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“Would you tell me please, which way | ought to go from here?”

“That depends a good deal on where you want to get to,” said the
cat.

“I don’t much care where,” said Alice.

“Then it doesn’'t matter which way you go,” said the cat.

BUT IT DOES MATTER
AND

BRIXHAM DOES CARE!

The Collage on the front cover was presented to Bri  xham Does Care in
1995, where it is now on display. Itis available  as a postcard and is on
sale in Brixham Does Care’s Café, Charity Shop and  offices in the Town
Hall.



‘It Does Matter!’

Brixham Does Care’s Annual Report 2008/2009
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INTRODUCTION

Brixham Does Care is a registered befriending charity founded in 1978, which
attempts to combat loneliness, isolation and despair. We offer support to people of
all ages and client groups in Brixham and the surrounding communities.

Any organisation hoping to succeed in business, or in providing a service, needs to
reflect on where it has been and plan for the future. The plan must give purpose and
direction to the organisation’s activities. It should establish where the organisation is
now, set out where it wants to go and how it intends to get there. Brixham Does
Care is not a commercial organisation, although of course, we operate in an efficient
and business-like manner.

This is the Annual Report Business Plan for Brixham Does Care. Its main purpose is
to look back over the past 12 months, take stock of where we are now and forward
plan for the future. It will also set out to illustrate to the individuals and organisations
who fund us that their trust is well placed.

This Report will set out to:

Draw attention to what we have achieved, what we are trying to achieve
and how we will progress towards the future.
Show how our funding is used to meet our objectives.

It will:

Provide data and information

Show our achievements in 2008/2009 and our action plan for 2009/2010 &
beyond

Set out our purpose and aims

Detail our objectives and principal targets for the year ahead

Identify our strengths, opportunities and the challenges that lie ahead
Identify ways in which we could become more efficient and effective
lllustrate how we are valued in the community

Give a financial overview

Give an organisational overview

Take stock of our current position

Identify how we will improve our service in the coming year
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ABOUT OUR SERVICE
Brixham Does Care is a registered Befriending Charity, which attempts to combat
loneliness, isolation and despair in the community.

OUR AIMS

*  To support, and be supported by, the local community.

* To enhance:
quality of life, education, health and social welfare.
the independence of vulnerable people
befriending support to all those in need.

OUR OBJECTIVES

1. To provide:
a source of solace and encouragement to those whose lives are
impaired by loneliness, ill health or the threat of despair
moral support and guidance through periods of crisis
the opportunity to make friends and feel valued
a community centre for recreational activity & groups
a visiting service to support people in their own homes.

2. To make available:
a community room and meeting room for companionship
a café offering low cost refreshments which is open
from 10 am to 1 pm weekdays
befriending support
benefit promotion and direction
confidential listening ear
advocacy
carers support
information and signposting
coach outings
luncheon club
books on wheels
jig saw lending
volunteer opportunities

3. To organise group activities including:-
Arts/handicraft/card making
bingo
scrabble
ladies’ group
discussion group
men’s group
self help group
gardening
walking and carers groups
fundraising events



OUR PARTNERS

The aims and objectives of our partners, in particular Torbay Council and Torbay
Care Trust who help fund our services, are very important to us. There are two major
initiatives currently in progress: integration of the health and social care functions
within Torbay, and the introduction of the Torbay Community plan. We support the
principles involved in both. We will also ensure that our planning processes take
account of their requirements. Brixham Does Care will support these projects and
do what we can to help them achieve the desired outcomes.

Health and Social Care

The integration of the Health and Social Care elements of Torbay Care Trust and
Torbay Council has further developed. During the past 12 months Brixham Does
Care has had several meetings with the Health and Social Care team and have been
involved from the outset in the “visionary” meetings, along with other Brixham based
organisations.

Torbay Community Plan
The eight ‘themes’ at the heart of the Plan include:

1. Improving health and social care in Torbay
Helping people to live longer, healthier, more independent lives
Developing the health and welfare of young people and supporting
families
Adults who need support
2. Developing Torbay’s culture
Meeting the needs of our community
Giving culture a higher profile
Celebrating Torbay’s cultural successes
3. Creating sustainable communities.
Investing in community capacity-building
Making sure that decision-making processes deliver decisions that
result in greater social inclusion.

There are also thirteen ‘values’ in the Plan including:

1. Encourage organisations to communicate with people in a way people find
most useful and helpful

2. Promote a greater sense of ‘place and common purpose’ so people identify
with and take pride in their communities

3. Encourage people to value their neighbours and their neighbourhoods

4. Create a community which people like and feel happy about.

Our own objectives match and contribute directly to these aims and we believe we
have an important part to play helping our partners achieve them.

In addition, through our charity shop, we are also helping to support the council’s
ambitious plans with regard to recycling.
4



ABOUT OUR TEAM
Organisational Structure

As a charity we have a group of Trustees who meet annually to oversee our financial
situation.

We also have an Executive Committee that meets every 3 months to determine
policy, strategy and administer the financial affairs of the organisation. The
Executive Committee may deal with any other issues that need to be addressed or
brought to their attention. (A Finance sub-group also meets quarterly prior to the
Executive Committee).

The ‘paid’ staff are led by a Director and a co-ordinator and consists of a team of 9
community workers, mostly part time, who provide a first point of contact for visitors
to the office and telephone callers. They also co-ordinate all groups/activities and
fundraising, support the efforts of our volunteers and visit the housebound and the
disabled. Our dedicated volunteers, who now number 148, provide us with a
minimum of 250 hours per week (that's over 13,000 hours per year supporting all of
the activities provided by Brixham Does Care).

An organisational chart is set out below.

Trustees

Executive
Committee

Director

Co-ordinator

Community Workers

Volunteers support
all
activities




OUR VOLUNTEERS AND STAFF

Volunteers and staff have worked well together, needing each other’s forbearance
and support. We now have over 148 volunteers who regularly give their time to
support Brixham Does Care in all its activities and we could not function without
them. In the work we undertake it is sometimes difficult to balance the enthusiasm of
one person or group against the needs of another. The work of our volunteers is our
lifeblood, it is invaluable and we genuinely value their hard work and we thank them
for all they do in the course of a year. The more difficult and complex aspects of our
work naturally fall on staff as they are able to provide continuity, expertise,
detachment, confidentiality and ongoing liaison with professionals.

Our volunteers involve themselves in every aspect of Brixham Does Care’s life, in all
of our groups, transport, fundraising and generally supporting all of our activities.
Without them we simply could not achieve our aims. We are deeply indebted to the
time and energy devoted by all of our very active volunteers. Brixham Does Care
formally acknowledges the time our volunteers put in and annually holds a
Volunteers Day usually in May. Many other voluntary organisations envy the support
we receive from our volunteers. We thank all our volunteers very much and long
may it continue.

We:

Maintained our excellent volunteer workforce at around 148. On average
they provide us with over 50 hours support per day - over 13,000 hours a
year (Using the national minimum wage as a guide this help in financial
terms is worth nearly £75,000 annually).

Held a ‘Volunteers Day’ in June and produced certificates for long serving
volunteers.

Held a community mince pie and carols morning, with the Riviera Singers
Have 9 team members (8 are part time).

Set up training sessions covering: Health and Safety, Mental Health
Information, Disability Living Allowance and Attendance Allowance.
Domestic violence awareness, housing benefits and various courses with
Torbay Advice Network.

Are involvement in the ‘New Pathways’ research project regarding training
needs.

Maintain quality standards each year

In 2006 obtained Community Legal Services quality standard. In 2009 this
standard is to be reviewed to ascertain continuing appropriateness.



SUPPORTING OUR LOCAL COMMUNITY

We undertook approximately 80 handyman jobs

Our mini bus carried some 1,959 people and travelled around 2,526 miles
Arranged coach outings which over 500 people enjoyed

Made some 2175 home visits

Dealt with 21,904 office contacts

Dealt with 208 new referrals

Helped 92 people apply for Attendance Allowance and for Disability Living
Allowance — approx 80% of the claims were successful.

In a full year these Attendance and Disability Living Allowances, in total,
were worth almost £275,000 to the people we helped

Torbay Council currently receives up to £1100 in respect of every resident
in receipt of AA and DLA as part of its Revenue Support Grant (RSG).
Over the last 5 years we have successfully helped some 450 clients claim
AA and DLA thus helping contribute over £500,000 to Torbay’s Rate
Support Grant.

Met the targets set out in our contract with Torbay Care Trust

Carried out a customer survey in which 85% said they were very satisfied
and 14% satisfied with the service we provided

Promoted information about benefit entitlement

Provided a community and meeting rooms for companionship and low cost
refreshments

Had over 6,247 attendances at our groups and activities which included
sessions on: art, gardening, bingo, ladies group, scrabble, discussion,
carers, walking, handicraft and other activities such as and quiz nights,
cream tea afternoon, also afternoon entertainment including a slide show
and “Party Playtime”, Schools Choir, Grand Charity Auction and a Variety
Show ‘Memories Are Made of This'.

Arranged almost 700 meals at our lunch clubs

Provided other facilities including: befriending support, benefits
information, legal surgeries, confidential listening, coach outings,
advocacy, books on wheels, jig-saw lending, volunteer drivers.

We arranged nearly 3,900 opportunities for our volunteers to become
involved in the life of Brixham Does Care.



REVIEW OF 2008/2009

In terms of quality :-

In March 2009 we had 148 wonderful and extremely dedicated volunteers.
10 superb loyal and hard working staff members.

We have contracts with Torbay Care Trust

Our work is subject to scrutiny by users and carers and statutory agencies.
We have a suggestion box permanently on display.

Staff are always available to receive any comments or suggestions.

Once a year an “open forum” meeting is arranged for members to voice any
opinions.

We undertake a regular random survey/questionnaire of some 100 users and
carers.

Of our returned questionnaires in 2008/09, 85% were very satisfied and 14%
were satisfied with the services we offered.

We modify and develop our services and respond to need.

We hold regular liaison meetings with other agencies.

Trustees meet annually.

Users and Carers are involved with service developments.

The Executive Committee meets 4 times a year, membership comprises of
Users, Carers, Volunteers, Police, G.P’s, Torbay Care Trust, Social Services,
Health, other voluntary and Community Groups i.e. Soroptomists, Arthritis
Care, Eastleys, Rotary etc., and Torbay Council elected members.

We continually monitor, review and evaluate our performance set out in our
Constitution against our own standards and targets contained within our
contracts or requirements of other sponsors.

We recruited 11 new volunteers.

In terms of quantity :-

Office contacts amounted to some 21,904.

2175 home visits were made.

New referrals for the year reached 208.

Some 6,247 attendances were made at our daily activities and groups.
We arranged almost 700 meals at our luncheon club.

Nearly 500 people enjoyed our much loved and well organised coach outings.
Volunteers and staff undertook car journeys equivalent to 8000 miles.
Our mini bus carried approx. 2000 people and travelled 2526 miles.
Our membership register stands at approx.400.

Undertook nearly 80 handyman jobs.

Have 144 carers on our distribution list.

We undertook 92 AA/DLA.



OUR STRENGTHS AND CHALLENGES
Staff members’ contribution at planning day November 2008. Contributions also received
from volunteers.

Strengths
Diverse and reliable service

Well established and respected
Staff have a variety of skills

Trusted welcoming and flexible
approach

Varied and fulfilling volunteer
opportunities

Non-threatening approach
Holistic approach

Good local knowledge and
understanding

Sound finances

Good support from community

Able to respond quickly

Weaknesses
Building — lack of space and parking

Changes in legislation, diversity and
demand

Image (the perception that we deal with
mainly the elderly) and expectations

Finding suitable training sources

Ageing workforce

Opportunities
New challenges

Proposed re-development of Brixham

Promote image to reflect full range
services

Growth

Expansion of shop

Accessible service available to all
Always give people time
Good track record

Large membership

Strong sustainable and renewable
volunteer force
Open door approach

Visit people in their homes

No ‘label’ above door

Good level of preventative work

Excellent workforce

People focussed

Staff structure

Penalised for having good finances

Catchment area for fund raising
restricted to very local level

Less staff time available for
general befriending

Lack of time for networking

Further diversification

Creating further fund raising
opportunities

Recent formation of a Brixham Town
Council

Greater diversification

Other business ventures



Challenges

Volunteers stop volunteering Withdrawal of funding
Change in direction/policy Bad publicity
Competition from other Retaining staff

organisations

Increase in demand for services Operational and organisational
changes to secure specific
sponsorship

Training issues

Training issues are identified through staff meetings, individual supervision sessions
and the more comprehensive annual appraisals. These appraisals also provide an
opportunity to review performance and expectation on a regular basis.

Training is an important tool both for service development and staff retention. In
November 2008 team members were asked how they thought our training should be
developed and their suggestions are set out below.

Appointment of training officer Ongoing training on Benefits
Training to be aimed at receiving Training should be appropriate to
appropriate and recognised BDC

gualification

Study leave should be made Opportunity to study Open
available University courses

Should be care and advice To incorporate quality standards
focused

Staff training programme with
Torbay Advice Network

Training is an area that we need to develop. But it will come at a cost and, as a
starting point, the Executive Committee may be asked to allocate an annual training
budget. Because of the diverse range of services and skills we are asked to provide,
a long-term strategy will be needed and this is already being considered. We may
be required to achieve certain levels of excellence by funders or in order to secure
sponsorship in what is now a competitive area.

During 2006 a Brixham Does Care package was put together and presented to the
Community Legal Services. Our endeavours proved fruitful and in the summer of
2007 we received confirmation that our application had been successful. In 2009
this quality mark will be reviewed to ascertain continuing appropriateness.
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CONSUMER QUESTIONNAIRE 2008/2009

In January 2009 we undertook our annual survey giving a random 100 Users, Carers
and Volunteers the opportunity to comment about the services, activities and
information provided by Brixham Does Care. 100 questionnaires were sent out, only
35 completed replies were received and form the basis of the figures below.

Some examples of the returns are shown below:-

How did you find out about Brixham Does Care and the services provided?

60% via relative, friend or neighbour
2% from information leaflet or publicity

34% by G.P., Hospital, Health and Social Care Team
4% other

Have you received or seen Brixham Does Care Monthly Newsletter?

82% had read the Monthly Newsletter
82% had found it useful and informative
12% had not seen the Monthly Newsletter

Overall are you satisfied or dissatisfied with the services, activities and information
provided by Brixham Does Care?

85% felt very satisfied

14% felt satisfied

1% don’t know

100% of the returns found our services useful and supportive

We are delighted that our “customers” satisfaction rating was such a high percentage
and that overall so many people felt satisfied with the services provided by Brixham
Does Care.

There were many comments of thanks for all the services and facilities that Brixham

Does Care offers. In turn we thank all those who took part for their positive thoughts
and comments, careful consideration will be given to each one.

11



DATA COLLECTED BY STAFF SURVEYS

During 2008 staff undertook the most ambitious and time consuming surveys we
have yet attempted. All staff collected data on the work they were involved with and
the separation of their time along with an analysis of who came to Brixham Does
Care for help.

These surveys took place over a period of three months and the outcomes are
shown below and on page 16.

1)

Staff Time Analysis

M Directly with clients: 46%

B Administration: 23%

® Onthe phone: 10%

B Driving: 4%

B Supporting Groups , Activities &

Shop: 11%

B Supervision: 6%

12



2)

Client contact by Category

N/

H Children: 1%

M Carers Adult: 4%

m Older People 65+: 30%

m Adults Physical Disabliity: 25%

B Adults Mental Health: 26%

m Adults Learning Disability: 3%
m Other Vulnerable Adults: 2%

W Other: 9%

3)

a. During the three month survey a total of 5802 contacts were made. Of those
5802 contacts, 30% were male and 70% were female.

b. Also our survey showed that of the people who came to us 37% were under
65 and 63% were over 65 years of age.

C. During the same period and included in the above contacts, 1402 incoming
phone calls were received and some 1694 phone calls were made by staff.

d. We also dealt with approximately 580 emails, which all needed attention and

in many instances replies.

It is worth making note here of the demand on staff to record all this detail as
accurately as possible whilst dealing with all the other pressures of the day. Itis
also worthy of mention the large amount of time consumed in collating and
processing the collected data into straight forward readable material for insertion into
the annual report.

13




12 MONTHS ANALYSIS HANDYMAN/DRIVING PROJECT

(April 2008 to March 2009)

HandymanJobs

B Buliding/Fittings: 37%

H Carpentry: 11%

M Electrical: 31%

B Mechanical: 5%

M Painting/Decorating: 3%
® Plumbing: 5%

= Other: 8%

N
|

57% of those helped were over pensionable age
Approx. 1 hour 45 minutes was the time spent per job
An average of 2.5 miles was undertaken per job

A total of 90 jobs were referred and assessed.

Driving the Mini Bus

Number of clients transported 1959
Number of journeys undertaken 273
Total number of miles driven 2526

An average of 8 people per trip
Approx. 53 driving tasks were undertaken for the Charity Shop.

14



FUNDRAISING

Held all our annual fundraising events including:— Summer Fair and
Christmas mince pie and carols morning ; flag days, cream tea
afternoons, fish and chip lunches and quiz, party playtime, variety show
‘Memories Are Made of This'.

We have considered other ways of keeping the public image of Brixham
Does Care uppermost and planned a number of “Open Day Events” where
people could discover more about the services Brixhnam Does Care offers.
After researching the feasibility of opening a charity shop in Brixham we
took the lease of a shop in Middle Street and opened it on the 1°
December 2004.

In its first full year of trading to December 31%' 2005 the shop had proven
successful and again repeated that success in each subsequent year.

We were able to successfully re-negotiate a new contract with the “Torbay
Care Trust”

We took the decision to marginally reduce some of our regular fund raising
events during 2008/2009. This decision being three fold, 1) because the
charity shop had been successful, 2) to allow greater staff time for direct
clients contact and 3) placing more emphasis and time on our planned
extra events for celebrating our 30™ Anniversary of BDC

The charity shop’s performance is under regular analysis and depending
on the following years receipts/income we may again review our strategy

Our organisation

Carers

Reviewed and updated our financial and management procedures
Reviewed the guidance handbook for those involved in running the shop
Updated our recruitment pack

Revised and modified our volunteers pack

Amended and upgraded our Health & Safety information and risk
assessments

Maintained our Carers Support Worker

Produced a regular carers newsletter — at the end of the year we had 144
carers on our distribution list

Held our ‘Carers Pampering Day’ at the Berry Head Hotel

Co-produced a carers information leaflet

Maintained regular carers groups, outings and trips

Increased support for carers by home visits.

15



OVERVIEW OF OUR PRESENT POSITION

If we could step into our own time machine and travel back to 1978 it would be
difficult to recognise the Brixham Does Care then to the Brixham Does Care now. In
1978 Brixham Does Care made about 300 home visits — in 2008/2009 we made
nearly 2500. It is estimated that in 1978 there were fewer than 3,000 office contacts
— during the course of 2008/2009 there were 21904 office contacts. There is also a
wide range of groups and activities from coach outings to quizzes. In addition to the
befriending service we have traditionally offered, we now provide a high degree of
support to clients of both Social Services and Torbay Care Trust. Through contract
negotiation the “Care Trust” is our main provider of support funding. This acts as a
contribution (approximately 50%) towards the services Brixham Does Care provides.

The volume of work, the diversity and complexity of the work remains constant and
in the main, requires the attention of our experienced team members. The majority
of the work we do is preventative, it is needs-led work that we know is of great value
and benefit to the community. Fewer statutory services seem able to give priority or
consideration for prevention and are instead crisis-led, thus our workload increases
as we fill the gap in provision. In addition we could be considered victims of our own
success as people who receive and value our support return to us and recommend
family/friends to us. Undoubtedly providing the services we do helps many people
need less access to mainstream crisis services and is invaluable not only to the
individual but as a cost effective form of delivering prevention. Thus in the long term
this eases the burden on the increasingly overwhelmed statutory services.

We have now reached the point where, as the pressure of team members work
increases, they simply don’t have the time to deal with so many routine matters.
Quite how we resolve this issue has yet to be fully decided. Whatever happens the
level of friendly service we provide at Brixham Does Care will be maintained. We
may have to find better ways of matching the needs of the service with the skills of
our individual team members.

2008/2009 saw the fourth full year operation of the Brixham Does Care Charity Shop
in Middle Street. With the blessing from the Executive Committee and support from
staff, the shop volunteers have gone from strength to strength. There are around 25
regular shop volunteers who weekly keep the shop running and as you can see from
the finance pages the income has been most welcomed. With the continued support
of everyone involved we anticipate the project will develop and grow.
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BEFRIENDING — THE CHANGING SCENE

When Brixham Does Care was first formed in 1978, its’ underlying concept was to
help people who were lonely — “let’'s be lonely together” - Brixham Does Care was
born, as a befriending charity.

Since then people’s concerns and problems have increased dramatically. Brixham
Does Care staff regularly deal with complex cases concerning, homelessness, debt
problems, legal situations, relationship problems etc. Some of these issues are not
within the remit of Brixnam Does Care. However, the trust which clients place in
Brixham Does Care staff, allows the individual to disclose in confidence, issues
which cause them concern and distress. Brixham Does Care offers support to all
individuals who turn to us for help.

People who come to us are provided with flexible and excellent quality of service.
Staff have extensive knowledge and awareness of other agencies/organisations
(local and national) and are able, if appropriate, to signpost and direct clients to other
organisations — to access information/services/support that Brixhnam Does Care is
unlikely to provide itself. All of this is achieved by a largely unqualified but caring
and experienced workforce.

Although originally Brixham Does Care was not intended to act as a crisis
intervention service, the multi-complex situations that people bring, inevitably involve
staff in responding and working to make a difference where possible. Our open door
service involves us dealing with complex issues presented in this 21% Century. Staff
now spend more time with individual clients. In the 1970’s the average time spent
with a client was less than 15 minutes. Today helping to complete an Attendance
Allowance or a Disability Living Allowance form, can take over 2 hours. Many more
hours are now spent dealing with complex situations. Because of this, the time
available to staff for befriending/socialising with clients has become more restricted.
Staff juggle this daily balancing act extremely well but there is no simple remedy or
answer to this issue of constant demand.

Brixham Does Care’s open door approach is a positive attribute which can create
dilemmas. Over the years it has become apparent that the demands on our services
have significantly increased. More complex situations are increasing and squeezing
our befriending focus. Existing accommodation does not allow for expansion, neither
do our finances. A review of our workload, workforce and services we provide and
operate, as well as services offered by other agencies, will be taken into account and
form part of our action plan for future years.

17



RESERVES POLICY

Our reserves policy was presented, discussed and agreed by the Trustees at their
last meeting and endorsed by the Executive Committee. It caters for and recognises
the need for management of the overall budget and finances.

The reserves we hold have fundamentally emanated from legacies bequeathed to
Brixham Does Care in the past. Our investments are held by the Charities Aid
Foundation.

Brixham Does Care reserves may be used to:

Meet short term deficit funding
Act as a capital contribution towards identified costs i.e. building works,
new vehicle, equipment etc.

Be used as partnership and match funding when seeking sponsorship.
Help in “exit strategy” from time limited funding.

Dependent upon our contracts and core funding over the next 3 years we would
have to consider very carefully any new costed items. The management team would
need to reduce or delete some budget items accordingly and seek to obtain
executive approval. Sustaining any new or ongoing additional commitments would
need careful planning, managing and identification of alternative support funding.
The next Trustees meeting would need to agree any alterations to the existing
reserves policy and subsequently be endorsed by the Executive Committee.

HEALTHY LIVING

In line with the government’s “Health of the Nation” report the Executive Committee
discussed and adopted a number of initiatives to improve, promote and increase
awareness of social lifestyles. They are:

Cessation of smoking

Health and safety in the workplace

More risk assessments are undertaken

Maintain and promote our activities which combat obesities e.g. walking
and gardening groups and coach outings

Self help methods for managing mental health e.g. self help groups and
principles of Wellness Recovery Action Plan

Encouraging Supportive Network Initiatives e.g. carer group activities
To promote and provide healthy eating options

Safer home environment e.g. the handyman scheme

Lone worker policy created

18
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and surrounding communities. In the past 12 months staff have worked very hard to offer services
and maintain our excellent status. We continued to receive support from local people and where
would we be without the superb volunteers, who support the work of Brixnam Does Care so well.

We faced and met the challenges that were presented; we reflected on our 30 years of providing
services and felt it had all been worthwhile and very productive. We look forward to our i
Anniversary year and beyond and to the many opportunities it will bring.

Signed........... M370% ......................... Date: 01/09/2009

lan Graham
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How Did We Do On Our
ACTION PLAN FOR 2008/2009

No. Action Point Who By Dutcome
1 | Purchase new display boards and MW May 08
materials
2 | Develop a 5 year training programme MW Jan 09
3 | Investigate ‘qualifications’ for staff to MW Jan 09
pursue/undertake
4 | Research ‘quality standards’ and MW Jan 09
implications for Brixham Does Care.
Consider development to our
Community Legal Standards.
Note: Items 2, 3 & 4 are large areas of
work to be explored & addressed. A
good deal of time may be required to
give full consideration to these topics
which may merge with others. Itis
therefore proposed to produce a draft
report for the Executive Committee.
5 | Annual review performance of the IG Mar 09
Charity Shop
6 | Continue to address ongoing Health & All staff | Mar 09
Safety issues
7 | Annual review the need for detailed IG/MW | Mar 09
budget & unit costs Treas.
8 | Update survey of agencies who offer MWI/LW | Feb 09
‘care’ within Brixham
9 | Create policy/timescale for replacement GS/IG | Mar 08
Mini Bus
10 | Recruit 20 new volunteers (particularly All staff | Oct 08
target volunteer drivers)
11 | Annual review our Carers Services LW/MW | Mar 08
12 | Annual review of effectiveness of GS/IG | Nov 08

Handyman/Driver service & any
development — expansion of service




How Did We Do On Our
ACTION PLAN FOR 2008/2009

No. Action Point Who By  Qutcome
13 | Make funding application for specific IG/MW | Mar 09
services i.e. Carers/Handyman
14 | Undertake annual ‘customer IG Mar 09
satisfaction’ of users & carers
15 | Produce statistical returns to Torbay IG/MW | Mar 09
Care Trust in line with contract ' + ,
requirements All Sta
16 | Improve internal documentation & SG/TS/M | Jan 09
systems W
17 | Develop a strategy for ‘Lone Workers’, Visiting | Oct 08
including risk assessment & staff phone S‘;’:‘ff
contact MW
18 | Plan & organise events for 30" All staff. | May 08
Anniversary Year Fin. Sub.
Group
19 | Review demands on staff & work load. MWI/IG | Nov 08
Add to planning day agenda +
P Jcayad All Staff
20 | Promote Brixham Does Care Cafe MW May 08
+
All Staff
21 | Analysis of current bankers/charges & IG June
options for change. + 08
Report to Finance Sub Group & Treas.
implement recommendations
22 | Review lease & longer term objectives Mngmnt | Nov 08
Ex Comm
23 | Continue to evaluate & improve All Staff | Nov 08
Brixham Does Care service provision
24 | Seek to achieve/maintain the targets All Staff | Mar 09

identified in Appendix A
(See p36)
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ACTION PLAN FOR 2009/2010

No. Action Point Who Nhen | Outcome
1 | Develop a5 year training MW Jan 10
programme
2 | Investigate ‘qualifications’ for staff to MW Jan 10
pursue/undertake
3 | Research ‘quality standards’ and MW Jan 10
implications for Brixham Does Care.
Consider development to our
Community Legal Standards.
Note: Items 2, 3 & 4 are large areas
of work to be explored & addressed.
A good deal of time may be required
to give full consideration to these
topics which may merge with others.
It is therefore proposed to produce a
draft report for the Executive
Committee.
4 | Organise & plan for individual & MW Jan 10
annual training programme
5 | Annual review the need for detailed IG/MP | Mar 10
budget & unit costs
6 | Create policy/timescale for GS/IG | Nov 09
replacement Mini Bus
7 | Make funding application for specific | IG/MW | Dec 09
services i.e. Carers/Handyman
8 | Review lease & longer term IG/IMW | Dec 09
objectives o
Fin. Sub.
Group
9 | Seek to achieve/maintain the targets | All Staff | Mar 10
identified in Appendix A
(See p36)
10 | Seek new funding opportunities IG/MW | Dec 09
11 | Successfully compete for new All Staff | Feb 10

tendering process
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ACTION PLAN FOR 2009/2010

No. Action Plan Who When Qutcome
12 | Continue to review performance of All Staff | Feb 10
services, groups & activities
13 | Ensure that BDC leaflets & promotional | All Staff | Dec 09
material are effectively communicated to
other organisations
14 | Arrange local promotion/PR session IG/IMW | Mar 10
involving other Torbay agencies &
Fin.
Sub.
Group
15 | Maintain BDC'’s credibility & positive All Staff | Mar 10
image & vols.
16 | Plan & organise a minimum of 4 All Staff | Feb 10
fundraising events
17 | Undertake an annual ‘customer All Staff | Feb 10
satisfaction’ survey of users & carers
18 | Review our carers strategy & services MW/LW | Jan 10
19 | Recruit 20 new volunteers All Staff | Mar 10
20 | Develop a strategy for ‘Lone Workers’, MW/IG | Oct 09
including risk assessment & staff phone
contact
21 | Review quality standard mark & assess | IG/IMW | Sept 09
appropriateness
22 | Produce statistical returns for Torbay All Staff | Mar 10

Care Trust in line with contractual
requirements
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INCOME 2008/2009

We are funded by donations, legacies and through fund raising activities. We also
receive contributions from Torbay Council and Torbay Care Trust with whom we
have contracts to provide some services in the community. A breakdown of our
income stream and main expenses for 2008/2009 are set out below.

@ Memberships

1% 79% m Coach Outings
12% 0

O Contract Fees &

10% Grants
O Donations

10% 47% W Legacies
O Interest
10%
m Shop Income
O Other
£
1. Memberships 864
2. Coach Outings 10429
3. Contract Fees & Grants 76694
4. Donations 16189
5. Legacies 15500
6. Interest 5169
7. Shop Income 15901
8. Other (see breakdown below) 18832
Total Income 159,578
Other £
| Fundraising 8620
li Refreshments 8079
lii Sundries 2133
18,832
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EXPENDITURE 2008/2009

0% 3%

2% @ Depreciation
24%
m Fundraising

0O Management
of the

Charity

5% |
O Salaries

53%

m Tax & N.I.
13%
@ Shop
Expenditure
m Other
£
1. Depreciation 473
2. Fundraising 4092
3. Management of the Charity 3060
4. Salaries 75822
5. Tax & N.I 18489
6. Shop Expenditure 7010
7. Other (see breakdown below) 33875
Total Expenditure 134,622

Other £
Premises, Rent, Insurance, Heat & Lighting 6131
Handyman Materials/Equipment 257
Carers Group 1557
Lunch Club 1568
Minibus Costs 2566
Stocks & Maintenance 2012
Telephone 4932
Printing, Postage, Stationery 3117
Transport 6954
Sundries 3154
Provisions 3369
Staff Training 927
Coach Trip Expenses 4482
Minus Proportionate Costs -7151

33,875
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TARGETS Appendix ‘A’

During the next 12 months we will:
Respond to urgent referrals within 24 hours
Respond to non-urgent referrals within 7 working days
Answer 95% of phone calls within 5 rings

See all visitors to the office within 15 minutes - with 75% being seen
immediately

Conduct an annual customer satisfaction survey of 100 people

Respond to requests for help with claims for Attendance Allowance and
Disabled Living Allowance claims within 7 working days

Arrange up to 300 mini-bus journeys

Arrange a minimum of 12 social outings for vulnerable clients
Provide some 800 lunches a year at Lunch Clubs

Make 2,500 home visits

Provide at least 6,000 places at daily groups and activities

Maintain and support the volunteer workforce at the present level of 148

Offer our volunteers, some 4000 volunteering opportunities to become
involved in and support the services provided by Brixham Does Care.

Maintain the membership level at no less than 400

Make arrangements to deal with a minimum of 15000 centre contacts
Offer the opportunity for approximately 100 small Handyman jobs
Respond to some 7,000 incoming telephone calls

Continue to support over 144 Carers

Provide a minimum of 12 Carers groups outings/meetings

Provide a Carers Pampering Day

Organise & plan for a range of fundraising events

Make arrangements for the office to be open to the public Monday to
Friday 10 am - 4 pm (closed daily 1:15 - 1:45 pm).

Maintain the Charity Shop 32



POPULATION STATISTICS Appendix ‘B’

Included here in Appendix ‘B’ are some straightforward statistics relating to the local

population and Brixham Does Care workload.

The production of these kinds of

statistics are of great value, interest and can also be presented as evidence when
negotiating contracts. They will also be helpful when completing any required returns
and should be a source of good information when seeking sponsorship.

Population Profile Brixham Does Care basically offers services to the population in
3 of the 15 wards in Torbay, they are Berry Head - with - Furzeham, Churston - with

- Galmpton, and St. Mary’s - with - Summercombe, covering a total population of

approx. 24,320, which represents nearly 19% of the Torbay total population. These

figures are supplied by Torbay Council’'s Research Team and are taken from the

office of National Statistics — mid year estimates for 2002.

Population profile of Brixham Does Care catchment a rea

Ages Berry Head Churston St Mary’s
with with with

Furzeham Galmpton Summercombe TOTALS
0- 9 818 430 773 2021
10 - 19 1234 733 982 2949
20 - 24 379 206 277 862
25 - 59 4341 2630 3112 10083
60 - 69 1459 1027 962 3448
70 - 79 1188 1021 728 2937
80 - 84 428 400 257 1085
85+ 354 339 242 935
TOTALS 10201 6786 7333 24320

Torbay population is approx. 132,000 Brixham Does Care’s catchment area
population of around 24,320 is approx. 19% of the total Torbay population.
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Population age structure % -

comparisons (percenta

ges)

Age group Brixham Torbay Devon South West | England & Wales
0-14 15 16.8 16.9 17.8 18.9
15-64 58.3 60.6 62.2 63.5 65.1
65—-79 18.5 15.3 14.9 13.4 11.8
80+ 8.2 7.3 6.0 5.2 4.2

The above chart has been extracted from the ‘Adopted Torbay Local Plan 1995 —
2011. It emphasises the important factor of the relatively high proportion of elderly
which can put great pressure on health care and social provision.

We have added the first column in the chart which identifies the percentages relating
to the three wards in our catchment area. It clearly shows the potential
disadvantages and burden placed on Brixham and its surrounding communities by:

Fewer school age children

Lower percentage of those
able to earn

Higher percentage of 65 — 79

year olds

Higher than average in the 80+
Age group

- destabilise future investment

- less growth and economy to the

locality

- although a wealth of experience

(now retired) - there is possible
greater demand for Health and
Social Care

at almost twice the national
average potential higher call on
Health and Welfare provision.
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WHO CAME TO US IN 2008/2009

AT A GLANCE STATISTICS

The following is a brief and straight forward account of the volume of work we dealt
with during the year:-

CONTACTS IN THE OFFICE REACHED 21904

Broken down as:-

1. telephone calls made ... s 6600
2. telephone calls received ... 3782
3. OffICE CONTACTS ... et e e e e e e 11522

VISITING STAFEF MADE::

1. NOME VISIES ...t e e e e 2175
2. mobile phone calls made ... s 780

IN ADDITION:

1. new referrals Were ... e a0, 208
2. volunteer OppOrtUNItIES ......ovvivi v e e e e eeeeen 2. 3897
3. journeys made by the mini bus ..., 273
4. the numbers attending our groups and activities was ........................ 6247
5. meals provided by the lunch club ... 700
6. AA. and D.L.A. @SSISTEA ... .oeiieie i e 92
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ACKNOWLEDGEMENTS

Appendix ‘C’

We received contract fees from Torbay Care Trust (supported by Torbay Council’s
Social Service Department). We received a number of legacies and numerous

donations from individuals. We never name individuals, but we sincerely thank all
donors, sponsors and our own fund raisers.

In addition, we must record our sincere thanks and we are most grateful to the
following Businesses and Organisations for their help and support.

A & B Coaches

Age Concern Torbay
Anderson Trust
AstraZeneca

Bargains Galore
Berry Head Hotel

Grosvenor Book-keeping

Hammer and Nails
Harbour News
Herald Express
Hunt Opticians

Brixham Community College Just Lets & Sales

Brixham Co-operative
Brixham Garage
Brixham Rotary
Brixham Sorting Office
Brixham Town Band
Brixham Tyres

Brixham Trailer Agents
Charities Aid Foundation
Chestnut School

Clear Dental

Complete PC’s

Charity

David’s Fish and Chips
Devon Ins. Service
Dragons Tail

Eastleys

Furzeham School

Lemon Tree Café
Lions Club
Lloyds TSB — Brixham

Bea Meredith Fund
John Mitchelmore Trust
Morgan Fund

National Trust
Nuttalls Estate Agents
Northcott Foundation

Orpheus Choir

Pilgrims Restaurant
Poopdeck

Popes

Primrose Properties
Probus

Riveria Singers
Roslin Hall Trust

Sainsburys

Sandwell (St Kilda’s)
Sheepskin & Suede Shop
Smardon’s

Soroptomists

South Devon Carers
Consortium

South Devon College

T & | Stockman’s

T Capp

Torbay Fruit Supplies
Torbay Voluntary Services
Trawler Pub

Tree of Goodwill

The Rangers (Girl Guiding
Brixham

| A Webb Accountants
Sarah Wood Fogwell

PGW Home & Garden Maintenance
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GRAND CHARITY AUCTION ACKNOWLEDGMENTS

Berry Head Hotel, Brixham

Marks & Spencers, Torquay

Tuckers Maltings, Newton Abbot

Plymouth Gin

Pennywell Farm, Buckfastleigh

Bay Pharmacy, Brixham

Cards More, Brixham

Bicton Botanical Gardens, Budleigh Salterton
Sally Taylor

Exeter Chiefs Rugby Club

Paignton & Dartmouth Steam Railway

Jean Badham

Kents Cavern, Torquay

Mitch Tonks Seahorse Restaurant, Dartmouth
Bill Harvey School of Motoring

Stephen Watkins & Tom Horsley Photography
Beverley Park Holidays, Paignton

Fore Corners, Brixham

Torbay Bookshop, Paignton

Westcountry Ambulance Service, Totnes Station
Admiral Swimming Centre, Brixham

Brixham Coastguard

Devon & Cornwall Police

Riviera International Conference Centre
Torquay Hi-Flier

Fermoys Garden Centre, Ipplepen
Woodlands Leisure Park, Dartmouth

Marine & Towage Services Group Ltd
Horizons Restaurant South Devon College

Appendix ‘D’

Model Village, Babbacombe
Apollo Cinema, Paignton
Grenville House Outdoor
Education Centre, Brixham
Babbacombe Theatre, TQY
Bays Brewery, Torbay

Dan Eke — Pilot

David’s Fish & Chip Shop
Brixham

Princess Theatre, Torquay
Living Coasts, Torquay
Meteorological Office, Exeter
Brixham Bouquets

Herald Express, Torbay
Rosemoor Gardens
Plymouth Aquarium

Arsenal Football Club
Morwellham Quay, Tavistock
Torquay United FC

Brixham RFC

Kaba-Kaboo, Brixham
Torbay Leisure Centre
Hilda Carter

Bygones, Torquay

Brixham Specsavers
Theatre Royal, Plymouth
Tranquil Solutions

Terry Dart, Brixham

The Big Sheep, Bideford

Brixham Does Care would like to take this opportunity to thank the following for their
help and assistance with the Grand Charity Auction.

The Berry Head Hotel
John Prestige
Ben Moseby
Kate Reeves
Torbay Mayor Mr Nick Bye

And all the businesses who have so generously supported Brixham Does Care’s first
Grand Charity Auction.

The Grand Charity Auction was the single most profitable fundraising event in
Brixham Does Care’s history. The evening itself raised a total of £2231. We once
again thank everyone involved for their help and support in making this event a
fantastic success.
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REFERENCE DOCUMENTS

Torbay Health Improvement Modernisation Plan 2002 — 2005

Director of Public Health (Annual Report 2004)

Torbay Strategic Partnership (Teaming up for Torbay’s Tomorrow)

Torbay Council (Fair Access and Care Services 2003)

Torbay Carers Road Show (Report 2004)

Torbay Carers Register (Report 2003)

Torbay Sector Voluntary Conference (Report 2002)

Adopted Torbay Local Plan 1995 — 2011 (Community Education and Health
Facilities)

Torbay Community Plan 2002

Health and Social Care in Torbay (Consultation Documentation 2004/2005)

Torbay Council Corporate Plan 2005 — 2008

Brixham Service Model (July 2008)

Measure Up. Torbay Care Trust Carers Strategy 2008-2011

Our Promises Torbay Care Trust Strategic
Improvement Framework 2009-2013

Appendix ‘E’
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Thank you for taking time to read through our annua

Please use this space to make any notes or observat
any of our services.

We look forward to hearing from you with your thoug
you may have.

Thank you for supporting Brixham Does Care.

We always welcome offers of voluntary help in any ¢
hours a week spare time and would like to help or v
would be very pleased to hear from you, either call
857727 or 856132.

| report for 2008/2009.

ions about the report or

hts and any comments

apacity. If you have a few
olunteer your services we
into the office or ring us on
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Our Logo

A person - people matter most
A smile - we look for happiness
A simple drawing - everybody can be useful

BRIXHAM DOES CARE
TOWN HALL

NEW ROAD

BRIXHAM

DEVON, TQ5 8LZ

TEL. NO. 01803 857727 or 856132

e-mail brixhamdoescare@yahoo.co.uk
www.brixhamdoescare.org.uk

CHARITY SHOP 18/20 MIDDLE STREET
BRIXHAM DEVON TQ5 8ER

TEL. NO. 07783 044939




