Project Report Year 8

2

www.westnorthumberlandfoodbank.org.uk

On average every week, our Helpline team took calls
from 65 people often very worried about money,
debts, and bills on top of the stress of living through a
pandemic. Along with organising food parcels deliveries
and shopping vouchers our team of trained volunteers
provide signposting, referral, and advocacy to target
support and help maximise income for households,
make savings and help people access other services
particularly benefits and debt advice as well as local
community-based projects such as Rosie’s Corner. A
five-minute chat with our Helpline team helped make
people feel listened to and reassured that help was
available and that people do care.
Just knowing that there’s someone there to
listen and help out makes me feel like I don’t
need to worry all the time. I always feel cared
for and the people on the phone always listen
without judging me.
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That care was reflected in the amazing generosity of local people, businesses,
Churches, and other organisations who donated food and essential items to provide
food parcels for 765 people struggling to stay afloat, as well as a significant amount
of cash donations that allowed us to expand our services to meet the growing
demand. This cash boost meant we were able to refurbish a food store room to
open a dedicated Helpline Office and extend our hours to Mon to Friday 10-2, buy
two vans making it possible to deliver to an increasing number of households and
reach an ever growing number of poeople facing hardship in more rural parts of west
Northumberland and set up a hardship fund to help people in crisis.
The welcome addition to our funds also allowed us to
launch a Small Grants Scheme to support other grass
roots community projects who share our values of
responding to people experiencing poverty with kindness
and compassion, last year we helped three local projects
tackle child poverty.
Listening to people’s concerns on the helpline we became
increasingly aware of rising child poverty, the two-child
policy has plunged hundreds of thousands of children into
poverty across the UK, since 6 April 2017. Parents having a
third or subsequent child are no longer eligible for support
for that child through benefits worth up to £2,830 per child
per year, DWP/HMRC statistics show that in 2019-20 24%
of children in the Hexham constituency were growing up in
poverty, that’s almost 3,000 children and its increased by
6% since 2015, that’s 738 more children born into poverty
in just 4 years.
We ended our project year in Sept 2021 bracing ourselves
to meet a 20% expected demand in Autumn/Winter, but
knowing we had solid systems in place, and incredible
team of staff and volunteers passionate about combatting
poverty and the support of our local communities.

£5,800

Year 8 was particularly challenging for us responding to the changing needs of our
communities particularly during the first 6 months of the year with the Covid tier
system, and then the second and third National Lockdowns when people were urged
to stay at home. As the pandemic continued to impact household finances demand
on our Helpline and Delivery service continued to rise at a rate of 4 new households
a week. Some had lost their jobs; some were on furlough; some were self-employed
unable to continue their business in lockdown and many were families facing
increasing costs when schools were shut and when families were isolating due to
Covid. Our team of staff and volunteers continued to do an incredible job last year,
making sure that make sure people in our communities were not left behind and
going without.

Small Grants
awarded to
combat Child
Poverty

256

Sam Gilchrist

Our Charitable Objectives are the prevention or relief of
poverty in West Northumberland and we are fully committed
to continuing to support people experiencing poverty as we
have done for the last 8 years for as long as we are needed.

children fed
by WNFB in
20/21

24%

Project Manager’s Report
Oct 2020 - Sept 2021

children in
the Hexham
constituency
were growing
up in poverty
in 2019/20
3

4

www.westnorthumberlandfoodbank.org.uk

Tell Us What You Think –
the 2021 WNFB User Survey
After closing our doors to the public
in March 2020 due to the Covid-19
pandemic, we knew we were confident in
the quality of service we were providing,
but we wanted to check that our callers
felt equally confident and well supported.
To that end, in April 2021 we conducted
our first ever “formal” survey of people
who use our services, carried out by
internet, phone and post.
We received responses from 56
households – 19% of the total households
we had helped in the six months up to
that point – from all across our delivery
area and including all sorts of households
from single people to multi-generational
families.
How do callers feel about the
helpline?
Around 90% of respondents strongly
agreed that they felt listened to, cared
about, helped and treated without
judgement when they called the WNFB
helpline. When asked what we could
do to improve the helpline service, the
major themes were around increasing the
number of people available to answer the
helpline at busy times so people don’t
have to worry about not getting through
in time (which we are now addressing in
Project Year 9) and keeping a database
of details so callers don’t have to talk
through their entire situation every time
they ring.
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How do callers feel about their food
deliveries?
Respondents were generally positive
about the contents of their food
deliveries –with 72% strongly or fairly
positive about them. Suggestions for
possible improvements themed around:
– More fresh food – we are addressing
this by buying in more fresh food and
supplying vouchers for fresh food
from local businesses
– More choice over what foods are
included in or excluded from the food
deliveries – we try to accommodate
requests wherever possible, although
this is naturally limited by what foods
we have in stock
95% of respondents said they were
happy about getting food delivered to
the doorstep, taking time to particularly
praise WNFB’s delivery drivers. A small
handful of households preferred our old
model of visiting WNFB in person, either
because they were concerned about
“nosey neighbours” or because they
wanted to choose their own food off the
shelves. Naturally, our deliveries are as
discreet as possible, taking place from
unmarked white vans and packed in plain
paper bags.

Continuing the helpline and delivery
model
When we asked callers about the future
of the helpline and delivery model (as
opposed to the pre-Covid face-to-face
model), only about 20% of respondents
definitely wanted to return to how things
were before the 2020 lockdown, primarily
in order to be able to choose their own
food from the shelves.
With such strong support from callers
for our current way of working, we will
continue to operate a helpline and
delivery service for the foreseeable
future, which allows us to plan stock and
resources much more effectively as we
experience rapidly increasing demand. At
the same time, we will endeavour to offer
more choice and access to fresh foods.

Beyond food
While all callers obviously receive a
delivery of food and household essentials,
around a third of those contacting our
helpline are looking to access support and
information around other problems (e.g.
debt, benefits and housing) and a similar
number see us as a valuable source of
social contact.
It became clear through analysing the
survey data that what people really
want is the ability to access face-toface services and organisations in their
local area, but one of the main barriers
identified by the survey respondents is
that they often simply don’t know what
services are available in their area. As
a result, it will be one of our ongoing
goals to identify services throughout the
West Northumberland area that provide
support, information, advice and social
contact to those experiencing poverty, and
to direct our callers towards those services
appropriate to their needs.
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For a start, it’s surprisingly satisfying to
clear crates of donations and put the food
into some kind of order.
It’s so touching to receive donations from
schools, often in boxes clearly decorated
by children, or from individuals who quietly
turn up with a bag of food they’ve bought
specially. It’s reassuring to know there are
thoughtful, kind and very generous people
out there.
My fellow volunteers come from all walks
of life, which leads to some absorbing
and entertaining conversations over the
porridge mountain. The work may be
repetitive, but the atmosphere is never dull.
A volunteers view
Semi-retired. More free time. Wanting
to put something back. I was ticking all
the boxes for someone on the lookout
for a volunteering job. So nearly 18
months ago, I decided to apply to West
Northumberland Food Bank. I had a
friend already working here, I knew it was
worthwhile, it was on my doorstep and
most importantly, I wanted to be able to
see the end result rather than be a cog in
a big machine.
It only took a couple of doorstep
deliveries to confirm what I already
suspected - West Northumberland Food
Bank’s service really is a lifeline for many
struggling families. Higher food prices,
rocketing heating bills, benefit cuts - it’s
all in the news every day and it’s getting
worse.
What I hadn’t anticipated was how much I,
personally, would gain from turning up on
Thursday mornings to unpack donations
and check dates on tins, stack food and
drop off a few heavy carrier bags.
www.westnorthumberlandfoodbank.org.uk

On another level, the Food Bank has
given me a deep appreciation of how
very fortunate I have been in life. Every
time I drop off carrier bags and meet
beneficiaries and see how much they have
to cope with, I think how lucky I am.
I cringe when I think how worked up I can
be about petty things, while other people
just down the road are wondering how to
feed their kids. Now, I try to pause and ask
myself “Does it really matter?” before I
start ranting and the answer is always no.
I wanted to do something for less fortunate
families and discovered that actually, I’m
a beneficiary too. Volunteering at the Food
Bank gives me satisfaction, friendships,
and personal insight.
I hate to end on a horrible old cliche, but
the truth is that everyone benefits from
WNFB, the volunteers as much as the
families we deliver to and there’s nothing
wrong with that!
Sheilagh

Case Study

Case Study

Gary* found himself struggling to make
ends meet when a relationship breakdown
led to him moving ten miles away from his
three young children and their schools.
As the kids’ main address was with his
ex-partner, free school transport was not
available when Gary looked after them
several nights each week; as a result, he
had to pay the bus fare to get him and
the children to school and back on each
of those days. This left him with very little
from his Universal Credit payment.

Katie*, like many of our callers who live in
rural towns and villages, relies on solid fuel
for both central heating and hot water.
She found that her coal bill through the
cold winter months was actually bigger
than her Universal Credit payments,
leaving her with the unbearable choice of
heating or eating in February 2021.

Having investigated and exhausted all
other avenues of potential help, we used
our own Hardship Grant scheme to pay
for two weeks of bus travel for him and
the kids. Meanwhile, we talked to the bus
operator, who were very happy to offer
Gary and his children two months of
unlimited free travel on their network.

With her young child spending half the
week with her, we identified Katie’s
situation as very urgent and used our
Hardship Grant scheme to pay for
150kg of solid fuel for her. Meanwhile,
we supported her to get in touch with
other organisations – Citizens Advice
Northumberland, Northumberland Log
Bank, her social landlord, Northumberland
County Council and more – who would
be able to help her make the changes she
would need so she wouldn’t fall straight
back into fuel poverty.
* Names have been changed
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spent on the phone
to people needing
our support
That’s two-and-ahalf weeks

Small changes
Having created the admin office / phoneline in Unit 1 at the end of year 7 / start of year
8, the resource team found themselves in the ruins of unit 2 with all the food packing
and storage in one place for the first time.
Still operating with a very small tight knit team due to the ever changing covid situation,
layout changes , operating method changes and spikes in volume such as December
were all faced with good humour and determination to get the job done.
Our stronger financial position allowed us to more confidently tackle problems that
emerged than we had previously, small changes that made a big difference:
Plastic to paper bags.
Paper are more robust,
cheaper and environmentally friendly.

8,500 paper bags
for use in the foodbank in year 8.

Bins.
For the first time we have
our own council
bins, saving
our volunteers
many trips to
the tip.
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Additional storage.
Closing down our Prudhoe
and Haltwhistle branches,
meant a container was
vital. A container was
sourced at George
Bernard
Shaw.

We had never really been in a position
pre pandemic to buy large volumes
of food. Bag deliveries changed that
as we had to ensure we had enough
of every item to go into every bag.
After Christmas 2020 we saw a
shift in donations, partly driven by
lockdowns, supermarket restrictions
and the continued closure of community
groups and churches, away from food
donations towards direct cash donations.
We started spending that money.

of households
are in villages
outside of our
three main
towns

3,731

435 hours

In January 2020 it was agreed
by the board that we could
purchase a small van for
deliveries/collections as
it was clear that as volumes increased
and the delivery service became more
permanent our reliance on volunteers
cars was becoming unsustainable. After a
6 week trial a second van was purchased
– an investment of £24000. They have
been an incredible addition to the
foodbank, to the point that we don’t how
we managed before they came along!

deliveries
made
to 386
households

miles
travelled
by the vans
since their
purchase

£10,200

51% of the households we supported over the project
year only accessed our services through a short crisis
period, receiving 4 or fewer deliveries. Around 13% of
households received a food delivery more than 25 times
through the year, while only 5% requested help nearly
every week.

signposted or
referred to other
services or
organisations for
additional support

Big changes that made
a huge difference
25%

Every delivery we make is the result of a phone call that
lasts on average around seven minutes, including the
completion of paperwork. Having made 3,737 deliveries
over the project year, that amounts to about 26,000
minutes on phone calls.

700 callers

6,000

Helpline data

spent on
food and
essentials
between
Jan and
Sept 2020

The communities
where we have
supported people:
Acomb
Allendale
Allenheads
Bardon Mill
Barrasford Park
Bellingham
Coanwood
Corbridge
Fourstones
Greenside
Halton Lea Gate
Haltwhistle
Haydon Br
Haydon Bridge
Healey
Heddon on the Wall
Hexham
Humshaugh

Kellah
Kielder
Matfen
Mickley
Newbrough
Otterburn
Ovingham
Ponteland
Prudhoe
Riding Mill
Settlingstones
Simonburn
Stocksfield
Wall
Wark
West Woodburn
Wylam
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Feeding Families
Rosie’s Corner
Hexham Community Grocery
Walking With
Peace of Mind
Hexham Youth Initiative

Cash donations from over 340 people,
local groups, businesses and organisations
have helped us support 509 adults and 256
children, buy 2 vans, create a hardship fund
for people in crisis and refurbish a store
room for our helpline office. The generosity
and support from our communities really
does help to make a difference for local
people experiencing poverty, on behalf
of all the team at WNFB and everyone we
help, thank you!

in cash
donated in
the year

£68,310

If we have surplus stock of an item we will
do our best to distribute that to other like
minded charities, the following are among
those who benefitted from this approach
last year

Public Generosity
£112,960

Organisations we supported

worth of
food and
essentials
donated

Drivers view
I enjoy driving around so many places
and seeing so many different people –
especially when I know that we as a team
are making a real difference. For me to be
‘the face of the team’ and represent the
Foodbank in person on their doorstep is a
pleasure and a privilege.
The range of responses from people as
I deliver is illuminating. In many cases
the gratitude is obviously very great,
with comments like ‘I don’t know what I’d
do without you’, ‘You’re all doing a great
job’, or just a very expressive ‘Thank you
so much.’ There have been a number of
cases where they have obviously wanted
to talk - to have someone there to hear
something of their story, a chance to
share what is often a crippling burden or
an insoluble problem. A few weeks ago, I
chatted with someone on the doorstep
whilst they explained that it would be the
only conversation they’d have that day,
how they’d enjoyed it, and in the course
of it shared something of the disasters
www.westnorthumberlandfoodbank.org.uk

which had brought them to where they
were. Having a listening ear was obviously
important.
I have made good friends over the
months. There are regulars who always
share a smile and a joke. There are those
whom I have visited for weeks and weeks,
then not had to visit again. I often wonder
how they’re doing. In one or two cases,
after a few months they’ve re-appeared.
There might be a rueful smile as we share
that what looked like an escape back to
‘normal’ has unravelled again, but the
grateful acceptance that the support is
still there
It angers me that so many people are in
this kind of need in a wealthy society, but
it also delights me that so many people
are so generous in their support for
people they don’t even know. To be their
representative on many doorsteps is a
real pleasure and privilege – as long as I’m
able and needed, I will be happy to do it.

Businesses that have given us cash
donations – Thank you!
Allendale Coop
Allendale Sports Club
Anaesthetic Department at Hexham
Hospital
Burberry
Carol Nunan Print Maker
Chilly Cholly Dippers
Church Council of Gilsland
Corbridge Junior FC
Cumbria Community Foundation
Dragon Tale Theatre
DWF Charitable Foundation
Footprint Public Relations
Gilsland Church Council
Go Northeast
Hexham Abbey PCC
Hexham Town Council
Hexham Trinity Ch
JH Ferox Charitable Fund
Jim Paul & Associates Ltd
Langley Furniture Works
Leslie & Lilian Manning Trust
Matthias Winter

NE Methodist Church
Northumberland County Council
Northumberland Mark Benevolent Fund
Northumbria Widows Sons & Reivers
Northumbrian Water
Osbit Ltd
Riding Mill CC
Rocket Consulting Ltd
Rotary Club of Tynedale
Rotary The Inner Wheel
SEW REUSABLE
Sherbourne House
Skipton Building Society
Slaley Parish Council
St Oswins Church Wylam
Stocksfield Baptist Church
Stocksfield Methodist Church
TerraCycle UK
The Bodywork centre
The Smith (Haltwhistle & District)
Charitable Trust
Tynedale Lions
Tyne and wear Community Foundation
West End Methodist Ch
Wylam ST Oswins PCC

11

12
The following places have provided fantastic
support to the Foodbank over the last year:
The COOP group
– Haltwhistle
– Haydon Bridge
– Hexham
– Prudhoe
– Bellingham
Allendale COOP
Bardon Mill village store

B & M Prudhoe
Slaley community Shop
Tesco Hexham
The Hygiene bank
Waitrose Hexham
Wylam Pharmacy
Wylam Spar

Rotary Hadrian’s Wall allocated £2,500 to launch and run
a Rotary Food Voucher scheme with us, this really helped
to supplement our own doorstep deliveries to households
experiencing poverty in Haltwhistle, providing fresh
nourishing food to 77 adults and children
Thank you to Clare Batey at Unscripted Photography
for her time and skill capturing images of our work and
Miles Middleton, Hexham Rotary President for acting as
Independent Examiner for our accounts

You can get in touch with West Northumberland Food
Bank on:
 elephone: 01434700068
T
Text: 07958000719
Email: getintouch@westnorthumberlandfoodbank.org.uk
You can also keep up to date with what we are doing
by following our social media sites, links below:
FACEBOOK

TWITTER

INSTAGRAM

Registered charity number: 1158289
Report Designed by Matt Hamer
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