* OUR VALUES *

Assist Teignbridge, The Manor House, Old Town Street, Dawlish EX7 9AW. Registered Charity number 1154936.

Assist Teignbridge – Trustees’ Report
The Trustees of the CIO Assist Teignbridge present their annual report and financial statements of the
charity for the year ended 31 March 2020. The financial statements have been prepared in accordance
with the accounting policies set out in note 2 to the accounts and comply with the charity’s constitution,
the Charities Act 2011 and Accounting and Reporting by Charities: Statement of Recommended Practice
applicable to charities preparing their accounts in accordance with the Financial Reporting Standard 102.
CHAIR’S FOREWORD
While it is apparent that we are entering a very challenging period due to Covid-19, the timing of the
lockdown was such that it did not in fact have any impact on the year’s accounts.
Along with many other organisations in the voluntary sector, we have struggled to obtain sufficient funding
to cover our volunteer services in a very difficult financial climate and have recorded a small loss this year.
It is clear that there is still a strong ongoing demand for the services we provide, so we are fortunate to
have sufficient reserves to support this work. We continue to be well placed financially to meet this need.
This year’s accounts show that our paid-for services also recorded a small operating loss, although a very
generous bequest from a local resident turned this into a substantial surplus. While our overall financial
situation remains sound, there will be a continuing need to make some difficult decisions in the coming
year to cope with the effects of the pandemic and other challenges that will no doubt lie ahead. We are,
however, very fortunate in having such a hard-working and dedicated team of staff that provides effective
and much-appreciated services to our clients.
During the course of the year, we were very sorry to lose the services of Linda Petherick, who had been
with us as a Trustee for seven years. Sadly, both John and Tracey Martin, who were appointed Trustees at
last year’s Annual General Meeting, also decided to move on. I would like to express my warm
appreciation of the contribution they all made to the management of the organisation and wish them well
for the future.
While we have welcomed four new members of care staff during the year, we have also said goodbye to
two: Anthony Butler, who left after being with us for a year, and Ann Streeter, who has retired after
working for us for sixteen years. We thank them both for their service, and wish Ann a long and happy
retirement.
In commending this report to you, as in previous years you will see the wide range of activities that Assist
Teignbridge is engaged in for the benefit of local people. We are justifiably proud of the assistance given
to the community through the Volunteer Centre and Outreach Benefits provision, Assist Caring, Assist
Home Help and Assist Nail Trimming services. We rely very heavily on the commitment and
professionalism of our staff. However, there is still much we could not do without the valuable assistance
of our volunteers. I am very pleased that, as before, we were able to recognise those volunteers who have
provided outstanding service over the course of the year by the presentation of certificates at our Annual
Reception.
I also wish to express my warm thanks to my fellow Trustees, all our volunteers, sitters, home helps, foot
care practitioners and, not least, our office staff for their hard work and commitment. The vital work we
carry out ensures this charity succeeds in fulfilling its aims and objectives for the public benefit. We are
most fortunate to have such a strong and dedicated team, where all play an important and valued part,
characterised by professionalism and kindness towards our many clients and the local community.
We will face new challenges and, no doubt, a heavy workload in the year ahead. I am sure that, as in the
past, we will be able to demonstrate flexibility in the way these challenges are tackled and that we will
continue to do so with good humour, enthusiasm and commitment.
Robin Buchanan

OBJECTIVES & ACTIVITIES
The aims and objectives of Assist Teignbridge are:
•

To promote, encourage and support volunteering.

•

To provide relief to those in need in the Teignbridge area by reason of age, ill-health, disability, or
caring responsibilities.

The main activities undertaken by Assist Teignbridge to carry out its charitable purposes for the public
benefit are the provision of:Free services:
•

Assist Volunteer Centre – promotes volunteering and supports volunteers; and

•

Assist Community Support – provides information, advice, and a range of support services
delivered by volunteers to elderly people and others in need in the local community.

Charged-for services:
•

Assist Caring – a sitting & home care service to support individuals and enable carers to have a
break. Our trained staff provide companionship, enabling, and personal care;

•

Assist Home Help – for those who struggle to manage routine household tasks; and

•

Assist Nail Trimming – trained practitioners provide treatments at home or in a clinic at The Manor
House, for those unable to manage their own footcare.

The Trustees confirm that they have referred to the guidance in the Charity Commission’s general guidance
on Public Benefit when reviewing the charity’s aims and objectives, and in planning activities.
The organisation is registered with the Care Quality Commission (CQC) for the provision of personal care
and was inspected most recently in June 2018. It was found to be meeting CQC National Standards and its
overall rating is “Good”.
ACHIEVEMENTS & PERFORMANCE
Notable achievements this year include:
•

Almost 4,200 recorded hours of volunteering by our Community Volunteers;

•

Over 4,700 hours support provided for carers and individuals by our trained sitting staff;

•

Over 4,400 hours of practical help provided by our home helps;

•

Over 1,400 nail treatments provided by our qualified nail practitioners.

Our Community Volunteers continue to provide direct support to many in the local community as well as
helping the charity in the office and at fundraising events; we are immensely grateful for all they do. We
request that hours provided are reported to us by email on a monthly basis, enabling us to maintain
accurate digital records, but it is still likely that actual volunteer hours provided are higher than those
reported. In the year, our volunteers reported providing 4,199 hours supporting the charity and the
community, and this is an increase of 11% over the previous year.
The Home Help service has continued to grow with an 11% increase in hours provided over the previous
year, although the number of clients supported each month (53) fell slightly. Compared with last year, day
hours provided by Assist Caring have reduced significantly but the nights in attendance have increased;
overall, the volume reduction for the service was just 7% and 30 clients accessed the service on a regular
basis. There has been a very slight reduction in numbers of treatments provided by the Nails service, but
we continue to support over 220 individuals with nail trimming.

We employ care workers to provide our charged-for services and ensure they are properly trained,
supervised and supported. We are committed to keeping our services affordable and set our fees as low as
possible while covering our costs. If people in need cannot afford our fees then we have trained volunteers
who can check that the individual is receiving all the benefits to which they are entitled. We can also
signpost to other sources of support and refer on to other agencies.
The individual service reports and financial accounts that follow this report give full details of the activities
undertaken in 2019/2020 and the outcomes achieved in promoting volunteering, supporting volunteers,
and improving the health and wellbeing of those in need in the community. The reports include extracts
from service users’ completed questionnaires, and detail the difference the charity’s work has made to
those individuals’ circumstances.
GOVERNANCE & MANAGEMENT
Assist Teignbridge is a Charitable Incorporated Organisation registered with the Charity Commission in
England & Wales, number 1154936. Its governing document is its Constitution dated 20 November 2013.
Its principal office is The Manor House, Old Town Street, Dawlish EX7 9AW, and its main bank account is
with the Co-operative Bank plc.
Under the Constitution it has a membership of individuals and organisations, open to anyone wishing to
further the purposes of the CIO, and is managed by a Board of Trustees. A Trustee can be elected at the
AGM, appointed by other Trustees, or nominated by Dawlish Town Council. There must be no fewer than
three elected Trustees and no more than one nominated Trustee. At each AGM one third of the Board
retires by rotation and is eligible for re-appointment. A Trustee appointed by other Trustees retires at the
following AGM and is then eligible for election. The Trustees appoint their own Chairman.
There is no nominated Trustee. Elected Trustees serving during the year and since the year end were:
Robin Buchanan (Chair)
Graham Carey
Lynn Cavill (retires by rotation)
Linda Petherick (resigned June 2019)
Tracey Martin (resigned March 2020)

Francis Bourke (Vice Chair)
John Petherick
Sue Hill (retires by rotation)
John Martin (resigned March 2020)

Trustees are recruited from our supporters and the local community with the aim of broadening the skills
of the Board. New trustees meet the office team and are briefed on their legal obligations under charity
law, the Charity Commission guidance on public benefit, the Constitution, and the charity’s activities and
services and recent financial performance. Trustees meet a minimum of 5 times a year.
Day-to-day management of the charity is delegated to Shirley Fewings MBE, the Registered Manager.
Trustees’ responsibilities in relation to the financial statements
The charity Trustees are responsible for preparing a Trustees’ annual report and financial statements in
accordance with applicable law and United Kingdom Accounting Standards (United Kingdom Generally
Accepted Accounting Practice). In preparing the financial statements, the Trustees are required to:
• select suitable accounting policies and then apply them consistently;
• observe the methods and principles in the applicable Charities SORP;
• make judgements and estimates that are reasonable and prudent;
• state whether applicable accounting standards have been followed, subject to any material
departures disclosed and explained in the financial statements;
• prepare the financial statements on the going concern basis unless it is inappropriate to presume
that the charity will continue in business.
The Trustees are responsible for keeping proper accounting records that disclose with reasonable accuracy
at any time the financial position of the charity and to enable them to ensure that the financial statements
comply with the Charities Act 2011, the applicable Charities (Accounts and Reports) Regulations, and the
charity’s Constitution. They are also responsible for safeguarding the assets of the charity, maintaining the

integrity of the charity and financial information included on the charity’s website, and taking reasonable
steps for the prevention and detection of fraud and other irregularities.
FINANCIAL REVIEW
The Volunteer Centre, with its free Community Support services delivered by volunteers, is reliant on the
receipt of grant aid, donations and monies from fund-raising activities to cover its costs. We have
continued to be supported by Devon County and Dawlish Town Councils, and individual councillors. We
have also benefited from substantial donations but our fund-raising income was lower this year, resulting
in a deficit of £3,230.
The Charged-for services recorded a substantial surplus, £72,853, due to the receipt of a bequest in the
sum of £74,933 from a local resident. But last year there was a small operating loss of £2,080; this arose
because costs had increased while the Trustees had kept the fees for services at the 2018 level. Direct
costs are rising again with the increase in the National Living Wage, and there has been a sharp increase in
our regulatory charge from the Care Quality Commission (CQC). These additional costs have forced the
Trustees to increase fees going forward with effect from April 2020.
The bequest from Miss Walker is a considerable boost to the charity’s reserves and ensures that we start
2020/21 with a solid financial base on which to build. However, a portion of the reserves must be
earmarked to provide for the costs of statutory redundancy should the charity cease trading in the future,
and this portion is shown below as “Designated Funds”. The remaining Unrestricted Funds are known as
Free Reserves and can be applied by the Trustees to any of the charity’s activities. Free Reserves now total
£137,543 which more than meets our aim of maintaining reserves to cover a year’s activity in all services.
The total reserves of the organisation now stand at £170,721 as follows:

Restricted Funds
Designated Funds
Free reserves
Total Funds

VC
£ 500
£ 3,797
£23,277

CS
£28,881
£114,266

Total
£
500
£ 32,678
£137,543

----------------

----------------

------------------

£27,574

£143,147

£170,721

----------------

----------------

------------------

Future Plans
For 2020/21 we have received continuation funding from Devon County Council, and anticipate further
financial support from Dawlish Town Council. We are very grateful to both Councils for their ongoing
support. We work closely with other local charities and organisations for the good of the communities we
serve; we will continue to do so, exploring the potential for reducing costs and duplication of effort
through the sharing of good practice and resources.
The effects of the Covid-19 pandemic started to be felt in March 2020, but we have continued to provide
services throughout the lockdown to support our most vulnerable clients. In addition, we have been
pleased to work alongside Dawlish Town Council and other local organisations as part of the Helping
Dawlish Initiative.
Signed on behalf of the Board of Trustees

Robin Buchanan
Robin Buchanan (Chair)

2 July 2020

Assist Teignbridge Manager’s Report
Assist Teignbridge is an award-winning charity (No. 1154936) based in Dawlish. As our name suggests, we
are “here to help” and by focusing on a few fundamental values, we’ve established a reputation for being
highly professional, ethical, respectful and punctual, yet very friendly, flexible, kind and willing to go the
extra mile, every time.
Our primary focus is on providing affordable (and some free) support at home to the elderly, those living
with dementia, other vulnerable people, and their carers. We achieve this by providing a range of support
to include:
•
•
•
•
•
•
•
•

Practical help around the home
Giving carers a break – during the day and overnight
Providing some personal care services, such as nail trimming
Providing companionship
Helping people get to and from appointments and social meetings
Providing information and advice
Raising funds to supplement the grants we receive, to enable us to help as many people as possible
Promoting volunteering, and recruiting and training volunteers.

Year on year we are seeing an increase in the complexities of service users’ needs and the difficulties they
present; this can be quite challenging for all involved. One of the fundamental qualities that our staff and
volunteers consistently show is that they want to achieve the best for those they support and in so doing
will go the extra mile, going above and beyond. I am immensely proud of our team. They provide an
unfailingly outstanding service, the beneficial effects of which are reflected throughout this Annual Report.
How we do it:
We strongly believe in person-centred care and for us that means putting the person’s needs first and
trying to deliver a service that meets their needs, either through our own organisation, by signposting, or
supporting service users to access the most appropriate service. We recognise that what is of significance
to one person may be unnecessary or even undesirable to another, which is why a home assessment – to
discuss and understand each person’s needs and the outcome they’d like to achieve – is so important.
We pride ourselves on being adaptable and responsive to changing needs. Through all our actions it is our
belief that people should be treated with dignity, compassion, and respect. We also recognise that we
should support people to recognise their own abilities and strengths and that we should enable them as
much as possible to live independent and fulfilling lives.
We acknowledge that people may face additional challenges, such as where they live, health conditions,
disabilities, caring responsibilities or mental health wellbeing, which is why it is important that we have
strong connections with other organisations to ensure people are supported appropriately.
While many older people continue to play an active part in their community, problems with mobility, vision
and memory can make accessing the local community rather challenging. We want to support people to
lead independent lives and continue participating in their local community. This also includes adopting
approaches that will enable people living with dementia to remain active in their communities.
Personnel:
We have 4 members of staff who are office-based and one member of office staff who works from home.
We employ 19 part-time care staff, and at 31 March 2020 we had 87 volunteers. I am very grateful to them
all for their hard work in enabling the charity to successfully deliver services and support to so many in the
local community.

Assist Teignbridge Organisational structure

TRUSTEES
(Volunteers)

SECRETARY/TREASURER
(576 annual hours)
MANAGER
(Full time)

ASSIST CARING and
ASSIST HOME HELP
CO-ORDINATOR
(15 hrs per week)

VOLUNTEER
CO-ORDINATOR
(25 hrs per week)

ADMINISTRATOR
and NAIL SERVICE
CO-ORDINATOR
(19 hrs per week)

CARE STAFF:
Sitters
Home Helps
Nail Practitioners

Community
Volunteers

Blue Sky Day:
The Manor House had to be closed on Tuesday 22 October 2019 due to electricity works being carried out
in the near vicinity. The trustees decided this was an opportunity to have an “away day”, with a small
group of people consisting of trustees, volunteers, office staff, outreach workers and representatives from
other local organisations, to come together to undertake a SWOT analysis, the results of which would be
fed into our organisation’s strategy planning. A SWOT analysis is a study to identify the organisation’s
internal strengths and weaknesses, as well as its external opportunities and threats, and everyone
contributed their thoughts and ideas. It proved to be very beneficial and was positively received by all
involved.
Networking:
We continue to network with local organisations and attend regular forums and meetings to share
information and raise awareness of services. Having a wide knowledge of the help and services available in
the local community is essential for our role in signposting. It can be challenging at times as everyone is
working so hard but we try to make sure we support each other as much as we can.
Coronavirus pandemic:
Although the pandemic had started before the end of the year, it did not really impact on our final month’s
provision so little reference is made to it in this report. The true impact will only be clear in the coming
weeks and months; its effects on us and the community we serve will be reported fully next year.
Shirley Fewings MBE
Registered Manager

Charged-for services: Assist Caring & Assist Home Help

Facts and Figures
4704 hours were provided through Assist Caring, a reduction of 7%. These comprise:
3975 day hours - 13% fewer than the previous year, due to a significant reduction in Private
hours. But we have seen a large increase in Adult Social Care commissioned day hours with
796 hours being provided this year, compared with just 9 in the previous year.
And 81 nights ( = 729 hours) of overnight care - up from 54 last year.

4417 hours of Assist Home Help support were provided, an increase of 11%.
Overall:
9,121 service hours were provided, a small increase over the previous year, and the number
of clients using our services on a regular basis increased to 79.

For Assist Caring and Assist Home Help, providing a free home assessment is a necessary part of planning a
personalised service for the client. A priority for Assist Teignbridge is making sure people are treated with
kindness and respect and given the emotional support they need to express their views and to be
supported in a way to meet their needs and aspired outcomes. The home visit is the opportunity to
reassure them that their privacy, dignity and independence will be respected and promoted at all times.
There is often a fear that someone coming in to their home will “take over” and they no longer have a
choice. The home assessment is the opportunity to reassure them that this is certainly not the case. We
want them to recognise, above all, that the service is very caring and that we have the systems and
processes in place to safeguard them and make sure they are supported to stay safe whilst having their
freedom respected.
9,121

Care Quality Commission:
We are registered with the Care Quality Commission (CQC) for the provision of personal care and our last
inspection in June 2018 rated us as GOOD. It is very beneficial to have the external inspection as it
recognises what is working well and can make recommendations on how certain actions may give an even
better outcome. If there are areas that need improvement, the support is there to help you achieve the
required standards. Personal care relates to regulated activities such as washing, dressing and nail
trimming. However, we do not provide multiple daily visits and we do not provide waking nights. Although
we don’t have the capacity to provide multiple daily visits, we can often provide a service alongside
another agency to fill any gaps in provision.
Staffing:
We have an amazing team of care staff who go above and beyond to give a positive outcome for our
clients. We do not have a huge turnover of staff and many have worked with us for several years. They
have a wealth of experience and knowledge but above all they have life skills, common sense and kindness.
We started the year with 17 care staff although we recruited 4 more during the year and 2 staff left. At the
end of the year, we had 19 care staff; of these 4 provide home help services, 1 works as a sitter and 14 do
more than one service. 4 of the 14 are trained nail practitioners.

Staff are encouraged to refresh and increase their knowledge to support them in their role and over the
year they have had access to a variety of training courses, including:
•
•
•
•
•
•
•
•
•
•

Safe Moving and Handling of people
Ageing
Record keeping
Role of the care worker
Continence Promotion
Diabetes
Emergency First Aid at Work
Dying, Death and Bereavement
Hand Hygiene
Healthy Conversation Skills

Our service users have a range of health conditions that makes life a little more difficult for them. Some
need minimal support whilst others have needs that are more complex. Some are elderly and frail while
others have more specific health concerns. Understanding their needs and abilities can ensure they have
the personalised support they need.
This year we have seen an increase in the number of service users living with a type of dementia. This
brings its own challenges but continuity with staff certainly helps to enhance their life as staff get to know
them, their interests, and can support them to remain living in their own homes for as long as it is safe to
do so. Quite often staff are working not only with the service user but also with concerned relatives who
need support to understand the principles of the mental capacity act and why, living with a dementia,
doesn’t necessarily mean their loved one can’t live an independent life. Part of our service is to signpost
and support service users and their families to access appropriate advice, information and services as
needs change.
Measuring Outcomes
We are continually collecting information and feedback that enables us to measure outcomes and evaluate
services. Regular communication with staff, service users, and their families ensures any concerns can be
dealt with promptly to give a positive outcome. We recognise that people have their own preferred
methods of communication and we have embraced this fact to ensure there is a timely response and we
capture information quickly and can respond accordingly.
Although we collect information all year round through conversations with staff, family, service users, we
annually send out evaluation forms with the opportunity for families and services users to feedback
anonymously. It means we can make sure important information is captured, lessons are learnt, and
improvements are made when things go wrong. And, of course we celebrate when things are working well!
Assist Caring and Assist Home Help Evaluation forms:
We had an excellent response rate to our evaluation form with 46 forms being returned, all of which stated
they would recommend Assist Teignbridge.
Can you tell us how using our service helped you?

I can get other work done as my
wife cannot fully get washed and
clothed and will not let me assist

While the carer was with John I was able to do work
around the home without worrying as to what John
may be up to. I was also content to leave John at
home with the carer allowing me freedom to shop,
visit friends or do things on my own for the few
precious hours

My home help is extremely reliable and
friendly and I look forward to her visits.
I have also recently made contact with
a befriender and am looking forward to
our meetings

It has made my caring role a lot easier by
helping me have some time to myself

It helped me to get through two post-operative
periods while ensuring that my husband was still
cared for to a high standard

It’s more than helpful, it’s a breath of fresh air
when you are mainly confined to four walls, just
like a good friend paying a visit

Sally visits once a week and does a really
good job cleaning and tidying the house.
Certainly, XXXXX benefits from this, but
also seeing a different face, (not family),
and having someone to have a natter
with is a huge benefit. No negative
comments at all!!

I am very satisfied with the service. The service
is flexible to meet my needs. The staff have
been excellent. I was very pleased with the
prompt response/ability to provide the support
required

Emailed comment:
“I would definitely recommend Teign Assist. The home help who supports my Mum is great. Mum has
dementia and so there are some aspects of working for her that other agencies have refused to do as they
say they ‘border on personal care’. I really value the fact that these necessary tasks are done sensitively,
without fuss, which retains dignity for my Mum.
On the occasions that I have been staying with Mum when the home help is there I can see that she relates
well to Mum and is happy to work to Mum’s needs. She works systematically and efficiently and is happy
to be doing her work. She is a joy to have around.
It really helps my sister and I to have an agency involved who have knowledge of dementia, and who train
their Carers/home helps to work alongside dementia sufferers.
Office staff are always friendly and helpful and recently have sorted our billing system so that the cleaning
and nail-trimming bill are paid as part of the same invoice. Thank you Teign Assist, you do a great job.”
Is there anything we could do to make the service better?

Very good service
Reliable and trustworthy

The admin/management and care staff are
approachable and friendly.
The service is adaptable to changing needs which
is reassuring for carers and the cared for equally

The carer I have I trust 100%. I feel she is more
of a friend than a carer. I look forward to her
coming because nothing is too much trouble.
She just gets on with it without any fuss

My experience so far has been that the
service seems well equipped for its role and
no improvements suggest themselves at
this time

Identified outcomes reported in the evaluations include an improvement in confidence and wellbeing,
feeling less isolated and not so anxious. The majority of service users enjoy the continuity of having the
same person each week and many of them refer to the staff as “more of a friend”. Building a relationship
with service user/staff is shown to be far more beneficial than having a different person each week. For
some service users having several visits a week, it may be that more than one member of staff will support
them on a rota with others, but it will always be the same staff member on a particular day of the week.
Wherever possible, we will always place the “preferred” member of staff. Where several staff are
supporting one client on an ongoing rota, communication books are provided to help improve the outcome
for service users and staff. This year, staff have also introduced a client messenger group for prompt
communication and sharing of information. As a member of the group, it means I am aware of all
communication. No confidential information is shared, only the needs of the clients and staff.
Other comments included:
“I want you to know what a big difference you have made to mum’s life, we were very lucky to have found
you and I really want you to know that.”
“As usual, I would only say that I’m very happy with the service I’ve had, both when having a chat with
whoever answers the phone! And when seeing a caring person come to the door.”
We had no negative comments and I like to think this is down to good communication. It is our policy not
to set expectations we can’t achieve so honesty from the outset is paramount in making sure service users
have a good experience. We also take the time to make follow up phone calls to ensure all is well and this
helps to deal with any concerns or observations very quickly, before things can escalate. We might not
always get things right but we are always willing to acknowledge this, apologise and improve. I know
families and service users appreciate this honesty. By this token, we also hear when things are going really
well and we pass these observations promptly on to the staff. It’s always nice to know you’re appreciated!

Shirley Fewings MBE
Manager

Assist Volunteer Centre & Community Support

The Volunteer Centre
The Volunteer Centre provides information for those wishing to volunteer and can help individuals explore
a range of volunteering opportunities both for Assist Teignbridge and for outside agencies. The Centre also
provides a more general service to the community with local information and signposting, and it acts as a
local distributor for Homeless in Teignbridge Support (HITS) by holding food and toiletry parcels.
Brokerage
As well as registering Volunteers for our own Community Support work, we also promote volunteering
opportunities for other charities and agencies in the locality on Volunteer recruitment websites and
Facebook. There is a new registration form in place so each charity can be identified quickly, what
opportunities they are offering, along with volunteers who have been signposted across, and where they
heard about the opportunity. All enquiries received are signposted to the relevant charity. Unfortunately,
we rarely receive feedback from them. All brokerage applications are now recorded as ‘signposted’ rather
than if the referral was successful or not. This year we have signposted 37 potential volunteers to various
other charities.
Brokerage Case Study
A company in Exeter approached the centre, to help recruit volunteers to help both prisoners and
families of prisoners in local prisons. The opportunities available were to support prisoners on their first
night in prison and support families when visiting. We were able to signpost over 18 potential
volunteers, using the DO-It and DEVA websites.
Our Client register
The changes to the Volunteer Centre filing systems are now complete and have greatly improved how we
store and record data. The system we now have in place is excellent for data capture and secure storage of
private information relating to the volunteer centre clientele. The Client Register system has a new
numbering system; each client number begins with the financial year such that 2019 clients begin with 19
001 and so on. Besides the reference number, and the client’s personal details, we record the following:
• Geographical Area;
• Type of request;
• Volunteer assigned, and some details of the action taken;
• Outcome and whether actions are ongoing;
• (if benefits request) The amount awarded.
If there is more than one request from the same client in the same financial year, all their details are stored
together in the folder, for ease of looking up important details. The newly-formed digitised record ensures
we can capture accurately the information required to report on our work and to show the value of the
voluntary sector. It is important we can evidence the impact of all the voluntary services and report on this
accurately and transparently.

Our Community Volunteers
There are many older people in our community who experience difficulties with day-to-day living because
of health concerns, limited mobility, frailty and/or sensory problems. They may be isolated and lonely with
very little contact with others, or may not have the confidence or ability to engage in local activities.
Volunteers can be placed for just one occasion or on a more regular basis.

Type of volunteer

Befrienders

Gardeners

Dog walkers

Enablers

Outreach Benefits

Description of task
To visit clients for a chat, alleviate loneliness,
support and check on wellbeing. Some may go out
on short walks or as company on trips.

Trim grass, tidy gardens, trim back hedges and
bushes for those who are not capable of doing it
themselves. This service is provided for those who
do not have the means to pay for outside
gardening services and for those in short term
need following illness.

Walking pets for those who are not capable of
walking the animals themselves. The volunteers
decide themselves how often and for how long
they walk the dogs. The service is provided for no
more than 2 sessions a week. It is not a substitute
for paid dog walking services.
Our enablers will help the client to read forms,
letters or newspapers. We have had volunteers
who have helped clients declutter their homes,
sort through paperwork, and help write letters.

To help clients fill in Attendance Allowance,
Pension Credit and Carer’s Allowance forms.
Forms may be ordered through the Volunteer
Centre and sent direct to the client’s home. This
service is increasing rapidly in numbers.

We are very fortunate to have such a wonderful and active group of volunteers with a wide range of skills
and backgrounds with the willingness to make themselves available for the benefit of others. We had a
total of 87 volunteers registered with us as at 31 March 2020, including our trustees who are all
volunteers.

Objectives of the Community Support Scheme
•

To maintain the independence of individuals in the community for as long as possible;

•

To prevent, for as long as possible, progression to dependency on more intensive and costly care;

•

To alleviate isolation and prevent associated deterioration in physical and mental health.

Outcomes of the Community Support Scheme
•

Service Users and their families feel better supported and less isolated;

•

Services Users and their families live as independently as possible in their chosen environment;

•

Quality of life is maintained or improved;

•

Local unemployed, actively retired and those seeking work experience benefit from opportunities
to undertake voluntary work.

Community Volunteer Recruitment
People of all ages choose to volunteer; whether they are retired or not, currently in employment, or
studying but wish to have volunteering experience on their CVs, we are here to help them find a suitable
placement. We find that younger volunteers are less likely to choose our community roles, in general
preferring a placement with young people or in charity shops, although some have registered in the past
for dog walking. Those who choose to register with us as community volunteers are typically more mature,
but we are now facing significant challenges when recruiting. Many older people are working for longer
due to changes in State Pension age, and seniors that are more active may be supporting their families
with childcare, which limits their availability to volunteer. We also have a number of supporters who do
not wish to be registered on our volunteer database but are happy to help out now and again with such
tasks as preparing tombola prizes or baking cakes for our fund-raising events.
Supporting Volunteers
Our “Open House” policy for all volunteers to call in to the office when they wish has improved relations
with volunteers. They feel more relaxed about approaching us with problems, even minor ones, and this
gives me an opportunity to resolve issues quickly and efficiently. Comments made by volunteers show they
are happier with this as it fits in with their everyday lives. Suggestions for meeting up with other volunteers
so far have been mainly meals out or cream teas. There is a friendly “volunteer information e-mail” sent
every week to all volunteers and staff to keep them in the loop. Close contact with those who are “phone
only” contacts is made to notify them of all the news.
All new Volunteers are taken through an induction session to familiarise them with the Volunteer Centre’s
policies and procedures to support them in their role. It is important that they feel confident in their role
and recognise the boundaries to enable them to have a satisfying and rewarding placement. The
induction process has been updated and an “induction workbook” is now included with the Volunteer
Handbook. The handbook contains copies of all our policies and procedures, and the workbook was
devised so that new volunteers can play an active role in the induction process and have a record of the
process to look back on.
What our volunteers say about their placements:

“I feel less lonely myself these days”

“I like meeting people and enjoy talking
to them”

“It encourages me to get out and about
and the training I received has helped
me recognise other people’s needs”

“I enjoy gardening, but I don’t have my
own garden anymore”

“It has helped me get over the grieving
process and given me a lot more
confidence in myself”

“I really enjoy walking the dog even in
the rain”

Community Volunteer Hours
Total Time of Activities 2019/20
Befriending Outreach Events Gardening
Dog
Enabling Various Trustee
Benefits
walking
Hours

1989

290

117

90

523

34

803

353

Overall Total
Hours
4,199
Volunteer Hours – monetary equivalent
We can estimate the economic value of volunteers to the community by assigning a monetary value to the
time volunteers spend supporting our work. Using an average hourly rate of £10 to reflect the different
skills and backgrounds of our volunteers, the value added by our volunteers to Teignbridge in 2019/20 was
almost £42,000. This is £5,000 more than the previous year.
Celebrating Volunteers
We hold an annual “Thank You” celebration every year, to recognise and
acknowledge the valuable contribution volunteers make, along with our
staff. We appreciate the time given by our volunteers and the event is an
opportunity to recognise outstanding achievements and long service.
Pictured left is Adrien Collins who tackled a sponsored swim to help raise
funds for us. Adrien has been visually impaired and a paraplegic after
contracting mumps at the age of six. It was an amazing achievement to swim
32 lengths of the Dawlish Leisure Centre pool and he raised almost £900
(including Gift Aid) for us.

We held a Christmas Mince pie event in December for our volunteers to get together to celebrate the
season. We also gave out gifts of pen and torch sets to each volunteer and member of staff in appreciation
of their fine services throughout the year.
Community Referrals 2019/2020
We received 221 community referrals over the last year from a variety of agencies. This is an increase of 35
over last year’s figures. Word of mouth, advertising, community events, Facebook and good signposting by
other organisations mean that we continue to see a high level of referrals. We will continue to raise our
profile to ensure people are aware of the work we do and how we can support them. It can be difficult to
identify the most vulnerable as they don’t always have the same opportunities to gather information. This
is always a challenge and we will continue to explore how best to reach older, isolated, vulnerable people.
A new NHS service has been introduced called Social Prescribing. Only one referral was made via this
service in 2019/2020, and that one was not completed due to the client not engaging.
The types of referrals, and where they have come from, are shown in the charts below:
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Where our Clients live:
The next table shows the breakdown of where this year’s enquiries came from and the numbers of clients
from each location in Teignbridge. The Community Support Scheme operates in the more local area of
Dawlish and East Teignbridge whilst the Outreach Benefit Service operates across Teignbridge.

Dawlish/Dawlish Warren
87 Starcross/Cockwood
11 Newton Abbot
Teignmouth
67 Shaldon
8 Holcombe
Bishopsteignton
5 Starcross
9 Other*
We also had one request from the Exeter Area.
*Other includes areas beyond the boundaries of Newton Abbot.

5
4
24

Our Newton Abbot Outreach Benefit volunteer took a sabbatical during 2018/2019, and we had to signpost
the clients in those areas to other agencies such as Age UK and the Citizens Advice Bureau (CAB) during this
time. Our volunteer has now returned and is covering Newton Abbot area and beyond. This has
contributed to the large number of forms completed in “other” areas during this financial year.

Befriending
Befriending Case Study
A gentleman had lost his wife recently. He enjoys going out for meals, but does not like sitting on his
own in a restaurant. His befriender has the same interests and problem.
Now they regularly enjoy going out for pub lunches together and, as a bonus, can take advantage of
“2 for the price of 1” offers too.

What clients say about their Befrienders:
“I was a befriender myself, now I have one of my own, I realise the benefits”
***
“If it wasn’t for my befriender, I would never go out”
***
“My befriender brings me a selection of DVDs every week, so I can enjoy my week when he is not
around”

Dog walking Service
We have regular volunteers who are able to support with dog walking. This service is by assessment.
The Outreach Benefits Service
The recorded number of referrals received during the year was 121. Attendance Allowance (AA) is the
main benefit enquired about or applied for which fits with the age group of our clients. The total for
Attendance Allowance claims was 112 and 9 Carer’s Allowance forms were filled in.

The Attendance Allowance forms are sent to the client, unless there is a concern over the form being
misplaced, in which case it can be delivered to the office. Clients are asked to confirm delivery, although in
most cases, it requires a follow up phone call from me. The waiting time for the forms to be completed
averages 2 weeks, most clients were happy to wait, having been advised of the waiting time from the
outset of their enquiry. Clients are always made aware of any waiting times for our volunteers to attend to
help them fill them in, and have the option of either waiting or being referred on, in which case, we refer
on to Age Concern or CAB. We ordered 40 forms for clients who went on to fill the forms in themselves or
with the help of a family member. The majority choose to wait, having been recommended to us. Some
clients were referred on to DS1500 forms, forms for “end of life”. These forms are filled out by GPs and are
fast tracked for benefit claims; we do not submit the claim so they are not included in our totals.
The length of time to hear an outcome from the Department for Work and Pensions (DWP) varied between
6 and 20 weeks, and as DWP no longer send out an acknowledgement of receipt clients can be
understandably anxious. However, AA forms are dated, and any monetary award is backdated to the date
the form is ordered. For some clients this has meant a quite a large first payment. Although we ask the
client to inform us when they have been awarded their benefit, this is not always confirmed and a phone
call is usually made to collate the information and sign the referral as completed. We work three months
ahead of the date that the form was filled in and posted. But due to Covid 19, the whole process has been
delayed somewhat resulting in our not having many confirmations in time for this report, as detailed
below.
Although this year’s referrals exceeded the previous year’s total, the number is actually lower than it might
have been. Two workers from Volunteering in Health (ViH) who liaise with patients before their discharge
from local hospitals and regularly refer people on to us were both on long-term sick, so this source of
referrals was depressed. It is unfortunate that we were not aware of their absence until later on.
In addition to the benefits claims, we supported an elderly lady with a Health and Wellbeing form. This had
been sent to our client by the council, for her to provide information about her health when she wanted to
move from a large privately rented property into a council retirement flat.
Monitoring claims:
During the period from September 2019 to January 2020, claims for AA were taking 20 weeks for DWP to
process. This has delayed the results of claims made, which then ran into the Covid Lockdown process. As
a result, to date we only have confirmed figures for 59% of the claims made.
Of 48 claims submitted, 24 were awarded AA at the higher rate (£87.65/week) and 10 were awarded AA at
the lower rate (£58.70/week). One claim for Carer’s Allowance (£66.15/week) has also been confirmed.
However, 13 of the monitored claims were “void”. This comprises clients who were already in receipt of
AA, or were not entitled to the benefit, or who decided not to go ahead with the claim. We had several
referrals from other agencies where we later discovered that the client was already in receipt of AA. This
can be quite time consuming for us so we have highlighted the issue with the referring agencies to try to
improve the referral process.
The confirmed amount of benefits achieved with our volunteers’ support is £2756.75 each week, which is
equivalent to over £143,000 a year. If the remaining forms achieve a similar level of success, as we would
anticipate, then the total awarded to our clients could be almost £243,000 a year. Our volunteers are
supporting their clients to access their entitlements and the result is a fantastic boost for the individuals
concerned and the local economy where it is likely to be spent.
As the above results indicate, the amount of money brought in to the local economy is quite substantial
and service users say the increase in their income makes a huge difference to their health and wellbeing,

reducing their anxiety and enabling them to buy in the support they need to remain living independently.
This support varies depending on individual needs but includes meal deliveries, home help, foot care
services, gardening services, taxi and transport costs and personal alarms.
What clients say about the Outreach Benefits Service:

“I could not have attempted to fill in this form myself, it looks like a bible”
***
“At last I can afford to have some help with my cleaning”
***
“It was nice to receive the huge sum at first, we have bought a new electric recliner chair for
Mum to sit in”
***
“The extra money means I can have a break from caring for my dad for a while. Thank you so
much for helping us fill the form in”

Benefits Volunteers & Outreach Surgeries
We appreciate the time given by our Benefits volunteers. It takes approximately 2 hours to complete the
forms so it is quite a commitment. We are also very fortunate to have a volunteer who represents Assist
Teignbridge and offers a Benefits and Advice Surgery at the Open Daw on the second Tuesday of each
month. We are very grateful to both Open Daw and the volunteer for their support.
General Service for the community – information and signposting
Providing information and signposting is as much a part of our service as delivering direct support. We
receive enquiries from carers, members of the public and other organisations on a daily basis. This may be
through calling into the office, phoning or emails. During the course of the year we have signposted to a
huge range of organisations and sources of support, far too many to list here.
Improvements made
The Volunteer Centre is moving forward at a fast pace. The filing system is much improved, both on the
computer system and with hard copies. I have made significant changes to make this system more easily
accessible to co-workers, and to record more details about the work that we do. This has proved very
beneficial due to the influx of volunteers who came forward when the Lockdown happened following the
spread of Coronavirus. It’s difficult to know what next year’s report will look like!

Chrisi Marshall
Volunteer Co-ordinator

Events & Activities 2019 - 2020
A snapshot of just a few of the many activities and fundraising events attended over the year

Winner of our Facebook
competition

Christmas night shopping event at the
Mount Pleasant Inn, Dawlish Warren

Call my Bluff Event, May 2019

Dementia Awareness Day,
September 2019

DTC Street market, May 2019
Alice Cross Information Day,
April 2019
Christmas Quiz Winner
Kingscare Information event,
June 2019

Cream Tea
In the marquee

NHS Quality Mark Award - May

ROC, Refreshers Fair,
October 2019
Dementia in Devon Event,
November 2019

Carers Week Event, June 2019
New Park Community
Association (NPCA) Village Fête,
August 2019

Dawlish Town Council
Christmas Market, Dec 2019

Co-op Local Good Cause Event

Twiddle Blankets Raising funds for Assist
Teignbridge

Dawlish Rotary Community Fair
August 2019

Dawlish Celebrates Carnival
August 2019

Charged-for service: Assist Nail Trimming
The Assist Nail Trimming Service continues to be well received by older people living in the Teignbridge
area. As one client put it, no more acrobatics to try and reach their feet! By providing a home visiting
service, it overcomes a lot of the challenges older people have such as mobility issues, access to transport
or having a caring role. We know that as flexibility and mobility declines, nail trimming is often one of the
first aspects of personal care to be neglected and this can have a very negative impact on the health and
wellbeing of the individual.
As well as nail trimming, for many clients the visit from the nail practitioner provides a social aspect too,
helping to reduce the feeling of isolation. Some service users like to make quite an event of the visit,
putting on afternoon tea. It’s easy to forget that a lot of housebound people might not get that many visits
and they welcome a visit from a friendly face that can bring the outside world to them.

At a glance facts and figures
1409 home treatments have been provided in
the Teignbridge area
Of these, 1245 were toenail trims, and 164 were
toenail and fingernail trims
28 Clinic treatments were provided at The
Manor House, Dawlish

Nail Clinic: Over the year, the Manor Clinic has
consistently seen low numbers attending and we
are aware there are many other organisations now
offering a walk-in foot care service. As a result, the
decision was taken to reduce the clinics to bimonthly. The service originated as purely homevisiting and the clinic came about due to some
clients not wanting another person coming into
their home. But as the demand reduces we will
monitor the viability of holding a regular clinic. It is
only with the support of the Dawlish Town Council
that we have been able to continue to offer a clinic.

Service Users:
During the last 12 months we have had a total of 45 new clients receiving a home visiting service and 5
new nail clinic clients. The total number of clients accessing the service is now 223 of which 7 are in receipt
of another service from Assist Teignbridge.
The nail service is available to clients living in the Teignbridge area, subject to completion of an assessment
to ensure there are no contra-indications. The charts below show the numbers of clients from each area:
Two clients on our books are living
outside of our area. One lives just
over the Teignbridge border and
the other was a long-standing
client who moved. It was with our
agreement that they continued to
access the service for continuity
reasons.
We do have discretion, with the
determining factor being we cover
our costs for providing a service
outside of the Teignbridge area.
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Coming to terms with the
knowledge that they can no
longer manage to cut their own
toenails can have a negative
impact on a person’s well-being. It
highlights an increasing
vulnerability. Many of our clients
acknowledge that they have
neglected their own footcare
simply because they were unable
to manage due to mobility issues
or fading eyesight.

We continue to be adaptable and accommodating with our clients as circumstances can change quite
rapidly for them; nail practitioners have on occasions and with permission visited hospitals and care homes
within the Teignbridge area at the request of the client or their family.
Intervention and Prevention:
Each of our clients is allocated their own named nail practitioner; this ensures continuity of care and
enables the practitioner to identify any problems before things deteriorate. Where necessary we can refer
a client on to the NHS Podiatry service when an additional need is observed. Sometimes though, the need
is not necessarily related to foot issues and there have been occasions when the nail practitioner has had
to call a doctor or respond in an emergency.
Referrals:
During this year we have discharged 7 people from our service due to changing needs. When this is
necessary, we support to find alternative services or refer on to NHS Podiatry for further treatment.
Our Staff:
Our experienced and friendly nail practitioners are able to identify any concerns before things deteriorate
thus preventing problems later. They also have a wealth of local knowledge, which ensures that they can
signpost the client to additional support services as needs change. During the year, we have supported
clients to access personal alarm services, safe at home fire safety checks, meal delivery services, Dementia
services, benefit checks, gardening and maintenance support, home help and carer support services.
Evaluation:
Disappointingly, we only had 22 completed evaluation forms returned, all of which stated they were “very”
or “quite” satisfied with the service they receive. All said they would recommend the Assist nail trimming
service. A high percentage of our clients are aged 80+ and we recognise there are challenges in writing and
completing forms, as well as talking on the phone. We will be looking to see how we can capture the
information required for monitoring and evaluation purposes to ensure we are fully meeting the needs of
our clients.
Asked how they heard about our service:
Hospital; Doctor’s Surgery; Friend; Information stall at Sainsbury’s Supermarket; through a neighbour;
AgeUK; Intermediate Care Team; Social Services; Spouse already using the service; Kingsteignton Health
Centre.

It is reassuring to know that there is wide community knowledge about the nail trimming service,
especially as many people are housebound and don’t have the same access to information as those who
are out and about in the local community.
What difference has using Assist Teignbridge Nail Trimming Service made to you?

•
•
•
•
•
•

Convenience of having a home service
I wouldn’t be able to do my nails as owing to arthritis I can’t use the clippers
I can have it in my own home as I have difficulty getting around
No more pain!
A big difference, cannot bend down to cut them myself
Feeling less isolated

How could we improve our service?

•
•
•
•

It is an excellent service and much appreciated
I don’t think you could make it better
Happy as it is
My nails are cut well, no improvement needed

Additional benefits identified through the evaluation form were:
•
•
•
•

Improved mobility
Reduced isolation
Improved accessed to information
Reduced stress and anxiety

The Future
Our excellent reputation is based on the quality of the service provided by our dedicated and professional
team of nail practitioners. We are aware they go above and beyond to support the clients they see and we
would like to say a big “Thank You” to them for all their hard work.
Our priority for the coming year will be to keep raising awareness in the hope that those most in need will
have access to the nail trimming service.

Suzanne Vowden
Administrator / Nail Trimming Service Co-ordinator

THANKS AND ACKNOWLEDGEMENTS
We are very grateful for the generous support of many individuals, businesses and organisations.
OUR FUNDERS 2019 -2020
Devon County Council
Dawlish Water Rotary
Cllr. John Clatworthy
Cllr. Jackie Hook
Dawlish Ladies Guild

Cllr. Sylvia Russell
Cllr. Andrew Henderson
The Cosens Institute

Dawlish Town Council
Dawlish Rotary
Cllr. Alistair Dewhirst
Cllr. Lisa Mayne
Co-op (Local Good Causes)

There are so many organisations that support our work through information, training and advice. This
year we would like to give a special mention to:
Care Quality Commission
Devon County Council
Turn2Us
Devon & Somerset Fire & Rescue Service
Coldwell Training

Dawlish Town Council
Exeter Podiatry Service
Teignbridge CVS
Social Care TV
Disability Alliance

We also thank the many individuals and organisations who help us to raise awareness of our work by
information-sharing and supporting fund-raising events, including:
Bridge House
Dawlish Rotary
Dawlish Community Transport
Sainsbury’s Dawlish
Mount Pleasant Inn
ROC Dawlish Action Group
Brenda French
The Alice Cross Centre
New Park Residents’ Association
Jimmy Hill & Tim Bradshaw

Co-op Dawlish
Dawlish Museum
Luke Milford-Dummett
The Strand Centre
Holcombe Residents Assoc
No. 1 Café, Dawlish
Shirley Rae
The Brunswick Arms
Charlotte Bowes
Give As You Live

Dawlish Celebrates
Dawlish Friends
Adrien Collins
Open Daw
Cofton Holiday Park
David & Amanda Force
Jeremy Sellick
Volunteering in Health
Luscombe Castle
Amazon Smile

Particular thanks are due to all our lovely volunteers and supporters who respond to our regular calls for
help in preparing for our fundraising events, baking cakes, helping at events, supporting with various
admin. tasks, managing our social media and collecting draw prizes for our many raffles.
We also thank the members of Assist Teignbridge for their continued support and all the individuals and
organisations who have made cash donations either directly or in a collecting box at one of our events.
It all adds up and we are very grateful.
And finally, we record our grateful thanks to the late Miss Margaret Walker for her substantial bequest.

