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As we write this in the middle of the
Covid-19 lockdown, we are pleased that
all of our services remain open to support
families through the difficulties they face.
We have been able to achieve this
through the dedication, commitment and
innovation of our staff and volunteers.
They have worked tirelessly to continue
to put vulnerable and lower-income
families first, to ensure there is always
someone to talk to during this challenging
time of lockdown and social distancing.

Our helpline is now managed as a virtual
call centre as all staff and volunteers have
been moved to working from home; this
was achieved in a two-week period and
in a way that had minimal impact on our
service capacity. In addition, all other staff
are working and collaborating using
Microsoft Teams and can run video calls
with families that include play and
interaction, as well as emotional and
practical support that many vulnerable
families need at this time.

Poverty is starkly expressed through the
environments in which we live and
whether we have access to technology
to help us stay in touch, order food or
home school our children. Emotional
fractures are also made worse at a time
like this. We have seen an increase in
verbal aggression and violence in the
home from children to their parents,
and additional problems for many separated
couples as issues of access becomes
much harder, or contact is denied.

Our focus over this next period is to
increase capacity in our service provision
and to stay in touch with the many tens
of thousands of people who contact us.
We are increasing the resources on our
helpline and providing some call back
services, as well as re-introducing online
chat to sit alongside our existing services.
All of our face to face provision is now
being delivered through screen time and
phone calls and we will continue to work
with funders to find the most innovative
ways to support those who are vulnerable.

All of the above is testament to our
amazing staff and volunteers who have
found ways to deliver services, whilst
juggling many of the same issues as
those they are supporting.

Our focus over these next three years
will be to continue to provide early
intervention. We are developing further
resources for preventing escalation and
verbal abuse, linked to violence in the
home, and through our digital project,
we will continue to consult our service
users to optimise how we work with
them to provide the best resources we
can develop.

We look forward to working with you
to make this a success.

Anastasia de Waal, Chair and
Jeremy Todd, Chief Executive

Welcome from our Chair and Chief Executive
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Summary of achievements

and plans for the future

Over 2.2 million 

website users

53% of helpline 

callers are single

parents
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Over  32,000 

calls 

answered 

on our 

helpline

13% of helpline callers have a disability

36% of helpline

callers have a

combined annual

household income of

below £15,000
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Demographic and satisfaction data is gathered from representative samples of caller and website information, with differing 
sample sizes for each question due to the availability of data.



What we do

Family Lives was formed over forty years
ago by volunteers, with the aim of ensuring
that all parents had somewhere to turn
before they reached crisis point. We know
that the right support at the right time
makes all the difference, and that has been
made all the more vital as a result of the
crisis we are currently living through.

Family Lives provides targeted early
intervention and crisis support to families
who are struggling. The issues we support
families with include family breakdown,
challenging relationships and behaviour,
debt, and emotional and mental wellbeing.

We know the difference being able
to access appropriate, timely support
can make to families in crisis, knowing
there is someone at the end of the phone
who will listen to them. And we know the
longerterm impact of early intervention with
families, such as through the ParentChild+
programme, which supports the home-
learning environment, and our family
befriending programmes.

The expertise of our staff and volunteers
is at the heart of everything we do, and we
work together with them to support families
through our range of services. We have
always been a volunteer-led organisation
and we simply could not do it without our

300+ volunteers, who work alongside our
dedicated staff team. Many of our volunteers
began their relationship with us as service
users but have stayed to support 
others on their journey – a testament to the
support they themselves received.

Our crisis support, provided for over 40
years through our helpline, has always
been at the heart of what we do. Over the
last year, demand has continued to outstrip
our ability to help as many families as we
want to. We have built up long-standing
programmes in the areas we work in across
England, providing support to thousands of
families through our befriending services.
In 2018 we introduced ParentChild+ which
we are now trialling, delivering and testing
the programme through a Randomised
Controlled Trial in South Yorkshire.

Last year alone we answered 32,000 calls
to our helpline, over 2.2 million people used
our website, and 6,690 adults and young
people were supported through community
services. But there are many more who
need our services.
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Vision  - Families should have access to active

support and understanding.

Mission - We build better family lives together

Our strategic aims are:

1. Provide targeted early intervention and crisis support for
more parents and carers who are struggling and in need

2. Work together with volunteers to support more families

3. Make sure families can access help in the way they need
at the right time (through digital innovation)

Collaborative
Compassionate
Trustworthy

We value being:
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Our Strategic Plan

2019-2021



 Our finances 2019-20: summary

Source of income (£’000): 2020

£2,623

Central 
Government

Local
Government

Trusts &
foundations

National Lottery 
Community Fund

Other

£767 £790

£748

£278

£40

Source of income (£’000): 2019

£2,395

Central 
Government

Local
Government

Trusts &
foundations

National Lottery 
Community Fund

Other

£824

£1,060

£375

£55
£81
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Summary of expenditure (£’000): 2020

£2,591

National 
Services

Face to Face 
Services

Raising Funds Professional 
Development

£737

£1,813

£34
£7

Summary of expenditure (£’000): 2019

£2,283

National 
Services

Face to Face 
Services

Raising Funds Professional 
Development

£715

£1518

£33
£17
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 How we are reaching our strategic aims

Family Lives’ aims for 2019-2021 are to:
• Provide targeted early intervention and
 crisis support for more parents and carers
 who are struggling and are in need

• Work together with volunteers to
 support more families

• Make sure families can access help in
 the way that they need it at the right time
 (through digital development)

We want to be there for more families
and our aims set out how we are going
to do this.

We identified the priority areas we need to focus on, both 
internal and external. We expect demand for our services
to continue to increase, so we will focus on ensuring we can
recruit and retain more volunteers and understand better
how people want to volunteer so we can be more flexible
and responsive.

We will also focus on becoming a more digitally engaged
organisation, both in the way we work and in the way we
deliver services, so we can ensure we reach more families
and are more accessible. We will work with funders and service
users to identify effective ways of providing support, building
on our existing expertise and exploiting opportunities from
new technology and innovation.

Key performance indicators are set against the business plan
and are monitored through a balanced scorecard which is
reviewed by the CEO and Senior Leadership Team each month
and presented to the Board regularly. The following section
sets out in more detail how we are reaching our aims.
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Aim 1: Provide targeted early intervention

and crisis support for more parents and

carers who are struggling and are in need

In 2018 we introduced the ParentChild+
programme from the United States to the UK.
ParentChild+ supports the home-learning
environment through home visits – modelling with
the parent how to support children to learn and 
play. ParentChild+ is an evidence-based
programme and children who go through the
programme enter school 10 months ahead of
their chronological age and have a 30% higher
education graduation rate than their peers.

A core part of our work is to provide a range of
befriending programmes; these offer practical and
emotional support to individuals and families, who
are often isolated and may need support with their
mental health, debt, school attendance, employment
or issues around anti-social behaviour.

We firmly believe in the benefits of providing early
support to families who are struggling, both in the
outcomes for that family and the cost savings for
society later on. We want to provide more families
with the benefit of early support, whether that’s
through a befriender, one to one support or a
ParentChild+ home visitor.

'I can't thank you 

enough. You have really

saved me tonight. 

You have no idea how

helpful it has been

 talking to you.'

We aim to ensure that no parent faces a crisis
without somewhere to turn to. We recognise that
any family can find themselves struggling and
need somewhere to turn to for support.

Family support helpline and email
service (universal services)

Our helpline continues to support as many
parents as possible, thanks to the contribution
and commitment of our dedicated volunteers who 
donated over 15,000 hours of their time
answering calls, and almost 200 hours
undertaking associated administrative tasks.

Parents and family members call Family Lives’
helpline at times when they are most in need
of support and information, often in highly
distressing situations. Our call takers use a guided
process to enable the caller to open up and
explore the reasons for their own or their child’s
difficulties and consider further actions they could
take to improve their situation.

This year we answered just over 32,000 calls
to our family support helpline and responded to
over 4,300 messages to our email service.
We continue to meet our funder targets but are
actively looking for ways to meet the rising
demand for support from vulnerable families.
At the end of March 2020, we had 125 trained
volunteer call takers, and had trained 76 new
volunteers since January.

Our helpline continues to support all members
of the family: 45% of our callers are mothers and
31% are fathers. 29% of callers are on a
household income of below £15,599 per annum,
53% are single parents and 16% have a disability.
Our helpline is an accessible and confidential
service, complemented by online advice and
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resources as well as our community services.

Family Lives offers a range of confidential services
for parenting support, under the proviso that if we
believe an adult or child is at risk of significant
harm we will break confidentiality and involve
statutory services. Very often there is no breach
of confidentiality, but disclosure or reporting with
consent. 3.8% of our calls over the last year were
identified as presenting a risk of harm; emotional
abuse is the most frequently reported risk of harm.

Feedback questions asked at the end of calls show
the following:

• Over 99% of callers were satisfied with the
 service they received with just over 78% saying
 that they were very satisfied.
• 79% said they felt more confident to deal with
 their situation as a result of calling.

Online advice and support

Our website provides hundreds of pages of support
for families covering a wide range of issues such
as aggression from teenagers, singing with your
baby, coping with the ups and downs of
family life, and what to do if you are thinking
about getting divorced or separating from a
partner. We support all members of the family
from mums and dads, to grandparents and aunts,
as well as the wider family.

We received over 2.2 million users to our website,
with over 5 million page views. In the last month
we have added several new articles, specifically
for families looking for help during the Covid-19
lockdown; and we have provided specialist articles
around supporting the mental wellbeing of teenagers,
provided by one of our trustees who is an expert in
this area. We are continually updating our content
and resources to reflect the needs of the families
who seek support and advice online.

In addition, our online forum is going from
strength to strength, and we are pleased to see it
being used by parents to support each other with
a whole range of issues, all overseen by our staff
and a volunteer forum moderator.

Feedback shows that 75% would use the
website again and 24% of visitors said that
using the website meant they no longer needed
to contact another service.

Our website users also represent diverse
demographics:

'You listenedprofessionally, you
showed you care, 

you werecompassionate 
and non-judgemental.' 

• 19% are unemployed
• 22% are on household
 income of under £20,000
 per annum
• 21% have a disability 
or special needs
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Community services

London and the South East

Westminster Outreach and Volunteer
Befriending

The Outreach Service in Westminster is an
essential early intervention project running
mainly within the children centres and family
hubs. Our target group is hard-to-reach families
who find it easier to engage initially with our
team rather than statutory services.

The team provides parenting support and
advice, home visiting, help with a benefits
check, housing support and signposting, as
well as engaging hard-to-reach families to
connect with other services and parents in the
area. Additionally, our Outreach Service is
proactive in reducing isolation and increasing
community engagement and participation.

A huge asset for the team is that the Outreach
Workers speak community languages and
have a diverse pool of volunteers who utilise
their interpreting skills when needed. Those we
work with are supported to become
independent service users and successfully
move forward in life.

How many people did we help?
This service supported 1,994 families
and 2,008 children.

Westminster Befriending for Families
with Children Age 5-18

The befriending helps support families with
children aged 5-18 years old who are
vulnerable and going through difficult times.
Our trained volunteers are matched with
families to provide regular face-to-face support.

Each volunteer is given relevant training,
mentoring and support so that they are
equipped to help with parenting and family
issues. Our volunteers offer practical and
emotional support and are able to sign-post 
to relevant agencies and groups as needed.
Using the Outcomes Star measurement 
tool and professional

networks, even a limited intervention of just two
or three meetings shows a noticeable improvement
in parental outlook and wellbeing.

How many people did we help?
We supported 18 families through this service;
this family cohort tend to have larger families so
supported over 30 children in this age range.

Westminster – Family Learning and Support

The Family Learning and Support project offers
high-quality activities and learning opportunities
for families with primary school aged children
living in the Church Street area. It is funded by
the National Lottery Community Fund and is a
partnership project between One Westminster
and Family Lives.

We offer parents a Befriending Service for up to
two hours a week of support in the home or at a
community venue to help with overcoming
isolation and other challenges. Befrienders also
help families to access learning activities,
workshops and trips for families.

The service supports the education of primary
age children and improves educational attainment
through encouraging parental engagement in their
children’s learning. It also addresses a gap in
services and support for families with children
aged 4-11.

'Thanks to my outreach

worker I found the

strength to move

forward and lead an

independent life for the

benefit of my children.'
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The project has had a significant impact on
marginalised families, encouraging them to
overcome barriers and step into community-based
venues to access a range of fun family learning
activities and meet other families in a supportive
environment.

There is a wider need to reduce isolation and
address emotional well-being among the families 
we work with on this project. Many of the parents
who attend weekly sessions have expressed feeling
more integrated when they attend and more
confident in supporting their child’s learning
activities. For example, one parent in our cooking
club commented that she really loved coming to 
the session as she felt comfortable with her 
children there and did not feel judged when 
they were not behaving.

How many people did we help?
26 families were supported through this project.

Case study
We supported a very positive, caring mum who faced lots of difficulties
due to her own health issues. She hated not being able to do things for
herself and her children, and was very reliant on her own mother to help.
Gradually we were able to offer her the befriending service which
matched her with someone to talk to outside of the family, and someone
who she could get out of her flat with just to go for a coffee or a walk
around the local area.

We helped mum gain the confidence to ask for her physical health needs
to be met through her GP, and she now feels less isolated and depressed
knowing that she has support around her. Both of her children are also
involved in the activities provided by this service and mum is also getting
support to see if she can find more suitable accommodation for her family.

'Really happy with all the
help and support I've had
from you. I now feel I can

come and more importantly
enjoy my family.
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Westminster – Early Help Befriending

Our early help befriending support lasts four
months for each family, and we have supported
40 families during this period who are referred
on to us after ‘stepping down’ from an early
help team.

We match families with suitable volunteers,
which the families find to be beneficial as they
are able to communicate well, especially if there 
is a language barrier.

Families have found the project approachable
and have felt comfortable. They are able to be
open and discuss everything they want to with
the volunteer, finding it easier to communicate
and trust a volunteer. Parents made good progress
and improvement. Some were so impressed with
the support that they got, that they were keen to
start volunteering with Family Lives as a 
befriender themselves.

We also provide parents with ‘sharing space’
sessions in which various topics are discussed,
with us providing support to empower them in
their ability to support their own children and
being part of a community.

Befrienders have a good relationship with their
matched families; families are able to be open
with them, and the befrienders are therefore able 
to fully explore their feelings and issues. Their 
issues can include highly sensitive issues such as
domestic abuse, and the fact that we are able to
break down language barriers is very helpful. 
Parents were comfortable to express their needs
and get further support while they were attending
the sessions. Volunteers have been very supportive
with the families during the Covid-19 pandemic,
providing emotional support through regular phone
calls.

'It was great that I attended

the sharing space session

because I enjoyed learning

about parenting without

being judged and feel that I

am  not the only one who

finds it challenging to raise

teenagers while I am

suffering health issues.'

Westminster – Supporting Young Carers

This project supports young carers by first
engaging with their parents. We supported 26
parents with one to one support, by visiting them
regularly and building a strong relationship with
the children and their parents. This helps parents
understand their children’s needs even if they
have physical or mental health issues.

We also supported parents to engage with other
services, to help them to build their confidence 
in parenting. This has included inviting them to
‘sharing space’ sessions, and including them on
trips, while ensuring they understand that the trips
are for the children to enjoy some free time.

The parents we are working with are all engaging
well now and have found the service to be a good
link between them and their children. They are
feeling more confident now about understanding
their children’s needs. The service has helped to
narrow the gap between the children and their
parents and to increase parents’ confidence in
their parenting skills. They are better able to
support their children in developing resilience,
achieving well at school, building life outside the
home and feeling less lonely and isolated.

How many people did we help?
26 parents of young carers
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'Really happy with all the help and
support that I've had from you. 
I now feel I can cope and more

importantly enjoy my family.'



Westminster Volunteer Befriending

Volunteer befriending provides emotional and
practical support to parents with pre-school
children to encourage parents to positively interact
with their children and access services. We also
advertise our helpline and other resources that 
are on the website.

Referrals to this project are due to a parent being
isolated; when we explore this further it’s often
the child’s behaviour which has stopped the
parent from going out to children centres, shops
and parks. Delivering our parenting modules with
the allocated volunteer helps the parent to see the
behaviour, think about their feelings and move
to what the child may be needing from them, as
opposed to the parent becoming distressed and
isolating themselves.

Between our family support worker and the
volunteer we help parents to build a positive
working relationship with drop-in staff in their
local children’s centre. This helps parents to
continue getting the support they need once
we have finished working with them. This has
really enhanced the community feeling in the
areas as parents communicate and arrange play
dates. This positive approach helps reduce
isolation, and encourages parents to build on
their support network.

How many have we helped?
47 out of 50 families referred to this service
chose to take up volunteer support.

Bexley Family Support

In Bexley we are about to embark on the second
year of our two-year service rollover providing a
‘mobile play’ team, befriending services and
parenting workshops.

Our team has worked particularly hard to
recruit more volunteers and trained a further
17 volunteers to support referred families.
Our team of volunteers has a wide and varied
skill set and this contributes to the positive
results that we achieve with families.

We have worked with locality managers to look at
how we can deliver a more integrated service to

benefit Bexley families. Our volunteers have also
had the opportunity to work in Children’s Centre
groups and to undertake administrative work.
This has been a great success with two
volunteers gaining employment opportunities
directly as a result.

We look forward to strengthening our position in
Bexley further this year. The service continues
to be busy and we will be focusing this year on
identifying areas of opportunity for future funding,
building on our success and securing our future 
in Bexley.

How many people did we help?
• 11 parenting workshops delivered across the
three children’s centres.
• 31 families supported with targeted volunteer
support in their own homes or in the community
for a period of 12 visits of 4 hours.
• Our Play Team delivered 3,296 hours of play
work across the three children’s centres.

"The volunteer was a
listening ear and someone 
to reassure me that I was

doing a good job."
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Lewisham Family Support

Our services in Lewisham support some of the
most vulnerable families to improve the life
chances of children and young people, seeking
to support a positive and harmonious home
environment for all the family.

The support is targeted to families who have a
‘child in need’, or ‘child protection’ plan and also
from the referral and assessment team. Both
projects aim to achieve specific outcomes with
each young person and their families.

Trained volunteers meet with the family and
support them through challenges they face to
assist in building positive relationships in the
home, to enable each child feel happy, healthy
and safe. In particular the volunteers provide
practical support to help change home
environments and to keep the home clean.
They help establish routines for younger children
and age appropriate boundaries and discipline
instead of parents using physical chastisement.

The service has supported parents in improving
attendance at school, college and children’s
centres, as well as improving communication
between teenage children and their parents.

By befriending and providing a listening ear to
parents who suffer from anxiety, parents are more
able to cope with the stresses of parenting and 
other social and economic challenges. Providing
support to access and apply for benefits, and
address debts and budgeting has meant that
families are able keep a roof over their heads and
provide adequate food for their children to thrive.

Where appropriate and if requested volunteers
will attend core meetings where relationships
have broken down, this has helped parents
understand social care concerns and work with
the professional team and other resources to
de-escalate plans. The service in Lewisham is
seen as an extra resource to complement the work
of the social work team. Some of the positive
changes families have made has meant that their
children remain with them at home.

Volunteer service

Social workers see the service as an invaluable
resource to support families to maintain the
changes made. Families are keen to work with
us to make the changes required, they are happy
to be able to have an additional service to call on 
in times of difficulty. Even when our involvement
comes to an end, they see the service as part of
their support network. Volunteers from the local
community have benefitted from the experience 
of supporting others, have acquired knowledge of
issues affecting families at risk and in some cases,
gained a better understanding of the type of
careers they would like to pursue.

How many people did we help?
46 adults were befriended
8 parents received individual support

Tackling Child to Parent Aggression

Trained staff and volunteers have assisted parents
to make the changes that will continue to move
them towards managing their children’s behaviour.
This project has helped parents understand their
children’s needs at each stage of their life and
therefore how to support them better.

The project has helped parents understand
children’s feelings, including anger and how to
respond to them in a positive way; by supporting
parents to practice negotiating with their children
and ways of reaching amicable agreement, this
has helped in promoting positive communication
and respect of each other in the home.

At the end of our involvement parents feel more
in control of their home and children, and have
gained invaluable skills to manage children’s
challenging behaviours. This has helped in
children returning home and staying home.
Some of the parents feel less stressed and
therefore able to manage their home and
children without constant reliance on substances.

How many people did we help?
13 adults befriended
3 parents received individual support
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Ealing Family Coaching Service

In Ealing, we deliver family coaching services on
behalf of the local authority. It is part of the wider
Think Family service, supporting complex families
or as a step down service from intensive support.
It provides one-to-one, befriending and parenting
group services.

We support families with their parenting when
they are facing complex needs and challenges,
such as domestic abuse, mental health issues,
relationship support issues, special needs and
isolation. The aim of the support to these
families is to improve children’s potential and the
life chances and outcomes for the whole family.

Our work with families focusses on implementing
strategies to help understand and manage their
children’s behaviour, particularly on the needs of
children with additional needs, and those with
or awaiting a diagnosis for ASD or ADHD.

How many people did we help?
119 families were referred to the service,
providing 135 individual support visits and
62 befriending sessions

Ealing – Energise Families

Now in its second year, Energise Families in
Ealing provides befriending support for families,
with an additional aim of getting families to be
more active. Many families are reluctant to
incorporate exercise into their daily life and the
additional support enables us to remove barriers
to an active life, especially by finding fun activities
where formal exercise is too daunting. We provide
equipment and ideas for families who do not have
access to these and have watched families enjoy
the new activities and games as a family unit.

Provision of group activities encourages friends
and families to join in and motivate each other
to become active. Hula hoop classes and yoga
are two of the classes we have set up and we
are now looking into accessing virtual classes as
the lockdown continues in one form or another.
Training will be provided for family members who
would like to organise their own activities and
we support all our service users to do this.

How many people did we help?
23 beneficiaries were supported (adults
and children)
10 families attended ‘light touch’ activities
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Ealing – Afghan Families

This project aims support families to overcome
their isolation and marginalisation to create more
stable, happier families that are more likely to stay
together. The project works in conjunction with
the Afghan Academy International to deliver the
outcomes and outputs.

During the first year the project coordinator
recruited a diverse group of volunteers from the
following backgrounds: Afghan, Pakistani, Indian,
and Tamil with language skills in English, Dari,
Pashto, Farsi, Urdu, Punjabi, Hindi, Tamil,
Kannada (Bengali dialect).

The coordinator built on her experience of
working in Ealing and has recruited most
volunteers through a large network of
professionals across Ealing, including health,
social services and education. Afghan Academy
International have recruited two families and
work alongside Family Lives.

We facilitate monthly social groups of up to
eight parents in each and an additional five
families who join social groups along with
befriended parents.

How many people did we help?
27 families were supported

Reducing Parental Conflict

We work in work in several London boroughs
as well as Hertfordshire and Cambridgeshire to
support parents to reduce parental conflict; this
includes couples still together and those
separated. The project is funded by the
Department for Work and Pensions and also
aims to improve the evidence base around the
effectiveness of reducing parental conflict, or
resolving conflict in the inter-parental relationship
by supporting parents. We work alongside
Tavistock Relationships to deliver this project.

How many people did we help?
Referrals are managed centrally by local
authorities and the Department for Work and
Pensions. It has been challenging generating
referrals; we provided support to 13 individuals.

RAF Northolt – Forces Families

The project is designed to support families and
for each parent the project reaches there is a
subsequent impact on their children and on other
family members with whom they share their
learning and increased confidence. This could be
grandparents, partners, wives and husbands,
siblings and friends. The influence of a less
stressed and more conciliatory and capable
family member also impacts positively on family
members, improving the atmosphere within the
family and modelling a calmer and more
appropriate approach.

Signposting is a significant part of the project and
information is routinely provided in partnership
with support workers at the base. This could be
information about schools, support for specialist
matters such as ASD, debt management, activities
or the school holidays, and an introduction 
to the area. This increases the impact on family
and friends, since parents become less isolated
and better informed and supported. We now have
a strong relationship with the community team 
at the base at RAF Northolt and have recently
developed partnerships with local schools to
encourage military families to engage and take 
the first step towards asking for support.

How many people did we help?
20 families were supported
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Hertfordshire – Families Living in Recovery

This project is delivered in partnership with
The Living Room and Relate. Our family support
worker provides parenting support to partners
and family members of clients in recovery from
addictions, as well as direct support to the clients
themselves who are undertaking the 7-step
recovery programme.

We support parents through individual face to
face and telephone sessions and group work.
Our focus is on parenting skills, mood and stress
management skills and approaches to ‘coping’ so
that parents living with addiction have the capacity 
to be become better parents and for the family to
function more effectively. The groups run on a 
rolling basis with 8 to 10 attendees each week.
Since Covid-19, group and individual sessions
take place through an online forum. Self-isolation
for some of our clients is particularly stressful
where there are partners in recovery: “The lock-
down is straining our relationship, I am so scared 
he will revert back to drinking, so grateful you 
are still there for us.”

Alongside counsellors from The Living Room, our
practitioners have also delivered themed practice
development groups to 25 Family Lives helpline
volunteers on recognising addictive behaviours
and the support need of families who may access
our helpline as part of this project.

How many people did we help?
The response to our service has been
overwhelming and we’ve exceeded our targets
of supporting 20 families. 42 parents and family
members supported through individual support
and 72 via our group work.

“I’ve felt really supported by you,as you understand BorderlinePersonality Disorder to a highlevel, which meant I did notneed to keep clarifying what I gothrough with my daughter. Thishas helped me a lot. You havenever been patronising –which is what I’ve been used to– and you have respected mydifficulties and let me talk…You’ve also sign-posted me toother agencies, which willhelpful once this support ends.I am also grateful to Family Livesfor letting me do the couple ofextra sessions.”
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Bedford Volunteering Service

The Bedford Volunteering Service aimed to
provide befriending support and parenting groups 
to parents and carers with children 0-19-years-old
who had an Early Help Single Assessment or were
already involved with Social Care. Working closely
with Bedford Borough Children’s Services, the
support was provided by a Family Support
Coordinator and a team of befriending volunteers
for between 6 to 12 weeks.

Our role was to assess needs and provide families
with appropriate information and advice on
accessing local sources of support. Our family
support worker and befrienders also offered
practical and emotional support to enhance
families’ ability to care for their children and
provide a safe, nurturing home in which children
could thrive. As part of our offer, we delivered
parenting groups as part of the parent’s exit 
from the service with support from two volunteers.
We identified a high number of children presenting

Case study
A father of 3 children was referred to our services as he was recently
bereaved. His wife had mental health issues and had recently taken
her own life. There was little family support available and the father had
given up his job to care for the children so there was an additional loss
of family security and stability, which was an important part of his
identity and purpose.

The children weren’t told about the circumstances of their mother’s death.
The father wanted to get back onto an even keel. Individual support
sessions for dad provided an opportunity for him to think about how and
when to tell the children about their mother, as he was concerned they
may find out from another source. With our support, he was able to tell
the children and answer their questions. His confidence and self-belief
grew as a parent over the weeks and he then decided he wanted to
become a volunteer.

with special educational needs and set up specific
groups for these parents to receive extra support in
helping them manage the behaviours associated
with hyperactivity and impulsivity.

34 parents engaged with the service with 22
receiving individual support either through our
worker or volunteer befriending sessions. Many
of the cases referred to us presented with high
complex needs, often families had been ‘stuck’
in the social care system for some time. For many
families exiting our service, their circumstances
had changed very little, but they had felt heard
and understood and for many it was for the
first time.

How many people did we help?
22 received individual support and befriending
from volunteers
21 additional parents were supported through
the parenting groups
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Herts Targeted Parenting Support

This service provides parenting programmes
for parents of children with special educational
needs, (specifically ASD and ADHD) and parents
of pre-teens/teens who are exhibiting challenging
and risky behaviour. We generate parent referrals
into the programme via intensive networking with
professional agencies working across the county.
Responding to family support needs, particularly
for those with children with ADHD/ASD has a
positive impact on parental stress, increasing
emotional and social well-being and improving
family outcomes.

Parents’ feedback also continues to demonstrate
how much they benefit from meeting other
parents, sharing experiences and ideas, reporting
an increased confidence in their ability to access
local support networks including health and
social care. They also value learning new coping
strategies and the positive affect these have on all
relationships within their family, including their
partners and siblings.

The groups are traditionally delivered face to
face in venues across the community, however
from mid-March delivery was transferred to
using Microsoft Teams with increased phone
contact to support parents unable to attend
through this medium.

How many people did we help?
107 adults and 218 children

"I definitely have made some changes tohow I respond to some of the behaviours.It's work in progress but I am more awareof what I'm doing. Have seen somedifferences in the children that they cansee me doing things differently. 

“I have found the course very useful and

informative. It has given me some practical

tools to use which I was really in need of. 

I have been able to feed back to my

husband and we are talking about different

ways we can work together more again.

The facilitators delivered the course in a

really friendly and easy to understand 

way. I would be interested in more 

courses run by them. It made me look 

at and think about a lot of aspects of 

parenting children with SEN.”
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Hertfordshire – All4One John Lyons Project

This project brings together the skills and
expertise of four Hertfordshire-based partner
agencies including Sporting Inspirations, CDA
Herts, The Pavilion School and Family Lives.
It combines school-based mentoring, sporting
activities and family support to help develop the
skills and potential of young people attending
the Pavilion pupil referral unit.

Our project aims to inspire positive change and
achievement in young people, their families and
wider communities, using a holistic curriculum
of specifically designed activities, combined with
family structures to minimise the socialisation of
anti-social behaviours in young people. The project
has adopted a non-traditional format, to provide
young people and their families with the
opportunity to come together; through the teaching
of non-aggressive communication, and in
identifying positive strategies that support family
emotional and physical well-being and increases
the life changes of these young students.

We have seen positive signs of engagement
from young people and families, and support
has continued to be offered to parents using
Microsoft Teams during the current lockdown.
We understand that some parents have been
using our helpline during the last few months
 as a consequence of our marketing and
promotion of the support that is available.

How many people did we help?
6 parents have accessed our helpline service
and 3 have received individual support
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Nottingham and the Midlands

Energise Families

This service is about helping families to increase
their physical activity levels and share more fun
activities together. Volunteers initially work with
families who have a child aged 5-10 years, using
a befriending approach and supporting them to
become more active by going on short walks or
playing outside and inside with their children.
Volunteers come up with ideas to have fun
together as a family and get fitter. A key element is
the recognition that taking more exercise, however
small or short, whether indoors or out improves
both mental and physical wellbeing. The service
also runs ad hoc activities for additional families
in primary schools, and events. Hula hooping and
yoga have been popular in Nottingham and appeal
to those who wouldn’t usually take exercise

24

How many people did we help?
17 families were supported through
66 befriending and activity sessions

"I love walking and talking - 
it helps me offload and

exercise at the same time."

"The boys seem happier, they
love going to the park where 

they can run around. I feel I can 
take them now."

Case study
C is a lone parent with 3 boys aged 5, 7, 9. She
self-referred to the Energise Families service
through our helpline as she was suffering with
anxiety and depression and finding it difficult to
leave the house. She described her children as
frequently ‘kicking off’ if she takes them anywhere
so they stay at home most of the time and the
boys behaviour was becoming more challenging.Our volunteer started to meet mum weekly and

they often walked to a local nature reserve, giving
mum a chance to ‘offload’ as they walked. Our
volunteer supported C to make an action plan
which included passing her driving test, increasing
her activity level, taking the boys swimming and
doing at least one family activity out of the house
at weekends. Our volunteer met mum and the
boys at local parks where they played rounders
and football and found some free family swim
sessions that she accompanied the family to.After a few weeks mum became confident enough

to take the boys swimming and to the park on her
own. She walks for at least an hour twice a week
while the boys are at school, has passed her
driving test and has a car.



Support Service for New Mothers

In Barnsley Central Area we deliver a support
service for new mothers to increase the
resilience and the emotional wellbeing of
those who are experiencing isolation and low
level emotional wellbeing issues. We work
closely with Midwifery, Health Visitors 
and the Family Support Service.

Volunteer befriending supports new mothers
by offering a listening ear, helping them find
their own strengths and solutions to build
confidence, supporting mothers to access
activities and signposting them to other
sources of support. We offer help and
guidance over the telephone and support
mothers to link up with other new mothers
and local groups.

How many people did we help?
9 mothers were supported through
54 befriending sssions.
20 parents received individual
support through 60 support sessions.

"The people who help are lovely
ladies who are helpful and have

made me very happy. My family in
Africa are so happy that this

support is in place."

"The most important aspect is
having someone who

understands my situation."
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ParentChild+ (previously called Parent-Child
Home Programme)

ParentChild+ is our early learning programme
for families with children aged 2-4 years.
We support families to improve their home
learning environment so children are more
ready for school. Early Learning Home Visitors
visit families for half an hour, twice a week. The
programme lasts for 15 months with 92 visits
providing 46 free toys and books to each family.

We work alongside parents and show how to
increase verbal and non-verbal interactions,
develop positive behaviours and encourage early
literacy skills. Parents learn how to become their
child’s first teacher; children are more ready for
school and do well in their education, which sets
them up for positive futures.

Family Lives are the only licenced provider of
the programme in the UK and are also the
National Training Centre. We piloted the
programme with volunteers from March 2018 to
March 2020 in Ealing, Nottingham
and Newcastle. The mid-way evaluation report
of the pilot shows good initial results:

“Based on interviews with participating parents
conducted midway through the ParentChild+
programme, these parents reported positive
changes in their children in six areas: self-
regulation, expressive language, receptive
language, social skills, engagement in play and
early learning. They also reported increased
levels of positive parent-child interaction
through reading and playing together more
often. There were also generalisation effects
reported: where there was another adult in the
house (in all four cases, the father), this
increased level of positive interaction also
carried through to that relationship. In all seven
cases where there were other children in the
house, some generalisation of learning from the
ParentChild+ sessions was also reported as
having positively affected these relationships.”
We then secured funding from the Education
Endowment Foundation to deliver a
Randomised Controlled Trial (RCT) in South
Yorkshire with an evaluation team from
University of York and Durham University which
started in January 2019.

We also secured funding to deliver the programme
as part of a Social Impact Bond in Westminster and
Kensington & Chelsea. The coordinator manages
three full time Early Years Home Visitors based at
Queens Park & Portman Children’s Centres and
working remotely from two RBKC Children’s
Centres. The Coordinator liaises with Health Visitors
and other key referrers and provides
signposting/referrals for the families. 

Home visitors visit families’ homes twice a week for
30 minutes to deliver play activities with the child and
parent. During one visit a new toy or book is used to
model play activities to enhance their child’s
communication and social-emotional skills. The
families keep each toy or book and use them to
practise with during the week, then during the second
visit the parent reports back on their progress.

How many people did we support?
(Ealing, Nottingham and Newcastle pilot) 
68 adults and 68 children were supported through
3,139 home visits

(South Yorkshire)
141 adults and 132 children supported through
2,036 sessions. There are currenly 284 families
enrolled in the Randomised Controlled Trial.

(Westminster SIB )
• 15 families actively receiving ParentChild+ in
Westminster and Kensington & Chelsea, totalling
322 visits.
• 2 families are at mid-cycle point (received 46+
home visits) totaling 94 visits.
• 5 families are scheduled to be matched with an
Early Years Home Visitor via video call.
• During the COVID-19 lockdown, a total of 21
families are receiving video or telephone home visits.

"My son has changed a lot. He is very happy
[with our home visitor] and his speech has

changed a lot. He had just two or three words but
now he is speaking much better. Now it is easy to
communicate. I know what he wants. Also he is

learning how to play with other people." 
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‘We see big changes in Z since home 
visits started; she is not hiding, tries talking 

to people out and about, wants to go to 
school when she takes her older sibling,

she has more confidence and knows what 
is wrong and what is right.’

‘It is very  important. A year ago, [my son]’s
communication was very poor and now his
speaking is very good. He is reading all the

books, he knows the alphabet, he counts, he
knows all his colours. For a two year old, that 

is very good!’

Case Study - Newcastle
Mum lives with her two children, aged one and two. The whole family including the 
father were on a Child Protection plan. The mother had unstable mental health 
and the children were delayed in their development. The mum’s teenage son had 
recently died in a supported living home. To start with during ParentChild+ sessions, 
she would sit on the chair holding her younger child the and would not engage. 
The older child did not seek her out for any engagement.

Mum is now consistent in her parenting, setting up her own activities to do during 
sessions. She started to use the positive behaviour techniques modelled by the home
visitor and showed her children how to share and take turns. Her older child now seeks 
out mum for comfort and to engage in play and when she needs help.

The child is now speaking in sentences. As her understanding has improved, her 
frustration has reduced. The younger child was found to have a genetic condition causing
his delay which provided the right support for the family. He took his first steps during PC+
session and can now make some sounds and identify his favourite books and toys.
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‘Everything is amazing. I’m so happy I found
the programme, I can’t believe I just went
into the Children’s Centre because I was
distressed about my housing…I have learnt
how to play, after a touch childhood, I’m
happy I’ve learnt how to play with my son.’

'I’ve started to read stories to her
(baby sibling) and talk to her more. 
I learnt from what I did wrong with M,
I do better with the new baby…’

Case Study - South Yorkshire
On signing up to the programme, there were concerns around mum’s parenting
and the safeguarding of her children. Her daughter was undressed on initial
visits and struggled to engage or focus on any of the resources brought by the
home visitor. The child had very little speech and could say only two or three
recognisable words.

Since the ParentChild+ Programme started, week by week mum has become
more engaged. She has become attentive during sessions and has bought
resources to support her daughter’s developing interests. On arrival one week,
mum had set up a mark-making area for her - a low table with a cloth, a
plastic box for a seat and an Etch-A-Sketch which she had bought. She had
started buying other craft items and talked about making and creating things
together. She proudly displays all of the pieces that her daughter creates in the
lounge. Mum has commented numerous times on how much her vocabulary
is developing; encouraged by the home visitor she writes down new words
her daughter was saying so she could see the progress. Mum was thrilled to
tell the home visitor how her daughter is saying more single words and even
a three-word sentence.
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‘I love working for Family Lives, as it gives me
an opportunity to support people through really
difficult times. To know that you have given
them a chance to be listened to and receive
that emotional support and to hear the relief
they are feeling is the reason I volunteer.’ Katie

Aim 2: Work together with volunteers

to support more familiesd are in need

Our incredible volunteers play such an
essential part in our work. And we’re going to
need their help even more over the next few
years. Our aim is to actively inspire more
people to volunteer with us, wherever they
are and however they want to volunteer.

We will work harder to support them and
help them develop their skills and passions
ensuring that workforce development
remains central to all existing and new
volunteers. We are also working to gain the
Investing in Volunteers quality standard for
good practice in volunteer management.

Our volunteers are at the very centre of the
services we provide to families, both in the
community and through our helpline. Over
the last year, our volunteers donated over
26,769 hours of support though the
helpline and face to face services.

We have worked hard to build strong links
with colleges and universities near our
helpline hubs to offer volunteer placements
to students, particularly those studying
counselling or social care and this is
working well.

We have also provided volunteers with
opportunities to engage in the wider work
of Family Lives, through involvement on the
groups running and advising our digital
innovation project. This is working well,
allowing them to draw on both their expertise 
from the service they deliver as well
as any relevant external expertise they have.

All volunteers receive substantial training
before going on to support families. This is
followed up with ongoing professional
development and supervision. Our helpline
call takers undertake a 30-hour training
programme to ensure they are equipped
to become skilled and effective call takers.
They support callers with a wide range of
issues with care and respect. Our volunteers
often benefit just as much as the people
they support, going on to higher education
or to find employment. We are also now
training volunteers online to ensure we can
provide access to people who don’t live in
regions where we currently have a helpline
office.

‘I really enjoy working with Family Lives because 
I find it extremely rewarding to be part of a team 
who help people to find solutions to all types of 
family issues. Every call is different and at the end 
of a shift I feel I have contributed something and
perhaps helped someone to better deal with the 
issue they are facing.’ Susan
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‘I volunteered for Family Lives because I feel
that I have been fortunate in my life and want 
to pay back. Instead I find that I am the
beneficiary. I find that I get a huge amount out
of it myself – the support of staff and the
friendship of fellow volunteers and the privilege
of talking to the callers.’ Linda

We are also now training
volunteers online to ensure
we can provide access to people
who don’t live in regions where
we currently have a helpline office.

Our most recent survey 
highlighted that:
• 100% of volunteers are proud
of the work Family Lives does
• 100% of volunteers are proud to
volunteer for Family Lives
• 98% of volunteers would recommend
Family Lives as a good place to volunteer

My Journey with Family Lives, by Shahra Saleem
I was first introduced to Family Lives as a parent attending a course when my
youngest son was diagnosed with Autism. It was a time of transition for all of
us as we had moved out of London and the older children were moving into
secondary schooling. The family were still grappling with the impact of our
youngest son’s developmental and behavioral difficulties.

I first fell in love with Family Lives when I found the strategies learnt on the
course were making a positive difference. I volunteered as a call taker as a
means to give back for all the support I received. I found it helped me more as
I found I become more familiar with the strategies and helping other parents
going through the similar challenges we became better at managing the issues
we faced as a family.

It was very gratifying to help both on the helpline and face to face and it acted
as a reprieve from the children and made me a more confident parent. I felt a
real joy in helping to make a difference in the lives of others. I loved working for
the admin team where I felt nurtured and supported by the team especially as
it was my first foray into work life after moving away from London and
dealing with all the challenges of a child with special needs and husband who
had just recovered from a life changing accident.

Today I am part of the central finance team making the most of my financial
service background and it’s given me a wonderful opportunity to continue to
work for an organisation with ethos of making a positive change in the lives of
families as it has done for myself.
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Aim 3: Make sure families can access help

in the way that they need it at the right

time (digital development)

As part of our strategic review we recognised
that in order to be cost-effective, efficient and
to keep up with the changing needs of families,
we needed to become a more digitally engaged
organisation bringing digital solutions to the 
heart of the organisation.

We want to ensure that there are a number of
access points for service users to gain support
from Family Lives that are more effectively linked,
enabling more choice for those who access our
support. This will help us reach and support even
more families in ways they want by being better
equipped and more sustainable. We will make 
the best use of digital technology and
communications in all aspects of our work to
reach out to and support more families, and in our
engagement with volunteers, donors and funders.

We officially started our digital innovation project
in July 2019, funded by the National Lottery
Community Fund. Almost a year on, we have
some exciting ideas in our sights and we can’t
wait to start testing these out.

Of course we, like the rest of the charity sector,
were thrown a curveball with the outbreak of
Covid-19, but the aims of this project feel even
more important and relevant as a result. And
there will certainly be useful insights and learning
from some of the changes in delivery that we and
other charities have had to make that we can take
into consideration as we move forward.

To date, we have completed our research into our
helpline users to understand how we can try and
answer more calls, and we are also busy
gathering data and insights on our website, digital
and community services. We have learnt a
tremendous amount already, but we know there

is lots more to do and discover, and we’re really
excited about it. We’d like to thank all the
individuals who volunteered to take part in
our research – both those who use our services
and the volunteers who help run them.

Other areas of work

Fundraising

Times are still difficult for charities. Competition
for funding available from both government and
trusts is becoming ever harder and undoubtedly
there will be many changes ahead as society
readjusts to the wider impact of Covid-19.
We continually seek new grants to maintain our
existing services, alongside developing work in
new areas and engaging with an increasing
number of issues that impact on family life.

Over the last year we have continued to seek
ways to diversify our income sources by working
with charitable trusts and raising income through
donations as part of sales and promotions.

Our community fundraising activities remain
popular with our Wear Blue fundraising day
and anti-bullying wristbands now becoming a
regular part of many schools’ activities.

Supporting staff and wellbeing

Family Lives continues to focus on wellbeing.
We hold the Investors in People kitemark and
continue to be a Living Wage employer,
ensuring that all staff are paid at least the 
Real Living Wage. This is a higher rate of 
base pay than the National Living/Minimum
wage which attempts to meet
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more realistic basic living costs.

Our most recent staff survey showed of those
who responded:
• 96% of our staff would recommend Family
 Lives as a good place to work
• 97% of staff are proud of the work Family
 Lives does

As the impact of Covid-19 emerged and we
all went into lockdown, we have worked hard
to ensure we support our staff, recognising 
the different individual scenarios they are now
having to work in, whether that’s balancing
work with home-schooling their children,
financial worries due to a partner being
furloughed or out of work, or worries about a
vulnerable relative or key worker. We have
offered flexibility in their working hours to 
help them balance this, as well as additional
dependants’ leave and annual leave to
support everyone’s wellbeing at this highly
stressful time.

Supporting professionals

External Supervision
The service is delivered to external frontline
practitioners in London and Hertfordshire to
support their work with families, and offer
them the opportunity to reflect in depth on
issues affecting their practice; in order to
develop personally and professionally 
towards achieving, sustaining and creatively
developing a high quality of practice.

Parenting Programmes’ Alliance
Part of our work in supporting professionals
includes providing the secretariat for the
Parenting Programmes’ Alliance which was
formed at the beginning of 2015 to provide a
forum for programme developers’ voices to 
be heard at national policy level.

The Alliance currently has membership who
between them reach over 20,000 parents per
year with evidence-informed parenting
programmes. We know that the provision of
high-quality parenting programmes is a vital
part of providing support to parents and
families, and key to improving life chances 
for children and young people.

The Alliance is independent and engages 
with policy makers and influencers, as well as
developers and providers of parenting
programmes to change the narrative about
parenting support. Its key goals are:

• To move parenting support from something
 seen as ‘nice to have’ to something understood
 as essential to improve outcomes for children
 and young people; and
• To support high-quality, evidence-informed
 development and provision of parenting
 programmes.
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 Looking forward

We are writing this report in the midst of lockdown, while we are still working out ways
to support more families at this time of national and global crisis. Although we are
currently delivering all of our services in some form or another, while we still face the
threat from this virus, how we will be able to deliver some of our face to face services
going forward remains a concerning question.

We are particularly worried about the impact on the most vulnerable families we
 support, those where children were already falling behind in terms of their language and
development, those families who we were starting to support to become more physically
active. All of these things have been thrown into the air and we recognise that when we
are able to visit families once more, they may need even more help than before.

There are also families who before this crisis were doing okay, but now may find
themselves in much more vulnerable and stressful situations, whether that’s due to the
financial and employment impact of Covid-19, relationship or behavioural issues as a
result of the pressure pot we have all been living in, or the impact of isolation on
physical and mental wellbeing.

At the moment we are focussed on supporting as many families as possible by putting
in extra staff onto our helpline, reintroducing our online chat service, as we know that it
is more difficult to find the space for privacy, and finding solutions to keep in touch with
those families we would have visited in person calls, video calls or online
parenting groups.

But we are also thinking ahead to what families will need once society has hopefully
returned to more normal circumstances, to seek to anticipate where the needs will be
and what impact this will have had on families.

We also recognise that once more, funding is likely to be harder to come by, and so
we are grateful to those organisations which have helped us to be here for families
during this time, and are looking towards planning future funding so that we can keep
supporting the families who need us most.

The Trustees have assessed the impact of Covid-19 on our finances and operations
for the coming year. Cash flow forecast and budget projection have been reviewed.

Family Lives’ services remain fully open and no staff member has been furloughed at 
the time of writing and there is no current anticipation that this will be the case.
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Since the outbreak, services are being delivered remotely
and through online platforms; group and individual
sessions are continuing through online forums.

The charity is in discussions with funders to remodel
delivery of some of the existing services. The charity has
also managed to secure additional funding for 2020-21 
to increase capacity for helpline and digital services.
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This Year’s Financial Results

Summary
During the year the charity raised £2,623k (2019:
£2,395k) and spent £2,591k (2019: £2,283k).
After allocation of the appropriate expenditure in
the year against restricted funds, a surplus of
£44k (2019: surplus of £69k) was added to the
free reserves in line with the charity’s policy. 

The free reserves of the charity, after allowing for
fixed assets of £10k (2019: £3k) and designated
funds of £0k (2019: £27k), stand at £906k 
(2019: £842k). These funds represent free
reserves available to the charity, which can be
used for any purpose within its charitable objects.

Unrestricted funds
The charity raised £1,569k (2019: £1,552k)
of general or unrestricted income. Expenditure
of £1,525k (2019: £1,483k) was set against
this, leaving a surplus of £44k (2019: surplus of
£69k). The general reserves carried forward were
£916k (2019: £872k).

Designated funds
Last year the Trustees set aside £27k to be
used for IT migration and local offices Show
Case. These funds were not used and have been
transferred back to general reserve.

Restricted funds 
A total of £1,054k (2019: £843k) of restricted
income was received in the year and there was a
balance of £230k (2019: £187k) brought forward
from the previous year. Expenditure of £1,066k
(2019: £800k) was set against this leaving a
balance of £218k (2019: £230k) to carry forward
to fund restricted activities next year.

Sources of income
£767k (2019: £824k) was received from Central
Government sources, £790k (2019: £1,060k) was
from Local Authority sources, £748k (2019:
£375k) was from Trusts and Foundations, £278k
(2019: £55k) was from Big Lottery Fund and 
£40k (2019: £81k) from individuals, schools 
and corporate bodies.

Expenditure
Investment in National Services increased to
£737k (2019: £715k) due to expansion of
email services. 

Investment in Face to Face services increased to
£1,814k (2019: £1,518k). This was largely due to
continuation and expansion of ParentChild+
Programme.

Investment in Professional Development
decreased to 7k (2019: £17k) due to reduction
in consultancy work of DWP Reducing Parental
Conflict programme. Investment in fundraising
remained unchanged at £33k (2019: £33k).

Reserves Policy
The Board of Trustees has agreed a reserves
policy whereby the unrestricted funds not
committed or invested in tangible fixed assets,
(‘the free reserves’), held by the charity should
provide sufficient funds for an orderly wind down
of the charity, if necessary at some future date. At
31 March 2020, this equates to £602k, leaving a
buffer of £304k out of total free reserve of £906k.

The Trustees are mindful of the potential need to
use the charity’s unrestricted reserve as a buffer
against the volatile funding environment.

Investment Policy
In the current climate of uncertainty, volatile
equity markets and a recognition that the current
reserves are not long term in nature, the Board of
Trustees has decided to take a cautious approach
to the investment of its liquid funds. Accordingly,
these funds have been invested in a high interest
COIF Deposit Fund account. The pooled assets
of the Deposit Fund are placed on short-term
money market deposits in accordance with a
careful management policy. The Fund can make
deposits only to rigorously selected financial
institutions approved by the Fund’s trustees. For
each counterparty, there are agreed individual
deposit limits. This ensures that the Fund’s assets
are well spread across a range of institutions: the
credit status of these is monitored daily.
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Fundraising Policy
We will always strive for best practice in
fundraising to ensure our donors feel safe,
valued and well supported – adhering to the
Fundraising Regulator and other professional
fundraising bodies.

We never buy or sell people’s personal
information. We work hard to respect people’s
wishes about how they want us to
communicate with them, and we are confident
that Family Lives data practices are compliant
with the General Data Protection Regulation.

We have never ‘cold mailed’ or ‘cold called’
the public to raise funds. We did not employ
external companies to carry out fundraising on
our behalf. We meet the regulations and
codes set by the Fundraising Regulator and
monitor any complaints received by the charity
about fundraising. During the year, there was
no non-compliance of these regulations and
codes and we received no complaints.

Donors, funders and fundraisers
The Trustees would like to thank all trusts,
organisations, schools and individuals who
generously supported the work of Family
Lives. With your contributions, we have been
able to make a real difference to children and
families across the UK at a time when they
needed us most.Principal funders and donors
are listed below.

Alderton Junior School
Armed Forces Covenant Fund
Armitage CofE Primary School
Armithea Charitable Trust
Barnsley Metropolitan Borough Council
Barrow Cadbury Trust
BBC Children in Need
Bedford Borough Council
Bexley Women’s Aid
Brickyard Barn Outdoor Learning
Brilliant Parents
British and Foreign School Society
Buckhurst Hill Community Primary School
Burghley Charitable Trust
Car Take Back
Catholic Women’s League
Civitas
Croxteth Primary School
Curzon Crescent Children’s Centre
Department for Education

Department for Work and Pensions
Education Endowment Foundation
Eltham College
Esmee Fairbairn Foundation
Fundraising - Alistair Totton
Fundraising - Amy Robbins
Greater London Authority
Hertfordshire County Council
Holybrush Primary School
Hyde Park Place Estate Charity
JN Derbyshire Charitable Trust
John Lyon’s Charity
Kirk Smeaton CofE Primary School
London Borough of Bexley
London Borough of Ealing
London Borough of Lewisham
Manor Park Primary School
Mantra Jewellery (Jo Stroud)
Maricourt Catholic High School
Masonic Charitable Foundation
Mazars Charitable Trust
National Lottery Community Fund
NESTA
PIMCO Foundation
Pinewood Lodge
Priestmead Primary School
Royal Borough of Kensington of Chelsea
Simon Gibson Charitable Trust
Social Investment Business Foundation
Southfield School Hertfordshire
Sport England
St Giles-in-the-Fields & William Sheltons EC
The Brook Trust
The Cathedral & Abbey Church of St Alban
The Chetwode Foundation
The Dulverton Trust
The Herbert & Stefanie Strauss Trust
The High Sheriff of North Yorkshire
The Lady Hind Trust
The Monday Charitable Trust
The Rayne Foundation
The Seckford Foundation School
The Swire Charitable Trust
The Sylvia Adams Charitable Trust
The Thomas Farr Charitable Trust
The Unwin Charitable Trust
The Walcot Foundation
The Westminster Almshouses Foundation
Walsall College
Welwyn Garden City Schools Partnership
Westminster City Council
Westminster Foundation
Woodlawn Primary School
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Legal and 
administrative
information 

Status
Family Lives is a registered company limited by
guarantee; company number 3817762. It is also 
a registered charity, charity number 1077722,
registered in England and Wales.

The charity was established under a
Memorandum of Association, which established
the objects and powers of the charitable 
company and is governed under its Articles of
Association. These will be treated as if they are 
in the new form of a single set of Articles as
specified under the Companies Act 2006.

Trustee Board
The members of the Board during the year were:
A de Waal        Chair re-appointed 07/11/19
S Bayliss          re-appointed 07/11/19
J Coleman
W Jones          Treasurer
S Hayman
A Holt
A Montgomery
N Rupani
K Summers      re-appointed 7/11/19
S Vahid            resigned 26/03/20

Sub-Committees:
Policy & Finance Sub-Committee:
A de Waal, W Jones, S Bayliss, A Montgomery,
N Rupani

Remuneration Sub-Committee:
S Bayliss, A Montgomery, N Rupani

President:
Rt. Hon Lord Justice Thorpe

Chief Executive and Company Secretary:
J Todd

Registered Office
15-17 The Broadway, Hatfield, Herts, AL9 5HZ

Auditors
Price Bailey LLP, Causeway House, 1 Dane Street,
Bishop’s Stortford, Herts, CM23 3BT

Solicitors
Farrer and Co, 66 Lincoln’s Inn Fields, London
WC2A 3LH

Objectives
The objectives of the Company are:
1. To promote, protect and preserve the good
health, both mental and physical, of family
members and families.

2. To advance public education in, and promote
research into the psychological, legal, medical and
other experiences of family members and families
and to disseminate the useful results of such
research.

3. To help relieve poverty among family members
and families, in particular by the provision of an
advice and information service for those unable to
access such resources.

For the purpose of the above, ‘family members’
includes parents, children and others forming
part of the wider or extended family, including
grandparents and step relatives.

Public Benefit
We have referred to the guidance contained in
the Charity Commission’s general guidance on
public benefit when reviewing our aims and
objectives and in planning our future activities.
In particular, the Trustees consider how planned
activities will contribute to the aims and
objectives they have set.

Achievements and benefits to families, parents
and children/or our service users are detailed
on page 10.
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Governance and
Management

Board of Trustees
Members of the Trustee Board, who are directors
for the purpose of Company Law and Trustees for
the purpose of Charity Law, who served during the
year and up to the date of this report, are set out
on page 36. Members of the charitable company
guarantee to contribute an amount not exceeding
£10 to the assets of the charitable company in the
event of winding up. The total number of such
guarantees at 31 March 2020 was ten (2019: ten).

The Board is responsible and accountable for
Family Lives’ policies and activities to the Charity
Commission, to Funders and Stakeholders, and
for compliance with Charitable and Company Law.
It is responsible for the financial and strategic
affairs of the charity, for the Annual Budget and
the Annual Report and Accounts. The Chief
Executive is accountable to the Board of Trustees
and presents an Accountability Report against the
organisations agreed strategic objectives.

Diversity
The Board is committed to diversity across the
organisation in all areas of its activities. The
organisation is continuing to monitor our service
reach and workforce so as to move forward
continuously on our diversity targets. 

The Board has been chaired by Anastasia de
Waal since November 2009. Anastasia de Waal is
Director of I Can Be, a charity working to help
break down barriers to opportunity for
disadvantaged children and young people.

In reference to the terms served by the current
Chair, Treasurer and Vice-Chair, over the last
three years, the Board has held minuted
discussion at Board meetings and annual Away
Days, as well as through the appraisal process, 
on term lengths for trustee and officer roles. 
Board discussion has drawn on guidance from
Family Lives’ auditors, as well as the Charity
Governance Code, to ensure that the Board’s
approach to decision-making on trustee and
officer terms is sufficiently robust, well-evidenced
and transparent. Regular review of the Board’s
make-up and contribution to the organisation 
over the last three-year period,

has found an effective mix of expertise and
background, alongside active engagement from
Trustees. Over the course of the organisation’s
recent Strategic Review and implementation period
for the ensuing Strategic Plan, the operational view
has emphasised the benefit of Board stability.
Now that Family Lives has succeeded in achieving
a position of much greater financial stability,
and the implementation of the Strategic Plan is
on course, a Board succession planning
subcommittee is being established. COVID-19
circumstances will inevitably impact on the
sub-committee’s timeframes, but the intention is
to have the succession planning sub-committee
underway by September, with the first report to
the Board at the November Away Day.

The Board of Trustees, the Chief Executive,
volunteers and staff work to engage with existing
service users, while exploring ways to attract and
engage with hard to reach parents and adults,
who find themselves in a parenting or carer role
in the UK.

Board Recruitment
One third of Trustees are required to retire annually
and there is no limit to the number of times a
Trustee may be reappointed. Appointment to the
Board continues to be via an open and formal
recruitment process. Appointments made during
the year are ratified at the AGM.

Board Induction and Training
An Induction Programme is in place for new
Trustees. Any training needs may be identified
for both new and established Trustees via the
Individual Review programme.

Board Meetings
The Trustees meet as a full Board five times a
year to include the Annual General Meeting.
The Trustees hold an Annual Strategic Away Day
which includes the Senior Management Team.

Board Sub-Committees
There are two Sub-Committees: Policy & Finance
and Remuneration, which make recommendations
to the Board for approval. In addition, there is an
advisory Risk of Harm Committee which meets
four times a year and has trustee representation.

Senior Leadership Team
The Senior Leadership Team (SLT) meets eleven
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times a year and addresses cross-organisational
issues. The Directors hold principal responsibility
for the budget and key strategic decisions.
All Senior Managers work across the whole
organisation and are accountable to the Board
of Trustees via the Chief Executive.

Remuneration
Pay and remuneration of Key Management
Personnel (with the exception of the Chief
Executive) is undertaken as an independent
process by HR and two Directors. The process
assesses current roles and activities against the
existing job description and we have a ‘marking
system’ for any additional responsibility. Once the
independent process occurs HR send a letter to
the employee informing them of any outcome.
The Board Remuneration subcommittee meets
once a year to discuss remuneration for a cost of
living rise for all staff, including Chief Executive.
This is a non-obligatory process and does
not assume an award. The Chair of the
subcommittee then reports back to the
Board with a recommendation.

Trustees’ Responsibilities Statement
The Trustees (who are also directors of Family
Lives for the purposes of Company Law) are
responsible for preparing the Trustees’ Report
and the financial statements in accordance with
applicable law and United Kingdom Accounting
Standards (United Kingdom Generally Accepted
Accounting Practice).

Company law requires the Trustees to prepare
financial statements for each financial year. Under
that law the Trustees have elected to prepare the
financial statements in accordance with United
Kingdom Generally Accepted Accounting Practice
(United Kingdom Accounting Standards and
applicable law). Under company law the Trustees
must not approve the financial statements unless
they are satisfied that they give a true and fair
view of the state of affairs of the charitable
company and of the incoming resources and
application of resources, including the income and
expenditure, of the charitable company for that
period. In preparing these financial statements,
the directors are required to:
• select suitable accounting policies and then
apply them consistently;
• observe the methods and principles in the

Charities FRS102 SORP;
• make judgements and estimates that are
reasonable and prudent;
• state whether applicable UK Accounting
Standards have been followed, subject to any
material departures disclosed and explained in
the financial statements;
• prepare the financial statements on the going
concern basis unless it is inappropriate to presume
that the Charitable Company will continue in
operation.

The Trustees are responsible for keeping adequate
accounting records that disclose with reasonable
accuracy at any time the financial position of the
charitable company and enable them to ensure
that the financial statements comply with the
Companies Act 2006 and the Charities Act 2011.
They are also responsible for safeguarding the
assets of the charitable company and hence for
taking reasonable steps for the prevention and
detection of fraud and other irregularities.

In so far as the Trustees are aware:

• There is no relevant audit information of which
the Charitable Company’s auditor is unaware.
• The Trustees have taken all steps that they ought
to have taken to make themselves aware of any
relevant audit information and to establish that the
auditor is aware of that information.

Risk
The Trustees reviewed the risks to which the
charity could be exposed in 2020/21 and are
satisfied that the charity has taken all reasonable
steps to minimise risk, and that it has policies and
procedures in place to manage risk effectively in
all areas of the charity’s work. The key risks
were identified as follows:

Principal risks
Financial Solvency
Steps to mitigate risks:
• Ensure sufficient reserves to cover orderly
wind down.
• Quarterly review of management accounts
and forecasts.
• Plans in place for continued diversification
of funding.
• Ongoing liaison with current and potential
funders.
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Failure to meet quality standards
Steps to mitigate risks:
• Accreditation for front line staff.
• THA Quality standard qualification maintained.
• Quality standards in line with CAN Parent
quality mark.
• Risk of Harm Policy procedures implemented.
• All front-line staff and volunteers DBS checked.
• Complaints procedure in place.
• £10million Public Liability Insurance in place.
• £5k Professional Liability Insurance in place.

Organisational Risk
Steps to mitigate risks:
• Robust Human Resources policies & procedures in place.
• Robust Financial Management policies
& procedures in place.
• IT infrastructure disaster recovery plan in place.
• Media policy in place.
• Periodic review of public benefit.
Impact of Covid-19

Steps to mitigate risks:
• Weekly Senior Leadership meetings to monitor and assess impact of Covid-19 on services
and staff.
• Maintain regular contacts with funders, secure adjustments to delivery models and acceptable
amendments to ensure fidelity of
cited programmes.
• Set-up virtual call centres, enable staff and volunteers to work from home and on flexible hours.
• Deliver sessions via online platforms.
• Promote our work through local authorities, schools and press to maintain or increase take
up of services.

In preparing this report, the Trustees have taken advantage of the small companies exemptions
provided by section 415A of the Companies Act 2016.

Approved by the Board of Trustees on
16 July 2020 and signed on its behalf by:

Anastasia de Waal (Chair)                                    Warwick Jones (Treasurer)
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Independent Auditor’s Report to the

Members of Family Lives

Opinion
We have audited the financial statements of
Family Lives (the ‘charitable company’) for the
year ended 31 March 2020 which comprises the
Statement of Financial Activities, the balance
sheet, statement of cashflow and notes to the
financial statements, including a summary of
significant accounting policies. The financial
reporting framework that has been applied in
their preparation is applicable law and United
Kingdom Accounting Standards, including
Financial Reporting Standard 102 The
Financial Reporting Standard applicable in the
UK and Republic of Ireland (United Kingdom
Generally Accepted Accounting Practice).

In our opinion the financial statements:

• give a true and fair view of the state of the
charitable company’s affairs as at 31 March
2020 and of its incoming resources and
application of resources, including its income
and expenditure, for the year then ended;

• have been properly prepared in accordance
with United Kingdom Generally Accepted
Accounting Practice; and

• have been prepared in accordance with the
requirements of the Companies Act 2006.

Basis for opinion
We conducted our audit in accordance with
International Standards on Auditing (UK) (ISAs
(UK)) and applicable law. Our responsibilities
under those standards are further described in
the Auditor’s responsibilities for the audit of the
financial statements section of our report. We
are independent of the charitable company in
accordance with the ethical requirements that
are relevant to our audit of the financial
statements in the UK, including the FRC’s
Ethical Standard, and we have fulfilled our other
ethical responsibilities in accordance with these
requirements.

We believe that the audit evidence we have
obtained is sufficient and appropriate to provide
a basis for our opinion.

Conclusions relating to going concern

We have nothing to report in respect of the
following matters in relation to which the ISAs
(UK) require us to report to you where:

• the trustees’ use of the going concern basis
of accounting in the preparation of the financial
statements is not appropriate; or

• the trustees have not disclosed in the financial
statements any identified material uncertainties
that may cast significant doubt about the
charitable company’s ability to continue to adopt
the going concern basis of accounting for a period
of at least twelve months from the date when the
financial statements are authorised for issue.

Other information
The trustees are responsible for the other
information. The other information comprises
the information included in the trustees’ annual
report, other than the financial statements and
our auditor’s report thereon. Our opinion on the
financial statements does not cover the other
information and, except to the extent otherwise
explicitly stated in our report, we do not express
any form of assurance conclusion thereon.

In connection with our audit of the financial
statements, our responsibility is to read the other
information and, in doing so, consider whether
the other information is materially inconsistent
with the financial statements or our knowledge
obtained in the audit or otherwise appears to
be materially misstated. If we identify such
material inconsistencies or apparent material
misstatements, we are required to determine
whether there is a material misstatement in the
financial statements or a material misstatement
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of the other information. If, based on the work
we have performed, we conclude that there is a
material misstatement of this other information,
we are required to report that fact.

We have nothing to report in this regard.

Opinions on other matters prescribed by the
Companies Act 2006

In our opinion, based on the work undertaken in
the course of the audit:  

• the information given in the trustees’ report
(incorporating the directors’ report) for the
financial year for which the financial statements
are prepared is consistent with the financial
statements; and 

• the directors’ report has been prepared in
accordance with applicable legal requirements.

Matters on which we are required to report
by exception

 In the light of our knowledge and understanding
of the charitable company and its environment
obtained in the course of the audit, we have not
identified material misstatements in the directors’
report.

We have nothing to report in respect of the
following matters in relation to which the
Companies Act 2006 requires us to report to you
if, in our opinion:

• adequate accounting records have not been
kept, or returns adequate for our audit have not
been received from branches not visited by us;
or

• the financial statements are not in agreement
with the accounting records and returns; or

• certain disclosures of directors’ remuneration
specified by law are not made; or

• we have not received all the information and
explanations we require for our audit; or

• the trustees were not entitled to prepare the
financial statements in accordance with the small
companies’ regime and take advantage of the

small companies’ exemption from the requirement
to prepare a strategic report.

Responsibilities of trustees
As explained more fully in the trustees’
responsibilities statement, the trustees (who are
also the directors of the charitable company for
the purposes of company law) are responsible for
the preparation of the financial statements and
for being satisfied that they give a true and fair
view, and for such internal control as the trustees
determine is necessary to enable the preparation
of financial statements that are free from material
misstatement, whether due to fraud or error.

In preparing the financial statements, the trustees
are responsible for assessing the charitable
company’s ability to continue as a going concern,
disclosing, as applicable, matters related to going
concern and using the going concern basis of
accounting unless the trustees either intend to
liquidate the charitable company or to cease
operations, or have no realistic alternative but to
do so.

Auditor’s responsibilities for the audit of the
financial statements

Our objectives are to obtain reasonable assurance
about whether the financial statements as a whole
are free from material misstatement, whether due
to fraud or error, and to issue an auditor’s report
that includes our opinion. Reasonable assurance
is a high level of assurance, but is not a guarantee
that an audit conducted in accordance with ISAs
(UK) will always detect a material misstatement
when it exists. Misstatements can arise from fraud
or error and are considered material if, individually
or in the aggregate, they could reasonably be
expected to influence the economic decisions
of users taken on the basis of these financial
statements.

A further description of our responsibilities for the
audit of the financial statements is located on the
Financial Reporting Council’s website at: www.
frc.org.uk/auditorsresponsibilities. This description
forms part of our auditor’s report.

We communicate with those charged with
governance regarding, among other matters,
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the planned scope and timing of the audit and significant audit findings, including any significant
deficiencies in internal control that we identify during our audit.

The use of our report
This report is made solely to the charitable company’s members, as a body, in accordance with Chapter
3 of Part 16 of the Companies Act 2006. Our audit work has been undertaken so that we might state 
to the charitable company’s members those matters we are required to state to them in an auditor’s
report and for no other purpose. To the fullest extent permitted by law, we do not accept or assume
responsibility to anyone other than the charitable company and the charitable company’s members as 
a body, for our audit work, for this report, or for the opinions we have formed.

Helena Wilkinson (Senior Statutory Auditor)
For and on behalf of Price Bailey LLP, Statutory Auditor
Causeway House
1 Dane Street
Bishop’s Stortford, Hertfordshire, CM23 3BT

Date: 14 September 2020
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Thank you to everyone who has supported the

work of Family Lives during 2019/20. With

your support we’ve been able to make a real

difference to children and families across the

UK at a time they’ve needed us most.

We build better family

lives together

www.familylives.org.uk
0808 800 2222

Family Lives
15-17 The Broadway
Hatfield
Hertfordshire
AL9 5HZ
Tel: 020 7553 3080
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