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A Foreword by the Chairman

If the financial year 2008-9 began with the 700 Club enjoying the long hot days of
summer, it ended feeling the cold, biting winds of an economic winter. In January
2009 the Chancellor announced that the British economy, having experienced three
consecutive quarters of negative growth, was officially in recession. With interest
rates at close to zero, cutting costs became an essential strategy for survival, not
only for the 700 Club, but for those upon whom it was dependant for a revenue
stream, and principally the local authority. At the close of the financial year the 700
Club was facing the loss of about a third of its income from the Emma Project as the
axe fell upon housing benefit payments. And as a non-profit making organisation,
loss of income has only one consequence, the loss of the capacity to respond to the
needs of clients.

It is one of the sad facts of life that during times of economic hardship it is the
weakest and most vulnerable members of society who suffer most. They have no
formal champion for their rights, and this, coupled with the government’s
‘individualisation’ agenda in the administration of support, robs them of any collective
voice. In a very real sense the most vulnerable become invisible, or more accurately,
‘statistically insignificant’, to those with the potential to change their situation. In
unprecedented circumstances, and against the political tide, the 700 Club has tried to
keep the needs of such people on the local agenda. This has meant giving public
expression to things that the politicians do not want to hear. For example, the ‘official’
line in Darlington is that there are no ‘rough sleepers’ in the town, but actually the
number is dramatically increasing. For those involved in homelessness provision, this
is of great concern because the growth in rough sleeping is a strong indicator of the
rising need across the sector, from the young person who is sleeping on a friend’s
floor to the family who have had their home repossessed because of mortgage
arrears.

I commend this annual report to the reader. The context has been difficult, but there
is much to celebrate within it. It is often said of initiatives such as the 700 Club that all
is worthwhile if just one person is helped to recover their life; the 700 Club has
helped literally hundreds this year and tens of thousands throughout its twelve year
history. Achievement should be recognised, so the ‘Recognition of Achievement
Award’ given by the Mayor of Darlington as the financial year closed was both fitting,
deserved, and a credit to those who have served the organisation.

No annual report is, of course, complete without an expression of thanks to those
who across the year have contributed so much to the organisation. Thanks, first, to
the staff (both present and those who have moved on) and in particular to our senior
management team Ira Laketic-Ljubojevic, Yvonne Beattie and Tracy Marlor who
have, along with the 700 Club Board, worked unstintingly in very difficult
circumstances for the well-being of the 700 Club and the client group they serve.
Thanks, second, to our major partners including Home Group, Darlington Borough
Council, Darlington PCT, Darlington Housing Association, First Stop, and the private
landlords who have worked with us. Thanks, finally, to those who have contributed
financially to our work, from the major grant givers like Northern Rock to those who
have made small personal donations. To all these, and so many others, thank you.

Dr John P Elliston MBE



A Word by the Chief Executive

The 700 Club is a charitable organisation that strives to do all we can to support
vulnerable marginalised people by providing them with a temporary accommodation,
key living skills and guidance to help people try for, achieve and hopefully maintain
independent living. Everyone has aspirations and dreams. We work with people to
help them get closer to those goals by empowering them to make positive choices, to
engage with the communities where they live and to gain confidence to take charge
of their lives once again.

All the work our staff and volunteers do is to get closer to our ultimate aim: eradicate
homelessness by preventing it. | want to say’ thank you’ to them for all the
commitment and enthusiasm they give. In working towards this vision we come
across obstacles and challenges that may threaten the continuation of the services
we provide, and so threaten the outcomes for many people we support in the area.

As an organisation, we continuously put efforts into ensuring we remain fit for
purpose and needs led. We believe in moving with the time — a lot of resources and
effort has been put into ensuring we have a 21 century service tailored for the 21
century problems. We don't live in the past.

However, the modern times do not always bring the progress and prosperity with
them. We are all aware of that as most of us are experiencing the impact of the
current recession and the sudden and immediate funding cuts that may stretch the
available resources to an extent where holes in seams start to appear and people
(clients and staff) start falling through the net.

A school of thought that | subscribe to suggests that what we are currently witnessing
is only a tip of the iceberg called ‘recession’. And that it is highly likely many more
individuals and families, even communities will experience substantial hardship over
the next several years. The basic needs to have a shelter, warmth and a meal, may
sadly start to dominate many people’s minds as a direct result of the present
economic climate. In turn, that means that organisations like the 700 Club by the
nature of their mission and the ethos of the organisation, will be extraordinary
stretched. That demand, coupled by the present and real risk of diminishing funding
may stretch local charitable organisations like ours to the limit. We have been
witness to some difficult decisions a number of teams and local organisations had to
reach recently - us included. As a consequence, ultimately the civil society may loose
out. We have to be mindful of that.

All of us, together need to find a better way of supporting each other and our
communities to optimise our chances of enduring this testing phase in our society.
Like all phases, it is going to end at some point - we can be sure of that. What we
need to do is to protect our communities and people, especially the individuals who
are currently on the margins of our society, from falling through the cracks and being
lost forever.

Thank you for working with us.

Dr Ira Laketic-Ljubojevic



Our Purpose and Activity

The main purpose of the charity, as set out in the objects contained in the company’s
Memorandum of Association, is to support vulnerable people who are in
conditions of need, hardship or distress, in particular by the provision of
temporary accommodation and assisting them on their journey to more
independent living.

The vision that shapes our annual activities remains eradication of homelessness
in the North East of England by preventing it, as detailed in our 10-year
strategy. The charity also has general aims of:
- improving independence and quality of life of our clients by providing a
range of support services, advice and guidance; and
contributing to quality of life to the people in communities we serve by
promoting inclusion, community cohesion and raising awareness of
homelessness issues in general.

Our aims fully reflect the purpose that the charity was set up to further.

We review our objectives and activities each year. This review looks at what we
achieved and the outcomes of our work in the previous 12 months. The review looks
at the success of each key activity and the benefits they have brought to those
groups of people we are set up to help. The review also helps us ensure our aim,
objectives and activities remained focused on our stated purposes.

In shaping our objectives for the year and planning our activities, we have
considered the Charity Commission’s guidance on public benefit, including
the relief of those in need by reason of youth, age, ill-health, disability,
financial hardship or other disadvantage and the guidance on public benefit
and fee charging. 700 Club relies on grants, contracts and donations to
cover its operating costs. A careful consideration is given when setting the
level of any personal charges requested from the clients whilst they are
using the available accommodation, and indeed any implementation of that
request, to ensure full accessibility of our services for those in need and on
very low income.

All our charitable activities focus on the alleviation of distress for people in need who
are homeless or at risk of being homeless and on prevention of repeat homelessness
by providing temporary accommodation and a range of support services. All those
activities are undertaken to further our charitable purposes for the public benefit. The
charity delivers its charitable aims in three ways:
- through provision of a range of temporary accommodation;

through direct service delivery especially in relation to support, advice and

guidance for our clients; AND

through taking active part in the life of the communities where we offer

accommodation and deliver services

Our objects limit the services we provide to those present as homeless, at risk of
homelessness and/or in need or in distress in Darlington, and the North East of
England. We welcome all people (individuals/couples (over the age of 16) and
families) regardless of personal background, faith, gender, race, sexual orientation,



disability or personal circumstances and we believe this philosophy of openness to all
enriches the communities where we deliver the services.

As part of our clients’ integration into the wider community, this year we have again
put a lot of effort in and will continue to break down barriers with the local community
in which they live and work to reduce stigma, improve community cohesion and,
ultimately, improve outcomes for our residents. This year, we have done this by:

proactively seeking feedback on our services through stakeholders surveys, open
days and other meetings because by being open, flexible and cooperative, we
wish to continue to build an environment where people feel their concerns will be
addressed and resolved and where social capital in the form of kindness,
acceptance and support will be increased ;

inviting members of the community to visit our services and meet staff and clients
in person - giving members of the public opportunities to voice their opinions,
concerns and ideas that could lead to better relations;

continuing to raise awareness about homelessness issues amongst front line staff
of statutory and third sector organisations and amongst private businesses and
members of the public in general - to tackle marginalisation of this vulnerable
group and improve access to services and opportunities;

using placement and volunteering schemes within our organisation to raise
awareness and understanding of the homelessness issues and what can be done
to help this clients group integrate better;

utilising our knowledge of marginalised communities to promote the integration;
utilising various media, such as our website, quarterly newsletter, DVD tools,
publications and fundraising activities to explain the issues attached to
homelessness, the needs of this marginalised group, the ways they can positively
add to the life of the community and the ways communities can embrace those
individuals.

We are confident that our ongoing efforts to integrate clients back into their local
community will help dispel prejudice against our clients and stigma associated with
being homeless.

The activities carried out in this financial year for the public benefit by the charity
have been delivered through the three main sections:

Corporate services

Hostels

Emma Project



Corporate Report
By Tracy Marlor

Where has the time gone? We come to the end of a very busy year for the 700 Club. As
with any organisation we have seen staff come and go, including former staff returned to
the organisation in different roles.

We welcomed both new Board members and Directors, including clients as Board
co-opted members and a new Vice Chairman to our Management Committee. And
we have continued our commitment to equality of opportunity and diversity across all
elements of the 700 Club. In terms of the board representation, we continue to have
diverse representation as cross-section of the community where we deliver the
services.

The corporate team and senior managers moved into the new suite of offices that
was developed within the existing church building. They were quick to settle in and
utilise the space by holding client events, all staff meetings and our annual open day.
The meeting/training room has become an invaluable asset to everyone in the 700
Club, and beyond.

Continuing our commitment to continuous improvement we have again distributed
questionnaires to all our stakeholders and clients to gain feedback on our services
and identify any areas for improvement. From 180 stakeholder questionnaires that
were sent out we received 33 replies. Overall the feedback was positive with the
highest percentages falling into the very good. As part of the feedback-on-feedback
process we responded to all those who made any specific comments to explain what
we were doing with their suggestion.

Client Involvement

We see involvement and empowerment as ways of working with our clients so they
become able to take control, improve the quality and succeed in accomplishing
ambitions in their own life. We place great importance on finding out about and
fulfilling clients’ housing, social and emotional aspirations. This means that we listen
to them, help them obtain information with which they can make positive life choices
and offer them opportunities for personal development so that person’s self esteem,
skills and confidence in themselves and their abilities grow. As a result, our clients
will eventually take charge of their own life, build relationships and social networks,
and be ready and willing to fully participate in the wider community.

Client involvement is pivotal for us to improve our service delivery and enable
positive person-centred outcomes. Consequently we aim to deliver outcomes beyond
basic support, demonstrating the difference made to aspects of life that clients really
care about - love, money, family and friends, work and well-being.

We work to core (minimum) standards of excellence to ensure that clients’
involvement in the 700 Club constantly improves. We understand the difficulties that
clients may be experiencing, including perhaps leading quite chaotic lives. We
therefore make it clear to our clients that they have the right to:

be involved at a level that they feel is appropriate to them and their circumstances
at the time;
choose not to be involved and to change their minds if things change for them;



the appropriate support to become involved and sustain, develop or withdraw
their participation, as they choose; and
expect respect for their contribution

This year, clients were able to choose to be involved in the management and delivery
of the service and overall service development on a number of levels, such as:

developing information materials (eg, DVD tools) so we can present it in a format
that meets clients’ needs;

using opportunities to express their views and influence decision-making -
especially on improvements which affect their lives. We have done this by
organising and facilitating a range of clients’ meetings and discussion panels. We
have sought individual views and suggestions and have taken clients’ views into
account when making changes and improvements of any kind. We have provided
opportunities for individual and group work consultation so clients were involved
in planning and evaluating the quality of provision at all levels — including shaping
policies, implementing service improvements, influencing staff recruitment and
developing activities;

getting involved in service management at the Management Committee of the
700 Club level as co-opted members; and

engaging with the wider community by developing and maintaining social
networks with our help and exploring new opportunities such as volunteering.

We made sure that sufficient money was available during the year in a designated
‘Client Involvement Fund’ to ensure that we were consistently able to offer new and
innovative opportunities for clients’ involvement as they become identified.

Our clients responded positively to an engaging culture despite the chaotic lifestyles
and the background experiences they bring with them.

We continue to focus on engagement and involvement of our clients with every
aspect of the service we deliver. This year we have improved the ‘getting involved
guestionnaire’ to include other activities that have been suggested by our clients and
delivered. There are two clients representatives on our board.

Client involvement encompasses everything across the organisation from choosing
colour schemes for the hostels to providing feedback on policies and procedures. In
addition clients continue to take part at each step of the recruitment process. Their
feedback says that they particularly enjoy taking part in the interviewing of potential
employees. The client forum this year included a presentation by the Fire and
Rescue Service which was both enjoyable and informative.

In October we held a sports day event which saw staff and clients competing against
each other to win, amongst many, the egg and spoon and sack race. All winners
received a medal and a certificate.

In addition to the daily living skills programme we commenced a cookery programme
for all our clients. The new skills gained by the clients were put to good use at
Christmas as they took an active role in both preparing and cooking the Christmas
meal. The rest of the day included watching DVDs and playing board games.

Clients have also been involved in maintaining the Emma Project houses by
volunteering in cleaning, decorating and general DIY working alongside our paid



employees. They have gained new knowledge, skills and confidence in their abilities
leading to one of the clients commencing a college course in joinery.

Some of the Winners — 700 Club Sports Day

Fundraising

The 700 Club has continued to receive a number of donations from some generous
people and we would like to say a big thank you to those who have made a donation
to the 700 Club.

Both staff and volunteers also took part in a bag packing event at Sainsbury’s which
raised over £800.00. We also took part in the Darlington carnival and the market
event and would like to thank all the local businesses who donated goods and
vouchers for the tombola on that day.

The launch of the new website gave us the opportunity to receive donations on line
and in the coming year we will be looking at further innovative ways to raise funds to
ensure that we can continue to provide activities such as the sports day for the
clients and that we make Christmas as enjoyable as possible for them.

Information Technology

Following the introduction of a new server, the further challenge this year was the
incorporation of the current system into the new offices.



Michael Durkin — Business Development Manager — Evolution
700 Club IT Development

Computers continue to be very significant tools in the workplace and along with the
increasing demand for electronic communication is a very valuable asset to the flow
of data in any company. The 700 Club ICT systems are essential for the flow of
data, bringing increased data consistency and reliability to the organisation.

This year the 700 Club have demonstrated good partnership working by using new
services provided by the eVOLution Service Hub. The eVOLution Service Hub is a
part of eVOLution the local Third Sector Infrastructure support organisation and is
dedicated to maintaining low cost reliable services to the community. The 700 Club
IT manager provides initial contact and liaises with the various internal departments
and then with the eVOLution Service Hub to help reduce time for problem diagnosis
and repair solutions

The current ICT system remains reliable and robust and has shown significant
stability and fluidity during expansion into new offices with new systems. The
system has proven itself with the continued demand on email communication with a
30 % increase on last year. This year the 700 Club received over 15000 and sent
over 28000 external emails showing the importance of electronic communication to
the organisation.

The 700 club continues to embrace new technology constantly ensuring every aspect
of their IT system is tailored to the way they work.

Training and Development

The 700 Club has continued to improve the training and development for both staff
and volunteers. In addition to providing the required induction programme for all new
staff and volunteers we also encourage the use of the internet facilities, self-directed
study and attendance at a variety of seminars etc to enhance both personal and
professional development.

A substantial number of staff have also attended accredited training in a diverse
range of areas to enhance their own professional growth and development and to
increase their capability to contribute to the organisation and to provide holistic
support to our clients. Examples of this training are mental health first aid, self harm
awareness training and alcohol and drug intervention training.

We now have a number of staff who have completed both the C card and Smoking
Cessation training and provide brief intervention, advice and support in this area of
health and wellbeing to our clients assisting them in making informed choices about
their health and their futures.

An employee health plan was introduced as a staff benefit in January of this year.
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Equality and Diversity

Equality of opportunity and diversity continues to be an important focus for the 700
Club and we have continued to involve this subject matter in all areas of our work
with consistent monitoring and auditing of all of our interactions (for example
interviews) with clients. Monitoring also takes place within our HR processes for both
paid staff and volunteers. We analyse the information on a regular basis and learn
from it. We strive to comply with all relevant legislation. Below is an example of the
analysis of the client equal opportunities monitoring for the year 2008/2009:

Service User Age Groups

10%

o-21
W21-40
040+

O No Answer

43%

Service User Relationship Status

6% 3% 2%

O Married

B Single

OOther

O Prefer not to Answer

89%
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Disability as Defined in Disability Discrimination Act

450

200

Nurrber of Service Users
N
a
]

150

100

50

DAD Yes DAD No DAD PNA DAD NA

Answer

Self Defined Disability

Number of Service Users

DSD Yes DSD No DSD PNA DSD NA
Answer

Service User's Ethnic Origin

B White

B Mixed

O Asian or Asian British
Ochinese or Other

@ Black or Black British
O Prefer Not to Answer

96%
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Senvice User's Religion and Beliefs

% 1%%6 2%

6%

OYes

BNo
OOther
OPNA

B Christian
OCofE

W Catholic
OJehova’s Witness
BPagan
BRastafarian
OMuslim

10%

1%

Service User's Sexual Orientation

6% 0%

O Heterosexual
@ Bisexual
OLesbian
OGay

B Questioning
OPNA

B Other

89%
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Bridge2Home

As we move into another year we will be launching a new pilot scheme called
Bridge2Home. The scheme has been masterminded this year and funded in
partnership with the Primary Care Trust, Darlington Borough Council, Grange Road
Baptist Church and ourselves.

At the end of this financial year we have appointed a worker.

The aim of the scheme is to assist and support people in accessing privately rented
accommodation. This was in response to the difficulties people were facing as a
result of the current economic climate. Assistance is given to the client in relation to
the bond and support is offered once they move into the property. Landlords gain
from the scheme by receiving accredited landlord status following successful
inspection and have someone to assist in the management of the property.

Anyone wanting any further information about the scheme can contact us on 01325
366397 or e-mail bridge2home@700club.org.uk

Quality Assurance

Professional conduct and quality in all we do is of paramount importance to us. We
have put effort into ensuring that every person in our organisations understands not
only the context of our charitable business, but also a much wider context and how
we as an organisation contribute to the world around us.

The vision of the charity is to empower and equip people with confidence and life
skills so they can make their choices, achieve and maintain independence and start
to actively contribute to the communities where they live. Community cohesion and
social inclusion is paramount to us and we place a big emphasis on working in
partnerships to achieve the optimal outcomes for our clients. Users of our services —
their needs, rights and the outcomes of their stay with us are pivotal to us.

We are continuously establishing new and improving existing working practices so
that we provide the services in ways that most appropriately meet the changing
needs of users of our services, are of the highest standard and provide value for
money. That is one of the reasons we have achieved Level A Supporting People
Quality Assessment Framework standard this year - a national quality standards
accreditation for services to vulnerable people. This standard assesses our level of
performance against the six core objectives relating to needs and risk assessment,
support planning, security, health & safety, safeguarding from abuse, fair access,
diversity and inclusion and complaints, and a number of supplementary objectives.

The 700 Club has a well established, efficient and effective infrastructure including
dedicated key support services such as HR, Finances and IT — each with
appropriately qualified and experienced members of staff. As such, we are able to
manage personnel, money and communications effectively and offer a quality,
professional service which is not commonly seen in local, independent businesses of
our size (be that not-for-profit or for-profit sector).

Our annual business plans and 10-year strategy feed into our quality assurance
systems. Our workforce and our clients contribute to the development of those
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documents. All our policies and working practices are live documents that we monitor
and review regularly using staff and clients’ feedback - at least once a year.

Formal audits (such as financial, quality, health and safety, environment, client
related service standards and contract monitoring arrangements) are conducted by
external independent agencies and/or funders. In addition, our stakeholders: staff,
clients and external partners are actively encouraged in helping us review how well
the services are performing, where improvements can be made and what new
developments are required, as we have developed and operated a range of internal
monitoring and evaluation processes.

The 700 Club took on a major challenge in this year which was to gain nationally and
internationally recognised accreditations for quality, environment and occupational
health and safety. Following an assessment by an independent body, the 700 Club
has been awarded Quality ISO 9001, Environmental 14001 and Occupational Health
& Safety OHSAS 18001 certification. This certification has only been achieved by
less than 1% of UK businesses in the case of the Environment and Occupational
Health & Safety and only about 5% of UK businesses achieved it in the case of
Quality certification. These prestigious awards are supported by the Government and
are recognised world-wide.

Nick Parkes who undertook the assessment for QMS Quality Management Systems,
paid particular tribute to “the investment in people and training that enables 700 Club
to provide an efficient, occupational health & safety aware and environmentally
friendly service to their customers.”

We have also achieved Mindful Employer certification this year.

We proactively invite and encourage any kind of feedback (including critical feedback
and complaints) as we know that we can only learn and improve our services if we
understand the impact and reactions our work can elicit. This year again, we have
provided a number of opportunities for people to comment on our work - including
open days and stakeholder and client surveys and we have circulated a summary of
the findings to respondents so they know we appreciate their time and feedback.

We considered all suggestions to improve or change elements of the service and
have responded to each individual informing them of the outcome i.e. if changes
suggested have been implemented or not and the reasons associated with the
decision

As evident from our transparency, openness and success to date, we are fully

committed to continuous improvement involving on-going review and development of
policies, systems and methods of risk control.
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Emma Project Report
By Yvonne Beattie and Tracy Marlor

We are proud to say that the Emma Project has made such a difference to many
peoples lives over the last year. Many clients have been through our door and the
Emma Project team have tried their best to help them all. Some stayed for just one
night and others for a while longer.

The Project started the year with 50 units of shared accommodation, 4 emergency
rooms, 8 self contained flats, 2 taster flats for young people leaving care, one 3
bedroom house and two 2 bedroom houses giving us a total of 67 units.

Volunteers

The volunteer mentor programme is now well established and a total of 28 volunteers
have now received the accredited training. To provide both flexibility and inclusion
the training took place across the Tees Valley in a number of colleges, universities,
community centres and here within our own training room. Those attending the
training ranged in ages from 20- 49 and came from a variety of different backgrounds
which included students, teachers and youth workers.

Along with the volunteer mentors the 700 Club has welcomed a number of volunteers
in a variety of roles including administration, reception and evening work with the
Emma Project Housing Management team. We are continuing to promote the
involvement of volunteers at every possible opportunity to encourage social
interaction within the local community, improve inclusiveness and cohesion, and
increase opportunities for securing employment for everyone.

In addition to volunteers the Emma Project has also welcomed Health and Social
Care student placements from Darlington College.

Every year Cummins Engineering offers us their support by volunteering a number of
their staff to assist us at our project. Their time was put to good use and two HMO
houses got fully spruced up with a lick of paint and were given a new lease of life.
Clients became involved and a great day was had by all. The good work continued
and the clients assisted the Emma Project team to redecorate all of the communal
areas of the other houses giving them an uplift.

700 Club is very involved in the community and relies on volunteers to help
with some services and fundraising or indeed to provide some services with
the help of a dedicated co-ordinator (for example, volunteer mentors). By
giving people placement and volunteering opportunities we are:
- helping people from local communities learn new skills, obtain
gualifications and find employment
improving positive outcomes for clients by offering further bespoke
support, confidence building and mentoring
increasing social capital within the communities by tackling stigma
associated with homelessness, improving understanding amongst the
public on a range of issues associated with homelessness, and
creating opportunities for inclusion and participation.
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Partnership Working

Due to a high proportion of the HMO houses being concentrated in the Station Road
area of Darlington the 700 Club decided to close two of the houses, Tudor and Joliffe
house, the two largest of all of the Emma Project houses, closed in November 2008.
The service that Tudor House delivered however was still recognised as providing an
essential service to those with alcohol abuse issues therefore the Damp house was
reopened in December in Powlett Street so we could continue offering support
together with DAAT to those clients with alcohol issues.

The Emma Project also continued to work closely with the D.I.P team with the clients
who accessed Smiler house, whose residents presented with drug abuse issues.
Many of these clients lead chaotic lifestyles and required an extra element of support.
Working in partnership with the Elmfield Centre and D.I.P team clients were
encouraged to seek treatment and reduce their drug intake.

We worked together with NECA on an art project with our clients. Both staff and
clients alike collected bottle tops with the intention of creating a large collage
depicting a striker kicking a football into the goal. Unfortunately the project was put
on hold due to NECA moving offices. However our clients enjoyed the involvement of
collecting all of the different materials which coincided with our clients’ environmental
awareness and recycling classes.

Client Involvement

After consultation with the clients a number of events were arranged throughout the
year by the 700 Club, to name but a few, everyone was encouraged to take part in
the sports day, walks in the park and Aerobics classes. The Aerobics were made
accessible to members of the community not just to the clients of the 700 Club,
posters were placed around the vicinity and leaflets were posted. A number of people
attended bringing both the clients and the community closer together.

The sports day was a great success, in which the majority of the Emma Project
clients participated in. The day encouraged further a positive working relationship
between the staff and the clients, contributed to building clients’ self-esteem,
encouraged inclusion and was in general a fun day for all.
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Christmas

Emma Project clients were also invited to join the rest of the 700 Club clients for a
Christmas dinner at Hope House Hostel. Clients that attended enjoyed a Christmas
meal and the good company of others; they also received gifts as well as a large
number of toys which were donated for those who had children. Also clients were
invited to a Christmas party organised by a member of Emma Project Floating
Support team that was supported by other statutory and voluntary sector agencies.
The party was held at the Forum on Borough Rd. The event included live
entertainment, a buffet, games and a prize draw - including a DVD player and a
camera amongst the winnings. The event was a success with many people who were
supported by a range of organisations in Darlington attending and enjoying the
season’s celebrations.

Emergency Rooms

The Emma Project continued to provide a unique service in the form of the
emergency rooms. The service was available to people in need who were facing
homelessness on a night by night basis. It was available to clients from the age of 16
upwards and was accessible to all those who were in need. On some occasions
people came from as far as Newcastle and York and many of the users of this
service were facing homelessness for the first time. The following morning the client
would be signposted to a relevant agency such as First Stop or Darlington Borough
Council to assist them in finding more permanent accommodation. Information was
provided to the client of services available to them in the area, such as where they
would be able to get a warm meal i.e. the Basement at grange Road Baptist Church.
The Stop2night and emergency room co-ordinator who monitored the emergency
rooms did a fantastic job ensuring that the four rooms were occupied on a regular
basis by both males and females and we also had the provision for a parent and
child.

Taster Flats

The taster flats were in operation to offer young people who were between the ages
of 16 and 21 and under the care of the leaving care team, an opportunity to sample
life in their own accommodation with the reassurance of a support network being in
place. The service was structured to enable young vulnerable people leaving the
care system to prepare for adult, independent life. During the previous few years
there had been a number of unhelpful events that had not always led to successful
outcomes for the young person trialling independent living. However this year things
have changed. Social Service, the Emma Project and Darlington Housing
Association have worked more closely together with clients and the local community
resulting in more positive outcomes for everyone involved. Throughout the year
seven young people have been housed in the taster flats and from that total 5 were
positive ‘move-on’s’ with the young people gaining a tenancy with either Darlington
Borough Council or with a local housing association.
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Floating Support:

Floating support has continued this year with two key workers; one specialised in
working with families and the other person specialised in alcohol problems and
mental health. They have worked closely with FIP (the Family Intervention Program)
and DAAT (Drug and Alcohol Action Team).

Client Age Groups of clients assessing the
Floating Support Service

Male Age groups Female Age groups

Oover 40
O over 40

M 25 to 40
H 25 to 40 et
O 25 and under and under

This year the Floating Support team has supported 21 clients (including families) The
client group composed of 15 females and 6 males. Of the 15 females, 10 were single
parents. Our largest client group remains female and under 25.

Clients are referred to our team for support in maintaining their tenancies. However a
large proportion of clients also needed support with other issues such as substance
misuse, domestic violence, debt, arrears, benefit breakdown, maximising benefits,
securing community care grants, applying for Disability Living Allowance and
launching appeals when these have not been granted all of which involved multi
agency working. We worked with many agencies such as DBC, DIPP, NECA, DAAT,
The leaving care team and the Family Intervention team, whose manager Sharon
Gilligan kindly stated:

“The Emma Project is an invaluable resource for the family Intervention Project”
And from Alan Welsh, manager of the leaving care team:

“Over the past 5 years the L.C.T have worked closely with the various operational
aspects of the 700 Club both in the hostels accommodation and the floating support

model. To this end we are satisfied, working relationships are as one would expect
and we look forward to continuing the relationship”
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Issues of clients Assessing the Floating Support Se rvice

12+
10- O Single parents
O substance misuse
81 M alcohol misuse
6 O debt
M rent arrears
4 O benefits
B Domestic Violence
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Key workers have supported 11 clients to apply for Community Care Grants which
were all successful, the grants amount to just over £5000. This success rate is an
increase on previous years and is a result of specialist training being provided by the
IRS (Independent Review Service)

All clients were sign posted and, where possible encouraged to partake in
educational or training opportunities. This year one client has exceeded all
expectations by completing pre-entry level 1 and level 2 in literacy and was
nominated for a Learn Direct award. The client was North East Regional finalist and
attended a ceremony held at St James’ Park in Newcastle. This client plans to
continue her studies and will be enrolling in a literacy course in the autumn. We are
all very proud of her and her achievement so far.

Liz Vas (Senior Floating Support Worker) and Dawn ¢lient) at the Awards Ceremony
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The Hostels Report
By Yvonne Beattie

Consolidation

The Hostel service within the 700 Club has now been running for over 10 years and
this year was a year of consolidation and recognition of the hostels good work, not
just towards the homeless community but to Darlington as a whole. A major part of
this recognition was to obtain nationally recognised awards for quality services for
both the clients who access the services and for the support and conditions of the
staff who work within the hostels. The accreditation process involved all levels of the
staff team and every body across the organisation pulled together to implement new
procedures and paper work to meet with the high standards required for
accreditation.

As a charitable company we managed to obtain three ISO accreditations and the
staff team within the hostels worked really hard to ensure all necessary measures
were implemented.

A huge achievement and recognition for the hostels and the work that we do was
being given an A rating by Supporting People during their annual inspection. Both the
A rating and the 1SO accreditations are a reflection of how the organisation has
developed into a leading service within the third sector.

New Initiatives

This year has seen a number of new initiatives aimed at helping our clients develop
new skills to promote independence and social wellbeing. This started at the
beginning of the year by appointing a member of staff dedicated to helping clients
with issues relating to sexuality. | took up the role as the 700 Club LGBT Liaison
officer. The hostels also signed up to the C-Card scheme and 4 hostel staff members
attended the training course so we could offer all our clients support with sexual
health related matters and also provide clients who sign up to the scheme with
contraception.

We also improved our working practices by reviewing the client support plans.
Improvements made were to include different methods of portraying client’s
improvements and areas of need. We introduced The Life Cycle Chart which gave
clients a visual synopsis of their development over the course of a review period.
Feedback from clients demonstrates that they like the visual aid and that it made it
easier for them to recognise their progress. We also introduced Weekly meetings for
the first six weeks of a client accessing the service. The meetings are informal
between clients and their allocated Key Worker and are aimed at helping clients
during the early stages of accessing the service to settle in and get to know the
support team, as well as assisting the support worker to establish what services the
clients are already involved with and to further identify any support needs.

Client Involvement

We have introduced a number of new practical based courses within the hostel
aimed at equipping our clients with the basic skills needed to live independently and
to maintain a tenancy of their own. We continued with the Cooking Session set up in
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the previous year, as we identified that cooking and healthy eating on such a low
income was a real issue for our clients and that many of them were eating unhealthy
convenience food. The sessions offer clients the chance to experiment with new food
and to learn how to prepare and cook a healthy meal on a budget that relates to their
income.

With the assistance of clients a twelve week daily living skills program was
introduced, programme location alternating between the 2 hostels. The course
looked at aspects of every day life including; Health and Personal Hygiene, First Aid,
Shopping, Washing Clothing, Using House Hold Appliances, Preparing Food and
Cooking, Budgeting, Environment Issues, Employment Issues, Accessing Local
Amenities, Dealing with Correspondence, Sexual Health and many more areas. The
sessions offered clients a chance to learn and practice new skills in a secure
environment. The sessions also offer a social aspect and have helped clients, who
would not normally engage in such sessions in the community, a chance to build up
their confidence in a smaller safer environment with people they know.

The hostels started to run 1 to 1 courses in basic Maths and English to build on the
client’s skills and confidence. We hope to further develop this course over the coming
year. Arts and Crafts sessions were held in the hostels at the clients request. The
sessions were a great success and as a result we plan to implement a longer more
structured course over the coming year. We are also looking to run other courses
possibly in Drama and the Creative Arts.

Our big event this year was the sports day held in the summer for all clients
accessing the 700 Club service. 700 Club staff were also invited and given the
opportunity to compete in traditional sport day’s events. The event was held in the
South Park on probably the windiest day of the year. We provided food and
refreshments and all the equipment needed to participate in the 7 events. Clients
turned out in force and everybody took part in at least one event. The day was a
great success. It helped promote the concept of hostels’ clients working together and
supporting one another. Certificates and medals were awarded for achievement and
for participation on the day. Other events this year that the clients participated in
included Rock Climbing, Walking Groups, quizzes and Pool competitions.

Maintenance

Hostel rooms were painted and given an-uplift in line with our rolling programme of
refurbishment. The older furniture was replaced with new and we replaced all the old
curtains with more modern roller blinds, Clients were fully involved with the
refurbishment, giving their opinions on décor and choosing colours,

Christmas

The 700 Club try to make Christmas an enjoyable time for all as this is usually the
most difficult period for most of our clients. All clients living within the Hostels and
those within the Emma Project received gifts to open on Christmas Day. All gifts
included toiletries, hats, gloves, scarves and chocolates. Also a large number of toys
were donated and given to the children of the clients. The hostels also invited the rest
of the 700 Club clients to join them for Christmas dinner and a day of games and
festivities. We would like to thank a member of our Board who volunteered her time
to assist staff in ensuring that the clients had a fun packed day.

22



Partnership working

This year has been a time for building stronger relationships and bonds between our
services and other agencies within the Darlington area and ensuring that we utilise
their services and skills to their fullest potential and in return share our practices with
them. An example of this is our new protocol of sharing clients support plans with
NECA and we are continuing to work closely with Darlington Borough council to
ensure positive move on'’s for our clients. Partnership work is something that we feel
is essential in ensuring that we offer our clients the highest level of support available
within their local community and it is something that we will be looking to continually
develop. To encourage client participation in external services we are in discussions
with NECA to hold weekly outreach sessions within the hostels throughout the
coming year, we aim to encourage other agencies to hold awareness and referral
sessions within the hostels.

A quote kindly provided by Lesley Excel a Housing Options Officer with DBC, in
respect of our partnership working:

“I have been working very closely with Yvonne and the staff at both Hope House and
St Georges Hall. We have a very close trusting working relationship, which has been
put through some very difficult situations and invariably can be tested on some very
vulnerable clients.

By working in partnership, we can monitor and check a client’s progress whilst they
are staying in the hostels. This at times can lead to having a meeting with the client
in question and sitting down with them and working out a strategy that best meets
this client’s needs and pointing out to them that we are both working together to help
them reach their ultimate goal.

The hostels have been more than tested with difficult clients that they have

been asked to accommodate and nearly always accept the responsibility of taking
these clients on. As a manager, Yvonne thoroughly weighs up the risks to the
members of her staff and clients in the hostel, putting their needs first, planning and
putting appropriate procedures in place before taking on an individual with high
needs as best as she can.

The hostel staff know their clients well and recognises the issues they need
supporting with. When a client is ready to move on into independent
accommodation, we then joint work to look for the best possible accommaodation for
that individual. Together we have moved numerous clients into independent
accommodation with great success.

| look forward to working with Yvonne and the hostels closely in the future and
continuing with the success we are currently achieving.”

And from Andrew Molinski A stimulant out-reach worker from NECA:
“NECA Darlington has been working closely with Hope House support staff in order
to identify residents with substance misuse problems and jointly engage and

encourage them to access treatment and offer the follow up support throughout their
treatment journey.”
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We have also offered external agencies a chance to come and visit the hostels to
see what services we offer. This offer was taken up by students studying housing
related courses at Durham University and the Leaving Care team for the clients
whom they support. We have recently had a request by the transport police to ask if
we can provide one of their trainees with a short term placement as part of the
trainee’s police awareness training which we will be accepting as part of our on-going
placement scheme. We also gave talks and a presentation about Homelessness and
the issues homeless people are likely to face at conferences, workshops and
meetings with external agencies and other stakeholders.

Clients Primary Support Needs
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The above charts show the primary support issues of our clients who were
accommodated within each hostel throughout this year. Both hostels show an
increase in last years figures relating to drug and mental health. 24



Outcome of Client s
April 2008 —March 2009

30

Hope House

Hostel

Male Female

St Georges

Hall

Male Female

This year we have succeeded in our aim to improve on the number of positive
outcomes for our clients. This has been achieved through closer partnership working

with external agencies, improved support planning and the continual development of
internal courses and facilitation delivered.
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Below is an example of a positive experience and move on of one of our
clients. (The client’'s name has been changed to protect their identity)

‘When Andrew arrived at Hope House Hostel by working closely with his key worker,
he had admitted to himself that he was an alcoholic and had made a conscious
decision to distance himself from his peers so he could concentrate on getting the
help he needed to get his life back on track. Through support planning and using the
‘my life’ tool, Andrew was able to recognise that he had become reliant on alcohol
and that over time this had lead to his life taking a path he didn’t wish to take.

He had recently lost his home due to non payment of rent, his job due to arriving at
work drunk or not turning in at all and members of his family had began to distance
themselves from Andrew refusing to talk to him. Andrew had also lost his social
network and had become isolated from his long term friends. He was left with only
‘drinking buddies’, who he had now. Most importantly to him his ex partner refused
him access to his daughter due to his behaviour when under the influence of alcohol.
This chain of events had left Andrew living on the streets of Darlington with no family
or friends to turn to, with a feeling that the situation could not get much worse but
with a desire to put things right.

When Andrew first arrived at the Hostel he was a little worse for wear and carried
only a small bag of possession, but he did have an enormous smile on his face. He
was enjoying having his own space and a base at which he could piece his life back
together. The key worker found the first few support planning meetings difficult.
Andrew was a heavy drinker and was confused and unsure of where he had been
and what events had happened to get him to the point he was at now. He mentioned
that at some point in the past he had stumbled his way into an Alcoholic Anonymous
meeting. On that occasion, he found comfort from other people’s stories and he said
he would like to go back there to increase his chances of stopping drinking but was
unsure where the place was. Andrew’s support worker made this his first action of
support. He identified the group Andrew had stumbled upon that very day, he found
the days and times that the group met up and it was then up to Andrew to decide on
whether he would attend. This was an important indictor of just how ready Andrew
was to get the help he needed. Andrew went to a meeting that night and came back
feeling a sense of achievement. He felt that this was a new start for him and that with
our support he was going to move forward.

The support worker quickly recognised that, with our encouragement and support,
Andrew was at a point were he was sufficiently self motivated to get the help he
needed and that we needed to move fast to establish a good support network around
Andrew, in case his sense of motivation elapsed. Andrew had been an alcoholic for
guite some time - possibly all his adult life He went from being an independent
person with his own house, job, family and social life to someone who now needed
support with some of the most basic life skills. Andrew was at the point of looking for
the help but said he felt a little unsettled and embarrassed about asking for the help
he needed. The support staff at the hostel were able to reassure Andrew that
everybody at some point in their life needed some form of help and that he was no
different from anyone else.

When looking at what areas of support to focus on first we took into consideration
Andrew’s immediate needs. Andrew had began to access alcohol support through
the AA regularly and we felt it was important to encourage Andrew to keep this up but
to also look at other ways we could help with his alcohol addiction. Through our
experiences at the hostel we were aware that people tend to have a better chance at
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getting past their issues if they approach their problems in a number of different
ways, we wanted to ensure Andrew had a wide support network around him to offer
specialist support. Working together with Andrew we identified that it was important
to get the opinion of a doctor and see if there was anything they could do to help him
with his alcohol issue and to give him a health check up. Andrew was registered with
a GP but had not been there for many years. He admitted he had not been feeling his
best for a number of months. Andrew received a liver function test to see if he had
any long term damage and if he needed to consider medical intervention or Dietary
supplements. His results showed he had no serious damage to his liver function. The
support staff used this fact as a positive drive to encourage him to change his attitude
towards drinking before any long term damage occurred.

We also encouraged Andrew to engage in positive and fun activities during the day to
help take his mind off drinking alcohol and to help him to rebuild his social life.
Andrew was keen on getting out of his room and doing things and meeting new
people so his support worker made a referral to NECA for Andrew not only to receive
treatment but also to speak to their counsellors. Our two organisations worked
together as a team. NECA provided appropriate activities and we provided Andrew
with motivation and support to arrange and attend his appointments. For fun, in line
with his interests, Andrew regularly attended NECA’s gym and football sessions. In
addition, he took a leading role in an allotment project.

Attending ours and other organisations’ structure day sessions and activities gave
Andrew more confidence and he started to become more socially active both inside
and outside of our service. As Andrew progressed we looked at other areas of
support he needed. Through his support planning sessions, we together identified he
could benefit from learning some basic skills like cooking healthy food and managing
his finances. We provided Andrew with Daily Living Skills sessions and cookery
sessions to help him regain some of the skills he would need to help him live
independently once he left the hostel. We kept encouraging him and as a result he
engaged well with his support package and his confidence grew.

Andrew honoured all of his commitments and abstained from alcohol for over 90
days, he was starting to make positive steps forward towards getting his life back on
track. As time progressed we encourage Andrew to try and make contact with his
family, he had a very close knit family and it was troubling him that he had not really
spoke to any of them for a very long period, when they had told him that he was not
welcome around anymore. The family could not cope with his behaviour induced by
alcohol. The support team at the hostel supported Andrew in making contact with a
particular family member who he felt would be the most understanding of his
situation. Andrew made us aware that he had let his family down in the past on a
number of occasions and that they no longer trusted him due to promises he had
broken and the lies he had told. He feared that it would be difficult for them to
appreciate the progress he was making. Andrew asked if a member of the support
team would make the initial call to this family member on Andrew’s behalf and
explain his situation and his desire to start building bridges with his family. However
we encouraged Andrew to make the call himself, with his key worker being by his
side and offering support throughout the task, as we always try to promote
independence. Andrew’s relative responded well to the call and called him back later
that evening to talk in private. Over the following weeks and months Andrew
regained the trust of this family member and they began to meet up for coffee. Firstly
the relative would visit him within the hostel and then as the confidence grew in
Andrew they moved their meetings to cafes. The relative continuously updated other
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members of his family and Andrew eventually regained contact with other members
of his family and started to meet them on regular occasions.

Andrews’s life was going in the right direction. It was coming up to Christmas, a time
which can be extremely difficult for recovering alcoholics. For the first time in five
years, Andrew got invited to the family home on Christmas day. All of his family were
there and showed their support to him by not drinking alcohol as part of their
celebrations.

Andrew was now more in control of his alcohol issue but felt he was still not ready for
work as he could not trust himself with too much spare money. We supported
Andrew to access voluntary work by referring him to Evolution so he could get
support in receiving the relevant checks and to find him a suitable placement. Due to
his achievements and ability’s the 700 Club also asked Andrew if he would like to
become a co-opted member on our Board - to be an advocate for the clients during
meetings and debates. He accepted our invitation and become a valued member
contributing to strategic activities at the Board level. He also began voluntary work for
the AA, giving out information, chairing meetings and giving talks to those on the
beginning of the path to address their alcohol issues.

At this point Andrew and his support worker felt he was ready to move on to more
independent living so we started to focus our support around finding him a future
property which he could sustain over the long term.

However, the process was not always plain sailing; Andrew did have a lapse in
abstaining from alcohol. At first he tried to keep it a secret from staff but he later
admitted he was having two or three drinks on a night. Still, with our work he was
then able stop. However there was an occasion when Andrew binged for a whole
weekend over his birthday. Later, he felt an absolute failure and fell back into thinking
he could never change. We discussed the situation at length with Andrew and helped
him put things into perspective and highlighted how far he had come and how he
needed to re-focus his efforts. Andrew decided he wanted to tell his family what had
happened and we supported him in this decision as we felt that his family’s support
would be essential to getting him back on track. Through finding his own strength and
willingness to sustain the more positive way of living, and through support from his
family, encouragement from the hostel support staff and through the help of the
support network that now surrounded Andrew, including, NECA, AA and CAS,
Andrew was able to decide that he really wanted the improved life to last. With his
support package, he was able to put his life back on track.

He continued to attend his AA appointments and filled his days with the structured
activities, such as our Daily Living Skills programme. The support team in the hostel
also encouraged Andrew to try alternative therapies for new ways of taking his mind
off drinking, so he started to receive acupuncture treatment. We supported Andrew in
visiting his G.P. to discuss receiving anti -abuse medication to help him with the
physical symptoms.

Andrew managed to put his lapse behind him and after a month we continued to look
for move on accommodation for him. Through support planning it was decided that
Andrew would receive floating support when he moved from the hostel to assist him
with the transition period and to ensure the continuation of him attending meetings
with the other organisations included in his support package. Finding Andrew
accommodation was particularly challenging as he moved from another area and
only had support ties in Darlington but no family. However, it was his choice to
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remain in Darlington so we persisted in our efforts. We eventually managed to
secure accommodation with Places for People which was ideal for his needs, a place
he could afford, maintain and call his home. We made sure that those involved with
his support from other agencies agreed this was the right type of accommodation for
him. We also made everyone from his support network aware of the move-on date so
they also could support him through this transition.

Andrew moved on from our service with a strong support network around him, his
family back on-side and a new lease of life. Through agencies we hear good reports
about how Andrew is now doing and from time to time he comes to our hostel
providing drop-in leaflet and poster session for those clients who need help with
alcohol issues and would like support of AA, for whom he still volunteers. In his own
words, the biggest achievement for him was the fact he managed to rebuild his life
with his family featuring high in it.’

This year has seen a low turnover in support staff which has o ffered clients
continuity within their support. This year has also seen the d evelopment of
new posts as well as the introduction of new faces. The followin g is an account

of Karen who recently joined St Georges Hall and who has alr eady become an
invaluable asset to the team:

‘In March 2008 at the age of 55 years | took early retirement from my post as Service
Manager with the Citizens Advice Bureau after serving 28 years.

Although semi-retired | still wanted to find a part-time job that was different to what |
had done for the last 28 years, but at the same time interesting and worthwhile.

| had heard of the 700 Club whilst at the CAB and one of my volunteers had gone to
work at St George’s Hall as a Support Worker. He had told me they used Locums to
cover for staff holidays etc, so | made an application to be considered for a Locum
position.

| was delighted when | received an invite for an interview, but at the same time
worried how | would get along at my first interview in 28 years! | needn’t have been
because at the interview | met Yvonne, who was Deputy Manager at the time, and
straight away she made me feel at ease. | was shown around Hope House and what
a surprise! It wasn't at all like | had imagined and straightaway | knew | really wanted
that Locum position, so | was delighted when | was told | had been accepted.

| started work in May 2008 and before | was left on my own to cover a shift | had a
couple of sessions shadowing Gavin and Sarah. Again | was worried if | would be
accepted by the staff (some of whom were young enough to be my son or daughter!)
however | needn’t have been so concerned because they were great and made me
feel most welcome.

| did most of my Locum work at Hope House and was always made to feel part of the
team by all the staff and Manager and even the clients accepted me! | was really
enjoying the challenge and doing something completely different, so when a job
share post came up in August | applied and got the job. On the 1% October 2008 |
started work at St George’s Hall job sharing for 12 hours a week and delivering the
Daily Living Skills Course at both hostels (on a 12 week cycle). | particularly enjoyed
working with the clients, who are from all different backgrounds and walks of life.
Each client is different and that means that you never know what to expect when you
turn up for work and what challenges await you on arrival, which | love. In my new
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role | was working more closely with the clients and found it extremely rewarding
especially when some of them went on to college, work or found long term stable
accommodation.

When | left the CAB | didn’t think | would find a job that | would enjoy as much, but |
have! The Manager Yvonne and all the staff have made me very welcome, they are
all very supportive and | feel proud and privileged to work for such a worthwhile
charity with such a dedicated team.’

Preparation for the New Key Point of Access

As part of modernising services for the homeless in Darlington the Council and First
Stop will be working together in providing a Key Point of Access Service. In
preparation for this pilot service, as a housing provider in Darlington, the 700 Club
has assisted with the consultation process. The main change for our hostels would
be that clients would no longer apply directly to our service and that all referrals
would come through the Key Point of Access service. We look forward to a positive
working relationship over the coming year with both the Council and First Stop in
order to make the pilot a success, and provide an improved service for the clients.
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