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Elizabeth Coe, NACCC CEO heads up the staff team at NACCC

Welcome to our newsletter. Again, this is a bumper issue packed with lots of information for
you. Thanks so much to everyone who has contributed. Do let us know what you think and
please do share as widely as you can, to your staff and volunteers, management committee
and supporters. We want to spread the message far and wide…
At NACCC we try to promote and raise awareness of Contact Centres. That is why in the last few
months I have written to and visited a number of MPs to tell them about centres in their area and
encourage them to visit, many who have already done so. You can invite your local MP to your
centre as well. Also as a result of my visits I have been asked to produce an information sheet
containing links on services that would help children, parents and grandparents to help resolve
difficulties and make arrangements for contact. This has been circulated to all MPs nationwide,
and can be downloaded from our website for you to give to parents and grandparents
(https://naccc.org.uk/get-help) – this is a work in progress and you might wish to add your local
services and other organisations to this list.
In addition one of the MPs, Chris Leslie and one of our Vice-Presidents Baroness Anne McIntosh
have set up an All Party Parliamentary Group to look at the journey for children and families post
separation. This had its inaugural meeting on the 29th January. NACCC will keep you posted on
the progress of this group and its achievements.
I want to thank members for the improved picture regarding statistics. It is very useful to have
reliable statistics when talking to government departments and MPs as it gives an accurate picture
of the work you are all doing with the number of families and children you help. I know it can
sometimes feel that we are putting pressure on you for a variety of things, but believe me when I
say that the more information I have the stronger our arguments for continuing support both by
Cafcass and the government for both centres and the Association.
Finally, we have had imposed upon us all the General Data Protection Regulations (GDPR).
These are to be implemented by May of this year. It is the law to comply with these regulations.
NACCC is providing all centres with an opportunity to hear from a specialist about the implications
of this for centres, and what needs to be done to ensure compliance. There are two opportunities
for this, one session to be held in the South on a Saturday, and one in the Midlands on a
Wednesday hoping that by choosing both weekday and a weekend day we can maximise the
opportunity for attendance by as many centres as possible. I would urge you to take advantage of
this opportunity.
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John Douglas, (the trainer from Information Age who will be delivering the GDPR sessions) has
recommended that centres check if they need to register with the Information Commissioner’s
Office (ICO) saying “The ICO is planning to charge ‘up to £55’ data registration fee for any small
organisation acting as Data Controller of personal data under the provisions of the Digital
Economy Act 2017.” John says that he will keep NACCC up to date on what micro organisations
are required to pay and will, if required, arrange registration. It may be the Micro organisations will
be exempt from the fee, but the Department for Digital, Culture, Media and Sport (DCMS) have not
yet provided details.
Are you making use of NACCC’s secure online Safe Referral System for your referrals? This is a
free service that NACCC offers to any accredited member offering supported contact and will be
undergoing further development to ensure it is GDPR compliant. This system enables you to
process referrals and communicate with parents and NACCC securely regarding these referrals.
Each centre will need to pay a fee to a recognised organisation to receive their licence. I
understand this will be a fairly small amount, but to receive information from organisations such as
Cafcass, the Local Authority, or NACCC, centres will have to confirm they have a licence. I am
sorry if this is daunting for some, we will do the best we can to assist you with any queries you
might have.

“We want to safeguard your centre and the information
that you hold about families” It’s the law!!
In preparation of the new General Data Protection Regulation (GDPR) legislation coming into force
in May this year, NACCC is holding a proactive stance in supporting its accredited centres in
achieving compliance.

How do you carry out your pre-visits?
We explore the three functions of the mandatory pre-visit and explore how these are essential to
enable the risk assessment to be completed; to prepare children and parents as much as possible
and to offer additional support to family members trying to cope with the impact of separation.

Why does Mental Health matter to all those involved in
Contact?
Divorce and separation are a major challenge to mental health – a situation where perceptions of
self, others and systems are all questioned. Contact helps preserve relationships and these are
vital to mental well-being. Family breakdown is estimated to cost the UK £46 billion per annum and
over one million children have no contact with one of their parents after separation. In the last three
years Childline had 8,849 counselling sessions specifically relating to parental divorce and
separation. It is estimated that 1 in 4 adults have a common mental disorder at any one time and 1
in 10 children have a diagnosable mental health condition.
Dr Kaplan (Director of the Transformation Programme at Northumberland, Tyne & Wear NHS
Foundation Trust and NACCC trustee) spoke at NACCC’s conference in November 2017 on the
mental health needs of children affected by family breakdown and how awareness of child
development theories can be helpful in understanding the needs of these children. Volunteers and
staff attending the conference found Dr Kaplan’s speech very helpful and we have great pleasure
in sharing this article based on the content of her speech.

Training update
We are currently revising the following modules which form part of our volunteer training
programme: ‘Volunteer induction’, ‘Safeguarding and child protection’, ‘Responding to conflict and
reluctant family members within a child contact centre’ and a new module ‘Understanding and
managing children’s behaviour’. These will hopefully be available to download from the members’
area of the website in the next few weeks.
National Association of Child Contact Centres, Second Floor Offices, Friary Chambers, 26-34 Friar Lane, Nottingham, NG1 6DQ
Tel: 0845 4500 280 (Calls will cost 2p per minute plus your telephone company's access charge) or 0115 948 4557
www.naccc.org.uk. Registered Charity No. 1078636

2

NACCC Newsletter Winter 2017/18

Our training update has further information on the following:
•

•
•

Supervised training modules under development
GDPR training
Training modules updated

We have some great spotlight features this issue:
Benny the dog helping children feel welcome at Barnet Family Resource Centre… “there have
been many occasions when Benny has been used to affect a positive outcome to contact”
“Buzz my feeling” sensory boxes developed in partnership to help children express their feelings
“Children’s needs are always put first…” Buzz Child Contact Centre supporting children and
parents who haven’t met for a while
“The most amazing group of volunteers ever!” Do-it website comes up trumps for Bingley
“Seeing the children’s happiness and parents feeling hope for the first time utterly melts your heart.
Mothers and fathers may not get on but they are happy to set their troubles aside…” (Pudsey
volunteer shares her experience)
Fareshare donations helping local separated families in Pontypridd

Coffee shop
Check out the latest discussions in the coffee shop forum for members
61. Effective fundraising methods
62. Parents not mentioning holidays in court
63. Reassuring parents concerned re possible abduction
64. Liability insurance too low?
65. Supervised referral/session/report charges
66. Conflict of interest for referrers wanting to volunteer

Campaign and policy update: Catch up on the latest
news
PTO
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Mary is remembered

Mary Lower (NACCC’s founder who sadly passed away last year) was remembered at our AGM
and conference last year. As a mark of respect contact centre volunteers and staff, NACCC
trustees and staff joined NACCC’s Chair Hazel Hedley in a resounding round of applause for Mary.
We now have a lovely photo of her in our training room at the NACCC office. The photo shows
Mary with her MBE (awarded in 1995 for 'services to children' through her work for NACCC and
child contact centres). It was Mary’s kind request that any donations at her funeral should be split
between NACCC and the church which runs and hosts Nottingham Child Contact Centre (the
centre which Mary also founded). £500 was raised which have funded this lovely picture and will
also be used to improve the facilities in our training room.

Has your centre registered with the HSSF Mark?

NACCC has recently been awarded (for the third time) the Help and Support for Separated
Families (HSSF) Mark by HM Government which is valid for the next two years. The HSSF Mark
demonstrates services are committed to help and support separating and separated parents to
work together to resolve their disputes, helping them to focus on the interests of their children. Any
centre accredited by NACCC is automatically eligible to register for the HSSF Mark
-> see members news for more details members news
https://www.sortingoutseparation.org.uk/
Again we hope that this newsletter is helpful. Do share it as widely as you can.
Elizabeth Coe, NACCC Chief Executive Officer
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“We want to safeguard your centre and the information
that you hold about families” It’s the law!!
In preparation of the new General Data Protection Regulation (GDPR) legislation coming into force
in May this year, NACCC is holding a proactive stance in supporting its accredited centres in
achieving compliance. Cafcass and other referring agencies will not be able to communicate with
NACCC and contact regarding families unless they can demonstrate that they are compliant.
NACCC has been in discussion with Cafcass and the Ministry of Justice to negotiate a way
forward. We have sent each centre advice on ‘Preparing for the General Data Protection
Regulation (GDPR) 12 steps to take now’ and will be proposing a way forward for centres to
achieve compliance in the most cost effective way possible. NACCC will also be holding two
training days in February for centre management committees, co-ordinators and volunteers to
explain the issues and strategy for the way forward.

What is a personal data breach? What does it look like?
A personal data breach means a breach of security leading to the destruction, loss, alteration,
unauthorised disclosure of, or access to, personal data. This means that a breach is more than just
losing personal data.
For example a hospital could be responsible for a personal data breach if a patient’s health record
is inappropriately accessed due to a lack of appropriate internal controls. An agency could also be
responsible for a personal data breach if a form containing confidential information regarding a
family was posted or emailed to an incorrect address resulting in an unintended recipient reading
that information.
Management Committees will need to ensure that their staff and volunteers understand what
constitutes a data breach, and that this is more than a loss of personal data.
The Information Commissioner’s Office can advise centres on the following:
•
•
•
•
•

Which breaches do I need to notify the relevant supervisory authority about?
When do individuals have to be notified?
What information must a breach notification contain?
How do I notify a breach?
What should I do to prepare for breach reporting?

The Information Commissioners Office have set up a dedicated advice line which offers help to
small organisations preparing for the new data protection law.
The phone service is aimed at people running small businesses or charities. To access the new
service dial the ICO helpline on 0303 123 1113 and select option 4 to be diverted to staff who can
offer support.
As well as advice on preparing for the General Data Protection Regulation, callers can also ask
questions about current data protection rules and other legislation regulated by the ICO including
electronic marketing and Freedom of Information.

Back to newsletter

Mandatory pre-visits… assessing, preparing and supporting

Image courtesy of St Albans Child Contact Centre

Pre-visit meetings are a mandatory part of the process in setting up supported and supervised
contact for a family. It is crucial that these are given enough time and resources to ensure that
contact itself runs smoothly. Once a centre has accepted a referral for supported or supervised
contact they must invite that child and their resident family member to come for a pre-visit. They
must also invite the child’s non-resident family member (or person important to them) for a previsit.

The purposes of the pre-visit are three-fold
1. To enable the co-ordinator to complete the risk assessment and check suitability of the family for the
service offered by the centre
2. To prepare the child and resident/non-resident adults as much as possible to ensure their experience
at the centre runs as smoothly as possible.
3. To offer additional support to the family members (who will be trying to cope in different ways with the
impact of separation) to enable them (if appropriate) to prepare for a route to independent contact out
of the centre.

Pre-visits as the final stage to the risk assessment
The pre-visit is a vital opportunity for centre staff and volunteers to go through the pre-visit checklist
paperwork to identify any issues or concern. NACCC’s national standards for supported contact state that
the pre-visit must not take place on the same day as the first contact visit. The reason for this is to allow
for a risk assessment to be carried out (checking the suitability of the family for supported contact) and for
the ground rules to be explained and signed by each adult.
The purpose of a supported risk assessment is to see if the referral is suitable for supported contact. If a
centre is using NACCC’s online Safe Referral System (SRS) then this risk assessment will have already
been carried out. If a centre is not using the SRS then this risk assessment will need to be carried out by
the co-ordinator at the centre by going through the referral paperwork, contacting all the agencies involved
with the family and by going through the pre-visit checklist at the pre-visit. In some cases issues may not
become apparent until the pre-visit has taken place and the co-ordinator has had a chance to meet the
parents and the child or children.
If issues arise at the pre-visit which identify that for example the family need supervised contact rather than
supported contact, then this enables the centre to communicate this to the family and any referring
agencies. Contact will therefore not commence at the centre and other arrangements will need to be put in
place.
Typical rules at a supported contact centre would normally include the following:
• Parents are responsible for the safety and supervision of their children at all times while at the centre.
No child may be left without a parent in attendance.
• Resident parent must leave a contact number when leaving children at the centre

• A child can only be taken from a centre during a visit if this is stated on the referral form, or with written
consent of both parents
• Relatives or friends can only attend if they are named on the referral form
• There must be no arguing in front of any of the children. Abusive or aggressive behaviour and racist or
other offensive remarks will not be tolerated. Any visitor acting in such a way will be asked to leave
• No mobile phones, photographs (unless agreed with Coordinator) portable computers or pets
• Alcohol, drugs or anyone under the influence of these will not be allowed on the premises

Pre-visits helping to prepare children and adults for contact
A pre-visit also exists to help parents and most importantly, their child to get to know the environment of the
centre, the people who run the centre and to understand what will happen at the first contact session. In
this respect it can be compared to the preparation visits that a child and their parent/carer make when a
child is first starting school or nursery. Centres will in most cases send the parents and children a copy of
their leaflet before they arrive at the centre and many have comprehensive information and photographs of
their centre on their website. Part of the visit will include a look round the centre so that the environment
can become more familiar and the child can see the types of toys and games that the centre has.
Centres work to make the contact centre experience as welcoming as possible:
• The Family Resource Centre in Barnet are developing a leaflet particularly for the children attending.
• Yorkshire Children’s Centre and Families Forward have worded with the Family Justice Young People’s
Board (FJYPB) to develop ‘Buzz my feeling’ boxes which encourage children and young people to
explore and express their feelings.
• Buzz CCC in Sheffield has a ‘Getting to know you’ sheet for children to complete at the pre-visit
• Buzz CCC also have a keyworker system so that there is one person who is familiar to the family and
they can go to if they have any queries or concerns
• St Albans CCC has developed a welcome pack which is sent to parents in advance of the previsit. (web link)

Pre-visits offering support to families going through the emotions of separation
Parents and children coming for pre-visits can be experiencing many emotions and feel out of their depth
and may not know how their situation will improve. The prospect of moving to independent contact can
seem very daunting. Elizabeth Coe has urged centres to make use of the resources in the Separated
Parents Information Programme at their pre-visit to help parents and to introduce the Cafcass Parenting
Plans as a practical tool for parents during pre-visits, reviews and at the the transition to independent
contact
Understanding the stages of loss…& SPIP success story (online article)
Parenting plan article (online article)
Additional services for separated parents (online article)
The pre-visit is also an ideal opportunity to give families information on local services, mediation and SPIP
courses. Peter at Sheffield Family CC explained how the additional services provided by their organisation
are introduced at the pre-visit:
“As part of our pre-contact assessments, we provide information to all parents about the other services that
we provide including mediation, child-inclusive mediation and developing a parenting plan. We have
managed to achieve quite a good take up rate from parents using the contact centre for mediation, in order
for them to discuss longer term plans and an exit strategy from the centre (with due regard to any
safeguarding issues). Through using the contact centre, parents get to know us and this builds confidence
in the other services we provide. Giving parents seamless access to dispute resolution services can reduce
parental conflict and facilitate out of court agreements.”
If you have any queries or concerns about the pre-visit process, please do contact NACCC direct for more
advice and information.
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Why does Mental Health matter to all those involved in
Contact?
Dr Carole Kaplan

Dr Carole Kaplan is Director of the Transformation Programme at Northumberland, Tyne & Wear NHS Foundation Trust.
She has been a consultant in Child and Adolescent Psychiatry and group medical director. She has served on a number
of national bodies such as the NHS LA, ABFL and others. Dr Kaplan spoke at NACCC’s conference in November on the
mental health needs of children affected by family breakdown and how awareness of child development theories can be
helpful in understanding the needs of these children:

Background: “Relationships are vital to good mental health”
Divorce and separation are a major challenge to mental health – a situation where perceptions of
self, others and systems are all questioned. Contact helps preserve relationships and these are
vital to mental well-being. Family breakdown is estimated to cost the UK £46 billion per annum and
over one million children have no contact with one of their parents after separation i. In the last
three years Childline had 8,849 counselling sessions specifically relating to parental divorce and
separation ii It is estimated that 1 in 4 adults have a common mental disorder at any one time and 1
in 10 children have a diagnosable mental health condition.
NACCC’s aims iii are to prevent children from losing touch with a parent or other family members, to
break down entrenched conflict between parents and to help resolve parenting issues without
recourse to Court proceedings and to raise awareness of the existence of child contact centres.
Research seems to show that children from divorced families have lower educational
achievements, more behaviour concerns, poorer psychological adjustment, lower self-esteem,
poorer social competence and poorer long term health. Different factors can have an impact on
children’s mental health including the functioning of the family, parental conflict, the quality of
parenting, parents’ mental health, financial factors and whether there have been repeated changes
in family contexts.

Relevance of child development theory to family breakdown
Erikson Theory of Psychosocial Development (1959)
There are many different theories of human development, but perhaps the most accessible and
useful for NACCC workers is that of Erikson iv.
Different age children have different needs and family breakdown impacts in different ways
depending on the age and development of the child. However these are not ‘hard’ stages
which are passed through and left behind, but rather ways of functioning that can manifest
and recur at any age. Awareness of child development theories can be a useful framework
to understand the mental health needs of children coming to contact centres. E.H. Erikson

(see diagram below) describes the stages of psychosocial development whereby children progress
from one stage to another (and often backwards and forwards between stages). Each stage brings
‘virtues’ associated with healthy development - if these virtues are balanced by more negative
attributes.

Image source: Slideshare.net

Case study: Jack
A drawing by Jack (age 4) was presented (see below). He has drawn himself with two spots either
side representing the sun and the moon. This drawing shows Jack’s view of himself within the
world; he dominates the picture with the sun and the moon revolving around him.
He is developing autonomy and self-assurance – expected and ideal for his age.

The impact of family breakdown on young children: “I must have done
something wrong” “I must be a bad child” “I am not worth much”
Erikson suggests that if an infant experiences care that is consistent, predictable and reliable, they
will develop a sense of trust which will carry with them to other relationships, and develop the virtue
of hope that as new crises arise, there is a real possibility that people will be there. This trust is
learned through stable and secure attachments with their main carers. The autonomy and

confidence of toddlers and pre-schoolers grows as they develop greater skills. Relationships with
siblings, extended family and carers become more important. An infant who has not had a
consistent experience may experience anxiety and feelings of mistrust in the world around them.
Some children who are negatively affected by family breakdown may experience the following
feelings: “I must have done something wrong” “I must be a bad child” “I am not worth much”.

“School age children need capacity to take in what is going on…which
results in less space for their own development”
School age children are developing their personal identity, their cognitions are quite concrete and
their peer group and achievements are becoming more important. Children at this age who are
affected by family breakdown might be feeling angry and they may take sides or demonise/idealise
the non-resident parent. School work could be affected, alongside struggles with rules and
boundaries. If there is a need to cope with negative effects and emotions then there is less
capacity for their own personal identity to develop.
For teenagers, routine tasks of adolescence such as independence, developing sexuality,
socialisation and career are made more difficult if family breakdown is taking place.

Contact centre staff and volunteers can have a huge impact on children
whose world has turned upside down following separation…
The personal impact of supervised and supported contact centre staff can be of great importance
to a child whose world has turned upside down following separation. Whatever the role of the
member of staff or volunteer they can support the children they are working and this can be of
great importance to those children.

Case Study
Another drawing was presented, completed during a contact session between a little boy (age 10)
and his dad. In her capacity as child psychiatrist Dr Kaplan saw him later that day. The child was
withdrawn and not wanting to talk. He had with him the drawing that he had made during the
session so they talked about this. The picture was of two boats and he explained that the big boat
was him, and the little boat was dad. He had drawn the cloud and added the unhappy eyes and
mouth and said that this was his mum watching them. He pointed to the waves that explained that
he had asked the contact centre worker to add to his picture and she had drawn the waves. This
was important to him and helped to show visually that the worker understood how unsettled his
environment was. This simple act showed the child that he was heard and understood by an adult
which he valued. The boy asked if the worker could be at the next contact session.

PTO

“Small interventions can help to put things back that have been lost…”
People who run a child contact centre can be important to the children visiting. Small interventions
can have a positive impact for a child having difficulty developing a sense of trust or self-worth.
Workers do not have to be supervising contact or writing a written report to still be able to offer
encouragement to children – praising their artwork when they return to their resident parent,
observing parents working cooperatively, saying how well contact has gone. This all helps to
reinforce with the child that the environment is a positive and stable place, provided that this is a
true reflection of the situation.
Dr Kaplan stressed the importance of training, support and supervision in order that workers can
understand better what is going on in the lives of the children coming to their contact centre and
feel supported in working with them.

i

‘Fractured families – Why stability matters’, The Centre for Social Justice 2013.
Number of Childline counselling sessions about parental divorce/separation (2014-17)
iii
NACCC Strategic Plan (2017-2020)
iv
Erikson, E.H. Childhood and Society. (2nd ed.). New York: Norton; 1993.
Erikson, EH & Erikson, JM. The Life Cycle Completed. New York: Norton; 1998.
https://www.verywell.com/erik-eriksons-stages-of-psychosocial-development-2795740
ii

The NACCC team would like to take this opportunity to thank Dr Kaplan (who also gives her time as a trustee
of NACCC) for all her assistance with this article.

Back to newsletter

Training update

Louis Ruddlesden (Service Development Manager) oversees accreditation and training at NACCC

We’ve put together an overview of what has been happening in NACCC training – please see
below.

Supervised training modules under development
Modules specifically tailored to meet the needs of centres offering supervised contact are
currently under development. These will cover the following subjects:
• Case Recording
• Observation skills
• Listening Skills
• Recording Contact (what, how, when)
• Report writing
It is hoped that the new modules will be available at some point in the new financial year.

Training for management committees – governance and managing
complaints

Are you a management committee member at a child contact centre? This role holds
significant responsibility to ensure that that your organisation has a clear purpose and has
a strategy to carry this out effectively. You will have to account for your organisation’s
performance and ensure that it operates within the law. In order to support management committee
members NACCC has developed a new ‘Governance’ training course specifically written for
management committee members. This is a companion course to our ‘complaints’ module for
management committees and will discuss the principles and practicalities of good governance,
what is considered to be bad governance practice including common mistakes that can be made
when governing an organisation. It will also give an insight on how a management committee can
meet its goals and govern effectively.
This course will be a face to face training course and centres will be informed when it is available.
 The complaints training can be downloaded from the Training section in the members’ area – go
to ‘Additional Training’

GDPR training
In response to the new legislation coming into force NACCC is offering free GDPR training
to all its members during February this year. John Douglas, Director at Information Age Ltd has
been commissioned by NACCC to deliver the training which will be customised to the needs of

child contact centres. The training will include an overview of the GDPR and the implications for
child contact centres and training will cover the following
•

an Introduction to GDPR, (background to providing assurance to information exchange
partners, new legislation and threats - the NIST Cyber Security Framework)
• Cyber Essentials - the key requirements and messages for protection of IT systems
• IASME / ISO 27000 Recovery and Monitoring
• Compliance: Data Protection, including DPA(2018) and GDPR, requirements
• Policy and procedures, using document templates
The closing date for bookings is 31st January 2018
 ‘GDPR for Centres’ article

Training modules updated
We are currently revising the following modules which form part of our volunteer training
programme: ‘Volunteer induction’, ‘Safeguarding and child protection’, ‘Responding to conflict and
reluctant family members within a child contact centre’ and a new module ‘Understanding and
managing children’s behaviour’. These will hopefully be available to download from the members’
area of the website in the next few weeks. Modules covering Family breakdown, Health & Safety
Risk assessment, Understanding substance misuse and Family risk assessment were
updated in October last year:
The aim of the family breakdown module is to enable participants to explore the impact of family
breakdown on children’s emotional health and development, their safety and welfare. On
completion of the module participants will understand what factors may lead to children’s emotional
health problems after family breakdown; consider ‘typical’ views of family life and the various family
structures; look at family breakdown from a child’s perspective; consider the importance of ‘good
contact’ after family breakdown.
The purpose of the health and safety risk assessment module is to give staff/volunteers an
understanding of legislation around health and safety risk assessments, employer and employees
responsibilities and what to consider in carrying out a risk assessment. This module is in a
workbook format and on completion of the workbook volunteers and staff will understand what a
risk assessment is and why it is necessary, be able to identify the legal duties and responsibilities
around risk assessment and identify and assess risk in the work place.
NACCC’s understanding substance misuse module has been written to give child contact
centre volunteers a clearer picture of drug/alcohol misuse and how this impacts on families using
centres. Once volunteers and staff have completed the module they will be able to recognise the
signs and symptoms of the most commonly misused substances; explore some of the reasons why
substances are misused; understand the effects of parental substance misuse on children and
families; consider how families experiencing substance misuse may be best supported through
child contact centres; and understand how to keep families and volunteers safe in the child contact
centre.
The family risk assessment module has also been updated into a workbook format. This module
aims to give child contact centre volunteers an understanding of family risk assessment, what to
consider in carrying out a risk assessment and to understand equality in assessment. Participants
will be able to understand the duties and responsibilities around the risk assessment of families,
why we risk assess families and how to carry out a family risk assessment.
This training is free to members and is part of the training requirements for centre accreditation.
Download your new material from the Training section in the members’ area – goto ‘Volunteer
training’

Co-ordinator training
Are you a new co-ordinator? Has your centre recently joined NACCC? Is it time for you to
do the refresher training? NACCC runs courses for new co-ordinators and refresher training in
both supported and supervised centres. The 2018 programme is still being finalised – centres will

be informed when dates become available but do check the training page for further info:
https://www.naccc.org.uk/members/naccc-training

Why does Mental Health matter to all those involved in Contact?

Divorce and separation are a major challenge to mental health – a situation where
perceptions of self, others and systems are all questioned. Contact helps preserve
relationships and these are vital to mental well-being. Family breakdown is estimated to
cost the UK £46 billion per annum and over one million children have no contact with one of
their parents after separation. In the last three years Childline had 8,849 counselling
sessions specifically relating to parental divorce and separation. It is estimated that 1 in 4
adults have a common mental disorder at any one time and 1 in 10 children have a
diagnosable mental health condition.
Dr Kaplan (Director of the Transformation Programme at Northumberland, Tyne & Wear NHS
Foundation Trust and NACCC trustee) spoke at NACCC’s conference in November 2017 on the
mental health needs of children affected by family breakdown and how awareness of child
development theories can be helpful in understanding the needs of these children. Volunteers and
staff attending the conference found Dr Kaplan’s speech very helpful and we have great pleasure
in sharing this article based on the content of her speech.
LINK TO ‘Why does mental health matter to all those in contact’ article
--.>>Check out this article about children’s mental health and some training NACCC hopes to
develop with Young Minds.
And finally… Want to get up to speed on ‘coercion and control’?
Check out this really useful webinar by Women’s Aid, introducing coercive control. Please go to
http://coercivecontrol.ripfa.org.uk/
Louis Ruddlesden
NACCC Service Development Manager
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Benny the dog helping children feel welcome at Barnet Family Resource
Centre… “there have been many occasions when Benny has been used to
affect a positive outcome to contact”

Benny, resident dog at the front entrance of the Family Resource Centre, Barnet

The Family Resource Centre run by Barnet Borough Council has recently achieved enhanced accreditation
for their contact service. Part of the process of enhanced accreditation involves the scrutiny of the
resources provided for parents and children using the centre. Mark McGovern, the Team Manager at the
centre has developed a leaflet for children to help them to settle in and feel at home. This tells children
about the special worker at the centre – Benny the dog. Mark told us about their centre and how Benny
helps to help reassure children attending:
We are a centre run by London Borough of Barnet, where children spend time with their birth families and
familiar adults important to them in a safe, homely and child friendly environment. Children can
understandably feel apprehensive or nervous about coming for the first time. They will have many
questions and emotions relating to the situation and need to know who will be with them during contact and
why they are coming in the first place.

Benny’s Story at Family Resource Centre
Benny has been a ‘member of staff’ at the Centre for about 18 months. Benny was re-homed by Sue Tan,
one of the supervisors at the Centre when he was 7 years old (Benny will be 9 in June). Historically the
contact centre has used a fish tank, a chinchilla and a puppy to foster a welcoming environment to families
experiencing emotional trauma. When Benny came along Sue was permitted to bring Benny into work on a
trial basis. Families immediately commented on his behaviour and how he helped them feel more relaxed.
We have also had similar comments from professionals. He was then successfully Risk Assessed to work
with children. Benny is a naturally calm, gentle and friendly dog and these attributes make him a dog that is
receptive to the attention of children and parents alike. In fact some of the children even volunteered to
contribute their pocket money to buy Benny a collar. Since Benny joined us at the Centre, there have been
many occasions when he has been used to affect a positive outcome to contact.”

Some examples of Benny’s work
1. Benny has been used to help develop a relationship between a child and a non-resident father. This
relationship posed significant problems as the child had become distanced from the parent. Benny’s
presence at the child’s request helped to defuse the tension between adult and child. Benny provided a
neutral figure between them which assisted in developing a way of communicating and continues to
this day.
2. In another large competitive sibling group Benny’s presence provided an opportunity for the family to
unite and share their time together rather than fight for attention. For a family that is so fragmented

(given that the children are in multiple placements and had been separated) we were able to take this
opportunity to provide the children’s birth mother with a family canvas.
3. During a goodbye contact between paternal grandparents and their grandson, Benny’s presence
provided them with some physical and emotional comfort at what was a very painful experience for
them. They thanked staff for providing this opportunity with Benny because they felt it helped to have
something soft to touch.
Benny’s presence enhances the warm, welcoming, relaxed environment of the Centre which has been
commented on by visitors and other professionals. Families choose whether they would like/benefit from
Benny being part of their contact for short periods of time. Benny has his own bed in the office when he is
off duty and is supervised at all times.

Children’s leaflet prepares children for contact
“We have a large garden
where you can play”

“We have lots of different
toys and activities which
include board games, art
and crafts and soft play
equipment.”
“We also have a lovely
kitchen which you can use
to cook and do activities.

We have developed a new leaflet which will hopefully help to alleviate some of the anxiety that children
may have. It has colourful pictures of the centre, explains what will happen, who will be there and why they
are coming. It of course introduces Benny, and explains what will happen when they arrive and what will
happen at the end. We have tried to include as much information about the centre and the different
activities on offer. Children are sent a copy of the leaflet before they visit the centre.
Mark McGovern, Family Resource Centre Team Manager, Family Services, London Borough of
Barnet

Back to newsletter

“Buzz my feeling” sensory boxes developed in partnership to help children
express their feelings

Yorkshire Children's Centre and Families Forward have been working in partnership to further
develop how we ensure that the child and young people's voices are heard during contact
proceedings. The main aim is to enable our teams to increase their support of families by
encouraging children and young people to explore and express their feelings.
We have researched and taken on board information from the work of the Family Justice Young People’s
Board to develop our "buzz my feeling" boxes. The boxes encourage children to express their feelings
interactively as they are bright, attractive, sensory boxes that spark the interest of children. These boxes
support children who may lack the confidence to verbalise their emotions and feelings. For example, if
children are not happy with something then we hope this tool allows staff and parents to recognise and
hear the ‘child’s voice’ sooner, so the matter can be addressed and appropriate encouragement,
reassurance or other relevant follow-up can take place.
Feedback from the tool has been that given the opportunity children have been more open and talkative
about their feelings which has in turn allowed staff to provide additional support and allowed the child’s
voice to be heard more within the contact centre process. Yorkshire Children's Centre and Families
Forward are extremely happy with how these are supporting children and look forward to continuing to work
in partnership do develop further ideas.

Yorkshire Children’s Centre and Families Forward are enhanced accredited centres providing a range
of supervised services to local separated families in South and West Yorkshire.
www.yorkshirechildrenscentre.org.uk www.familiesforward.org.uk

The Family Justice Young People’s Board are a group of over 50 children and young people aged
between 7 and 25 years old who live across England and Wales. All members have either had direct
experience of the family justice system or have an interest in children’s rights and the family courts.
https://www.cafcass.gov.uk/about-cafcass/how-we-are-organised/family-justice-young-peoples-board.aspx
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“Children’s needs are always put first…” Buzz Child Contact Centre
supporting children and parents who haven’t met for a while
Paula and Laura jointly run Buzz Child Contact Centre, a newly accredited centre in Sheffield.
They took over the running of centre last June and have supported 26 families since then...
Contact takes place in designated rooms at St Andrews, close to the centre of Sheffield. They have
a large hall with toys and games, a separate room for resident parents to sit in (if required), a
snack bar with light refreshments at reasonable prices and a smaller room for quieter activities
leading to a small, safe outdoor play area. Paula told us about how they work with children to
ensure their service is supporting them effectively:

‘Getting to know me’ form
“At Buzz, children’s needs are always put first. We have a ‘Getting to know me form’ which
is included in our Pre-visit pack. During their pre-visit, all children are asked to complete
the form (with support from a volunteer/staff member or parent/carer), which includes
questions such as what the child likes, dislikes and how they like to be supported. This
helps staff and volunteers plan for the first session (activities and toys) and by sharing the
information with the non-resident parent, it helps them find common ground with their child. This is
especially useful if the child and parent haven’t met for a while.

Feedback postbox

“We have a Post Box which we ensure is out every session. Children and parents/carers are given
the opportunity at any point to leave staff a message. The process is confidential. These messages
are checked after every session and are used to plan for future sessions.”
Feedback is also gathered at the reviews carried out with families…
‘I feel comfortable and secure. I was anxious at first but the centre seems very well run’
(Resident Parent)
‘Staff are very welcoming and easy to talk to’ (Resident Parent)
‘The staff are nice and friendly’ (Child)
‘Very good service, very tidy, plenty of toys, staff are kind, polite and very very helpful.
Thank you for everything’ (Non-Resident Parent)

Keyworker system
Paula explained that they have a key worker system at Buzz which works well for them: “Families
have a key person who they know they can talk to at any-time. This helps us to build good
relationships with families. This is also useful for professionals (social workers etc) as they have a
named person to talk to directly about specific families.”

‘What to do if’ notice board

To ensure they act efficiently and appropriately with regards to safeguarding and child protection,
they have a ‘What to do if…’ Safeguarding Board. Paula explained why this is so important: “This
board is kept downstairs in the kitchen and is easily viewed by all staff and volunteers (we also
have the same display in our staff office). On the board, there is a simple step by step process of
what to do if a parent/carer arrives at the centre under the influence of alcohol or if they begin to
display aggressive behaviour. The information is taken directly from our policies but simplified.
Important contact numbers are also included on the board. We also have the NACCC safeguarding
phone number and flowchart displayed.”

Paula also told us that they had real life Reindeers at their contact centre session on 23rd
December which was really exciting! She told us “Laura and I have been so excited since we took

over the Contact Centre we thought we would plan a Christmas Party for the families that they
would remember! We felt that it was so tough for the non-resident parents to not see their children
on Christmas day, so thought we would organise a special day for them to enjoy together! We had
reindeers, snow (machine!), Christmas crafts and even a special visit from Santa and his elves!”
Paula, Co-ordinator, Buzz Child Contact Centre
Buzz Sheffield is a registered charity and has been running services for vulnerable and isolated
people since 1999. In addition to the contact centre (which operates on a Saturday on a fortnightly
basis), they provide out of school activities for disadvantaged children, a youth club, holiday
activities, parents classes, crèches, Stay and Play groups and an older people’s group. They also
host regular international evenings and intergenerational events within the community.
Do checkout their website: http://buzzsheffield.co.uk/
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“The most amazing group of volunteers ever!” Do-it website comes up
trumps for Bingley

Ann, co-ordinator at Bingley Contact Centre has told us about her fantastic volunteer team and the practical help from
the do-it website…

“I feel I have to tell you about volunteer team at Bingley Child Contact Centre - they are the
most amazing group of volunteers ever!”
“Back in the summer we had so many “clients” wanting to come that I suggested we open another
session, on a Saturday morning to help cope. They were all up for it and excited about helping
more families. I explained that I couldn’t expect them to be there every time so I contacted doit.org for help. I had 15 replies wanting to help and I have taken on 7 new volunteers. However
Hilary and Bec decided they would come every Saturday to both sessions and a number offered to
work the full day once a month. Aren’t they brilliant?”
“Now we run two sessions every Saturday and have trimmed our waiting list down drastically.
When on duty we stay for lunch and put our feet up and generally have a good chat! It is a calmer
atmosphere and the children have more space to play. All our ‘clients’ enjoy coming and say we
have a wonderful, friendly service.”

PTO

Bingley Contact Centre is held at community rooms within Bingley Baptist Church, West Yorkshire and provides a
supported contact service to families on alternate Saturdays (10.30am to 12pm, and 2pm to 3.30pm).

“I don’t often brag about our Contact Centre but feel I need to. The Church hall where we hold our
sessions let us have it rent free and free tea/coffee. The people really want to help these families
and enjoy being part of the team.”
“So ….. a big “Thank you” to the volunteers at Bingley!”
Why not advertise your volunteer vacancies on the ‘do-it’ website? https://do-it.org/
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“Seeing the children’s happiness and parents feeling hope for the first
time utterly melts your heart. Mothers and fathers may not get on but
they are happy to set their troubles aside…”

Rebeka heard about Pudsey Child Contact Centre though her volunteering module which forms part of her
Counselling Psychology course at Leeds Trinity University. She chose Pudsey as she wanted to volunteer in
an area involving families…

“I have been volunteering at the centre for two months now; however, I wish I had known
about it before hand as the idea of helping somebody see their child brings me so much
joy. The whole experience from seeing the children’s happiness from their first experience with the
said family member to the parents feeling hope for the first time when they see their son and
daughter after so long without contact... The idea of these emotions shown during every contact
brings a success to what the contact centre does. Mothers and fathers may not get on but the idea
that they are happy to set their troubles aside in order to allow the non-resident parent to see their
child utterly melts your heart.”
“I am due to finish in May; however I plan to continue after the needed time. I help out with
everything at the centre as I am trying to get involved in as much as possible.”

PTO

Susan, co-ordinator at Pudsey told us “Volunteers help in so many different ways, registering
families in and out, putting out the different toys and helping in our café and tuck shop. We have
had some great volunteers come via the university volunteering office. They can also do work
placements and research projects..”
Pudsey Child Contact Centre is held at community rooms within St Lawrence Church in Pudsey,
Leeds and provides a supported contact service to families every Sunday afternoon.
Check out their website https://www.pudseychildcontactcentre.co.uk/
Interested in becoming a volunteer? Find out more… https://naccc.org.uk/getinvolved/volunteer
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Fareshare donations helping local separated families in Pontypridd

Bread, rolls, cookies and fruit on display

Are you aware of the Fareshare scheme?
Fareshare are the UK’s largest charity fighting hunger and food waste. The last twelve
months has been FareShare’s biggest year yet with a huge increase in the number of
community groups benefiting from their service. The food they redistributed last year
contributed towards 28.6 million meals.
Pontypridd Children's Contact Centre has been working in partnership with Fareshare
for over six months - co-ordinator Dawn told us about the positive impact that this has had:
“Any food left over from the bakery area at our local Tesco on a Friday is donated to the
centre on a Saturday morning. This includes bread, rolls, cookies and fruit. All donations
are distributed between centre users on a Saturday morning. The scheme has proven to
be very successful, and as we have had to start charging a sessional fee, the donation
goes some way in cancelling out the fee. Fareshare are really generous with the donations
and it has given us a chance to build relations with our local store.”

Quality time playing outside

Getting toys ready at the start of the session

Pontypridd Children’s Contact Centre offers supported contact every Saturday between
9.45am-1.15pm, only closing on one Saturday throughout the whole year, between
Christmas and New Year. There are different rooms and an outdoor play area to enable
children to spend quality time with family members and people important to them. The
centre is situated at the premises for the Wales Council for Deaf People which recently
opened a new sensory garden which families can now enjoy. Situated in the heart of
Pontypridd the centre is accessible to local families with easy access to rail and bus
routes. The centre has been open since April 2003 and has supported over 50 individual
families during the past year.
www.pontypriddchildrenscontactcentre.co.uk
Fareshare
Wales Council for Deaf People
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Campaign and policy update
All Party Parliamentary Group – Child Contact Centre Services
Following Baroness McIntosh’s support of child contact centres and the work of the Accreditation
Bill last year an All Party Parliamentary Group has been set up with the support of MP Chris Leslie
and Baroness Ann McIntosh. This group will have its first meeting in late January and has been set
up to look at the journey for children and families post separation. With several government
departments with a direct interest in family relationships (Department for Work and Pensions,
Home Office, Department for Communities and Local Government, Department of Education,
Department of Health and the Ministry of Justice) the need for a coordinated response is great.
Elizabeth Coe (NACCC’s CEO) will be speaking at this first meeting and will be ensuring that those
present are made aware of the unique role of NACCC as the only organisation implementing
national standards and training for contact centres round the UK. Elizabeth will also explain the
importance of family support services in the UK not necessarily requiring court intervention separated parent intervention programmes (SPIP), mediation and of course supported and
supervised child contact centres - all working to help separated families deal with the emotions and
conflict that can arise. Further details to follow...
Link to Baroness McIntosh’s article supporting child contact centres and the Accreditation Bill

Charity Commission: regulatory alert on safeguarding, and case report
The Charities Commission has published a regulatory alert to charities following a number of
serious incidents reported to the Commission, and recent public interest about accusations of
harassment in the work place, including media reporting about some safeguarding incidents which
have affected charity beneficiaries, charity workers or other persons coming into contact with
charities. The guidance states that on occasion, charities may be targeted by people who abuse
their position and privileges to gain access to vulnerable people or their records for inappropriate or
illegal purposes - trustees must be alert to this risk and the need to manage it. Safeguarding of
course goes beyond preventing physical abuse, and includes protecting people from harm
generally, including neglect, emotional abuse, exploitation, radicalisation, and the consequences of
the misuse of personal data.
Charities Commission Regulatory Alert
Charities Commission Case Report

New standards for supervised contact coming into force

The new Supervised Standards for Enhanced Accreditation are coming into force in March this
year. Centres that are due for enhanced re-accreditation from March onwards will be assessed
using the new standards. A new assessment checklist has been developed which is available for
members to download from the members’ area of the website.

Catch up on what has been happening in our latest news since the last issue
Practice Direction 12J: New guidance issued for judges in child contact cases

Elizabeth Coe represented NACCC and child contact centres on the ‘Westminster Dialogue’ panel
in November last year. The meeting discussed the new substituted practice direction “Practice
Direction 12J - Child Arrangements & Contact Order: Domestic Violence and Harm” and the paper
“Westminster Dialogue Norman Hartnell Response”. The substituted practice direction was
announced by Sir James Munby, (President of the Family Division and NACCC Patron) in
September.
More info
Sir James Munby endorses revised Protocol for referrals of families to child contact centres

NACCC would like to thank Sir James Munby (President of the Family Division and Patron of
NACCC) for endorsing the revised protocol for referrals of families to child contact centres by
judges and magistrates. The first Protocol designed to assist judges and magistrates making
orders referring families to child contact centres, was originally introduced in 2000 following
widespread consultation. Endorsed by the President of the Family Division, Dame Elizabeth ButlerSloss it was subsequently approved by her successor Sir Mark Potter, and then revised and
strengthened by Sir Nicholas Wall in 2010. Since 2010 there have been changes to the Family
Justice System which necessitated a further update to this Protocol.
This update was followed up by an article by Elizabeth Coe and printing of the protocol in the
Family Law Journal.
 Link to revised protocol 2017

EIF Commissioner Guide: Reducing the impact of interparental conflict on children

The Early Intervention Foundation has published a practical planning tool to support local
commissioners and leaders of services for children and families to reduce the impact of conflict
between parents on children. This resource highlights the latest scientific and intervention evidence
on how the interparental relationship affects multiple outcomes for children, including emotional,
behavioural, social and academic development.
Link to article More info
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