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t Pro-Contact, CANW we have 
learnt the importance of indirect

contact, a specialist supervised service
enabling parents and children to stay
in touch following family separation,
particularly when there are difficulties
in direct contact. Indirect contact is
also used as a means to reintroduce
children to their parent after a gap in
contact and can be used successfully
at pre-visits as well as at formal 
sessions with children to prepare them
for contact. 
As part of this service [which is checked
as part of NACCC’s enhanced 
accreditation for supervised contact] we
ask parents to create interesting and
child friendly materials to engage their

ear 
colleagues. 

NACCC has
achieved 25
years as a 
voluntary sector
organisation,
campaigning to
keep children in

touch with both parents following
separation.
It has been great to have had the 
opportunity to look back over the last
25 years and to the future. At a time
when resources in statutory services
are severely stretched, staff at 
centres can fulfil a vital role in 
supporting parents by providing 
understanding and information to
help them through the difficulties
they face as a separated parent. 
Parents do not always act well, but
understanding what they have lost,
both socially, financially, emotionally,
and their self- esteem, and providing
a sympathetic ear, without making
judgements, will help them move on,
and will be good for their children.
I try to visit as many Centres as I can
and when I am invited I speak at
AGMs. I am impressed by the 
professionalism of most staff and 
volunteers, who have a lot of common
sense and experience to share. I have
heard many volunteers say, we are
‘only volunteers’. Yes, you are a 
volunteer, but you are not amateurs
and you do a very special job in 
ensuring that children are kept safe
from harm. On a practical note, thank
you for sending in your quarterly 
statistics – 42% of centres have sent
in their figures for the entire year –
please, please can all centres do so, 
it is so important.
We are currently reviewing this 
magazine’s format to ensure it
reaches everyone involved with 
centres. If you have any suggestions
about what you would find helpful
please do get in touch.
Elizabeth Coe, Chief Executive Officer.
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Indirect contact engaging
children at Pro-Contact,
CANW, Salford
Centre Spotlight – “Why our centre is great!” 

child and to spark an interest in direct
contact. 
Children who are reluctant to have 
direct contact are often interested in a
short video, photographs of memories
and letters. To support both parents
with this we have produced a handbook
with tips and guidance, advice on long
term indirect contact, social media and 
children’s development.
Pro-Contact’s other form of indirect 
contact is our post box service. Parents
use this to keep in touch with their 
children when it has been decided that 
direct contact is not in a child’s best 
interest. Parents’ addresses are kept
confidential and staff check the content
before forwarding it on to the children.

Hannah Wilson,
Pro-Contact, CANW (Supervised and
Supported Contact Centre, Salford).

An example of a letter sent to a 9-year-old child
who has been reluctant to have direct contact.
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Understanding the stages of loss...

“Whatever the situation, parents and children are
likely to experience the whole range of emotions in the
space of 10 minutes!”

Children whose parents have recently separated can show a range of behaviours related to the loss
they are experiencing following their parents’ separation. They can be clingy, upset or aggressive.
Their parents may also be experiencing many emotions and be short tempered, aggressive or may 
appear to be difficult or overreacting to the situation. 

Elizabeth Coe, NACCC’s CEO has recommended the Separated Parents Information Programme
Handbook to NACCC’s accredited child contact centres:  

“This is packed full of great resources that can help you and your volunteers 
dealing with these behaviours. Do take a look and see how it can help at your 
centre…. Do your parents know about ‘The Loss Cycle’? Why not use this at your
pre-visit”

The Loss Cycle 
Loss has an impact on children as 
well as parents. Although children 
experience loss, they may not 
understand or recognise it. 
The stages of loss are: 

1. Denial 
2. Anger 
3. Bargaining 
4. Depression 
5. Acceptance. 

“You will not necessarily experience the
stages of loss in the order shown above
and you might visit each stage more
than once. You might sometimes feel
that they are taking one step forward
and two steps back.” 
(SPIP booklet page 40). 

Loss cycle diagram © Cafcass 2015 used with permission (Adapted from Kubler-Ross 1969).

So what’s in the FREE SPIP Handbook?
The SPIP Handbook is primarily used as a tool for parents enrolled on a SPIP course but is free to download and may help you
and your volunteers develop an understanding of the impact of separation on the behaviour of children and their family. 
The handbook explores the following issues regarding children, communication, and emotions (in parents and their children): 

Children
• Parenting questionnaire
• What children need? 
• What children don’t need 
• Talking to your children 
• Listening to your children after 

separation
• Typical reactions of children and 

young people
• How children react to separation 

and how to help them 
• Your parenting separation – 

communication. (Exercise)

Communication
• Having difficult conversations
• Tips for contact
• New partners
• Domestic abuse (see overleaf 

regarding Domestic abuse 
awareness)

Parents may also be interested in 
attending an ‘out of court’ SPIP course
(a list of providers running SPIP across
England is available on the Cafcass
website). This comes at a cost of
£150pp in most areas and in general is
felt to be good value for money.

How do I get a copy of the SPIP 
booklet?
Download from: 
www.cafcass.gov.uk/grown-ups/
separated-parents-information-
programme-(spip) 
How do I order the Parenting Plan to
use at our centre?

Order free from Cafcass: 
www.cafcass.gov.uk/grown-ups/
parenting-plan

Emotions
• The Loss Cycle (see above)
• ‘Taking care of yourself’ & Support 

Network (Exercise)
• Your children’s friends and 

family. (Exercise) 
• Counselling / Family Mediation

To reiterate the previous issue of 
Contact Matters (see Contact Matters,
Spring issue, pages 2-3), NACCC would
recommend that the Parenting Plan is
the main resource for child contact 
centres to use with parents. Many 
centres are finding that this a helpful 
resource to use with parents and have
ordered free copies direct from Cafcass.
However, you may find that some 
material in the SPIP handbook is useful
to raise awareness amongst your staff
and volunteers and in some cases may
be useful to use alongside the parenting
plan and your other paperwork. 

https://www.cafcass.gov.uk/grown-ups/separated-parents-information-programme-(spip)
https://www.cafcass.gov.uk/grown-ups/parenting-plan
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Are parents using your service being intimidated? 
Dr Jane Monckton-Smith, Senior Lecturer in Criminology and an expert in coercive
control and homicide at the University of Gloucestershire gives an example of how it
might, virtually unnoticeably, begin..
"A girl starts seeing someone new. She decides she wants to go out with her
friends one night and that seems to be fine with him. But then he turns up at the
door with a bunch of flowers just before she is to meet her friends. He's 'forgotten'.
She cancels her night out, stays in. She's already being controlled." 
Monckton-Smith argues that coercion and control are at the very heart of how an
abuser operates: they're not an added extra.. 
"The abuser exerts control, but violence is just one method of controlling someone.
A key clue is when he starts to complain about people close to her. He says he
thinks her mother doesn’t like him. Then it moves on to him knowing she doesn’t
like him. Then it will be that he’s uncomfortable around the mother and doesn’t
want her near him. Then it becomes a test of loyalty – it’s me or your mum. This is a
highly dangerous sign and the start of serious control”.

The All Party Parliamentary Group on Domestic Violence (APPG) published recommendations earlier this year for Government
and the family courts - to be implemented as soon as possible. These included that there “must not be an assumption of shared
parenting in child contact cases where domestic abuse is a feature, and child contact should be decided based on an informed
judgement of what’s in the best interest of the child”. The groups also recommended that ”The President of the Family Division
must ensure family court judges never order child contact in a supported contact centre where a risk assessment has found that
the abusive parent still poses a risk to the child or non-abusive parent”.  

It is essential that you and your volunteers/staff complete domestic abuse training as part of your safeguarding awareness. 
Your local council may offer free domestic abuse training, or if not, why not try this free e-learning provided by ‘Against 
Violence & Abuse’ charity (AVA) http://avaproject.org.uk AVA offer a free e-learning course ‘Understanding domestic 
violence and abuse level 1 and 2’ mainly aimed at health and social care professionals but is relevant to non-specialist 
voluntary and community workers. Enrol on this link: http://elearning.avaproject.org.uk AVA also have additional FREE 
e-learning and resources available on their Prevention Platform, http://www.preventionplatform.co.uk 
If you have any queries relating to the course, please do contact AVA direct.

FREE Domestic violence and abuse training for you and your volunteers/staff

Does your referral form ask the
right questions? 

It is essential that where domestic
abuse is an issue these are dealt with
appropriately to ensure the 
safeguarding of family members, 
children and staff/volunteers at the
centre. Earlier this year NACCC revised
its guidance to child contact centres
and referrers in order that referrals 
involving domestic abuse are accepted
by the appropriate service. NACCC is
aware that its standard referral form for
supported contact (available for centres
not using NACCC’s online system) may
need some additional questions to 
ensure that centres are able to identify
referrals where there is a risk of 
domestic abuse. 
These questions could be whether
there has been proven domestic abuse,
allegations – pending finding of fact,
whether the parent and child are in a
hiding/safe place and their address is
not to be revealed and if there are any
allegations of violence that happened
at the point of the separation. Questions
regarding whether a staggered arrival
and departure time are also needed.

Does your pre-visit give 
opportunity to identify if 
parents and children are fearful
and experiencing intimidation?

A ‘pre-visit’ takes place before the first
contact session and gives the resident
parent and their child or children a
chance to discuss any concerns that
they may have. NACCC’s standard 
pre-visit form is being revamped to give
greater opportunity for information 
relating to coercive control and
intimidation to be disclosed.

Further advice…

You can also get advice from:
• English National Domestic
Violence Helpline 0808 2000 247
www.nationaldomesticviolence-
helpline.org.uk 
• NSPCC’s National Child 
Protection Helpline: 0808 800 5000
• Wales Domestic Abuse Helpline
0808 80 10 800
www.allwaleshelpline.org.uk   
• Northern Ireland 24 Hour 
Domestic & Sexual Violence Helpline
Call 0808 802 1414 run by 
www.womensaidni.org

The NSPCC has highlighted research
that children exposed to domestic 
violence are more likely to have 
behavioural and emotional problems 
including internal problems (such as
depression and anxiety) and external
problems (such as aggression or 
anti-social behaviour). Humphreys (2006) 

ChildLine offers free, confidential 
advice and support whatever your
worry, whenever you need help. 
0800 1111  www.childline.org.uk

Voice against Violence have resources
for children and adults including ‘Do’s
and Don’ts for adult professionals’
download free from www.voiceagain-
stviolence.org.uk 

Reporting domestic abuse
If parents are in an abusive situation
they need to get help immediately.
The police take domestic violence
seriously and will be able to help and
protect the family. 
Contact your local neighbourhood
policing team if it’s not an 
emergency. Their contact details can
be found on www.police.uk or call
101 and ask to be put through.

http://www.nationaldomesticviolencehelpline.org.uk/
http://livefearfree.gov.wales
http://www.womensaidni.org/
https://www.childline.org.uk/
http://www.voiceagainstviolence.org.uk/
https://www.police.uk/
http://avaproject.org.uk/
http://elearning.avaproject.org.uk/
http://www.preventionplatform.co.uk/
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was being done at grassroots level and
made their decision on that basis.”

It was just going to be local…

“When I first had the idea to set up a
contact centre in Nottingham it was to
deal with a local problem in the city. 
I was sitting as a Magistrate in 
Nottingham and we had this seven-
year-old boy who wanted to see his dad
but mum wouldn’t have dad in her home
as she had a new partner and Dad lived
in a bedsit which was not ideal.”
“Because of Tony’s story (Mary’s
husband Tony had grown up not 
knowing his dad and always thought it
was his fault until they were reunited 34
years later) I insisted that we retire
while they found somewhere. The 
difficulty was that the little boy was at
school during the week and the father
was working - so we needed somewhere
impartial at the weekends – other than
McDonalds! The probation service had
a small scheme but that was when 
reports were required and in this case
there weren’t major problems.”
“So we went to the retiring room and
waited and waited and another magistrate
said to me, ‘you would have thought
the churches would do something
about this Mary’. And like an idiot I
went back to church and said to Hamish
Bailey our Minister ‘shall we help?’…”

“It’s too good an idea to keep to
ourselves Mary”

How it all began...
NACCC 1991 - 2016 –

“This is our Network and I look forward to us all working together 
to achieve our common aim of providing an ever improving service to
the people we must never forget – the children using our centres
week by week to keep in touch with both their parents” 
Mary Lower – Founder and President of NACCC (Network Live Newsletter, issue 1, 1991). 

NACCC recognised as a grasroots
social welfare charity - 
Guardian Award 1994

Mary was awarded The Guardian’s
Charity Award on behalf of NACCC
which aimed to recognise the 
achievement of individuals in helping
establish and build social welfare 
charities. Mary told me that when she
arrived at the ceremony she hadn’t 
expected to win…
“Tony (my husband) and I were invited
to the Jerwood Guardian Awards.
Eunice Halliday, the Director of NACCC
had written the application and we
were shortlisted. We went to the
awards ceremony in London and each
charity’s literature was on display. Ours
looked very ‘homemade’ compared with
the information from the other 
charities, so I thought ‘well there’s no
chance we’re going to win, let’s just
enjoy the occasion’…”
“So we relaxed a bit and enjoyed the
speeches and complementary drinks!
Anyway, in the afternoon, Tony my 
husband gave me a nudge as they were
announcing me as the winner! What a 

shock! The judges had seen past 
the glossy brochures to what  

“… it was never going to be more than
just our centre but one of our volun-
teers had links with the national church
magazine ‘Reform’ and said ‘it is too
good an idea to keep to ourselves Mary
– if you write an article, I’ll make sure it
gets printed’ – so I wrote 500 words and
to my amazement started to get 
telephone calls and letters saying ‘how
can we do it?’ That’s how it took off.”

Sharing national policy to 
support the network

The main role of NACCC at this time was
to share common sense and policy with
contact centres and be a national voice
for the network. Mary explained: “We
were concerned that workers at centres
were being asked to give evidence in
court and so contacted the Lord 
Chancellor’s Children’s Act Advisory
Committee (Children’s Act 1989) which
then issued instruction that contact
centre volunteers should not be asked
to give evidence…” 
Throughout the next few years Mary
and her small team organised regional
meetings to enable centres to network
and solve problems on a local level. 
Despite huge cultural differences
throughout the country the ethos 
remained that there needed to be
somewhere to help children keep in
touch with both parents and not 
experience the guilt that Mary’s 
husband had felt for so many years…

25 years keeping children in touch with
parents following separation

Y E A R S
2525

This was Mary Lower’s message to the original 26 member centres back in 1991
when NACCC achieved charitable status. I met with Mary recently to reflect on the
last 25 years. Her experience and actions in 1984 started a movement that has
helped hundreds of thousands of children stay in contact with family members and
people important to them. (Ruth Miles, NACCC).

And follow up story 2016…

Mary’s ‘Reform’ article (1986) that triggered the
start of the child contact centre network.

NACCC’s in-house magazine (then and now) Our
thanks to Frank Saunders (editor of ‘Network
Live’) for compiling the archive.

The Guardian 1994.



Elizabeth Coe
(NACCC’s Chief 
Executive Officer )
writes…
22 years ago in
1994 Mary Lower
won the Guardian
Newspaper’s
Charity Award. 

At that time there was a network of
around 100 centres. There are now
around 380 centres. There have been
many changes since the award was
granted. There has been the 
development of the National Standards
(for both supported and supervised
contact), the accreditation scheme, as
well as a comprehensive training 
programme.
Although some centres have found
these innovations intrusive, there is no
getting away from the fact that the 
government over the last 10 years has
been very concerned and has 
expectations of those working with 
children that suitable and safe 
environments should be provided; 
that all workers are subject to rigorous 
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Evolving to survive...
NACCC 1991 - 2016 – 25 years keeping children in touch with

parents following separation
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“Child safety and the safeguarding of families is at the root of NACCC’s accreditation and 25 years on
there is still a need - perhaps an even greater need - for child contact centres to provide that temporary
support for families following a difficult separation”

Hazel Hedley,
(NACCC’s Chair)
writes…
NACCC’s core
ethos continues
to be child 
focused. 
Child safety and
the safeguarding

of families is at the root of NACCC’s 
accreditation and 25 years on there is
still a need - perhaps an even greater
need - for child contact centres to 
provide that temporary support for
families following a difficult 
separation. The rigour and detail 
contained within NACCC’s accreditation
for both supported and supervised
contact - achieved by so many centres
is testament to the continued 
commitment that children with 
separated parents deserve to keep in
touch as safely as possible.

NACCC has been built upon the sharing
and dissemination of good practice and
is privileged to have worked with so
many centres over the years that have
shared their experience and good 
practice so freely in order that other
centres and of course families can benefit.
Volunteers and staff running these centres
have told us that they appreciate that
they are part of a national network and
are not working in isolation. 
Family dynamics have continued to
change with parents and their children
facing issues that were not so prevalent
25 years ago. Parents are currently at
breaking point1 with relationships
under greater strain due to austerity
cuts, legal aid cuts and support offered
by statutory services being reduced.
The accessibility of information online
however can empower people to take
action and not put up with problems.
NACCC has been able to develop and 

pilot its online Safe Referral System and
is increasingly able to share and 
disseminate research findings, 
government policy and good practice
relating to the family and child 
development. This hopefully helps 
centres as they adapt to new challenges
and issues that families bring.
The voluntary sector continues to have
a vital role in supporting families in this
time of uncertainty and charities and 
organisations meeting these needs face
the challenge to remain sustainable in a
climate of reduced funding. NACCC as a
charity is only too aware of these 
financial pressures and, as in past
years, its Trustees and Chief Executive
are actively seeking funds and 
recognition to enable the essential
work to continue. 
Hazel Hedley, Chair of NACCC.
1 Relationship Distress Monitor. Estimating levels of adult couple
relationship distress across the UK Dr Isaac Sserwanja & Dr David
Marjoribanks (Relate, May 2016).  

25th years on and still very much a need…
“I am impressed by the professionalism of child contact centre staff and volunteers – you have a lot of 
common sense and experience and do a very special job in ensuring that children are kept safe from harm” 

checks given the sexual abuse scandals
that have emerged; and that there should
be training in the various aspects of the
roles people take on, paid or voluntary.  

NACCC staff and the team of accreditation
assessors continue to support centres
in achieving these expectations as
much as possible. We have provided a
hard copy version of the new Supported
National Standards to improve the 
accessibility of this vital information to
every centre. We offer a free DBS 
checking service for each and every
staff member and volunteer working in
NACCC accredited child contact centres.
Some centres are registering with 

NACCC’s online Safe Referral System –
which provides a free risk assessment
for families applying to their centre.
Separated parents and referrers can
now use the new postcode search on
our upgraded web Find a Centre service
– improving the accessibility of your
centre’s details online. We have im-
proved the support provided for centres
in dealing with complaints, providing
training, advice, a sample policy and
flow charts complete with actions and
time scales.
So, in a climate of reduced funding we
are trying to use our resources wisely to
best serve you, the membership. Please
do keep in touch and let us know any
feedback you may have with regards to
NACCC’s services.  To reinforce my 
welcome message, I continue to be
impressed by the professionalism of
child contact centre staff and volunteers
– you have a lot of common sense and
experience and do a very special job 
in ensuring that children are kept 
safe from harm. Thank you.
Elizabeth Coe, 
Chief Executive.



As mentioned in 
previous additions
of Contact Matters,
NACCC started 
collecting quarterly
returns from Centres
in April 2014, and 
piloted an online
method on the

NACCC website from July 2014 to the
present day. This method of collection
allows us to store and analysis 
information from the Centres that 
submit to be able to provide 
information for Ministry of Justice, 
Cafcass and media requests: and also
to feedback to Centres to support with
their funding bids.

We cannot stress enough to Centres
how important the collection of these
figures are. Providing national statistics
is one of the most important ways that
we can showcase how many children
and families contact centres help, how
the support that children and families
now require from Centres and how they
access that support has changed over
the past 25 years. We can also 
campaign to help address the 
challenges that contact centres face
providing this much needed support.

Although the amount of Centres 
submitting this information to us each
year has steadily increased, as you can
see only 42% of Centres last year 
provided information for all four 
quarters. We know from feedback that
the online version is not always the 
preferred method for Centres but with
nearly 400 accredited Centres spread
across England, Wales and Northern
Ireland and a support from NACCC Head
Office Team provided by one person and
some external IT Support it remains the
simplest and fairest way to collect and
showcase the figures we collect.

Please continue to return your 
quarterly information so we can 
evidence exactly how many Families
and Children rely on the invaluable 
support to and the Volunteers and Staff
who provide this.

Sharon Marchant, 
Office Manager.6

contact MATTERS

Statistical review 2015-16
NACCC 1991 - 2016 – 25 years keeping children in touch with

parents following separation
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Quarterly returns showcasing contact services

Summary figures1

Total number of centres at 1/4/16 217 34 113 364

Number of centres providing data for all 4 quarters 136 6 12 154

%ge centres returned all 4 quarters 63% 18% 11% 42%

From Returns

Total children using the service 8,825 7,219 16,044

Total families using the service 6,843 4,662 11,505

Total number of volunteers 3,590 172 3,762

Total number of paid staff 457 689 1,146

A huge thank you to the 42% of NACCC’s accredited services that have provided us
with statistics on their vital work. This has been summarised below. 
Percentage of returns submitted for the four quarters 2015-16
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1 ‘Supported’ refers to centres providing supported contact only, ‘Supervised’ refers to centres providing
supervised contact only, ‘Both’ refers to centres providing both supported and supervised contact.

Numbers of children keeping in touch with their family following separation and
the people making this happen…

How are families accessing child contact centres? 
Parents access centres directly as a self-referral, or are assisted by their solicitor,
Cafcass officer, social worker or another agency. Please see below for details. 
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House of Lords campaign:
Campaign & Comment...

Child Contact Centres (Accreditation) Bill [HL] 2016-17
A Private Members’ Bill is progressing through the House of Lords and had its first hearing on 6 June 2016. The Bill is titled 
the ‘Child Contact Centres (Accreditation) Bill’ and has been brought to the House by Baroness McIntosh of Pickering. 
If the Bill receives Royal Assent there would be a legal requirement for all child contact centres in England to be accredited by
the National Association of Child Contact Centres. 

NACCC has been aware for some time
that there are child contact centres 
operating outside of any accreditation
or external audit. Children using these
unchecked services could potentially be
at risk and therefore NACCC is 
campaigning to make the accreditation
of child contact centres a legal 
requirement.  

Track the Bill through 
Parliament

You can keep up to date with the
progress of the Child Contact Centres
(Accreditation) Bill going through 
Parliament by signing up for email
alerts at www.parliament.uk

The Bill includes amendments to the
Children Act 2004 and the Children Act
1989 (activity directions) and would 
culminate in the Child Contact Centres
(Accreditation) Act 2016. A campaign
profile event supporting this Bill is 
taking place on 10 October with the 
intention to raise awareness and 
generate sustainable funding for NACCC. 

NACCC Safe Referral System study – out of court
pathway
A small-scale study has been commissioned to explore the 
operation of the Safe Referral System, particularly in relation
to the effectiveness and efficiency of the risk assessment
process, and to make suggestions for possible improvements.
Over 50 supported centres are registered on NACCC’s online
self-referral system which has been operating since 2013. The
system includes a risk assessment element where a support
worker checks the suitability of applications prior to sending
these to the centre.

The evaluation findings will be of value to NACCC as it seeks to
develop and refine its assessment tool. The results are likely to
be of wider interest within the family justice system as a range
of organisations, including mediation and parenting education
providers, are also seeking ways to conduct efficient and 
effective risk assessment with limited resources in a post-legal
aid environment. The findings may also be of use in 
understanding some of the potential and pitfalls of using 
online methods with the general public in a context where
there is a move towards online courts. The study has been 
designed in collaboration between NACCC, interested 
stakeholders and the researchers (Rosemary Hunter and Liz
Trinder).

Working with Black, Asian and Minority Ethnic 
families: London research project
NACCC has received some funding from the City Bridge Trust to
undertake a small research project into the needs of black,
asian and minority ethnic families using child contact centres.
Kath Bayne has interviewed parents, staff and volunteers at
nine centres in Greater London ( the area covered by the City
Bridge Trust) and asked them their views about the services
and  their experiences of using or working in the centres. 

Kath and Trish Ross are now analysing the results and hope
that this will give us an idea of what works well and how we
can ensure our services are sensitive to the needs of all 
cultures. So far we have identified many examples of good
practice and also some of the challenges. We intend to 
produce a report in the autumn and to present our findings at
our conference in November. We are also planning to run a
practice workshop in London. Our thanks go especially to the
centres that have participated in the project, and to the 
parents, volunteers and staff who have given their time 
to complete questionnaires with Kath – 
we couldn’t have done it 
without you! 

NACCC’s online Safe Referral System NACCC’s accredited centres in the London area plotted on NACCC’s ‘Find a
Centre’ web service

The current 
stage of the 
Accredition Bill

http://www.parliament.uk/


Local students are looking to
volunteer – get their attention!

Student volunteering...

Your home page needs to show that
you welcome and value volunteers -
don’t hide your ‘volunteering’ link.
”We think in order to present 
yourselves as an employer that really
welcomes and values your volunteers
that there should be a direct link on
your home page to the volunteering
section, with a small section on the
homepage that promotes your plight
for volunteers and welcomes them in
an enthusiastic way.”
The students identified that the 
volunteering tab (accessed by clicking
on a ‘more’ tab) on Pudsey’s website
was not easily accessible for students
who may browse the page. They
pointed out that this could present 
students with the view that volunteers
were not that important to the centre
and therefore lead them to look 
elsewhere at organisations that have a
more accessible and proactive 
homepage.
Include detail about what is 
involved – students need to make an
informed choice.
Lack of website information on the role
of the volunteer was identified as a 
potential barrier to students choosing
Pudsey CCC as their organisation of
choice.  “As students searching for 
potential placements this year, we
have found that transparency is an 
important factor in choosing an 
organisation. Students like to know
what their contribution to the 
organisation would be and what their
day-to-day duties will consist of  
allowing them to make an informed
choice.”
Find something to draw volunteers in -
“A day in the life of a volunteer”?

The student found the volunteer 
section on Pudsey’s website to

be warm and friendly and 
encouaged 
students to
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Susan, coordinator at Pudsey Child Contact Centre has contacted us about their 
student volunteers and a recent Leeds University student challenge which focused
on improving volunteer recruitment at Pudsey. 
She told us “we do quite well getting volunteers from the local universities. We
have two students with us at the moment. They have a lot to offer and tend to not
let you down.”
Students involved in the challenge used Pudsey’s current resources as a starting
point, were asked to suggest improvements to Pudsey’s website (www.pudsey-
childcontactcentre.co.uk), suggest incentives and prepare something that could be
shared with other centres/universities. NACCC would like to express a huge thanks
to the students involved in the challenge and for sharing their valuable feedback:

get in touch (consisting of some 
children’s photos, some text 
information and an email enquiry box).
However, they believed the page
needed something to draw young 
people in and create appeal, proposing
their "day in the life of a volunteer"
video initiative. This could showcase
the existing volunteers at the centre:
• Their day-to-day activities
• Their thoughts and feelings about 

the centre
• The things they have learnt from 

volunteering, as well as other 
benefits they have gained from 
volunteering.

The students suggested  the video
could be put on the webpage and
shared on social media as a way of
adding a realistic and energetic form of
recruitment and advertising to engage
students in a way that differed from
other generic volunteering campaigns
that consist of simply reading text 
information on a web page or similar.
No obligation open days & free pizza!
Advertise on social media.
The students also proposed no-
obligation volunteer open days, hosted
and co-ordinated by existing 
volunteers, aiming to be interactive, 
engaging and promote team building
and bonding:
“Volunteering can be a daunting 
experience when you are new to the
world of work and not used to being
thrown into challenging situations with
people who you don't know and no
friends around you for support!”
Open days can be advertised on social
media (such as Facebook) and be set up
and promoted as "events". They can
then be shared by the local student
union, local volunteering pages (and 
you and your team can share as well),
aiming to get as many students to share 
to their peers as possible. This enables 
you to reach the maximum audience. 

“Write updates on the event as and
when you decide them which will 
appear on the newsfeeds of the
prospective volunteers. For example,
great incentives such as free pizza
slice at the end of the session can be
written on the event page and will 
result in lots of shares encouraging
peers to come alone and get involved!”
TOP TIPS
A. Put volunteering opportunities on 

Facebook/Twitter - Students were 
not using libraries or even Google to
search for volunteering roles. 

B. Put an Info hotline on your website 
and make Donations buttons nice 
and big so people can see them

C. Make your Volunteering section 
professional looking as opposed to 
childlike. Include: 

• The age group to volunteer ie must 
be over 16

• What the recruitment process 
involves and what you are looking for

• What can be gained by volunteering
ie develop new skills, help a cause 
that lights you up, meet new people,
connect your community, expand 
your horizons 

• Feedback from volunteers 
• DBS – Students don’t have to pay  

as long as not part of placement
D. Upload videos onto your website – 

a day in the life of a volunteer.
E. Take your leaflets and posters to 

universities Freshers’ Fairs (normally
early October). All new students will 
be there and could be looking for a 
volunteering role 

F. Looking to volunteer and apply can 
be daunting for young people - have 
open days offering free pizza – 
student don’t turn down food!

Student Volunteering Week runs
every year in late February – check
out www.nus.org.uk for details

http://www.pudseychildcontactcentre.co.uk/
http://www.nus.org.uk/
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Thank you for your long service... 
it is valued

Armagh Child Contact Centre
19 volunteers – 5 bronze, 4 silver, 
10 gold = 135 years
Aylesbury Child Contact Centre
5 volunteers – 1 bronze, 1 silver, 1 gold, 
1 platinum, 1 diamond = 53 years
Ballycastle Child Contact Centre
12 volunteers – 3 bronze, 9 silver = 
54 years
Bridport Child Contact Centre
1 volunteer – 1 bronze = 3 years
Bristol Child Contact Centre
10 volunteers – 8 silver, 1 gold, 
1 platinum = 65 years
Camberley & District Family Contact
Centre
6 volunteers – 1 silver, 5 diamond = 
105 years
Chichester Child Contact Centre
16 volunteers – 7 bronze, 6 silver, 
2 gold, 1 diamond = 100 years
Chiltern Child Contact Centre
13 volunteers – 13 bronze = 39 years
Coleraine Area Child Contact Centre
30 volunteers – 4 bronze, 13 silver, 
13 gold = 207 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:

Dorchester Child Contact Centre
6 volunteers – 4 bronze, 1 silver, 
1 platinum = 32 years
Hall Green & Smith’s Wood Child 
Contact Centres
31 volunteers – 3 bronze, 28 Silver =
149 years
Halton Child Contact Centres
4 volunteers – 2 silver, 2 diamond = 
51 years
Harrogate Child Contact Centre
8 volunteers – 8 diamond = 160 years
Havant & Waterlooville Child Contact
Centre
4 volunteers – 1 bronze, 2 silver, 
1 platinum = 28 years
Hemel Hempstead Child Contact Centre
3 volunteers – 2 bronze, 1 25 years = 
31 years
Jimmy’s Child Contact Centre
3 volunteers – 1 bronze, 2 diamond = 
43 years
Lincoln Child Contact Centre
27 volunteers – 2 bronze, 1 silver, 
13 gold, 1 platinum, 10 diamond = 
356 years

Lower Earley Family Contact Centre
7 volunteers – 2 bronze, 1 gold, 
1 platinum, 3 diamond = 91 years
Maidenhead Child Contact Centre
6 volunteers – 3 silver, 2 gold, 
1 diamond = 55 years
Redditch Child Contact Centre
15 volunteers – 3 bronze, 4 silver, 
3 gold, 2 platinum, 3 diamond = 
182 years
Retford Child Contact Centre
10 volunteers – 1 silver, 5 gold, 
4 platinum = 115 years
Slough Child Contact Centre
3 volunteers - 3 silver = 15 years
South Bristol Child Contact Centre
3 volunteers – 1 silver, 1 gold, 
1 diamond = 37 years
Tring Child Contact Centre
9 volunteers – 2 bronze, 2 silver, 2 gold,
3 platinum = 81 years
Vale Royal Child Contact Centre
5 volunteers – 3 bronze, 1 silver, 1 gold
= 24 years
Westwood House Child Contact Centre
6 volunteers – 4 bronze, 2 gold = 
32 years
Woking Child Contact Centre
11 volunteers – 2 bronze, 3 silver, 1 gold,
5 platinum = 118 years
Wycombe Child Contact Centre
21 volunteers – 5 bronze, 1 silver, 7 gold,
8 platinum = 223 years
Yeovil Contact Centre
1 volunteer – 1 gold = 10 years

2594 total years’ service 
given by 295 volunteers – 
cause for celebration – 
thanks to all the volunteers 
that keep the centre cogs 
moving!

68 volunteers have been awarded 
bronze certificates for 3 years’ service.
95 volunteers have been awarded 
silver certificates for 5 years’ service.
66 volunteers have been awarded 
gold certificates for 10 years’ service.
28 volunteers have been awarded 
platinum certificates for 15 years’ service.

37 volunteers have been awarded 
diamond certificates for 20 years’ service.
In addition, we have had 1 volunteer
with over 25 year’s service.’

CONGRATULATIONS!
To order, email/post a list of volunteer names and 

years’ service to the NACCC office.

“A big thank you to Elizabeth Coe for 
attending our AGM last month and 
presenting awards to our volunteers –
over 200 years’ worth of awards 
presented!”

Mik Horswell, Chairman, Wycombe
Child Contact Centre.

Pictured here (from left to right) are Sheila, 
Beryl (half hidden), Sue, Shirley, Joan, 
Malcolm, Peggy, Chris, Karen, Aubrey, 
Jackie, Jo and Liz.

Fantastic 200 years’ service given by volunteers in Wycombe



Justice Minister Caroline Dinenage 
visits Eastleigh

Eastleigh Child Contact Centre 
welcomed Caroline Dinenage (MP for
Gosport and Parliamentary Under 
Secretary at the Ministry of Justice and
the Department for Education) 13 years
to the day, since the centre opened to
families. Naturally, we celebrated 
supporting nearly 300 families with
safe contact arrangements, with much
delicious homemade cake. Caroline
shared in our concerns for the future,
acknowledging that sustainable 
funding is proving harder to attract as
the pots available are diminishing. She
was particularly interested in our 
experience of the increasing numbers 

of self–referrals to the centre and 
said: ‘Relationships can be 
difficult after parents separate,

yet children often want, and need, to
maintain relationships with parents and
other relatives. Thirteen years after it
opened, I am delighted to see Eastleigh
CCC continues to provide vital 
communication channels for families.
Children benefit most from cooperative 
parenting and centres such as these
play a crucial role in supporting 
separated couples’
Karen (Eastleigh CCC).

Lewes volunteers honoured at the
Queen's Garden Party

Julia (former Coordinator) and Shirley
(former Deputy Coordinator) of the
Lewes Family Contact Centre, retired 
after 21 years’ service at the end of 2014
and were honoured with an invitation to
the Queen's Garden Party on 19 May
2016. Shirley (who still volunteers at
the centre and is pictured on the left)
told us: “We had wonderful weather on
the day and the Palace gardens were 

10
contact MATTERS

Any excuse for a party!
Celebrate –

beautiful and very peaceful even
though it is in the middle of London.
Various members of the Royal Family
spoke to us as they went by. So all in all
it was a good day – a pity that all the
current and retired volunteers could not
be with us."

Dad raises £640 for Bootle

Ben spent time with his little girl at our
centre in Bootle last year and now has
overnight stays and midweek visits. He
was blown away by our centre and
couldn't begin to thank us enough. 
Pictured here with volunteers Ben
raised a fantastic £640 through a 
charity boxing match and is now 
planning to climb Snowden later in the
summer. June (Child & Family Connect).

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!"

Recently our centre has had lots of 
initial enquiries but these have not 
resulted in many referrals. Have other
centres experienced this as well? It
would be good to see what other 
centres are doing, as there maybe
something we are missing and not
thought of? Are they experiencing lots
of enquiries but then disappear into a
black hole somewhere! 
Tammy (Gloucester CCC).
Feedback received on this topic 
included:
• We have lots of initial phone calls
(mainly self-referrals) that we respond 

and send forms to, but then don't turn
up for interview/ cancel at last minute.
Most referrals from solicitors/court 
follow through and become contact. At
the moment we are full, with only one
space left so not too  bad, and do not
have any on our waiting list. 
(Dursley and Cam  CCC).
• Yes, we are experiencing the same,
our phone and emails are really busy
and put this down to lack of solicitor 
involvement. I think the solicitor is in a
good position to act as a go between
and start negotiations between both
parties and therefore we only hear 

when we are actually needed 
whereas with self-referrals one party 
enquires without at first getting some
agreement from the other party. 
Ruth (Billericay CCC).
• We had a very quiet year after the
changes to legal aid and the move 
towards Magistrates Courts being 
involved but over the past two months
we have had a real upsurge in enquiries
and referrals so that we are now 
completely full. We think the increase is
because the revised Court system is 
finally settling down, the local Children
Services Unit has been reorganised and
finally we are getting mediation 
referrals. However, we have plenty of
self-referrals which are mainly word of
mouth and website searches. 
Pat (Slough CCC).

See also the long service awards on
page 9. Keep it going, send in your 
celebrations, anniversaries, photos. 

(Irene Brown, Liz Child, Chris Parson, Caroline 
Dinenage (MP), Danni Fletcher, Lorraine Barnes,
Karen Marsh & Viv Ames)  



Jigsaw Streatham to become DNA,
drug and alcohol collection 
accredited centre
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Pudsey Child Contact Centre
Retford Contact Centre
Rhyl Child Contact Service
Rugby Children's Contact Centre
Sevenoaks Child Contact Centre
St John's Contact Centre
St John's Woodley Contact Centre
St Mark's Child Contact Centre
Walker Street Child Contact Centre
West Smethwick Enterprise
Wigan Child Contact Centre
Withington Child Contact Centre
Wythenshawe Child Contact Centre
6 enhanced accreditations
Barnardo's Caerphilly Contact Service
Children North East

DBS Homes Group Limited (Skye High   
Lodge)

Hillview Contact Centre
Little Rainbow Child Contact Centre
Octopus Family Contact Centre
Ty-Gelli Resource Centre
43 enhanced reaccreditations
Chapter 1 Supervised Child Contact 
Centre

Children First Derby
Core Assets Children's Services 
(Main Office Bromsgrove) with centres
in Bodmin, Bristol, Bromsgrove,
Carlisle, Carnforth, Chester-le-Street, 

1 new accreditation
Newport Family Centre
38 reaccreditations
Alton Contact Centre
Altrincham Child Contact Centre
Armagh Child Contact Centre
Bangor Child Contact Service
Basingstoke Child Contact Centre
Bristol Child Contact Centre
Coleraine Area Child Contact Centre
Cwmbran Contact Centre
Derby Child Contact Centre
Ealing Child Contact Centre
Eden Child Contact Centre (Penrith)
Great Yarmouth Family Contact Centre
Harrogate Child Contact Centre
Hereford Child Contact Centre
High Peak Contact Centre
Hill Top Contact Centre
Horsham Child Contact Centre
Ipswich Child Contact Centre
Kings Lynn Child Contact Centre
Littlehampton Child Contact Centre
Melton Mowbray Child Contact Centre
Muswell Hill Child Contact Centre
Neath Port Talbot Child Contact Centre
Northallerton Contact Centre
Pontllanfraith Children's Contact Centre

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

Congratulations to the 86 centres* that have 
successfully completed their accreditation – a great 
achievement!

Training update...
Local training initiative takes off Photo credit: Claudia Leisinger.

Dudley, Eastleigh, Faversham, Hull, 
Ipswich, Mansfield, Middleton, Morley,
Newcastle, Nottingham, Plymouth,
Stafford, Sheffield, Shrewsbury,
Southend, Stockton-on-Tees, Sutton,
Warrington and Wendover
Croham Services for Children
H.O.P.E for Children and their Families 
(Holistic Opportunities for Play and 
Education)

H.O.P.E Superjobs Ltd
Harrow Contact Centre
Jersey Family Court Advisory Service
Surrey Family & Mediation Service
Time Out Contact Centre
Yorkshire Children's Centre - 
Huddersfield

Families Forward in Bradford and Leeds
Glamorgan House Family Development 
Centre

Little Angels Contact Centre - Haywards 
Heath

St Joseph's Family Centre
Voice of the Child
York Child Contact Service
4 Outreach centres
Little Angels Contact Centre - Brighton
YMCA North Staffordshire in Derby,
Chesterfield and Ilkeston
*since the Spring 2016 issue 

There has been a great response to our
recent tranche of training for new 
co-ordinators (both supported and 
supervised), so much so that these
courses became fully booked before
the closing date. NACCC’s two day
training course is mandatory for 
co-ordinators and forms part of a 
centre’s accreditation. To meet demand

we have organised additional training, with a supported train-
ing course taking place in October and a course for supervised
centres taking place on 7th and 8th February 2017.
In consultation with NACCC some contact centres are 
organising localised co-ordinator training. The course material
and the trainers have been agreed and the courses are 
therefore recognised by NACCC. I welcome such initiatives and
would like to see them expand. Please contact me for further
details / to discuss (Email Louis Ruddlesden
l.ruddlesden@naccc.org.uk or contact him via the head office). 
We recognise that there is a need for refresher training for 
co-ordinators that have previously completed the two day
course. We hope to plan some one day refresher training for
coordinators next year.  
Louis Ruddlesden, NACCC Service Development Manager.

Here at St Michael’s we work
directly with parents to 
provide support and 
guidance to improve families’ 
situation. St Michael’s will
shortly be adding an exciting
new service from DNA Legal:
DNA, Drug and Alcohol 
testing and collection. The

planned training and subsequent accrediting of our 
organisation will enable us to provide a number of different
types of testing. These include blood testing for alcohol using
self-collection samples from the parent, and hair, nails, saliva
and urine testing for alcohol, drug and DNA testing. 
The new service will confirm if a parent is not using or is in fact
using substances and can be presented as evidence for the
court. It can also confirm the child’s biological parents. This
may help to build a case for contact, helping the child to spend
time with both parents where this is safe. It can also provide
peace of mind for parents. 
Michelle Thompson, Jigsaw Streatham.

NACCC has worked with DNA Legal to produce an exclusive protocol of 
work for NACCC members enabling them to offer 
this service.
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Officers
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Wales: Ray Singh, Central: Amanda Page,
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Recruited on a sessional basis to work with 
supported and supervised centres on achieving
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Got a query? Here’s an A-Z of who at the NACCC office can help…
Accreditation / Reaccreditation Louis Ruddlesden, Sharon Marchant, 

Donna Moreland,  Judith Mewse
AGM Donna Moreland
Complaints Patricia Ross
Contact Matters Ruth Miles
Co-ordinator training Louis Ruddlesden, Donna Moreland
Disclosure & Barring Service (DBS) Donna Moreland
Enhanced Accreditation / Louis Ruddlesden (overall), Sharon 
Enhanced Re-accreditation Marchant, Alan Tarr (finance),  Judith Mewse

Donna Moreland
General queries (from parents, Donna Moreland, Judith Mewse and
family members, referrers) Ruth Miles
IT Sharon Marchant
Membership Sharon Marchant, Donna Moreland
Orders Ruth Miles
Payments Alan Tarr
Safe Referral System Sharon Marchant
Safeguarding concerns Safeguarding helpline (if Sat) or 

NACCC office Mon-Fri 
Safeguarding Reporting Forms See the NACCC website area
Sustainability general advice Ruth Miles
Training See the NACCC website area
Volunteer certificates Donna Moreland
Website / Social Media Sharon Marchant, Ruth Miles

STAFF

Office Manager: 
Sharon Marchant
s.marchant@naccc.org.uk
F/T

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

Safe Referral System 
Assessor:
Kelly Williams
k.williams@naccc.org.uk
F/T

Administrator: 
Donna Moreland
F/T
d.moreland@naccc.org.uk

Sustainability Officer: 
Ruth Miles
P/T 
r.miles@naccc.org.uk

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

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

Accreditations Officer: 
Judith Mewse
j.mewse@naccc.org.uk
P/T

Finance Officer: 
Alan Tarr
a.tarr@naccc.org.uk P/T 
Tues, Thurs, Fri
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Goodbye!

Since the last issue Prue Bray has
retired as Vice President. The NACCC
team would like to thank Prue for
her commitment and support over
the last 10 years. 

Since the last issue Pauline Lowe
has left the staff team. 

We wish Pauline and Prue all the
best for the future.


