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Dulwich Helpline
Annual Report and Accounts for the year ended 31 March 2012

Introduction from Chairman

The twelve months covered by this report have been full of activity and change and | would like
to take this opportunity to thank Barbara Scott, our Director, and all the staff at Dulwich Helpline
for their commitment and preparedness to adapt the way they work to reflect ever changing
circumstances.

| also want to thank our local community for its fabulous support. In our early years, we were
fully funded by Southwark Council but in this last year 61% of our outgoings were funded from
other sources, including 21% from our community fundraising which goes from strength to
strength

The key events In this reporting year have been

changes to the funding regime in Southwark for adult services
setting up of COPSIN

reductions In staff

collaborative working with Southwark Churches Care

Southwark Council’s decision to change the funding regime for adult services meant that a
considerable amount of work fell to our Director to help negotiate a favourable outcome for
Dulwich Helpline The Councii was keen to see more co-operation between different chanties
active in helping older adults in the borough so a loose association of chanties was set up known
as COPSIN (Consortium of Older People’'s Services in Southwark). Getting to know better our
colleagues working elsewhere in the borough has been a very positive expenence

The Council signalled in advance that our funding would be reduced for 2012-13 (as indeed it
has been) so0, in anticipation of this, Trustees took the tough decision not to replace Jackie
Barber and Caroline Dunmall when they resigned last Autumn Both had contributed a huge
amount to the organisation and they are greatly missed Our strategy was to ask the remaining
staff to take on parts of those roles and they have been terrfic in adapting to this more collegiate
approach One nisk of making any organtsational change Is that ‘business as usual’ can suffer
which 1s why 1t feels like a particularly big achievement that during this penod we have actually
Increased the number of service users that we have been helping and have developed further
our inter-generational work

| took over as Chairman in October at an exciting time because we had taken the decision to
begin working collaboratively with Southwark Churches Care (who offer very similar services to
our own but further North in the borough) Their staff moved into our offices the same month and
we have all been working hard to get the benefits of shanng resources and activittes At the end
of March 2012 Trustees of both chanties took the decision to move to a full merger which will
enable us to achieve further benefits and remove elements of duplication.

Looking to the future, we are very aware that older people with issues around dementia are
increasingly being reterred to us We will therefore, in 2012-13, be looking for funding to equip
us to train more volunteers in this kind of befnending and also to recruit some specialist
resource Watch this space!

;Q’KW St .Jvtw- ng&:s

Kathanne St John-Brooks
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1. Structure and Governance

Constitutional and organisational structure

Dulwich Helpline was founded in 1993 as a trust The incorporated Charity started to operate on
1 Apni 2005 and the unincorporated chanty was closed. The Charity 1s constituted as a
Company Limited by Guarantee, and 1s therefore governed by its Memorandum and Articles of
Association It s a registered Charity, number 1105923, and a registered Company, number
05189161 Legal responsibility for the management and stewardship of the Charity 1s vested in
the Board of Trustees

The members of the Charity are eligible to elect Trustees, and to put forward and vote on
resolutions at the Annual General Meeting (AGM). The membership 1s composed of Trustees
plus those volunteers, service users and supporters of the organisation who ask to become
members.

The Charity has no subsidiaries or formal ties with other organisations but, as recorded later in
this report, has been engaged in discussions with Southwark Churches Care (SCC) and has
entered into collaborative working arrangements with a view to an eventual merger

The management of the Charnty is the responsibiity of the Board of Trustees who are elected
and co-opted under the terms of the Articles of Association The Board of Trustees, In
consultation with the Director, make strategic decisions the Director attends all board meetings
and other staff members are also invited to attend from time to time The Director and staff take
operational decisions

Recruitment and appointment of Trustees

The Articles of Association provide that, at each AGM, one third of the Trustees (or the number
nearest to one thwrd) must retire from office: those who have been in office longest retire first
Retirng Trustees may normally put themselves forward for re-election by the members of the
charnty The maximum time a trustee may serve 1s nine years (with effect from the 2006 AGM)
though a trustee will be eligible for reappointment after a two-year break A succession plan s
reviewed by the board annually

There have been a number of significant changes to the board Ted Salmon resigned as Chair of
Trustees, but has become Vice Charx Katharine St John-Brooks is now Chaw (appointed
October 2011). Patricia Smith, An Chi Chen and Edmund Kaye stood down as Trustees In
October and March respectively

Nicholas Mernman QC, was co-opted onto the board on 27" January 2011 and appointed 3"
October 2011. Anne Sullivan was co-opted on 7th December 2011

Trustees are recruited both from the members of the Chanty and from the wider local
community Trustees bring expenence in the public and voluntary sectors, management,
finance and care of older people Volunteers and service users are represented on the Board of
Trustees The Trustees meet at least six times a year and more frequently when necessary The
Board of Trustees has two sub-committees, finance and fundraising, which meet regularly
throughout the year In addition to this a group of Trustees has met regularly with Trustees of
Southwark Churches Care to consider partnership possibilities

The sub-committees work within agreed terms of reference and report to the Board of Trustees.
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Induction and training of Trustees
The induction programme for new Trustees includes:

written information on Dulwich Helpline's activities,

a meeting with the Chair and the Director,

a half day in the office to meet staff and ask questions,

an invitation to attend Dulwich Helpline's activities in the community,
- attendance, as an observer, at a Board of Trustees meeting

Information from the Southwark Trustees’ Network, which aims to educate and inform Trustees
about their responsibilities and rarse their understanding of good practice in governance, 1S
circulated to Trustees Training courses run by Community Action Southwark (formerly
Southwark Community Care Forum) and Southwark Council are open to all Trustees.

Staff
At the end of the year there were 2 full-time and 4 part-time staff -
Director - Barbara Scott, part-time

Project Co-ordinators:-

. Sandra Arnold, full-time
. Bethany Holttum, full-time
- Sue Yeomans, pari-time

Volunteer Co-ordinator - Jean Hedden, part-time

Administrator/fundraiser - Caroline Dunmall, part-time resigned October 2011
Estate support worker - Jackie Barber, part-time resigned August 2011
Bookkeeper - Michelle Sinclarr, part-time

Trustees wish to record therr thanks to all staff and recognise the contnibutions of Caroline
Dunmall and Jackie Barber to the organisation over a number of years.

2.  Trustees' Liability

The members (including the Trustees) of the company guarantee to contribute an amount not
exceeding £10 each to the assets of the charity in the event of winding up members accept the
same liability
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3. Objectives and Responsibilities

Summary of objectives

The principal object of Dulwich Helpline 1s to assist in the relief of need, hardship and distress
within areas of South London as determined by the Board of Trustees Since its inception
Dulwich Helpline has concentrated on meeting the needs of isolated and excluded older people

Vision

Dulwich Helpline's vision is an enrichment of the lecal community in which older people feel
respected, supported and a part of the Iife going on around them, a community which recognises
that older people can make a valuable contribution and in which people of all ages are enabled
to get to know and help one another

Mission statement

Dulwich Helphne aims to improve the quality of ife and help to prevent physical and mental
detencration of 1solated older people in south Southwark by running volunteer projects designed
to combat loneliness, provide emotional and practical support and enable older people to
continue to hive in their own homes

Core values
In practical terms, these objectives require Dulwich Helphne staff, working with volunteers, to

« provide 1solated older people with the practical and emotional support they need to
remain in their own homes, both in the long term and at times of crisis,

= Involve service users in the design and delivery of our services and, where
possible, encourage them to act as volunteers,

= Integrate service users into the wider community and local networks

4. Public Benefit

The Chanty Commission requires all charities to consider and report on public benefit Dulwich
Helpline, along with other chanties, has to show that aims and chantable activities are
demonstrably for the public benefit The level of detail reported should be proportionate to the
size and financial turnover of the Chanty

The activities of Dulwich Helpline demonstrate their public benefit by offering services to older
people (over the age of 60) iving within a defined geographical area Dulwich Helpline's services
are open to all People are assessed when they are referred or contact Dulwich Helpline If they
are interested In using our services and we can reasonably hope to assist them, we discuss the
range of services we can offer We recognise that for some people in order to benefit from our
services and to be assisted with the activities of normal life we may have to facilitate access by
providing transport

There 1s no restriction based on ability to pay, although many of our service users voluntanly
support Dulwich Helpline through donations and becoming part of the ‘Friends’ scheme Our
work 1n providing befnending, social groups, activities, assistance with travel, gardening and
household tasks helps to build resiience through facilitating access to activites Fnendships and
social contacts are fostered and developed Our work can serve to reduce service users'’
recourse to other, publicly funded, providers of health and social care
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Our volunteers also benefit as they recognise the value of their contribution to their community
We believe this activity builds a sense of community cohesion in the area, particularly the work
we do with local schools and the level of inter-generational contact we seek to promote

5. Safeguarding Adults

We take our responsibilities for safeguarding vulnerable adults very serniously An organisation
that works with older people must be aware of the possibility that some older people may
expenence abuse in some form Trustees, staff and volunteers are required to complete a
Cniminal Records Bureau check This gives us a measure of confidence that we have taken
reasonable measures 1o safeguard people in the first instance

When we have concerns, we work with our colleagues in the London Borough of Southwark,
asking for advice and guidance when it I1s appropnate to do so, always trying to involve the
vulnerable people in decisions about what should happen

6. Organisation of Work and Activities

Referrals come to Dulwich Helpline from a variety of sources, including professionals working in
the health and social care services, family and friends, and individuals themselves.

Each person referred 1s contacted and with their agreement an appointment i1s made to assess
them and to descnbe the range of services offered.

Each co-ordinator supperts a number of individual service users and 1s responsible for specific
activity and befriending groups The co-ordinators, In turn, preside at a weekly referral meeting
where new service users are allocated for assessment, user needs are discussed and service
users are matched with appropnate volunteers

To achieve its aims during 2011-12 Dulwich Helpline has undertaken a wide range of activities
related to the following areas of work -

the recruitment, training and ongoing support of volunteers
service delivery

fundraising

organisational development

All staff now participate in a range of admirustration, fundraising activities, the production of the
newsletter and any other activity which helps build a community which aims to alleviate
loneliness and social i1solation These activities are in addition to their core roles.

7. Delivery of Services
We provide friendly volunteer support for isolated older people aged over 60 We cover a small,

but densely populated, geographical area which 1s the southerly portion of the London Borough
of Southwark. Over the course of the year 410 people have used our services
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Our volunteers and services help to enable people to stay in their own homes The services we
are able to provide cover 5 broad areas -

 One-to one befriending

A volunteer visits someone regularly in their own home, for either a chat, or around a specific
task, such as reading to a blind person, assisting with carrespondence, or helping with
domestic administration

 Activity groups

We run a selection of groups In the local area, these include coffee mornings, chair-based
exercise, reading, computers, bridge etc See Appendix 1 for full list of groups offered this
year

» Hospital visiting

We have a regular volunteer who visits service users who are patients in King's College
Hospital

* Practical tasks

We can offer one-off practical help around the home. Our volunteers carry out a range of
tasks such as help with putting up shelves, changing hight bulbs, gardening and occasional
transport help

+ Inter-generational work with local schools

Our inter-generational schools groups bring together older people and school puplls around a
programme of activities to increase community cohesion For more information, see
Appendix 2

The delivery of Dulwich Helpline services reltes on volunteers and a small but committed staff
team Our co-ordinators, Sandra Arnold, Bethany Holttum and Sue Yeomans, assess new
service users, iIdentify the services that might be of value to them and give information about the
services they wish to use If we are unable to help, care Is taken to advise where alternative
help and advice can be obtained
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Case Study 1

| was introduced to Dulwich Helpline in 2003 after my husband had died A member of staff
suggested that | might hike to join the Reminiscence Group at Abbeyfield 1t was a delighttul
introduction to such nice and interesting people

| always look forward to my Wednesday mornings as 1t 1s so easy to discuss any subject and to
get to know different people.

Some time later | was asked to start up a ‘Listening to Music’ group which is still on every other
Fnday morming | am fortunate enough to have my husband’s collection of classical music CDs
and mine which are mostly songs from the shows and popular singers So over a cup of coffee
and a biscutt or two | can cater for most tastes

Now | can't forget the Singing Group! This was started thanks to the efforts of the Dulwich
Helpline team About 15 people each week wonder how we managed without gur Tuesday
mornings at Lew Evans House, singing so many well known songs (and sometimes something
new to us) introduced by our very much admired leader Sue at the plano (previously an opera
singer) So how lucky we are!!

I now lead the Reminiscence group each Wednesday | have the essential help of Winnie, a
service user, plus Hilary, a volunteer (I'm not up to date with modern technology — lap tops etc)
She 1s such a support to me and so caring for us all

We are also lucky that the Dulwich Picture Gallery has a big input to our group. We always enjoy
our visits there and then especially when they come with ‘hands on’' art projects for us and when
we find out who are the artistic ones amongst us!

All us service users of course would be lost without the volunteers who give up their ime to give
us lifts to these varnous activities and to whom we have the utmost respect and gratitude

Dulwich Helphne has a lot to be proud of — much more than | have mentioned Thank you to all
the staff

Kath
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Case Study 2

Mrs Foster (name changed) Joined us in October 2011, at the age of 86 Her son referred her to
us as she was recently widowed and felt isolated and lonely At the assessment, she seemed
very sad and tearful when talking about her new circumstances We discussed all of the
services Dulwich Helpline offers and she was keen to join in. She really enjoyed being with
other people and was very keen to be out and about as much as possible Straight away she
Joined one of our groups, she liked meeting everyone there and made some new frends She
also was Interested In having a regular befriending visit from a volunteer, and so after some
careful matching, | introduced her to Abigail (name changed) who visited her every week for a
chat over a cup of tea

Mrs Foster came to our Chnstmas Party Having only been with us for a couple of months, she
was worrnied that she wouldn’t know anyone there. | met her at the door and introduced her to a
table of people who she could sit with They made her feel welcome and she later called the
office to tell us how much she had enjoyed herself She came to the New Years Party in
January and aiso the Spring Party, after each, calling us to thank us for the wonderful time that
she'd had

It was at the Spring Party in March, that | noticed that she looked more frail and thinner than
before and she said she’d had a few health problems. | spoke to her son and he said she had
been quite ill, but she didn’t hke to discuss it She was not sure if she wanted to remain at home
on her own Following the death of her husband she felt increasingly isolated and unable to
cope with managing the family home.

Shortly after, in Apnl, Mrs Foster was admitted to Kings College Hospital after a fall at home

Her son called me and told me that they had decided together that the time had come for her to
go Into a care home She felt that she would be better being looked after and have other people
around He thanked us profusely for her short time with us and said that since joining us only a
few months previously, we really helped her go through a dificult time in her ife They were
both really grateful for the group, the veolunteer and all the social occasions she had enjoyed
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Case Study 3

When he retired, my father wanted to volunteer in a broad range of projects, one of which was
the Dulwich Helpline He enthusiastically engaged in fundraising, as well as drniving local
residents to and from activities they otherwise would not have been able to attend He
thoroughly enjoyed his expenences and the interaction with those whose hives he could enhance
through his services

The withdrawal of his driving licence due to Ill health diminished my father's ability to support the
Dulwich Helpline and would have negatively impacted upon his enjoyment of life had the staff
not stepped in to ensure he could continue to participate in his wide range of interests
Volunteers regularly arrnve at his house, patient and carnng, chatting to him, and taking him to
and from various activities, singing, music appreciation, Alzheimer’'s awareness group, and a
reminiscence group to name a few He relishes the interaction with his different drivers who
have become friends and an important part of his life In spite of becoming increasingly
debilitated due to Alzheimer’s, the Dulwich Helpline has created a link of human kindness to the
world beyond tus front door which punctuates his life and makes it worth living

Totally aware of the needs of the clientele it supports, a few weeks ago we were contacted by a
member of staff from Dulwich Helphne who suggested a fnendship visitor This is a new concept
for my father who had an introduction meeting with his friendship visitor last week which was a
great success He looks forward to regular meetings for an hour or so a week when they can
together walk his very scruffy dog, enjoy a cup of tea and conversation

Words cannot do justice to the gratitude my father as a recipient of volunteer services, and we
as his supporting family, feel

The team at Dulwich Helpline exceed our expectations, do their upmost to facilitate our requests,
and are patient in the extreme When we call there 1s always a joyous voice at the end of the
phone ready to help

This vital service in our community 1s to be treasured
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Case Study 4

Martin (name changed), one of our service users called to ask If Dulwich Helpline could find a
volunteer who could help to scan and print old photographs He was keen to complete the task
that had been started by his wife and was an important source of family history.

Once Martin had purchased a new computer a young volunteer went to help twice a week after
school Martin learnt how to use e-maul, how to scan and print old photos The photographs were
labelled and albums constructed and have been a real source of pleasure and discussion for
Martin, his family and the volunteer

Volunteers

We continue to be successful in recruiting volunteers and there were 330 active volunteers
during 2011-2012. This 1s largely due to the commitment and enthusiasm of Jean Hedden,
Volunteer Co-ordinator

Dulwich Helpline volunteers are the Iifeblood of the organisation and our work would be
Impossible without them We have a diverse and dedicated team of volunteers, who give, and
receive, a great deal from their volunteering We are deeply grateful to our volunteers for their
support across the whole range of activiies Volunteers have also helped in the office and led
some of the social groups

We also mamntamn hinks with other recruiting organisations such as Volunteer Centre Southwark
Talks are given to local organisations, and publicity leaflets are distrnibuted widely A
comprehensive volunteer pack is in place to provide on-going support to volunteers and staff are
always available to discuss any difficulties which may arise.

Our approach to the recruitment of volunteers 1s to offer individual, as opposed to group,

sessions for people interested in volunteering Over this year, we have had sufficient trained
volunteers to cover all areas of activity
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What volunteers do

Service

Befriending

Gardening

Transport

Groups and activities

Practical Help

Fundraising and Events

Office Help

Description

Volunteers regularly visit service users, on a one-to-one basis, to
offer frnendship and sociability to those who cannot easily get out

Our volunteer gardeners help our service users with light
gardening, cutting the lawn, weeding a flowerbed, or trmming the
hedge

Our transport volunteers provide Iifts to an older person, by car, to
help them keep appointments and maintain a social life

Staff and volunteers run groups for older people across our iocal
area These include; a reading group, reminiscence, and gentle
exercise Our drop-in groups also offer the opportunity for meeting
other people over light refreshments for sociability and
conversation

Volunteers assist with practical tasks including accompanying
someone on a shopping tnp, reading newspapers, books or
documents, and sorting out small scale household maintenance
e g changing light bulbs

An energetic group of fundraising volunteers 1s in charge of an
expanding programme of fundraising events Anne Sulhvan,
Trustee, leads this group They are supported by reliable
volunteers who help out at our regular fundrarsing events

Volunteers come into the offices and help out with administrative
tasks, to assist with the smooth running of the organisation.
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In order to replenish our supply of high quality volunteers, Dulwich Helphne has to maintain a
high profile in the local community Our Volunteer Co-ordinator, Jean Hedden, attended 13 local
events this year This increases the number of people who see maternal about our work and the
opportunities for volunteering These events have proved to be a useful source of new
volunteers Word of mouth 1s also an important way of recruiting new volunteers

Volunteer Statistics 2011-12
Number of volunteers over the whole year’ 330
Volunteers recruited 78
Volunteers left 62
Befriending volunteers, a subset of the total 83

Training for volunteers

All volunteers are invited to take part in free training sessions, specifically relevant to the needs
" of service users, to enhance their inherent skills and enable them to develop new ones, all of
which contribute to a greater confidence in and enjoyment of their volunteering role.

Training takes place on either a Saturday morning or as part of the Volunteers' ‘Get Together’
evening meeting and over the past year training has been offered in wheeichair handling,
understanding of dementia and Alzheimer's, a sensory deprivation workshop, first aid,
communicating effectively with people who are blind; communicating with people who are
hearing impaired, how to approach sensitively the difficult subject of bereavement, grief and
loss, and a volunteer forum was held for exchange of ideas and opinions on how to take
volunteerng provision forward

We have also had a visit from a group from Southwark Pensioners Centre offering a workshop
entitled ‘Over the Hill' investigating stereotypes and attitudes around old age and a performance
of a one woman show about sadness, humour and growing old ‘disgracefully’

The regular ‘Get Togethers'also offer the opportunity for our volunteers to socialise informally
and share experiences about their volunteering work, encouraging them to appreciate that they
are part of a wider ‘family’ of people, all supporting and enriching, in their various ways, the lives
of the elderly people In the local community )

' This 1s the total number of volunteers over the year, regardiess of when they joined or left us
Please note, this number does not include students whom we work with within their school,
which for 2011-12 amounts to around 60 students, over 4 schools
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Group evaluations

We consider that it 1s important to monitor and evaluate the progress of different groups and to
this end a new cycle of evaluation focus groups has been undertaken by Anne Sullivan, a former
volunteer, who has now become a trustee The findings of evaluations and subsequent actions |
were reported to Trustees |

Service user involvement

Service users, once they have gained confidence within the groups, often become ‘user-
volunteers’ through phoning other participants with the schedule of group meetings, helping with
refreshments or sharing and cascading particular skills acquired through a lifetime of experience,
be it drawing or music apprectation Other service users may become trustees or host groups in
theirr own homes

8. New Activities

This year we have maintained the level of core services delivered and we have expanded our
inter-generational work with schools We are hoping to improve the accuracy of our ‘tasks’
statistics, as we know we have much higher levels of activity than we report, because once
friendships are established and a routine 1s established, volunteers tend to forget to tell us all
they do In particular, we know that the number of journeys undertaken 1s under reported

As well as the incremental growth of our core activities we have aimed to be innovative and we

have sought new partners in order to draw in new service users and volunteers and to develop

new activities The greatest change for the staff and Trustees during 2011/12 has been our new
collaborative working with Southwark Churches Care We are also pleased to continue working

with our previous partners A full st of these can be found in Appendix 3

Dulwich Helpline Annual Report and Accounts 2011-12 Page 15 of 47




Dulwich Helpline
Annual Report and Accounts for the year ended 31 March 2012

9. Challenges

Securing future funding

The process of secunng funding from the London Borough of Southwark for 2012/13
(preparation took place in 2011/12) has been time consuming and complex We have worked
with other voluntary organisations to form a consortium to try to secure funding for the delivery of
services (see section 12)

Working with a smaller staff group

The resignation of two key members of staff towards the later part of the year was difficult We
have had to find volunteers to cover some of the Kingswood Estate group work formerly covered
by Jackie Barber Caroline Dunmall’s contnibution as administrator and local fundraiser was
notable and her departure has presented us with a different challenge Jean Hedden has taken
over the local fundraising and haising with the fundraising group and all staff have participated in
sharing the admirustrative load with help from some very loyal volunteers

We examined some areas of work and decided to change our approach

. The newsletter has been redesigned We're publishing more frequently and are
experimenting with shghtly different approaches

. Staff lead on some areas of work but participate in others

. Roles and responsibiities have become much more fluid

We are more than ever reliant on volunteers to deliver our services With just 4 full time
equivalent members of staff we rely on volunteers to do more and more

The average age of our service users i1s rising and whilst many of the service users are
extremely fit and active well into their 80s and 90s, some are not and expernence Ill health and
frailty The impact of declining health and mobility 1s greater 1solation and loneliness

We try to mitigate the effects of this by not only providing the opportunity to socialise, but by
facilitating this through varnious transport offers

We have also noticed over the past year that the referrals we receive are often for people who
have some degree of cognitive iImpairment Where we know someone over a long period of time
this 1s not a problem because volunteers and social clubs are established as part of the
architecture of their ives However where people are referred with moderate dementia, helping
them find a suitable befriender or a suitable social outlet 1s more challenging

10. Achievements

This has been an exciting year and we have met the challenges and worked well as an
integrated team We have

Assessed and offered services to a larger number of people

. Recruited and trained an increased number of volunteers

. Worked with Southwark Churches Care to contrast and compare working practices
and model the best way forward for the future

. Integrated two staff groups into a well functioning team
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. Expanded the number of inter-generational opportunities offered with schools to
older people In the area with the aim of improving inter-generational cohesion
. Worked with other voluntary sector partners to establish COPSIN (Consortium of

Older People's Services in Southwark). The purpose of this was both to secure
funding and to improve discretionary services for people in Southwark (more
Information in section 12)

» Sought new partners to help us iImprove the services we offer to people with
dementia (this 1s work In progress).

. Involved all staff in supporting community fundraising and in producing the |
newsletter

. Continued to maintain links with organisations who might extend or improve the

opportunities we offer

Increased the amount of transport we offer and the number of tasks undertaken
. Evaluated all of our social groups

Continued to progress involving service users within the groups to become ‘user-

volunteers’ through phoning other participants with the schedule of group

meetings, helping with refreshments or sharing and cascading particular skills

11. Negotiations for Closer Working with Southwark Churches Care

In late 2010 Dulwich Helphne initiated discussions with a number of local chanties with similar
aims to explore the potential for collaboration This was partly in response to encouragement
from the Chanty Commission and the London Borough of Southwark for small charities to work
together or merge and partly to see If cost savings could be realised It quickly became clear that
the best potential lay in closer working with Southwark Churches Care (SCC), another
befriending charnty working with older people in Southwark

Discussions which began late in 2010 progressed in 2011 when Adrian Greenwood took up his
position as the new Chairman at SCC Dunng the summer of 2011, both Trustee bodies agreed
that SCC staff would move into the Dulwich Helpline offices in Dulwich Community Hospital to
facilitate collaborative working and provide cost savings for both charties Trustees and staff !
held a series of meetings to discuss how we would co-operate and the practicalities of both

charnties sharing premises

In September 2011, Barbara Scott, Director of Dulwich Helplhne, took over the management of
SCC staff and in October they left their offices in Brandon Baptist Church and moved into the
Dulwich Helpline office. Joint working began in earnest and most staff moved offices to make the
best use of space.

Joint referral and team meetings began immediately and we gradually adjusted our working
practices to work in the most effective way and realise efficiencies A combined newsletter was
published which was sent to everyone involved with each charnty Both trustees and staff have
worked well together and there has been a great willingness to solve problems as they arise

The move to collaborative working was always looked on as a first step towards a possible

merger and it gradually became apparent that a full merger would allow further cost efficiencies |
to be made Within the period of this report, trustees of both charities therefore took the decision

to take steps to move towards full merger
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12. Consortium of Older People’s Services in Southwark - COPSIN

A key partnership forged to improve what voluntary organisations can offer to the public came

about as a response to the changed commissioning arrangements Southwark Pensioners

Centre, Dulwich Helphne, Southwark Churches Care and the Peckham Settlement made a bid

for Innovation funding to support a further facilitated bid for the provision of all Discretionary

Services We were joined later in this bid by Blackfnars Settlement, Time and Talents, Age UK |
Lewisham and Southwark and the Alzheimer’'s Society.

Between us we wished to provide

information, access and advice
. wellbeing planning
* befriending and associated activities

These closer links have many advantages for cross referral, maximising training opportunities
and sharnng inteligence Our bid was largely successful in respect of befriending but we have
new market entrants for some of the provision of information, access and advice as well as the
other Southwark partners mentioned above

13. Organisational Developments

The collaborative working with Southwark Churches Care has gone well and the teams have
work in partnership to introduce a model of shared service response We have considered the
different areas outlined below as prionties for action -

e Database
In the process of comparing the databases of both organisations we have decided that the
SCC database 1s not a tool that easily facilitates the production of statistics or is able to
profile the caseload in a very user-friendly way During this ime we have endeavoured to
produce data about the service users as they are during 2011/12 and to think about what we
need Iin a new database

¢ Process mapping
Over the course of our collaboration we have examined, by means of process mapping
techniques, the most streamlined method of handling referrals and providing a service and
revised our processes accordingly

e Sharing space and reducing overheads
A beneht of Southwark Churches Care staff sharing office space with colleagues in Dulwich
Helpline has been to reduce the cost of accommodation for both orgamisations

* New telephone system
We have used the transition grant we received from the London Borough of Southwark to
upgrade our telephone system and as a result of this we are answering more calls and
deahng with more enquiries rather than picking up messages from the answer phone
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Throughout the year we have improved a number of our internal systems, in order to streamline
our communications, and made good progress In assurning the qualty of our operations

= All staff had appraisals and supervision.

= All staff undertook some training or development

=  We mproved the accessibihity of our financial reporting for trustees by showing
trends over time.

= We continue to communicate with volunteers, service users and a wider audience
through more frequent circulation of our newsletter, now produced by all staff with
help from a group of volunteers

=  We held a successful joint trustees strategic discussion facilitated by Peter
Gluckman, an independent consultant

»  We used PQASSO to look across DH and SCC in order to identify an action plan
to priontise where we needed to harmonise our orgamsational procedures

14. Fundraising

Despite continuing challenging economic conditions, the community fundraising has gone
extremely well with our own events being well attended and extremely enjoyable Other local
groups also hold events far our benefit and our total iIncome from the local community was over
£71,000 We are so grateful to everybody who has shown support for our work in a very real and
tangible way Our geographic area abounds with many different kinds of organisations, clubs
and societies and many of these have given their support this year, which we greatly appreciate

We hope to go on strengthening and building links and always welcome heanng from anyone
with fundraising ideas

Dunng 2011-12 several fundraising events took place, some organised by us and some on our
behalf, including
April James Allen’'s Community Orchestra (JACO) continued our

partnership and gave another concert for us

London Marathon. James Godber, one of the Dulwich Runners, ran to raise
funds for us

May Dulwich Festival, Goose Green Fair, our stall included information as well
as raising money from plant sales

June The Rotary Club of Dulwich & Peckham again invited us to take part in their
annual prize draw

Our own Dulwich Garden Safari — an exploration of five beautiful private
gardens, 1s an annual major fundraising event

September James Allen Community Orchestra, gave another concert for us

Our own Sunset Soiree, an event with music, wine and canapés in an
outstanding garden, raised money through ticket and drinks sales
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October Dulwich Helpline was nominated Samnsbury’s Charnty of the year (Dog
Kennel Hill Branch) and the first of a number of collections was held

November An |llustrated talk by local histonan and author, Bnan Green, was held at
Dulwich Picture Gallery, raising money from ticket sales

December A further collection was held at Sainsbury’s at Dog Kennel Hill, along with
help with packing customers bags for a donation, on the 18™, 20th, 21st and
22" December

February A poetry evening was held at the Chapel in Dulwich Village in aid of
Dulwich Helpline.

Another collection was held at Sainsbury’'s Dog Kennel Hill branch.

March Dulwich Books held an event for the benefit of Dulwich Helpline, as part of
their book festival

A Jazz Evening with young performers from local schools raised funds

The Friends Scheme

We are very lucky in having a number of individuals (105) who contnbute to our ‘Friends’
scheme and we are aiming to recruit 500 friends within the next five years These Friends
support us by making donations by standing order Having a regular source of income on which
we can rely 1s very helpful for planning ahead

Review of Fundraising Activities

We had a successful year in generating income Total income for the year was just over
£230,000 This was more than we had anticipated and reflects successful applications for grants
made to new and existing funders. We had donations from 12 trusts, including 3 first-time
donors The income also reflects the success of local fundraising and we are grateful to
individual donors and local organisations who support Dulwich Helpline so generously Income
from fundraising and donations from the local community was over £48,000.

As In previous years, the largest proportion of Dulwich Helpline funding came from Southwark
Social Care and Health just under £89,000 which represents 39% of total income. As any
income from the London Borough of Southwark 1s predicated on Dulwich Helpline providing a
service against a specification we have to ensure our performance Is at the level set out in the
contract.

For 2012-13, we already have income promised of some £83,000 from charntable trusts In
addition we aim to raise some £74,000 from the local community and our own fundraising
activities This still leaves a considerable shortfall

15. Performance

We believe we are providing a useful service to older people and the opportunities we provide
make a significant contribution to helping people stay in touch with their communities and
reducing their 1solation There I1s a growing body of evidence which suggests ongoing social
contact helps to maintain independence and significantly contnibutes to good mental health  All
our services are outreach, bullding stronger communities through partnership with sheltered
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housing schemes, local schools, GP surgenes and other local community groups and
organisations We are increasingly working with local schools, thereby promoting inter-
generational contact See Appendix 2 for a report on our inter-generational work throughout the
year

Our volunteers enable service users to be in contact with local people, to attend local shops,
restaurants/pubs, events, and to travel to appointments The groups that we run enable service
users to keep contact and develop fnendships with one another on a regular basis Group
members enjoy occasional outings and provide support for each other if someone 1s unwell

Statistical analysis and profile of our service users and volunteers

The number of service users registered on our database has nsen over this year from 386 in
2010/11 to 410.1n 2011/12 Over this year, 45 service users left the organisation, compared to 42
last year These include a number of deaths, 28 this year as compared to 30 last year We do
not record why people leave for other reasons, such as moving into care homes, with family or
away from the area

There 1s of course a difference between the total number of people we help over the course of
the year and the numbers on the database when we calculate the number of actual service
users at the end of the financial year We want to expand incrementally year by year if possible,
whilst preserving the quality of the services we offer

Who are our service users?
The graphs below are based on the total number of service users (410 people) over the year,
regardless of when they joined or left us.

Gender As with previous years, we continue to have a predominantly female service user
group, with approximately 79% female to 21% male

Age The graph below shows the age of our service users

As at 315 March 2012, we had 374 active service users, 3 of whom were under 60, 34 in therr
60’s, 84 1n their 70’s, 174 in their 80’s, 62 1n their 90's and there were 2 people aged 100 or over
There were 15 people whose date of birth was not recorded The average age at 31* March
2012 was 82, compared to 81 the previous year

Service User Age at 31st March 2012
1%

—‘ 4% 10z

17% 9%

& No DoB recorded
@ 55-59
0 60-69
000y 070-79
W 80-89
a0 90-99
l 100 or over ]

46%
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Disabilty We have a fairly steady number of service users who identify themselves as having a
disability, some 20% However, this question i1s only asked at the point of assessment, so If a
person later became disabled, this might not be recorded This number has remained constant
for the last 3 years

Ethnicity  Our ethnicity recording requires further work There are significant recording and
reporting 1ssues contained tn the data and we know that our figures are inaccurate

We currently have a default setting of ‘White-British’ on our database and this 1s not altered
almost 50% of the time which skews the figures given The graph below sphts the ‘White-British’
category into those which remained on the default setting and those which were selected as
‘White-British’ from the multiple choice option

Of the information given in the report, 9% are identified as ‘Black’ (the total of the 3 ‘Black’ sub-
categones), 85% are identified as ‘White' (from the 4 sub-categones, including the default
setting) and the remaining 6% are all of the other categones combined

For the ease of reading the graph below, some of the categories have been combined, and
those with a nil figure have been excluded

Ethnicity of Service Users

Asian or asian Bntish - indian or
Pakistam

Black or black Bntish - Afncan

O Black or black Bntish - Any other
black background

O Black or black Bntish - Canbbean

Chirese or other ethnic - Chinese

Cypnot - BnbshvGreek/Turkish

W Mixed - any other mixed

i background
49% O Not stated

® Cther

& Winte - any other white background

QO White - Insh

B White - Bntish - chosen setting

B White - Bntish - DEFALULT

We have a total of 22 ethnicity categories in our database system (see below) which 1s not the
accepted method of ethnicity profiing The accepted ‘16+7'method, as adopted by civil
services, emergency services, NHS and local authonties in 2003, 1s so0 named for the 16
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classifications of ethnicity plus one category tor 'not stated” We plan to make appropriate
changes when we acquire a new database

The full st of Dulwich Helpline categories:-

Ethnic groups

» Asian or Asian British - Bangladeshi =  Cypnot - Greek

« Asian or Asian Bntish - Indian =  Cypriot - Turkish

= Asian or Asian British - Pakistani = Mixed - any other mixed background
* Asian or Asian British - Sn Lankan = Mixed - White & Asian

= Asian or Asian British - West Indian - «  Mixed - White & black African

» Black or black British - African «  Mixed - White & black Carbbean

= Black or black British - Any other black background = Not stated

= Black or black British - Canbbean =  Other

= Chinese or other ethnic - Any other ethnic group =  White - any other white background
» Chinese or other ethnic - Chinese =  White - British

«  Cypriot - British =  White - Insh

Who are our volunteers?
Anyone over 16 years old can volunteer for us, subject to a successful Cnminal Records Bureau
(CRB) check, and references. This year, we had 330 active volunteers over the year.

Gender As with the service users, we continue to have a predominantly female volunteer base,
with 77% of volunteers being female.

Age We have 34 volunteers whose date of birth 1s not recorded However, of those with a date
of birth recorded, 26% of them are over 60, and are old enough to become service users This
year, we have seen a nse in young volunteers, particularly those in the school sixth forms, 23%
of those with recorded dates of birth are under 20, although it 1s unclear how many of these are
still at school This number does not include those we work with In the groups held within the
tocal schools, which this year accounted for approximately an extra 50 students

Volunteer Ages at 31st March 2012

No DoB recorded
& over 80

9% 070-79

060-69

o 50-59

40-49

13% E 30-39

0o 20-29

E urder 20
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Disability Unlike with our service users, we currently do not ask our volunteers whether they
consider themselves disabled This 1s something we may consider introducing

Ethnicity According to our database records, 89% of our volunteers are ‘White - British’,
although we know this I1s inaccurate This 1s mainly due, as outhined above, to a simitar default
setting on our database, which does not always get updated as new records are added The
same ethnicity categories are used as for service users and so again, this 1s not based on the
standard ‘16+1’ method of ethnicity recording

Ethnicity of Volunteers

or (0% o,
1%= "% 2% 0% Biack (including black Brtish, Afncan,

3%\ ) lQ\ ) " 4% Canbbean or other black background)

White - Bntish

1% —_4

O Mixed - White & Black

o White - any other white background

White - Insh

& Asian or Asian Bntish

Not stated

o Other

89%

Where do our referrals come from?
Our referrals come through in vanous ways GP surgenies, health workers, social services,
family, fnends, and neighbours, or simply people caliing us themselves

The graphs below show our referrals over the year, by referral source, and are grouped into
those we were able to help, and those we weren’t, with reasons why

The first graph 1s a representation of all of the new referrals (including re-referrals) we
successfully helped over the year (total number 83). The second 1s the group we received, by
source, that we were unable to help, were non-responsive to our offer of services, or were
referred to us inappropnately, for instance, for a service we do not offer, or a referral for
someone who does not want a service (total number 29)
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Breakdown of Sources for Referral Category "Helped".
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Explanations -

* The ‘Dulwich Helphne’ category shows referrals from people within the organtsation,

such as volunteers referring fnends and neighbours as potential service users

The ‘existing’ category 1s for current service users who have come back to ask for a

new or change Iin service, for instance, If a volunteer befriender leaves us and the user
would like a new volunteer

Breakdown of Category Sources (excluding "Helped")
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A Statistical Breakdown of our work in 2011-12: -

Number of tasks for service users completed by volunteers c 2322
Number of groups offered over the year ° 22
Number of meetings of groups in total ? 436
Number of attendances at groups in total ° 3690
Average number of group attendance per group, per meeting ° 85

2 Although some work has progressed on this, we are still aware that this number does not
represent the full extent of tasks being undertaken by Dulwich Helpline This number does not
include the ‘focused befnending’ relationships which may be task-based One cause of
underreporting I1s volunteers undertaking tasks as part of an ongoing relationship and not
informing us Histonically another problem was around group transport tasks being
undercounted, which 18 now being addressed

3 The number of groups has remained steady, although specific groups may end after a specific
penod Our ‘Art Appreciation’ Group closed in August 2010 Our inter-generational groups
remain strong but change year on year |n September 2010 we started a new ‘oral history’
group at Kingsdale School, and new computer groups in early 2011 at both Kingsdale and
Charter schools In September 2011 these grew to ‘oral history’ groups being offered with 3
schools — Kingsdale, Dulwich College and JAGS and the computer groups being offered at 2
schools — Charter and JAGS

* The number of meetings rose slightly this year as the adverse weather was less of a problem
than previously. The new groups Iin schools meet each year only Sept-March and only in term
time, making the annual number for these much lower than with our other groups

% The number of attendances I1s interesting as It could easily be the same people attending many
groups as this is not cross-referenced. This number rose this year because new groups in more
schools were offered, which attracted both new people, and also people from our other groups to
join in as well

¢ The average attendance for groups grew this year, which 1s encouraging. The companson to
last year does show however, how fragile the attendance figures are, due to illness, weather
condihions and inability to attend groups, as well as people leaving us The number of people
attending each group this year vaned from 30 (Kingswood Drop-In) to several groups
expernencing numbers as low as 3, some several times (Abbeyfield Reminiscence (twice), Book
club, Yoga, Brnidge (three times), and Paxton Green Drop-in
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16. Financial Review

Our total expenditure for the year was just over £213,000 and, with a total iIncome of £230,000
we have been able to increase our reserves by over £17,000 (to over £184,000) We feel that
this 1s prudent as the outlook beyond 2012-13 1s unpredictable Dulwich Helpline has always
depended on substantial funding from Southwark Social Care and Health

NHS Southwark i1s undertaking a pre-consuitation exercise, to be followed by a consultation on
the future of health services in the Dulwich area, including the future of the Community Hospital
site in East Dulwich Grove At present, Dulwich Helpline rents premises within the hospital at a
favourable annual rent If Dulwich Helpline had to move from these premises it seems unhkely
that suitable alternative work space could be found at a comparable rent For both of these
reasons, the Trustees have decided that our reserves should be set at a level that wouid allow
Dulwich Helpline to continue to operate at its current level of activity while options for operating
at a lower level of activity were explored (See next section )

The largest share of Dulwich Helpline expenditure is the payment of the staff who co-ordinate all
activities Our staff are paid according to local authonty scales for staff carrying out comparable
duties We have also undertaken some scenario planning with staff and trustees to try to
determine the options available if funding were to fall substantally

We have maximised the savings we can make by sharing premises and the chief officer with
Southwark Churches Care and we have reduced the number of staff employed

17. Reserves Policy

Dulwich Helphne needs to carry a sufficient reserve to maintain a reasonable level of service to
service users (which requires the continued employment of members of staff) in the event of a
gap In the provision of iIncome or an unforeseen nse in expenditure (It often takes time for trusts
to respond to requests, and payments of grants do not necessarnly follow Dulwich Helpline’s
financial year. An example of an increase in expenditure would be the need to find new, more
expensive accommodation )

We also need sufficient funds to meet our legal obligations to staff in the event of termination of
employment, to meet any ex-gratia payment approved by the Trustees, and to fund temporary
staff in the absence of permanent staff (e g as a result of maternity or long-term sick leave)

Our onginal policy was that reserves should be at a level of between three and six months’
recurrent expenditure Responding to the increased nsk of having to find new, more expensive,
accommodation, the Trustees felt that reserves should be increased to a level that would permit
three to six months normal operations while alternatives were explored. In addition there should
then be sufficient to fund an orderly wind up of Dulwich Helpline A rough estimate of the cost of
redundancy payments to staff plus legal costs of winding up Dulwich Helpline 1s £50,000. At
current levels of expenditure the reserves therefore need to be maintained between £107,000
and £160,000. At the year end the chanty held free reserves (unrestncted funds) of £184,000
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