cultural context that can influence 
important life choices when it comes to work and 
education.

2. Empathy as a method principle: Having the ability 
to respect and understand how others feel and per-
ceive their situation, the life-choices they face and 
to show understanding and support in the context 
of difficult situations and, for example, vulnerability 
and exclusion.  

3. Dynamics as a method principle: Activities cannot 
be organized top-down, but must be developed on 
the basis of the participants’ needs, which may 

differ according to the conditions and opportunities 
that exist in each case. This requires flexibility, the 
ability to make quick decisions, plan for the unplan-
ned, lean structures, which means that you can 
change things at short notice, and in some cases 
solve the problem here and now.

4. Mitigation as a method principle: Crossroads’ 
activities will not in a short-term perspective have 
an effect on the structural factors that lead to 
exclusion, migration and poor EU citizens who come 
to Sweden. In the short term, the activities are 
focused on various measures which alleviate the 
concerns and challenges individuals face in con-
nection with unemployment and homelessness on 
arrival and stay in the host country. This is supple-
mented by more prevention-oriented and long-term 
efforts at the structural level.

5. Participation as a method principle: means to 
facilitate policy analysis and input from those affec-
ted, through self-criticism, common responsibility. It 
is about giving the participants the space, with the 
anthropologist Robert Chambers’ words:

”Facilitating analysis by local people; practicing criti-
cal self-awareness and responsibility and sharing.” 

In practice, this means that parts of the activities 
are undertaken by the concerned participants, 
the development of self-help groups and various 
interventions that lead to the inclusion of those who 
are affected by the activities. For Crossroads this 
means how well the work is anchored in the primary 
target groups and how they perceive the relevance 
of the interventions. Another aspect is the participa-
tion of volunteers and people who, on a voluntary 
basis, would contribute their time to Crossroads.

6. Empowerment as a method principle means 
“help for self-help, taking advantage of the potential 
strengths of each human being, strengthen their 
capacities through a process of dialogue. 

7. Comprehensive intervention logic as a method 
principle. Crossroads’ intervention is in addition to 
the above dimensions, which mainly covers the in-
dividual social work, also focused on the group-and 
structural levels. The principle here is ”interaction 
between the different intervention levels”. Several 
of these efforts, perhaps most notably at group 
level are carried out by volunteers.

8. Cross-sectorial cooperation as a methodology 
principle occurs through the collaboration of all the 
main stakeholders represented in the Steering Com-
mittee.
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Five guiding perspectives for the 
activities, based on Crossroads 
Stockholm's purpose: 

Perspective
•	 The Basic Need Perspective is geared towards the 
design of specific interventions to cover basic hu-
man needs such as personal hygiene, health, food, 
clothing and other related issues.
  
•	 The Information Perspective is a central part of 
the advice and information services, where partici-
pants will be able to get relevant information about 
job opportunities, supplies, housing, and how the 
Swedish authorities function. Information is also 
available on a website.

•	 The	Prevention	of	Exclusion	Perspective means 
that EU citizens and third-country nationals will 
obtain their full rights with, for example, access to 
health care, social assistance (when possible),  to 
be able to be self-reliable and become established 
in the labour and housing markets.  

•	 The	Return	Perspective means to take into account 
participants’ “eventual protection needs in plans 
for returning", i.e. organizing efforts for return if the 
individual chooses to return to the homeland. 

•	 The	Networking,	Coordinating	and	Public	Opinion	
Perspective are interventions that are organized in 
relation to the media in Sweden and Europe, concer-
ned advocacy efforts at the national and EU-levels 
to strengthen the rights of EU-citizens and redu-
cing exclusion, through concrete measures. Public 
outreach is also about to turn to ordinary people, 
inform them about Crossroads and to create an 
understanding and support among the public and 
the citizens of Europe. It could be about homeless-
ness, begging, migration, various forms of vulnera-
bility and unemployment and what a Crossroads can 
do to facilitate and provide support to the relevant 
target groups.

The link between basic 
need & advice 
Crossroads’ method is based on two legs; basic 
needs service and advisory activities. During the 
project period 2011-2014, the work has progressed 
on the basis of the activity and the needs identified. 
Methodologically, three possible approaches for 
work with vulnerable EU citizens can be described, 
as follows:

1. Separate base and advisory activities mean 
completely separate operations in different premi-
ses, perhaps as independent activities, where staff 
remits/sends participants to the different activities 
based on the needs.

2. Sectorized base and advisory activities mean that 
the various activities are conducted specialized 
sectors within the core activity, but with different 
personnel categories customized for each activity.

3. Integrated base and advisory activities mean that 
the two areas are integrated, that there is synergy 
and staff working in both activities through a rolling 
schedule.

Crossroads Stockholm has gone from integrated to 
sectorised base-and advisory activities during the 
project period 2011-2014. Initially, the staff worked 
fully integrated where, for example, EU-advisers had 
responsibility for different stations in the basic need 
operations. The Steering Committee and the Senior 
Management Team saw this as a prerequisite that 
through the basic needs activities it would be more 
easily to reach out to the participants, cover their 
immediate needs, in order to then be able to give 
”qualified individual advice and support. Another 
advantage is that the EU-advisers are ”close to the 
activities”, involved in the reception and can quickly 
detect trends in changes in the composition of the 
target groups, their backgrounds, the reasons for 
coming to Stockholm and the kind of the support 
they require.

Over time, however, the staff and management reali-
zed that it was difficult to work in this way; the time 
was not enough to develop the advisory activities 
and plans of action, in accordance with the project 
description

Basic need activities
The basic need activities, however, have looked 
about the same since the start. Participants are 
received in an open area, where all EU-citizens and 
third-country nationals with permanent residency 
in an EU-country, are welcomed. Crossroads is 
open Monday to Friday 8-12, throughout the year, 
including holidays. In the morning, queues might 
be formed outside the venue, where participants 
are waiting to come in, register, take a shower, 
wash their clothes and get a meal. Here it will be 
describes how to the various operational parts are 
organized, linked to the basic needs activities, na-
mely, reception, shower, laundry, clothing, food and 
computer/internet:

1. Reception
A member of the staff (a former participant) together 
with a rotating EU-advisor (usually one of the daily 
coaches), receives participants in the entrance hall. 

On the walls there are pictures of the staff mem-
bers with their names, the atmosphere is warm and 
welcoming, but at the same time, there is zero-tole-
rance against any potential fights and threats, which 
may be present. 
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The participant's first and last name are being recor-
ded, what country they come from and the number 
of passports/id cards are documented, in order to 
be able to make a proper statistical follow-up of the 
individuals.

Dilemma 1:
How should Crossroads respond to participants who 
are in need of the basic-need activities, but does 
not belong to the Crossroads two primary target 
groups? For example, it may be irregular migrants 
who risk deportation or third-country nationals who 
do not have the right of residence and thus do not 
have the opportunity to look for work in Sweden.

2. Shower
Personal hygiene is very important and the ability 
to get a shower at Crossroads is one of the few 
available places for many homeless EU-citizens in 
Stockholm. It is required to write the name on a 
schedule with 15 minutes to shower. The pressure 
is great to arrive as early as possible in order to be 
able to register on the shower list and this creates a 
lot of stress, which can sometimes lead to conflicts 
between the participants. To reduce this stress, the 
system was changed so that the participants can 
only book an appointment for the next day. Is there 
is availability directly; the showers can of course be 
used. The vast majority of the participants are men, 
but it is important to create good conditions for 
women with separate dressing rooms and showers. 

3. Laundry
Even washing possibility is a very important part 
of the basic-need services at Crossroads. Early in 
the morning, participants will sign to wash the next 
day under the same system as for the showers. 
You can only book one laundry time at a time. Just 
as it often tends to be in public laundries conflicts 
and irritations occurs easily. The same is true at 
Crossroads, where participants also have different 
backgrounds and views on cleanliness and washing. 

4. Clothes
Crossroads has its own clothing distribution, with 
a well-stocked storage with clothes, which is orga-
nised within the framework of the Stockholm City 
Mission work. Everything is based on voluntary gifts 
from individuals and companies. Often, in connec-
tion with washing, the question arises about the 
need for any article of clothing. The staff working in 
the reception will quickly make a need assessment 
on site together with the participant about whether 
there is the right size of the garment in question. 
The staff has the key to the clothing storage room 
that is locked. There is no queuing system or spe-
cific required lists in order to receive clothes, as 
this happens continuously as part of other ongoing 
activities.

5. Food
Each morning, before noon, participants themselves 
take coffee/tea and sandwiches served at Cross-
roads Café. The activities are carried out by staff 
consisting of former participants. At 11 o’clock a 
hot lunch is being served. Many participants stay 
for a few hours in the morning, take a shower, wash, 
speak with any EU-advisor and then have lunch. This 
is an opportunity to get new friends and to network 
through new contacts and friendships, with the 
possibility to discuss the opportunities to get a job, 
share experiences about coming to Sweden and to 
give new arrivals tips and ideas. There is a lot of 
movement in the ”Café” which is the heart of the 
activities. EU-advisor meet participants and provide 
what we is called “instant advice”, which can last 
from a few minutes up to about 15 minutes.

6. Computer/internet
There are 3 computers at Crossroads connected to 
the Internet, which participants can us to look for 
a job, keep in touch with the homeland, reply and 
send emails or other personal matters. As earlier 
described, irritation and stress can occur when 
booking a computer, as the demand is very high and 
time is limited. 

Reflection questions about the basic 
needs activities
1. What does the premises look like where the 
basic need activities are being carried out? Is there 
enough with spaces for showers and separate sho-
wer facilities for women? What happens if there are 
too few showers?

2. What kind of the system for queues is in place 
for showers and laundry time? This can often cause 
irritation and conflict. Try to find good solutions in 
consultation with the participants who know their 
own situation better than anyone else.

3. How to handle the reception during the open 
activities? What does it look like outside the venue? 
How is the contact with the nearest neighbors?

4. What happens when the Crossroads is closing 
the open activities for the day? Moments of stress 
can occur when people will be turned back.

Advice
What kind of advice?
In the meeting between the EU-advisors and the 
participants, daily conversations and advice will take 
place that can give important consequences and 
can be life-changing. Methods for these meetings 
have evolved over the years, but the key is to meet 
participants on their terms, according to their own 
wishes and needs.
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The conversation
Three main issues are central to the advisory talk: 

Objective? What purpose has the participant with 
the stay in Sweden? Objectives can be defined in 
different ways, depending on the individual’s needs. 
In most cases, it is about work and work-related 
issues. The participant can for instance be encoura-
ged to write his/her CV in Swedish.

Who? Here it is about the division of tasks, but also 
to know who is responsible for what. How should the 
interventions be organised, or example in relation to 
which authority?

When? Timing is also central in the conversation. 
How can it be handled in often difficult and vulnera-
ble situations? The talks and the drafting of action 
plans is therefore on the participant’s condition, so 
the activities must assume that many scheduled visit 
will not take place and that participants did not show 
up as planned. In these circumstances; EU-advisors 
will engage in other types of advisory talks, directly 
”on the floor” and can thus be time-efficient.

Housing situation: A note about the current housing 
situation will be made in the action plan form, and 
then an attempt to make a plan for the accommoda-
tion is made. What options are available? The key 
here is to network and link to other existing activi-
ties, where Crossroads and the participating orga-
nizations are collaborating around different types of 
housing/shelter arrangement, especially during the 
winter.

Work: Perhaps the most important issue discussed 
in the action plan is the ability to work and to be self-
sufficient. Translation of documents, certificates and 
diplomas are an important part of the documentation 
when looking for work, and this makes the importan-
ce of the EU-advisor central. A CV is compiled which 
the participants then use to look for work. 

The staff at the Crossroads has developed a variety 
of strategies and approaches to create the condi-
tions for entry into the labour market, such as linking 
to the Public Employment Service, contact with 
HR- and staffing organizations and an updated data 
bank/bulletin board, where the ads are translated, 
sorted and put up. Crossroads has also organized 
special recruitment meetings.

In conclusion, it has however been difficult to sup-
port participants into work and sustainable liveli-
hood.

The link between, Crossroads and the 
Public Employment Services 
In order for EU-migrants to have the opportunity to be 
established in the Swedish labour market, it requires 
cooperation between the Public Employment Service 
and Civil Society Organizations. From a methodolo-
gical point of view, three approaches can be empha-
sized: 

1. The Public Employment Services comes to 
Crossroads: 
A caseworker or job coach come regularly to Cross-
roads and meet the participants to prepare them for 
work or directly to get a job. Discuss and consider the 
pros and cons, based from both the Governmental 
and civil society perspectives.

2. The participants come to The Public Employment 
Services office: 
Explore the possibility for the local branches of the 
Public Employment Services to establish a local ag-
reement with the project to facilitate for the target 
group. Is there an opportunity for the Public Employ-
ment Service to offer targeted support for the target 
group, based on their specific conditions?

 3. Crossroads comes to The Public Employment 
Services office: 
If the target groups of Crossroads find it difficult to 
meet the case workers at the Public Employment 
Services, there is a third option, where staff from 
Crossroads would accompany the participants to the 
Public Employment Service, to act as mentor/coach. 

Reflection questions:
1. How can cooperative links be created between 
the staff of Crossroads and employees at the Public 
Employment Service?

2. How does the knowledge look like where you live 
when it comes to what the Public Employment Service 
can offer; what services and offers are available?

3. Does the staff of the Public Employment Service 
have the basic knowledge about the problems that 
target groups of Crossroads are facing when they 
arrive to Sweden? 

4. How can a model of cooperation be designed to 
avoid duplication of work and instead encourage 
synergy and complementarity of efforts, which ultima-
tely benefit the target groups concerned?

5. What action increases confidence to the Public 
Employment Service and other governmental 
agencies?

6. How can the handling of coordination number and 
enrollment in relevant databases be facilitated, as 
they are necessary to be able to get a job or employ-
ment?

Link to employment services EURES-advisors:
http://www.arbetsformedlingen.se/Om-oss/Var-verk-
activities/international/Eures. html
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Dilemma # 2: Begging and work
Crossroads is primarily an advisory-centre for EU-
nationals and third-country nationals who, among 
other things, exists to promote "increased oppor-
tunities for sustainable livelihoods/work '. Begging 
can’t in this context be defined as "sustainable 
livelihoods". Should therefore specific interventions 
within the context of their ordinary activities be 
develop, to help people out of begging, or launch a 
separate action, for this or similar target groups?

Crossroads Stockholm's principals have extensive 
experience of working with those who are furthest 
away from the labour market. The share of beggars 
is not as great among the participants, although this 
question has often attracted the attention of the 
media. Methodologically speaking, Crossroads has 
chosen to offer general services, which does not 
distinguish between certain specific target groups 
or nationalities. Crossroads staff has the expertise 
to meet different people, with different backgrounds 
and preferences. Crossroads Stockholm works both 
with linking to other existing activities and projects, 
and to develop the existing activities to better meet 
more needs. Crossroads staff has for instance 
started groups for women, who come from environ-
ments where there is begging. This work requires 
a long-term perspective, the active participation of 
stakeholders in the design efforts and exchange of 
experience with previous similar interventions. 

Group activities and volunteers
Group activities at the Crossroads are based on 
volunteers, who are recruited to work and contribute 
with their knowledge. For Crossroads it is essential 
to develop an organization to be able to receive and 
engage volunteers. Human resources are needed 
for this, including for the recruitment and training 
of volunteers. Civil Society Organisations such as 
the Stockholms City Mission have a long valuable 
experience in preparing and supporting volunteers in 
various fields.

An example is the legal aid provided by law stu-
dents. After an initial advisory talk and need assess-
ment, an EU-advisor refers to a law student. This 
part has not been entirely straightforward because 
often those students who come from universities 
are not prepared for the problems that the partici-
pants face. Another way out is to strengthen the le-
gal expertise in-house through the existing staff. The 
legal problems are usually related to social issues, 
which is best managed by the EU-advisors.

However, there are several other activities such as 
teaching, Swedish translations and courses which 
are managed by volunteers. It is not difficult to ge-
nerate interest and recruit volunteers, but extremely 
time consuming, as also the volunteers obviously 
require support and guidance. An important resour-
ce in this context is the Volunteer Agency (Volontär-

byrån), but ads and announcements are being made 
in colleges and universities, through media, and as 
a result people will respond in order to offer support 
to the activities in different ways.

This means that several hundred persons might 
contact Crossroads, and depending on size and 
capacity usually around a dozen or so active volun-
teers are present at the same time, at the venues. 
In Stockholm, it has since the start been about 200 
volunteers, and around 70 are active or stand-by. 
The volunteers are very motivated and quickly find a 
task. The methodological challenge is about being 
able to set limits when things don't work. Some-
times this means to recall what volunteer duties 
entail. The time factor is another difficult problem to 
deal with, because it's hard to have time to intro-
duce all new volunteers and to convey the different 
routines and expectations. The supervision is done 
partly on voluntary basis by an outside volunteer, 
which can also be a problem. Most of the volunteers 
would like to get the information and support of 
someone initiated who know the day-to-day opera-
tions. An alternative is to have a forum for dialogue 
with the volunteers where there is scope to address 
the different issues and problems.

The strategies and organizational 
prerequisites of Crossroads 
When a cross-sectorial activity such as Crossroads 
starts in a place, it is important to get an under-
standing of the strategic conditions required for 
collaboration. Crossroads Stockholm is based on 
the interaction between different stakeholders with 
a clear and distinct focus. In the following section 
the strategic and organizational conditions for the 
development of the method will be explored. Four 
dimensions here become central:

a) The Base that forms the vision, the core values  
 and infrastructure (premises and equipment).

b) Resources, here defined in terms of the human  
 (HR) and financial resources

c) Relationships within the organisation, with the   
 principals and external actors such as authorities,  
 politicians, the public and the media.

d) Results, measured through the impact and 
 ultimately the quality of the activities.
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The Base
Dimension 1: Identity
The vision, the value base and the mission state-
ment represent the three essential elements of 
an organization's identity. Organisations working 
together can have a different set of values and mo-
tivations why they choose to go into a partnership. 
For staff who is often employed by one of the organi-
zations, these specific values are often emphasized, 
perhaps even if they are not directly embraced by 
the other cooperating organisations. It is therefore 
also important to work with issues related to the 
value base in the steering groups, management 
teams and among the staff.

Within Civil society, and even among government 
agencies in Sweden, there is a growing interest for 
value base issues.

An example is the Stockholm City Mission, which is 
the formal employer of the staff at Crossroads of 
Stockholm. The type of values that Stockholm City 
Mission is embracing is often common to the non-

profit sector in Civil society. One could summarise 
the Stockholm City Mission core values as follows:

"The Stockholm City Mission driving force and ratio-
nale for the activities are sustainable and effective 
love for the human being."23

It is difficult if not impossible to carry out the ope-
rational work of Crossroads without the strong 
value base as described above. At the same time, 
it is essential that this value base be anchored 
well and permeates the activities and also trans-
mitted to new and old employees, and volunteers 
who are involved in strengthening the activities. 
It is also important that these values be develo-
ped on the basis of the strategic context, the 
organization's mission statement, and that there 
is an overall consensus among the main stake-
holders.
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Dimension 2: Structure
From Crossroads Stockholm’s experience in renting 
and furnish premises, we can learn the following:

The physical environment and the rooms used are 
often a major challenge for activities at Crossroads. 
It can be complicated to get the acceptance from 
neighbors and landlords. The premises must also 
be located in the city centre or at least be reachable 
through public transport. Many participants cannot 
afford to pay for travel and have no access to the 
car. This program is primarily an urban phenome-
non, and good communications are important in 
this context. It should also be considered having a 
separate entrance, preferably in a floor plan, given 
the queues that will forms in the morning when 
Crossroads opens.

The premises can be divided into three types of 
rooms for all open activities (public areas), half-
public areas and workplaces for staff/volunteers. 
In the public areas, it is possible to network and 
interact with all concerned. In the half-public area, 
activities occur where it is necessary to book or to 
get an appointment, such as advice services, 
access to laundry and shower facilities.

Axis 1: reflection questions:
1. How has the core values been articulated and 
anchored in the organization, and in relation to the 
relevant the target groups?

2. How do the vision and the mission relate to the 
operating activities?

3. In what way is it strategic planning carried out in 
the organisation? Do the Users have any possibility 
to influence the organisation, the activities and the 
method development?

4. In what way has the facilities and premises been 
designed according to participants ' needs and desi-
res? How can this be ensured?

Resources
Dimension 3: Human resources (HR)

The most important asset of an organisation such 
as Crossroads is the staff. For the recruitment, the 
essential are diversity, cultural and language skills. 
At Crossroads Stockholm, several of the employees 
have gone through similar processes as the partici-
pants.

"I know what it means to come to a new country, to 
be different and, above all, experienced vulnerability. 
I can relate to the participants and understand them. 
I can recognize myself in them, I see myself in them. "

Another important qualification is maturity, your own 
life experiences and self-knowledge. Knowledge 
about social processes and social work should also 
be considered an asset, as well as knowledge of, or 

experience in outreach work, field-based activities, 
and methods for monitoring and documentation. 
Crossroads Stockholm has also developed met-
hods to involve its own participants, where in many 
cases especially motivated people are employed, 
who first started as volunteers and then obtained 
short-term contracts. In some cases, this has also 
led to permanent employment contracts. The base 
services part of the activities would in principle be 
able to be completely User-led.

Dimension 4: Financial resources
Regarding the financial resources, management 
skills for project management, budgeting and 
follow-up are required, as well as systems for 
monitoring and internal controls which works even 
in relation to the funding agencies and the colla-
borating organizations. The work is also very much 
about fundraising, to ensure its sustainability and 
to have stable organizations in the steering com-
mittee who can contribute with financial resources, 
often through the raised funds, their own resources 
or through targeted project support from various 
government agencies. The European Social Fund is 
a key part of Crossroads Stockholm existence, by 
encouraging cross-sectorial partnerships, in which 
all partners contribute financial resources for joint 
actions.

Reflection questions Axis 2:
1. What job description and job profile are relevant 
for the employees of the organisations?

2. How can the participants be involved in the acti-
vities, in implementing the basic need services and 
other possible parts?

3. How can the activities continue to live on in the 
long term based on the financial conditions that 
exist and not only funded through project support?

Relations
Dimension 5: Internal relations
The relationships and interactions between the 
main stakeholders are a central issue that must be 
handled with care. An important part of Crossroads 
Stockholm’s activities is about the interaction bet-
ween authorities and organisations from the non-
governmental sector with long experience of social 
work with people in social exclusion. Some social 
problems are such that they cannot be handled by 
a single organisation, but it requires collaboration 
between all relevant stakeholders.

This requires sensitivity, mutual respect and the 
awareness that not everyone can do everything, but 
everyone can contribute something based on their 
own competences, tasks and functions. Crossroads 
Stockholm is also developing new partnership bet-
ween public, private and none governmental sector. 
Previously, for example, from the perspective of 
authorities, the experience was to work with various 
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reference groups, where Civil Society Organizations 
were invited, in order to acquire knowledge, recon-
cile and anchor the efforts and decisions. 

The municipalities in Sweden don’t have a direct 
responsibility for vulnerable migrants in Sweden 
according to the current regulations, which compli-
cates the process of joint activities/efforts. The City 
of Stockholm has extensive experience of working 
with associations and organizations through various 
forms of support and cooperation. The added-value 
of Crossroads Stockholm is to bring in linguistic 
and cultural competence in the social work and the 
possibility to jointly find ways to prevent the social 
exclusion of the target group. 

This interaction creates a new hybrid form, in which 
the Steering Committee has a shared decision-
making mandate, which calls for close cooperation 
in both strategic and operational issues. Topics 
on the agenda can be about financing, analysis of 
continuous activity reports, reports of the implemen-
tation work, feedback and analysis of various types 
of participant questionnaires, task lists with division 
of labour, decisions regarding appointments of key 
people (including management) and follow-up of the 
different parts of the activities. The action is based 
on a multi-agency principle as no actor alone is 
capable of dealing with the problems of poverty and 
inequality in Europe.

Influence policy/regulatory 
framework 
Dimension 6: External relations
Another aspect of the relations relate to contacts 
with politicians and policy makers. An important 
part of the Crossroads Stockholm’s methods are to 
pursue and develop an advocacy work in relationship 
to the authorities in Sweden and the EU. Ultimately 
it comes down to ”reduce the social and economic 
exclusion”. Crossroads Stockholm should stand for 
”a working model” which includes prevention of, but 
very much also about relief of a structural problem 
that is of a transnational character, but which has 
far-reaching consequences for individuals and fami-
lies in Europe.

When starting activities such as Crossroads, it is 
important to understand how different organizations 
can contribute to the various actions, for example 
by doing a SWOT- analysis. Usually it’s on the Joint 
Steering Committee-meetings that negotiation on 
strategic and operational issues will take place. 
It’s about organising the basic need services, with 
all relating issues, such as logistics, staff, equip-
ment, negotiating with landlords, the organizational 
capacity to accommodate and receive hundreds 
of people every day with dignity and based on the 
values	of	NGOs	such	as	the	Salvation	Army	and	
the Stockholm City Mission stands for. An activity 

such as Crossroads is dynamic and is constantly 
evolving.	New	needs	arise	in	the	target	group	who	
may not be included in the initial needs analysis 
and mission.  How are these issues handled by the 
participating organizations? It requires an active 
and vibrant partnership between organizations to 
be able to manage various types of social problems 
and formulate social measures which are relevant in 
this context. 

Crossroads may here from a methodological point of 
view choose different forms of cooperation, based on 
the different needs of the target groups:

1. Cooperation within the framework of functioning 
networks: Link	to	ongoing	activities	that	already	
exist. This requires that staff knows what is offered 
by the various organizations and what works in prac-
tice. There is scope to develop collaborations, both 
in project form and through longer-term partnerships 
where there is synergy and where it is necessary to 
avoid overlap and duplication.

2. Partnerships that lead to new interventions: 
Cooperating organizations can distribute specific 
interventions and give some organization greater 
responsibility in specific areas where this particular 
organization has competence. This can take the 
form of an extension of the activity, or as a separate 
activity.

3. Partnerships within the framework of on-going 
activities: When the activities grow, it may be neces-
sary to share personnel from different organizations, 
in order to more effectively contribute to knowledge 
development, mentoring, management support and 
methodological and operational development.

4. Partnerships based on peer-review of theory and 
practice: It is also important to develop partnerships 
with similar organizations as Crossroads, both at 
national and transnational levels (EU). In seminars, 
feed-back can be given through case-work, com-
ments, and support for the development of each 
activity. This can be useful in all phases of the 
operations, when a new activity is started up, when 
the work has been going on for some time and when 
the activities are facing important challenges and 
choices.

Axis 3: Reflection questions
1. How is the responsibility allocated on the structu-
ral level, and resources for advocacy and lobbying?

2. How can the skills in those areas be shared bet-
ween the organizations?

3. Is enough time dedicated for advocacy work?

4. Are the set objectives SMART for this type of ac-
tivity, i.e. Specific, Measurable, Attainable, Realistic  
and Time-bound? It is important to set up well-
defined objectives activities that are achievable and 
realistic. 
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Results
Dimension 7: results in relation to the target groups
Dimension 8: results in relation to the organisation

To be able to measure the results and gain an under-
standing of the effects of the activity, one should 
set targets and indicators on the individual, organi-
zational and community/societal levels. There are 
different ways to set up measurable project goals, 
and usually you can divide them into two categories:

1. Process-oriented, with input indicators: One ex- 
ample here is ”the project Steering Committee 
meets at least twice during the mobilization phase.”

2. Results-oriented, with output indicators: ”Project 
participants have through the interventions obtained 
increased opportunities for sustainable livelihoods 
and work.”

Effect
It is important to be able to articulate the output 
indicators that allow for the evaluation of the effects 
of operations and ultimately be able to document 
the results at individual, organizational and com-
munity level. There are various instruments for 
self-assessment, which can be used in this context 
(SWOT, Octagon).

Evaluators that are being employed by ESF and 
other EU-institutions use different forms of models, 
which connect indicators, with outcome, results 
and impacts. The definitions of ”effect”, ”results” 
and ”outcomes” differ often among different govern-
ment agencies, voluntary organisations and among 
professional evaluators. How, for example, would 
a ”result” be defined in an activity such as Cross-
roads? In the case of Crossroads Stockholm they 
are defined as process indicators, ”to create a 
new working model” while the effects, for example, 
would be ”reduced social and financial exclusion”. 
The difficulty lies in being able to measure precisely 
the latter, which is part of Crossroads Stockholm’s 
overall objective. 

Axis 4: Reflection questions
1. Give examples of various indicators that can be 
used to measure the effects and results in a project 
like Crossroads.

Final reflection and 
recommendations
It’s not possible to turn a blind eye to the growing 
group of poor EU-citizens, who moves between diffe-
rent European countries. Crossroads activities make 
use of a combination of direct, but also long-term 
interventions primarily on the individual and group 
levels, in order to satisfy the rights, and create the 
conditions to prevent various forms of economic 
and social exclusion. There is nothing that indicates 
that the need for this type of action will diminish, 
rather the opposite, creating huge challenges for all 
concerned.

Crossroads Stockholm’s activities are also based 
on a long-term perspective and a close cooperation 
between various actors, who all jointly recognize that 
teamwork is a prerequisite for dealing with this kind 
of social and economic vulnerability. 

Finally, a few words from Crossroads daily life, ex-
pressed by an EU-advisor at Crossroads Stockholm:

”I focus very much on making good CV’s and cover 
letters that looks good and correct. In addition to 
that, I put a lot of effort into explaining how they are 
going to look for work, but even that is a challenge for 
several reasons. At the City Mission/Crossroads, we 
talk a lot about personal responsibility and empo-
werment. We are working hard to convey this to the 
participants, that they must take responsibility in the 
form of self-help, assuming what we teach them and 
that in the end they are the ones who can make a 
difference in their lives. We can help along the way to 
support and assist them in terms of giving them the 
tools, but we can’t arrange their lives, we cannot take 
responsibility for their lives. Many participants come 
to me and say, “find me a job, send out the applica-
tions etc”. .. but we don’t work like that. It does not 
work that way. No one can ”fix” someone else’s life. It 
can only be made by oneself. In that, there is a lot of 
challenge in my work. ”
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Crossroads principals: www.stadsmissionen.se, www.stockholm.se, www.fralsningsarmen.se, 
www.arbetsformedlingen.se
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