
..........

he last few 
months have 

been a struggle
for many contact
centres because
referrals have 
reduced 
significantly. We
asked centres to
do a quick 

statistical return a few months ago and
just over half sent this in. This showed a
national 33% reduction in referrals. We
also understand that there has been a
drop in applications to court compared
with last year of around 45%.
Either the loss of access to legal aid is
having a dramatic effect, or people are not
separating because they can’t afford too.
Either way this is not going to have good
outcomes for children. It is vital that we
have statistics, because with a true 
picture of what is happening in your 
centres we can raise awareness and have
ammunition for our awareness campaign
(which we are hoping all centres will take
part in during the Autumn).  
The more I visit centres the more I believe
that they are uniquely placed (if they
chose) to play a significant role in the new
dispute resolution world. Centre co-
ordinators and volunteers are well placed
to help parents, not only directly, but as a
conduit of information on a variety of 
resources open to separating parents.
There are Parenting Plans, Separated 
Parent Information Programmes/Working
Together for Children (WT4C), Mediation,
the CAB, and various websites that could
help parents consider how they might
move forward and begin to make their
own arrangements. Contact Centres
should never be seen as a long term 
solution, they are not a natural 
environment for a child to see a parent in,
but a neutral venue at a time when 
tensions are high and parents are 
struggling to communicate.

Elizabeth Coe, 
Chief Executive Officer
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ledgelings Child & Family Contact 
Centre in Westcliff on Sea, Essex

offers a range of contact support, but is
predominantly a supervised contact
service and an enhanced accredited
member of NACCC. Where it is 
appropriate & safe to do so, we help
families work through communication
and relationship issues, ensuring that
the needs of the child remains the
focus of the family contact moving 
forward. 
We also offer therapeutic services
under our SAFE project and run 
programmes of support for parents and
children affected by domestic abuse
and family separation. We use three
themed contact rooms in our work with
families:

Our large 
Rainforest contact
room - well
equipped for all
ages - children
and parents say
they like this fun
room!

The Sea room.  A
calm room used
for contact and
group work with
an underwater sea
theme – painted
for us by the
Prince’s Trust Team

31, a group of young people a couple of
years ago. Unfortunately we don’t have
a garden, but as well as decorating our
Sea room the Prince’s Trust young people
painted the outside to be more 
attractive for children attending the 
centre (as we’re in the middle of a 

F
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Prince’s Trust volunteers’
artwork helps children at
Westcliff 
on Sea

Centre Spotlight –
“Why our centre is
great!” 
residential and shopping area in a 
relatively deprived area).  

We also have the
Castle room.  A
small room with a
castle theme -
used for closely
observed work
and therapeutic
work with children.

The aim of our service is to help rebuild
relationships and communication 
between parents and children. One of
our most recent services is to provide
much needed community based 
support for male victims of domestic
abuse which aims to improve the 
quality of life and reduce repeat 
victimisation for adults and children 
affected by domestic abuse.
Helena Whitehouse,
Fledgelings Centre Manager,
SOS Domestic Abuse Projects.



Which centres are in
the project?

1. Abis Resources
2. Alton Contact Centre
3. Aylesbury Child Contact Centre
4. Bristol Child Contact Centre
5. Chapter 1, Preston
6. Cheltenham Child Contact Centre
7. Cheshunt Family Contact Centre
8. Child Contact Centre in Pier Avenue
9. Child in Mind Services
10. East Lancashire Contact Centre
11. Eastbourne Family Centre
12. Eden Child Contact Centre 
13. Gloucester Child Contact Centre
14. Hereford Child Contact Centre
15. Hucknall Area Child Contact 

Centre
16. IMPACT Family Services - 

Scarborough 
17. Little Angels Contact Centre - 

Haywards Heath
18. Little House Contact Centre 
19. Loughborough Child Contact 

Centre
20.Network Contact Centre
21. New Dawn Child Contact Centre
22.Newington Family Contact Centre
23.North Hampshire Child Contact 

Centre
24.Relate Cornwall Child Contact 

Centre 
25.Retford Contact Centre
26.Roberts Centre Child Contact 

Service 
27. Salford Child Contact Centre
28.Salisbury Child Contact Centre
29.St Paul's Child Contact Centre, 

Bracknell
30.Swindon Family Contact Centre
31. Walker Street Child Contact Centre 
32. Worcester Child Contact Centre 
33. Worksop Contact Centre
34.Wycombe Child Contact Centre
35. YMCA Relationship Services
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Firstly, the non-resident parent makes a
referral to use the contact centre
through an online system. Once this is
received, the resident parent is 
contacted to input information as well.

All information received is not passed
on to either parent. The referral is 
assessed by a support worker from the
project and if there are no significant
safeguarding issues the local contact
centre is given the families’ details and
they will make contact with the parents
to arrange contact. 

If there are issues around safeguarding
and the family is unsuitable for a 
supported centre, they will be 
signposted to other services, including
supervised contact centres that are 
resourced to deal with safeguarding 
issues. Contact centres can ultimately
decide if they take the referral or not.

Secondly, parents who use the centres
involved in the Moving On project will
be offered support by dedicated 
support workers who are experienced
in supporting separated families. The
aims of this support are:

• Help parents move from conflict to
collaboration;
• Parents to cease court proceedings/
or dissuade parents from applying; 
• Parents to develop a parenting plan.

This support can take many forms –
emotional, practical, and signposting to
other relevant services. The support 

workers and staff from the 
contact centres will work 
together to promote

Helping parents work together...

Moving on Project...
NACCC has received funding from the Department of Work and Pensions to develop
an exciting and innovative project that meets the needs of separated families
using child contact centres. The ‘Moving on Project’ will work in partnership with a
small number of child contact centres around the country to provide additional
support to separated families. 

Child contact centres have a unique window of opportunity in helping parents. Good
relationships, respect and trust are built up between parents and contact centre
workers and nowhere else does this happen to the degree it does in contact centres.
The courts can only make contact orders; CAFCASS do not have the resources or
time to help parents and although mediation services can definitely help parents
there are normally only two or three sessions. Child contact centres normally see
parents for much longer so more support can be given to parents during this time.

collaboration and communication 
between the parents. Parents will also
be helped to make a parenting plan. A
parenting plan helps parents make
arrangements about the children, helps
parents work out how they will 
communicate with each other and what
they communicate about and how they
deal with differences and problems in
the future. A parenting plan helps 
separated families move on to a point
where parents are able to make their
own arrangements, and ensures 
children are not affected by problems
between their mum and dad.

The support workers are attached to
groups of centres to carry out/
coordinate one-to-one work with 
parents. Signposting parents to other
services such as mediation, parenting
programmes, financial debt advice can
certainly help parents. 

Steve Eales, the project’s manager says:
“The aim of the project is to help 
families move on after separation. We
believe parents don’t want to be 
arguing with each other for years. Many
are even unable to talk to each other.
Neither is good for them and it is 
definitely not good for the children. 
Research is clear – children do better
and lead happier childhoods when their
mum and dad are able to put aside their
differences and collaborate in the
child’s best interests. We want to help
parents think about the future.”
“We recognise it is hard for separated
parents to collaborate and communicate
with each other but we believe that with
support it can be done. We are not 
saying ex partners have to be friends
but they do need to work together for
the sake of their children.”

The Moving on Project has been running since April this year…
and has two parts to it.
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Your pre-visits are ideal to provide info on services that might help. Elizabeth Coe
strongly endorses Parent Connection’s ‘Getting it right for children’ website - a free
4-step programme which uses real life situations to show how things can go wrong
and how they can be done better. Here are some other ideas: 
“We have a range of leaflets at the centre and as we work at Mediation Plus we are
able to signpost them there. They have our leaflet and in the past referred directly to
us. Angie, (Swindon FCC).
“I have made a leaflet with a map of all the local amenities that are within walking
distance. Including phone numbers of the places in case they need to check opening
times.” Ruth, (Billericay CCC).
“Our display board has Mother’s Union and local charity Fegans leaflets up for both
resident and non-resident parents; we also have MU ‘Families First’ magazines and
the local magazine ‘From Babies to Big Kids’.” Kathryn, (Eastbourne CCC).

Background
A court order for contact was already in place for father who was seeing his children fortnightly for the weekend. He also had
telephone contact with them during the week. After six months parents began to disagree about the arrangements and how
each other would care for their children. Father became depressed and contact suffered because of this. Father then injured
himself and was unable to walk (it is hoped only temporarily). His mobility was then limited (since November last year). 
The children had not seen their father following the incident. 
The parents agreed to make a self-referral to the child contact centre. When the support worker discussed the issues with
mother she expressed deep concerns over father’s mental health. With permission the support worker went through a 
mental health assessment father had recently completed. Mother felt reassured especially also after discussions with her
solicitor and GP. Further discussions with both parents took place whilst contact was progressing at the child contact centre.  

How is it going?
Both parents now feel that they had been both focussing on themselves rather than taking into account each other and more
importantly the children. The children and their father have had very good contact at the centre and now mother has offered
father more contact than what was originally agreed before it had broken down. Both mother and father have given the 
support worker feedback that they feel the children are happier now. 
Both parents have been willing to work with the support worker to gradually increase contact and put a workable plan in
place for independent contact arrangements. Some work has been done around the needs of the children and communication.
A parenting plan is nearly completed with them and they will be moving on from the centre in the next couple of weeks.

Case study: Moving on Project brings reassurance and children seem happier

Be proactive in providing info for children/parents

(Photo courtesy of Fledglings CCC).

New online services for children and parents
It’s not your fault - you are not alone - it’s OK to get help. New online service 
providing direct on-line help to children and young people whose parents are 
separating. Kids in the Middle is the only place online where young people in 
separating families can hear the stories of their peers. It is for young people, by
young people. By inviting young people to tell their stories and make videos, they
want to give these children a voice they currently do not have. 
www.kidsinthemiddle.org.uk

MindFull is a revolutionary online service for 11- 25 year olds which provides 
support, information and advice about mental health. MindFull offers support in
three ways: 1) A comprehensive online self - help library; 2) Online mentoring; and 
3) Online counselling alongside webchats hosted by mental health professionals. 
www.mindfull.org

Encouraging parents who are separating to think about their children is at the
heart of Splitting Up? Put Kids First. Helps couples communicate and make
arrangements about who will be seeing the children in a business-like way. 
Designed to help people settle arrangements without the stress of legal costs. The
charity is keen to get dads involved who are less likely to seek support - an online
offer is more attractive to many men and also younger parents for whom doing
things online is becoming a way of life. www.splittingup-putkidsfirst.org.uk

Online support and signposting service for separating parents including free Panel
of Experts service. 30 Resolution solicitors are currently signed up but this number
is growing quickly. Advice is given via Skype, email, telephone, or in person. 
Initial conversation/telephone call/meeting/email exchange is free and 
without obligation and follows set guidelines. Other panels include: finance, 
debt, divorce finance, housing, divorce support, drug & alcohol
and benefits advice. www.onlydads.org www.onlymums.org

Kids in the Middle

e-parenting plan



4
contact MATTERS

“The waiting room suited all ages and
was so comfortable.”
“The waiting area (pre meeting room)
looked very cosy and comfortable, child
and parent friendly. The room included
light lamps for comfort lighting, 
children and young people’s art work on
the walls, books, cosy sofa, tissues,
fan, candles… toys, DVDs, telephone,
magazines, leaflets for adults although
none for children and young people… 
It was explained that this is not where
children stay much as they go off to
play in the play rooms. However, the
room suited all ages and was ever so
comfortable.”

Inspectors described the contact room
and whether it felt child-friendly. They
looked at the condition of the resources/
toys, that they were available for a wide
age range and were they varied enough
to meet cultural and educationally
needs of children.

“Charlie the cat mascot – very child
friendly tool.”

Young people carry out 
first inspection of NACCC 
accredited centre

“LISTENING TO CHILDREN”

Chapter 1 supervised service in Preston has been the first NACCC service to be inspected by 
young people from the Family Justice Young People’s Board (FJYPB). It was inspected in May 
2014 by Lead Young Inspector Shysta and supported by Jennifer Lynch (FJYPB Co-ordinator). 

The programme is set to achieve 33 inspections of Cafcass funded supervised services over a 3 year period. The aim of the 
inspection is to get a viewpoint on how the service serves the children and young people using it. Each area in the inspection
has a star rating, and an overall star rating is given. Staff are interviewed and the report includes first impressions, waiting area,
contact room, toilets, general safety, staff, children and young people’s feedback. A final star rating is given with 
recommendations to follow up. Inspections will usually take place during school holidays.

First impressions included how easy it
was to find the venue, how accessible
the area was and were there transport
links. They looked at the accessibility of
the actual building (lifts/stairs) and
how they felt when they arrived.

“there was no system in place for 
children and young people to sign in…
this helps them feel involved.”
In their report the Board noted “that
there was no system in place for 
children and young people to sign in.
The staff explained there is a procedure
whereby children and young people
who come are sent a pre plan of who
they are expecting… This did make
sense… but it would be handy for 
children and young people to feel 
involved in the signing in procedure.”

When in the waiting area the inspectors
considered how easy it was to gain the
attention of someone, what the 
environment looked like (was it 
welcoming and friendly) and what 
information (posters/leaflets) were 
there and how age appropriate was this.

Inspectors praised the use of ‘Charlie
the cat’ as a mascot. “He is seen in the
leaflet for children that describes 
contact and the centre – using photos
of Charlie in the different areas in the 
centre. This we feel is a very child
friendly tool… The room was divided
into sections such as: home corner,
book/reading room, small world toys,
fancy dress box, play puppet house,
music area, ‘our picture’ corner, arts and
crafts corner. It was lovely to see that
one of the rooms had goldfishes which
children and young people love to see
and feed.” 

“Staff are keen to make helpful changes
to help children give feedback.”
The inspectors considered how staff
gather feedback and where this was 
located. They asked to look at some of
the feedback and also what the centre
had learned which had brought
changes to procedures or the centre 
itself. “We suggested that the centre
should gather a method of feedback in
a visual display in the contact rooms,
perhaps the corridor. Staff members
were very encouraged by this and 
discussed possible ideas with us. This
made us feel that the staff are very keen
to make helpful changes”

“Staff were extremely dedicated and
passionate about their work.”
The inspectors awarded the centre a 
respectable ‘good rating’ and said “The
centre’s facilities were spacious and
child & parent friendly. The staff 
members were extremely dedicated and
passionate about their work and meeting
the diverse need of the children and
families that used their service.”
Congratulations to Chapter 1!

Young people’s board feedback on Chapter 1
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And what was it like for Chapter 1?
“…not intrusive… useful opportunity… new systems will benefit young people”

The communication regarding the planning of the inspection was clear and well organised.  It was useful to be given the 
opportunity to consider questions asked which in turn gave time for reflection of the processes undertaken by Chapter 1. The 
inspection was not at all intrusive, giving rise to discussions as to the development and integration of systems that would be 
to the benefit of young people using our services.
It was a welcomed process and all staff were happy to be a part of this and to share good practice of how work with young 
people is delivered and the positive outcomes resulting from this. We have now put in place a number of systems which will 
enable feedback to be recorded and utilised for monitoring purposes. 
Dorothy Parsons, Project Manager, Chapter 1, Preston.

What’s in your waiting room?

Be proactive in getting feedback from children and parents
Following their inspection, Chapter 1 are introducing a notice board to display feedback from children and 
parents using the centre. Here are some other ideas…
“We get feedback from the children by using the faces pictures.  They love to complete these.” 
Valerie, (Shropshire Child Contact Centre).
“We use the NACCC questionnaires at the 4th contact visit (parent and child versions) and tell parents it’s 
optional but very helpful to us. Have changed the parent one a little, so people tick ‘very good’ or such, not a 
number. At the end of contact (if we catch them!) we have a questionnaire with a big speech bubble for them to 
write any positive feedback we can use (anonymously) for fundraising or publicity purposes.” 
Helen, (Bristol Child Contact Centre).

“I have devised a simple evaluation form with just two questions. 1. What arrangements have you made when you leave? 
2. Are there any comments /suggestions you would like to make about our facilities? I end it by wishing 
them all the best for the future.” Ruth, (Billericay Child Contact Centre).  

You probably do this already, but there are lots of posters and resources for families out there – why not display a mix of 
national and local services for children and parents to have a look at…

(Posters ref: www.childline.org.uk, www.mindfull.org, www.gingerbread.org.uk, www.turn2Us.org.uk, www.familymediationcouncil.org.uk)

• www.childline.org.uk have a whole range of wallet cards and posters you can either order or download.
• Mediation - see www.familymediationcouncil.org.uk for details 
• Child and family counselling www.relate.org.uk/find-my-nearest-relate/results www.irelate.org.uk
• Citizen Advice Bureau www.adviceguide.org.uk 
• Housing - check with local council/housing associations. Shelter’s housing advice line is 0808 800 4444 www.shelter.org.uk

(they have specific websites for Wales and Northern Ireland). Also see www.waleshousing.org and www.housingadviceni.org
028 9024 5640

• Free debt advice www.moneyadviceservice.org.uk 
• Grant and benefits advice: Turn2Us – www.turn2us.org.uk 
• Parenting courses? The first place to contact would be the local Children’s Centres (old Sure Starts). Then it is worth looking 

at the local council (local authority) websites. Many charities like Barnardo’s or Action for Children run parenting programmes 
so it is worth googling them – put in for example ‘parenting programmes courses Nottingham’ 

• Information about local library facilities?

New Chapter 1 services helping children and parents in Preston
Children and Separated Parents Educational Resource
(CASPER) is a five week programme that is delivered through
group work. This resource is designed for children whose 
parents have separated to gain perspective and emotional
learning on their experience of past or current family changes.
The programme allows the children to develop more 
emotional awareness that can then aid their learning, help
them cope with future changes in their lives in addition to 
giving them resources to help express emotions in a healthy
way.

For further details see www.chapter1.org.uk

Chapter 1’s development leaflets for parents describe child
development stages (0-3 months, 3-9 months, 9-12 months,
12-24 months, 2-3yrs and 3-5 years).

For further details see www.chapter1.org.uk



Thanks for all your 
positive feedback 
following the launch of
the ‘awareness of child
abuse’ online training –
it has been a real boost

to staff and volunteer training:
“I found the quality of the course/
information to be of a high level.”
“I liked the ease of navigating and the 
graphics made it interesting and  
stimulating.”

“Slides were very well set out, 
multiple choice tests summed 6
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Make the process easier... use
the tools you have

Complaints...

Trish and Jill (at the NACCC office) look into complaints about centres if the 
complainant is still not happy at the end of the centre’s complaints process. 
Some centres manage complaints very effectively and do see them as a learning 
opportunity. If centres routinely ask for feedback and act on it – the good and the
bad, this can make complaints feel more manageable. There have been some
themes that have come through other complaints and we felt that it would be useful
to give some pointers to managing complaints.Trish Ross Jill Green

One definition of a complaint is that it is
‘a statement about expectations that
have not been met’. We all have 
complaints procedures that give a
process for people to follow but there
are other things to consider too.  
It is important to bear in mind that 
people tend to complain about things
that really matter to them or because
they want to make a difference. If it is
about something that everyone has
worked really hard on or is personally
very important, it can be hard not to
take the complaint negatively or to see
it as a legitimate complaint. Try to 
empathise and see the situation from
the complainant’s point of view.
Make the process easier - make sure all
staff and volunteers are aware of the
complaints procedure, what it is, where 
it is located and can talk to centre users
about it.

If the complaint is about the person
who normally deals with complaints,
someone else should deal with it. 
Acknowledge the complaint, thank the
person for communicating with you
and give them a time scale for how
long you expect to take to look into it.
If it is likely to take some time, explain
why. Try to word what you say (verbally
and written) so that it does not come
across as confrontational. For example,
it’s a red rag to a bull to say ‘my
staff/vols would never do something
like that’.
If someone wants to take their 
complaint a stage further (usually to
the chair of the management 
committee) try and ensure that the 
person at the next stage is not related
to or a close friend of the person who
undertook the first stage of the 
complaints process. A common theme 

has been that people feel that they
can’t trust a centre’s investigation
because the relationships are so close.
If a person complains more than once, it
does not mean that they are a vexatious
complainer. (There isn’t space to cover
vexatious complaints here but most
complaints are not vexatious).
Use the tools that you have. Pertinent
to contact centres is that tensions tend
to be high between the non-resident
and resident parent. The pre-visit and
agreements made before contacts start
are really important. Make sure staff
and volunteers are aware of what 
agreements have been made and 
ensure that the centre implements the 
agreements. 
Just to let you know NACCC plans to 
develop a complaints training module
in the next year–watch this space!
Trish Ross & Jill Green, (NACCC Service
Development Managers). 

Over 600 volunteers take up
free online training opportunity

Training update...

I completed the Core part last week and
got my certificate and have been able to
preview what the volunteers would do.
It was remarkably easy even for me as a
computer illiterate and I can now 
explain this to our volunteers.”

up main issues”
“It will help when I am working at the
contact centre, as it has been very
useful.”
“Just to thank you once again for your
help in setting me up to do the training. 

We all aim to offer the best service that we can...however, sometimes things do go wrong and it is 
inevitable that at some point someone will want to make a complaint.



Supervised (20 places)
Please note that this is a residential 2-day course. 
Booking forms will be sent out nearer the time.

Area Residential dates
Manchester (North) 25/6/2015  - 26/6/2015
Birmingham (Central) 8/10/2015  - 9/10/2015
London (South) 26/11/2015 - 27/11/2015

Supported co-ordinator training (50-60 places)
Please note that Day 1 has to be completed before Day 2.
Booking forms will be sent out nearer the time.

Area Day 1 Day 2
Manchester (North) 21/5/ 2015 14/09/2015
Birmingham (Central) 17/6/2015 7/10/2015
London (South) 23/09/2015 5/2/2016
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What’s been going on in the

Keep sending in any 
suggestions, concerns, 

moans, news...

Regular feature...

Coffee Shop?
"What a good idea this is! I do like this opportunity to share problems and ideas!
Thank you very much for setting up this forum.  It is very comforting to know other 
centres also have similar problems!"

NEW! NACCC online training modules
launched
As part of NACCC’s commitment to 
supporting staff and volunteer training I
am pleased to announce that NACCC
has now launched three commissioned
training modules customised for child
contact centre staff and volunteers:
• Volunteer induction

• Health and Safety Risk Assessment
• Family Breakdown

Although NACCC has invested into this
resource we are pleased to say that
NACCC online training is still currently
free of charge to centres. The content of
the modules is very similar to our face
to face modules.

New module subjects to be developed
Following feedback from centres we
hope to commission modules later this
year in:
• Dealing with complaints
• Legal issues

Louis Ruddlesden, (NACCC Service 
Developement Manager).

Co-ordinator training dates for your diary…
222 of you have attended co-ordinator training this year which is a fantastic response. Please see 2015 dates booked for the next
tranche of co-ordinator training – it is an accreditation requirement that co-ordinators/deputies complete training every 3 years.

“At a meeting last week it was 
mentioned that if we charge for contact
then we need a charging policy. Has
anyone got one of these I can adapt?” 
Andrea, (The Contact Zone, Bridgend).

At the Portland Centre, we have just
started to charge in this financial year.
Families are told that there is a charge
of £10 per parent to cover the first 14
weeks - our review point. If a parent is
on benefit (proven by documentation)
the co-ordinator is permitted to reduce
this to £5. All payment must be received
at the time of the pre-visit or at least by
the Friday preceding the first visit. If 

payment has not been received contact
will not be allowed to commence - we
have not yet had to put this to the test! 
Angela, (Portland Centre, Bishops
Stortford).

We have a referral charging policy. If
families are referred by Solicitors then
the Solicitor is invoiced £50. Never sure
who actually pays but mostly the 
non-resident parent. If Cafcass refer
then we don’t make a charge as they
are our primary funding source. For a
self-referral (of which we are getting
considerably more) the non-resident
parent is invoiced prior to the Interview
and expected to pay on or before. Our 
guidelines can be found on our website. 
Valerie, (Shropshire CCCs).

At Swindon Family Contact Centre we
charge a one off referral fee for £30
which is to cover administration. That
way we are not charging for Contact. 
Angie, (Swindon FCC).

We at Watford Child Contact Centre charge
a flat one off £40 per family paid by the
non resident parent. However we do not
turn away anyone unable to pay this. 
Myra, (Watford CCC).

In regards to charging Wythenshawe
Child Contact Centre has now put in
place a fee per session/handover FROM
April 2014. We do have new terms and
conditions in place which I could 
forward to Andrea @ Bridgend or 
anyone who is interested. 
Lynsey, (Wythenshawe CCC).

To check out the sample policies 
kindly shared by centres, do visit 
the coffee shop by logging onto the
NACCC website members’ area and
clicking on ‘coffee-shop’.

There has been so much sharing of your ideas, experiences, moans and concerns 
in the coffee shop – thanks so much to everyone who has joined in the discussion.
Discussions since the last issue include: charging different rates for waged/
unwaged; 10th anniversary ideas; what are supervised contact workers paid for?; 
is anyone storing their data in the cloud? ; Facebook issues; Self-referral with 
incorrect information; Charging policy?; Fire drills; toys for older children.
For those not on email*, please see a snapshot of the some of the popular chats
/debates concerning charging that have been going on.
*Contact with the coffee shop can be in letter form.

Charging policy?
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Is your centre sustainable?
Sustainability part 4... To keep up or keep going; Endure; to keep in existence; Maintain; capable of being sustained; to

continue to exist; Last: to continue in the same state without perishing; to last; to remain.

The current economic climate poses a challenge to centres, some have had to close, with grant funding being increasingly difficult to
obtain. Many centres are having to fund a co-ordinator’s salary year on year and are actively fundraising. Sustainability of child contact
services is a real issue for centres at grassroots level and a concern for NACCC. 

Funding Central email helps Hall 
Green
We stick firmly to our tradition of not
charging for our service but have been
very successful in obtaining the 
following:
• Children in Need Small Grants (just
awarded £8K) and The Kelly Family
Trust of Edinburgh (£2K) – both towards
running costs.
• Comic Relief £650 for secure filing
systems. 
All of these came to our notice by 
registering with Funding Central
www.fundingcentral.org.uk and getting
their weekly email – this suggests
grants/trusts that meet your criteria. 

Worth exploring also are:
• The West Midlands Police Chief 
Constables gave us £1,100 from their
property sales fund. 
• New Police Commissioner's office
for the West Midlands gave us £750
back in December 2013 from their 
Community Initiative Fund.
The Cabinet Office also sponsor the
Community Development Fund and
have identified a couple of hundred 
deprived areas in the country which 
includes Smith's Wood from whom we
have had grants in the last 15 months of
£750 and £1,255.

Finally at Hall
Green we have a
clear acrylic
locked donation
box, (only the
treasurer holds a
key) and we
place that under
supervision in a
suitable place
each session,

and since we instituted that in February
have collected over £300. We keep £10
in the box, as a tempter, and the box is
under the supervision of a volunteer in
the waiting room as non-resident par-
ents arrive, after which it is moved to
the Team Leader’s table. To encourage 
donations one has to be a bit proactive
and occasionally I will walk around the
hall towards the end of the session
shaking the box, the children especially
like putting money in the box. 
Dennis, (Hall Green/Smith’s Wood
CCCs).

Awards for all’ Big Lottery Fund success
thanks to Halton and St Helen's 
Community Voluntary Action help
Our application was headed ‘Halton
Child Contact Centre moves into the
21st Century!’ - we emphasised that
HCCC has been providing the service 

since 1994 in both Widnes (first) then
also in Runcorn and that we were 
accredited by NACCC. 
Ann Entwistle, Halton Child Contact
Centres.

Pudsey celebrates 10 years and 
encourages student volunteering
Celebrating 
with us were 
Judge Peter 
Hunt, PCOs, 
local solicitors 
and volunteers 
from Pudsey, 
the Vine and Buttershaw contact 
centres - about 30 people altogether.
They had an opportunity to see the 
centre and meet some of our volunteers
and others who have supported us or
used our service over the years. 
We also had the local university 
volunteering officer attend. This is a
great way to get volunteers, though
they don’t tend to stop long term due to
the fact that by the time they get into
their 3rd year they have a lot of work to
do. They usually stop a year or so
though and can do other admin type
roles instead. Some work placements
can be made up of volunteering hours. 
Susan Hartland, Pudsey Child Contact
Centre.

Easyfundraising is a way to raise money 
simply by shopping online. 
When shopping online, go to easyfundraising.org.uk first. Choose a retailer and click through to their website. You earn money
from the retailer for your purchase which can be turned into a donation. The browser toolbar makes it easier - It reminds you to
activate donations when shopping online. Why not register your centre at www.easyfundraising.org.uk?

Market Place reminder...

www.wingrove-media.com/
contactcentre.php

10% 
discount/donation*

25% discount 

10% discount*

10% discount*25% discount

For more information see ‘Market 
Place’ in the members’ area.
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Any excuse for a party!
Celebrate –

Vine CCC awareness event – 
Dispatches clip DVD success

We showed the Tim Lovejoy 
‘Dispatches’ feature at our ‘Reach-out’
morning in church. The DVD had a great
impact on the people that saw it. It’s
funny that the majority of people are
unaware of what a Contact Centre does
and so it had a good impact. There was
a lot of interest shown at the end so 
myself and Fi Brazil, my deputy were
able to answer questions, give out
some of the NACCC leaflets and 
Volunteer forms. The morning wasn’t
about asking for money or help to 
volunteer but to raise awareness of how
many children are actually going
through this. 
Elaine Sadler, (Vine CCC).

School children race, ride and raise
£550 for Derby Child Contact Centre

Children at Saint Benedict’s School
voted for Derby CCC as their charity to
raise funds for this year – various
events including this Microbike race
raised £550. Many children already
knew about the work of the centre and
had come up with the idea themselves
to choose the charity. I then visited the
school to talk about the centre. One
teacher said “Thanks for organising
this. I think the whole House were
caught up on the stories...very 
moving...” 
Amanda Page, (Derby CCC).

Thanks from parents

“For some years I lost contact with
my daughter through Divorce. But
today I have a great relationship
with her.”
“In the initial stages of developing
our relationship we used Stockport
contact centre - it was a great help.
At my time with the contact centre, 
I found all the staff very friendly, 
supportive and understanding. I am
very grateful to the volunteers there.”
Mark.

“My son has called me ‘Daddy’ for
the first time - one of the best 
moments ever in my whole life.”
“I would like to thank through you all
the members of the Solihull contact
centre and specially the lady called
Anne. Anne has helped me starting a
father and son relationship, thanks
to her my son has called me for the
first time at the centre "Daddy" and
this was one of the best moments
ever in my whole life. The centre is so
friendly and warm that my son asks
even after moving to unsupervised
contact to go back to the centre. The
team at the centre has allowed us to
have my son's birthday and this was
a wonderful time. Thank you for
helping us....your help will be never
forgotten.” 
Mehdi.

We had a promotional & fundraising
stall at the Village Fair in June, where
we had a raffle and cuddly toy tombola
as well as a silent auction for a signed
Fulham football shirt. It was a 
beautifully sunny day, so we were able
to wear our new branded t-shirts! We
were lucky enough to obtain funding for
our stall from our local councillor so all
costs were covered. We made 
approximately £600 so very pleased! 
Ali, (Englefield Green CCC).

Evensong at 3.30pm in Chichester
Cathedral despite being delayed an
hour when Susan had a puncture on our
way to Walberton! Sponsor money that
I have collected so far is £999 plus the
gift aid. The money is going to be
shared between the Contact Centre and
MU projects in Kenya that I had the
privilege to visit in February this year. 
Kathryn Anderson, (Eastbourne CCC).

Eastbourne have just celebrated  
20 years - congratulations!

Eastbourne co-ordinator cyclist raises
£1K in two days

Eastbourne Family Contact Centre has
been managed by Mothers’ Union (MU)
for the last ten years - an international
Christian Charity that seeks to support
families worldwide. Eastbourne Family
Contact Centre is one of our Diocesan
Projects and we are very grateful to our
members who provide a lot of our 
financial support. In the last year we
have gratefully received local donations
from Rotary, Inner Wheel, Lions and
Waitrose. Two of us cycled from
Rochester Cathedral to Chichester
Cathedral completing 98 miles in 2 days
in May 2014, staying overnight in 
Cuckfield and calling in at 9 MU
Branches on the way arriving in time for 

Englefield Green CCC Village Fair 
success

Do you need to use JustGiving to help
raise funds…? 
Let us know so we know to pass online
donations money direct to your centre
See also the long service awards on 
next page. 
Keep it going, send in your celebrations,
anniversaries, photos ☺. 
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Thank you for your long service... 
it is valued

Armagh Child Contact Centre
3 volunteers – 3 bronze = 9 years
Avenue Child Contact Centre 
13 Volunteers – 1 Bronze, 3 silver, 
6 gold, 3 platinum
Ballymena Child Contact Centre
31 volunteers – 8 bronze, 23 silver = 
139 years
Basingstoke Child Contact Centre
9 volunteers – 2 gold, 4 platinum, 
3 diamond = 149 years
Birmingham Child Contact Centre
1 volunteer – 1 platinum = 17 years
Bridport Child Contact Centre
14 volunteers, 2 bronze, 4 silver, 8 gold 
Bristol Child Contact Centre
4 volunteers – 3 silver, 1 gold
Craigavon Child Contact Centre
8 Volunteers – 4 bronze, 4 silver
Derby Child Contact Centre
1 volunteer – 1 diamond = 20 years
Dorchester Child Contact Centre
4 volunteers – 1 bronze, 3 gold = 
33 years
Dursley & Cam Child Contact Centre
7 volunteers – 7 silver = 35 years

Volunteers...

NACCC’s successful long service certificate scheme has been running for some years
and values the commitment given freely by thousands of volunteers every week. 

Warm congratulations from all the trustees and staff at NACCC to those volunteers who
have been awarded their certificates since the last issue:

Eastbourne Child Contact Centre
5 volunteers – 2 bronze, 3 silver = 
21 years
Embrace Child Contact Centre
20 volunteers – 2 bronze, 8 silver, 
2 gold, 8 platinum = 201 years
Halton Child Contact Centre
6 volunteers – 6 diamond = 120 years
Havant & Waterlooville Child Contact
Centres
6 volunteers – 4 bronze, 1 silver, 1 gold
Hemel Hempstead Child Contact 
Centre
9 volunteers – 2 bronze, 5 silver, 
1 platinum, 1 diamond = 66 years
Maidenhead Child Contact Centre
1 Volunteer - 1 Gold 
Mid Ulster Child Contact Centre
30 Volunteers – 10 bronze, 7 silver, 9
gold, 4 platinum
Milli’s
8 volunteers – 5 silver, 3 gold = 
55 years
Muswell Hill Child Contact Centre
17 volunteers, 1 bronze, 4 silver, 4 gold,
2 platinum, 6 diamond

New Dawn Child Contact Centre
12 volunteers – 3 bronze, 4 silver, 5 gold
= 79 years
Nuneaton Child Contact Centre
4 volunteers – 2 bronze, 2 diamond =
56 years
Pudsey Child Contact Centre
21 volunteers – 2 bronze, 8 silver, 
11 gold = 156 years
Redditch Child Contact Centre 
8 Volunteers – 1 bronze, 5 sliver, 1 gold,
1 platinum 
Smith’s Wood Child Contact Centre
1 Volunteer – 1 silver = 5 years
Solihull Child Contact Centre
7 volunteers – 2 bronze, 3 silver, 1 gold,
1 platinum = 46 years
South Gloucestershire Child Contact
Centre
8 volunteers – 4 silver, 3 gold, 
1 platinum
St Pauls Child Contact Centre, 
Bracknell
5 volunteers – 1 bronze, 1 silver, 3 
diamond
St Mary’s Family Contact Centre
3 volunteers – 3 gold = 30 years
Torquay Child Contact Centre
1 volunteer – 1 bronze = 3 years
Woking Family Contact Centre
3 volunteers – 3 bronze = 9 years 

2,186 total years’ service 
given by 270 volunteers – 
cause for celebration – 
thanks to all the volunteers 
that keep the centre cogs 
moving!

55 volunteers have been awarded 
bronze certificates for 3 years’ service.

103 volunteers have been awarded 
silver certificates for 5 years’ service.

64 volunteers have been awarded 
gold certificates for 10 years’ service.

26 volunteers have been awarded 
platinum certificates for 15 years’ service.

22 volunteers have been awarded 
diamond certificates for 20 years’ service
CONGRATULATIONS!
To order, email/post a list of volunteer names and 

years’ service to the NACCC office.

Peggy Douglas Torquay
founder tribute
We have just lost one of our founder 
members, Peggy Douglas, who has 
died at the age of 83. She was 
instrumental in setting up the Torquay
Contact Centre with Sheila and Brian
Nelson and served as the Deputy 
Coordinator for twenty years. She 
was fondly remembered at our AGM
this month when members recalled 
her smiling, hard-working and single
minded determination. 
Barry Meteyard, (Chairman).

South Gloucestershire CCC volunteer Valerie Evans (on right) receiving award for 
15 years’ service – presented at this year’s AGM. Long service awards were also

presented to Kylie Thomas (Coordinator), Pat Webb, Pauline King, Stella Taylor,
Helen Fletcher, Penny Wheeler and Helen Fletcher (left to right).
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From your regional trustees...

Woking Family Contact Centre
5 new enhanced accreditations since the
last issue:
Bristol Children's Contact Services Ltd
Forbes Family Centre
Pyramids Contact Centre
Revive Care Support
Unique Contact And Community Services
4 enhanced reaccreditations since the last
issue:
Active 8 Support Services
Carmarthenshire Supervised Contact Centre
Guernsey Child Contact Centre
Relate Cymru
25 additional centres
Core Assests Children's Services - 

Main Office Bromsgrove
Core Assets Children's Services - Carlisle
Core Assets Children's Service - Nottingham
Core Assets Children's Service - Stafford
Core Assets Children's Services - Newcastle
Core Assets Children's Services - 

Ashton-Under-Lyne

Core Assets Children's Services - Bodmin
Core Assets Children's Services - Bristol
Core Assets Children's Services - 

Bromsgrove
Core Assets Children's Services - Doncaster
Core Assets Children's Services - Gloucester
Core Assets Children's Services - Hull
Core Assets Children's Services - Leicester
Core Assets Children's Services - Liverpool
Core Assets Children’s Services - Mansfield
Core Assets Children's Services - 

Peterborough
Core Assets Children's Services - Sheffield
Core Assets Children's Services - 

Shrewsbury
Core Assets Children's Services - Southend
Core Assets Children's Services - 

Stockton-on-Tees
Core Assets Children's Services - Sutton
Core Assets Children's Services - Taunton
Core Assets Children's Services - Warrington
Core Assets Children's Services - Wendover
Core Assets Children's Services - Woodley

1 new accreditation since the last issue:
The Rise Trust
20 reaccreditations since the last issue:
Aire Valley Child Contact Centres (Keighley)
Aire Valley Child Contact Centres (Shipley)
All Saints New Haw Child Contact Centre
Aylesbury Child Contact Centre
Bangor Child Contact Centre (NI)
Bridport Child Contact Centre
Chesterfield Child Contact Centre

Cordomus
Craigavon Children's Contact Centre
Hall Green Child Contact Centre
Harpenden Child Contact Centre
Knock Child Contact Centre - Belfast
Neutral Ground Child Contact Centre
Newry Child Contact Centre
Pontypridd Children's Contact Centre Ltd
Romford United Reformed Church Child 

Contact Centre
Salisbury Child Contact Centre
Sheffield Family Contact Centre
Springfield Child Contact Centre

Accreditations, Reaccreditations, Enhanced Accreditations,
Enhanced Reaccreditations...

Congratulations to the 55 centres that have 
successfully completed their accreditation – a great 
achievement!

evening “get together” and were joined by
three civil servants representing FPU and
the Department of Finance and Personnel –
quite a coup!!! Here in Northern Ireland 
contact centres are acknowledged as 
playing an essential role within family 
support services and it would appear that
the next year will bring further 
development, challenges and achievements
for all the centres. 
Watch this space! 
Elizabeth McCorkell, Regional Trustee
(Northern Ireland) fccc@hotmail.com

Wales Network update
I am very pleased to be a trustee for Wales
and am fully aware of my responsibilities to
the Welsh centres under my charge. Wales
is a beautiful and very diverse geographical
area but it can be very difficult for children
to meet their parents. Over the years 
centres in Wales have developed and there
are now 22 accredited centres in Wales
which consist of 4 centres offering both 
supported and supervised contact session,
2 centres that offer supervised contact 
sessions only and 16 centres that offer 
supported contact sessions only. The work
that is carried out in these contact centres
makes a significant contribution to the 
introducing or re-establishment of contact
for children and non-resident parents
and/or other family members. Diverse 
multi-cultural clients from all parts of Wales 

come to us, some from Welsh speaking 
communities on the one hand and on the
other dealing with one of the largest
Ethiopian communities in the country. We
have become more conscious of the way
contact centres have to progress to meet
theever changing needs of children.
Whether the centre offers supported or 
supervised contact sessions or a mixture of
both, all centres need support and funding
in order to run and develop. NACCC provides
support to all the centres and all are 
supported and receive financial assistance
from Cafcass Cymru. However this financial
contribution is not significant to meet the
expenditure of the centres and so more
funding is sought through grants, donations
and self-funding activities. However in
today’s economic climate this is proving to
be more and more difficult to obtain and so
centres are struggling to continue to run and
develop. This is a time of change and we in
Wales understand that centres need to
develop further services in order to remain 
financially viable and provide this much
needed facility to the service users. All 
centres fully undertake training to embrace
change as we feel with the changing climate
we must move forward at all times. 
Ray Singh, Regional Trustee (Wales)
r.singh40@ntlworld.com or 
glamorganhousefdc@gmail.com

Northern Ireland Network update
The last year has proved very busy in
Northern Ireland. There has been a marked
increase in referrals for the majority of the
15 centres, including the 7 outreach centres,
with referrals becoming ever more complex
which means more detailed risk 
assessment is required. We now have
trained accreditation assessors in NI who
visit centres due for re-accreditation and 
report to Louis Ruddlesden – this is proving
successful and cost effective for all 
concerned. The Department of Health, 
Social Services and Public Safety
(DHSS&PS) are the agency which funds NI
contact centres under the Families Matter
initiative. The Family Policy Unit (FPU) of the
DHSS&PS is carrying out a review of 
Families Matter and visited each centre in NI
to ascertain exactly the work that is done by
contact centres – they have been very 
impressed and the feedback has been 
excellent. As a result of this FPU are keen to
assist the Network to enhance and develop
the services they offer and assist in the 
potential recruitment of a Regional 
Development Worker. The Co-ordinators met
in March for a regional training day looking
at the NACCC modular training – a regional
approach was agreed on the delivery of
these modules and the adaptations needed
to reflect the differences in legislation in NI
compared to England and Wales. In June the 
Network Executive and Practitioners had an 



The NACCC Team...
Patrons
Sir James Munby – 
President of the Family Division
Lord Alton of Liverpool

President
Mrs Frances Mary Lower MBE

Vice Presidents
Mrs Prudence Bray
Mr Ian Daniels
Mrs Pauline Lowe

Officers
Chair: Hazel Hedley
Vice Chair: Elizabeth McCorkell
Company Secretary: Jacqueline Storer
Honorary Treasurer: Terry Kelk

Regional and General Trustees
North East: Position vacant
North West: Dr. Allan Horsefield
Wales: Ray Singh
Central: Amanda Page
East: Position vacant
South West: Gaenor Hannaford
South East: Vicky West
London: Position vacant
Northern Ireland: 
Elizabeth McCorkell
General Trustee: Jane Booth
General Trustee: Adrian Cullen 
General Trustee: Anne Dillon 
General Trustee: Paul Corcoran (co-opted)

Moving on Project Support Workers
Phil Coleman, Sharon Griffiths, Lorraine
Hudson, Lucy Lloyd, Jo Stewart, Ann-Marie
Stubbs, Donna Ward, Kelly Williams, Kim
Williams.

Staff
Chief Executive Officer:
Elizabeth Coe 
e.coe@naccc.org.uk  
P/T

Service Development 
Manager: 
Louis Ruddlesden
l.ruddlesden@naccc.org.uk
F/T

Jill Green
Service Development 
Manager: 
j.green@naccc.org.uk
P/T

Trish Ross
Service Development 
Manager: 
p.ross@naccc.org.uk 
P/T

Pauline Lowe
Network Manager
(Wales): 
p.lowe@naccc.org.uk 
P/T

Steve Eales
Project Manager
(Moving on Project): 
s.eales@naccc.org.uk 
F/T

Goodbye!
We say goodbye to Katie
on the staff team.
She has worked for NACCC
for 11 years, so will be
greatly missed.

Office team – we’re all in every day! 
(apart from Alan and Judith, see below)

Accreditations Officer: 
Judith Mewse
(Accreditation, DBS,
Infoline) P/T
j.mewse@naccc.org.uk 
Tues - Fri 9-5

Administrator: 
Donna Moreland
(AGM, DBS, Membership,
Training,  Infoline) F/T
d.moreland@naccc.org.uk

Finance Officer: 
Alan Tarr
a.tarr@naccc.org.uk P/T 
Tues, Thurs 9-5, Fri 9-12

IT Officer: 
Neil McEwen
n.mcewen@naccc.org.uk 
F/T

Sustainability Officer: 
Ruth Miles
(Contact Matters, IT, 
Infoline) P/T 
r.miles@naccc.org.uk

NACCC office number: 
0845 4500 280, 
0115 948 4557* 
*cheaper from your mobile
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Member of CEPREP (European 
Confederation of Child-Family 
Contact Centres).

Assessors
Employed on sessional basis to work with 
supported and supervised centres on 
achieving their accreditation and 
reaccreditation: Stan Afflick, Kathryn Anderson,
David Angus, Lisa Arnell, Evelyn Baron, Kathy
Bayne, Tracey Brewer, Diane Cain, Sue 
Culligan, Helen Evans, Ann Green, Sharon 
Griffiths, Margaret Hart, Matt Holmes, Miranda
Marsh, Barry Meteyard, Peter Nowland, Alison 
O’Donovan, Carol Peeke, Joanne Stewart,
Suzanne Teasdale, Linda Underwood, Donna
Ward, Rebecca Whetstone, Roy White, 
Maureen Worrall.


