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Welcome to our new look newsletter. 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…
Elizabeth Coe, NACCC Chief Executive Officer
As you may be aware we have recently shared the very sad news that NACCC's founder Mary
Lower has passed away. We will be remembering her legacy over the next few months and wish
her family all the best at this time.

Be more outward looking - Get your centre out there!
You may think that you have done this already, but if your publicity drive was a year or so ago
personnel may have changed at your local courts and Cafcass, there are likely to be new parents
in your community that need your services, posters may have been taken down from supermarket
and doctors notice boards. Although it takes time it is worth building relationships with local
referring agencies, MPs and courts so that they understand what you do and how you can help. It
is difficult and from a national perspective each time there is a government reshuffle NACCC has
to build a new relationship with the Minster in charge of services for families. This all takes time but
is fruitful in the long run. NACCC is committed to raising awareness of the valuable work of child
contact centres on a national basis (through the Accreditation Bill, our website, social media,
#lostparents campaign), but what NACCC cannot do is work on a local level. This is where you can
help.
Read about the successes and struggles that some centres are facing in raising awareness
with local courts
Read about Littlehampton’s meeting with local MP Nick Gibb, the MP for Bognor Regis &
Littlehampton “At no point did we feel rushed or that we were taking up too much time. We
left feeling it had been a very useful and productive meeting.”
Read student volunteer Vicki’s experience publicising her centre in her university
community
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NACCC Safe Referral System: successful partnership and
safeguarding children
Over 50 centres are using NACCC’s successful screening service – is this for you? You can
join! Check-out the interview with hub worker Kelly.

Training update: modules, mental health first aid and training
approach from Milton Keynes
Checkout our training update with links to..
Could you spot if a child using your centre is experiencing a mental health issue? Get
trained in mental health first aid
Structured approach to staff training at Milton Keynes Council which has recently achieved
enhanced accreditation status

Do you have a waiting list? No child should be prevented from
seeing their parent by someone who has been using a centre
for too long!
We are concerned if children are not able to make use of places at centres because of
waiting lists. This article looks at the emotional impact of this and a way forward.

We have some great spotlight features this issue:
Grassroots centre Blackburn – raising awareness in Japan…
Outlook Contact Services helping parents work together “Hey – we’ve got two great kids
here!”
A special space for older children at Jigsaw Streatham

Coffee shop
Check out the latest discussions in the coffee shop forum for members:
53. Drugs & alcohol policy?
54. How many hours does your co-ordinator work?
55. Induction process new co-ordinator
56. Getting copy of court order
57. Volunteer recruitment good news stories
58. Taking photos in contact centres
59. Do centres make a difference?
60. Interpreter services

Campaign and policy update: Catch up on all the latest news
Statistics update Checkout our review for 2016-17
Supporting the sustainability of centres
And finally, NACCC is keen to support its members in terms of sustainability. During the last few
months accredited centres offering both supported and supervised contact have had the
opportunities to apply for funding from Cafcass which is fantastic news. NACCC is also sending
local funding opportunities to centres on a weekly basis that have been identified on NCVO’s
Funding Central service. We would like to offer more support however and hope to develop a
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practical ‘toolkit’ helping centres to raise awareness in their community, with the courts, mediation,
family lawyers etc. This is very much at the early stages so watch this space!

Are you not for profit and a member of NCVO?
NCVO offers a range of benefits to not for profits including training, HR advice and their great
‘Funding central’ service. If your centre’s income is less than £30K then it is free to join. Why not
join today! Find out more about NCVO and check out their article and podcast on volunteering
trends
NCVO article ‘How to help small charities make a bigger difference’
NCVO podcast ‘Do we need to make volunteering more flexible?’

New ‘Sapphire’ 25 years long-service certificate for volunteers
It is both humbling and inspiring that some volunteers have been serving their local community for
25 years. We have therefore added a new long service certificate to mark this achievement to our
range of certificates which are free on request. If you have volunteers who have reached the
various milestones of 3, 5, 10, 15, 20 and now 25 years, do contact the NACCC office.

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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What you can do on a local level…. Mixed
representation for centres at their local Family Court
Accredited centres have reported a mixed response on how easy it is to raise
awareness about their service with their local court community. Some have had a
very positive experience with great networking as a result, whereas other areas are
struggling to get representation. In addition, recent court closures and
amalgamations have brought communication issues for local centres.

Presenting to Magistrates in Pembrokeshire “Informative…
useful… relevant”
Gail, Contact Centre Co-ordinator from Pembrokeshire Family Contact Centre (PFCC) was asked
to attend a Magistrates meeting in June at Haverfordwest Court and told us about her experience...
“About 10 magistrates attended and the meeting was relayed by video link in the Aberystwyth
Family Court. PFCC was the first council run centre in Wales to be accredited in a climate with
other family centres in the area faced with closure. We discussed the services provided by our
centre and its progression over the last five years terms of case load and improvements to the
building and service. We discussed the bulk of our work, procedures relating to the Family
Intervention Team and Cafcass referrals and information regarding the WT4C courses that we
deliver. This was well received by the magistrates with numerous questions asked about what we
do. The Magistrates Family Panel Meeting meets twice a year, so it is hoped that we will be invited
back in 2018/2019.

Neath Port Talbot represented at court users meeting “This is
an excellent partnership”
Helen, Co-ordinator from Neath Port Talbot CCC told us that she has represented her Contact
Centre in the Court Users Meetings and has also been guest speaker to help raise awareness of
their service. She added “When there is a new Justice of the Peace (JP) on the Family
Proceedings Court they sometimes come to the Centre and attend a session so they see what we
do. We also have JPs on our Management Committee. Recent Court closures/amalgamations may
change things in future and I hope this doesn't change our excellent partnership…”

Great networking in Milton Keynes “Everyone is very positive
about what we do”
“We regularly attend the local court users group and have a very good relationship with our local
judiciary. I have offered them training and we have invited them to the centre. When there have
been any changes to the service or expectations I have been invited to the Judges for lunch and a
chat about it. We also liaise with local solicitors, Cafcass and other groups such as MK ACT
(Women’s Aid) and mediation services. Everyone is usually very positive about what we do.
Donna (Ward Andrews Centre for Children and Their Families)

Good news in Portsmouth “Liaison meeting was really useful –
so important to communicate”
We’ve had some great feedback from the situation in Portsmouth - Jan, co-ordinator at Havant &
Waterlooville CCCs has told us “This week I was invited to a liaison meeting at Portsmouth Court
which is now going to be a twice yearly event! It was called by one of the main Judges in
Portsmouth and attended by him, a rep from the Magistrates Court, a Cafcass Officer and the Care
Team Leader from the Court. All the CCCs in the area were invited and we were each allocated 2
places - one of my team leaders came with me this week and we plan to rotate that so others get a
chance to attend. It was a really useful meeting and we managed to cover a lot of ground in
relation to what the Courts expect of us and what we can expect of them. We have agreed to give
regular updates about availability and now have email details of who to contact if we have
concerns about individual cases. Generally the over-riding message was how important it is for us
to all communicate with each other and we all came away very encouraged by it.
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Kathleen, Co-ordinator from Chichester CCC in the same area also told us “Portsmouth Family
Court invited us and other centres to a meeting with a DJ and magistrate and a Cafcass Officer
and this will be repeated every 6 months – now there are fewer Courts all round we could
realistically be more used by Portsmouth and Hampshire courts (Chichester being a ‘border’ city).
Generally we feel we can call for support from the Judiciary as needed, and they from us as is
appropriate. We genuinely feel our local Judiciary, like us, consider the welfare of the child is
paramount. We are made to feel valued in word and deed.”

Cluster in Berkshire “opportunity for discussion on changes,
share problems and offer support”
“Over 10 years ago a cluster group was set up as Berkshire Child Contact Centres in Partnership.
Our cluster meeting is attended by Co-ordinators from different centres, some solicitors, Cafcass, a
mediator and the designated family Judge for Berkshire along with another District judge. This
gives us an opportunity for discussion updating on changes in each area of work and a discussion
of problems we face and possible ways we may be able to help each other. We meet twice a year.
We have quite a few towns very close together and more recently the Chiltern CCC from just over
the border has joined us. We are also able to share training sessions. Pam, St Paul’s CCC,
Bracknell

“Would like the resources to promote what we do in our
area…”
Mary, at NYAS Contact Service Liverpool told us that they have limited links with their local Family
Court and the same applies to the court’s awareness of what they do and their service. “We do
need to promote our private facility for supervised contact more but don’t have the resources to do
so… we attend the family justice group sub-committee which, although is of limited use in
promoting our contact service is interesting for us.”

Postcode lottery
Centre co-ordinators from other areas of the country such as Devon, North London and
Shropshire have reported recent difficulties in communication with their local court and to
receive notification of when court users meetings are taking place. A centre in Devon has
struggled to get links with their local court users committee and Cafcass officers based at the court
and feels that this is a contributing factor to their decline in referrals. A centre in North London has
struggled to get permission from their local court to display their leaflets and Valerie, co-ordinator
for the Shropshire CCCs told us “For many years I attended the Family Courts User Group
meetings, however, since re-organisation I found it extremely difficult to be notified of the
meetings.”

Local court manager assisting with court order delays
Exeter Southernhay CCC is in touch with their local court to address issues they are experiencing
with court orders. “Principally when the order is made no provision is made to communicate the
contents to us accurately, or if the court directs we receive a copy, it does not materialise for
weeks. As you can appreciate this is not helpful for us and families who are already using our
centre. Problems have occurred both with litigants in person and when parents are being
represented by solicitors and barristers. Our local court manager is being most helpful and is
setting up a meeting between Cafcass, a judge (HHJ Robertshaw) and ourselves.”

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

5

NACCC Newsletter Summer 2017

6 ideas to get known at your local court
1. Magistrates’ meetings/training days – see if you can give a presentation about your centre.
2. Court users/liaison meetings (sometimes with judiciary, Cafcass, magistrates
representative) – see if you can attend and give a presentation about your centre.
3. Invite local judiciary to your training or open days. Exeter Southernhay CCC invited a local
district judge to their centre’s AGM to talk about his work in family law hearings… “this led to
us having a greater understanding regarding the wording of the orders he makes and he is
more aware of our premises. With reduced numbers having legal aid our partnership with the
courts are even more essential.”
4. Make contact with the court to see if your posters/leaflets can be displayed in the Cafcass
room and public areas (this may or may not be possible)
5. Invite local Magistrates/Cafcass officers/JPs to join your management committee (it
helps to raise these agencies’ awareness of your service and the difference between
supervised and supported contact)
6. And finally, why not see if the local FCJ is interested in being your Patron? Susan at
Pudsey CCC in Leeds has shared the great experience they’ve had... “Our patron was Judge
Peter Hunt head of family law at Leeds court and he has now been replaced by Judge Charles
Prest also of Leeds court. Both have been great. They know about the centre, attend events
and we can exchange feedback such as how much easier it is when a Cafcass officer is
appointed to a family. At the handover party they gave a really encouraging speech about
contact centres and how they would have nowhere to send the families if it wasn’t for us. Why
not try contacting your local Family Court and asking if a Judge would consider becoming
Patron for your centre?”

DOWNLOADS/LINKS
https://courttribunalfinder.service.gov.uk/courts/
List of Designated Family Judges as at July 2017
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What you can do on a local level….Raise awareness
with your MP
Elizabeth Coe, NACCCs CEO is working to bring the need for accredited child
contact centres to the attention of MPs nationally, and has started in the Nottingham
area where the NACCC charity is based. Elizabeth met with Chris Leslie MP for
Nottingham East in July which went very well and Chris has agreed to help raise
awareness within his contacts and with colleagues. Elizabeth is due to meet with
Alex Norris MP for Nottingham North and Vernon Coaker MP for the Gedling
constituency in the next few weeks. She will also be meeting with Emma LowellBuck MP (Shadow Minister – Education, Children and Families) when Parliament
resumes.

Littlehampton MP raising awareness “I hope more separated
families will be aware of this important service”

MP Nick Gibb with Littlehampton Team Leader Joan and volunteer co-ordinator Jackie

"It is wonderful that such an important service is available to families who have split
up so children can keep in touch with their non-resident parent. And it's wonderful
that it's free of charge and run by volunteers. I hope more separated families will be
aware of the availability of this important service."
This was MP Nick Gibb’s response on finding out about the service offered by Littlehampton CCC.
Please read below about his meeting with Team leader Joan and volunteer co-ordinator Jackie.
“We invited our local MP Nick Gibb (MP for Bognor Regis & Littlehampton) to our 10th anniversary
AGM and although his was not able to come he was interested in meeting to discuss our work. So
one of our Team Leaders, Joan Crane, and I had a meeting with him after his constituency surgery
in February. The meeting went very well indeed and lasted about 20 - 25 minutes. Mr. Gibb
listened carefully to all we had to say and made detailed notes on his briefing sheet. He appeared
genuinely interested, readily accepted the information I had brought for him and was happy to
watch the NACCC #lostparents video. At his suggestion he had our photo which he said he would
arrange to be submitted to the local paper as a way of raising awareness about LCCC. At no point
did we feel rushed or that we were taking up too much time. We left feeling it had been a very
useful and productive meeting.”
Jackie, Co-ordinator, Littlehampton Child Contact Centre

Why not contact your MP and tell them about your local centre?
http://www.parliament.uk/mps-lords-and-offices/mps/

Support our #lostparents campaign

https://www.naccc.org.uk/lostparents
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What you can do on a local level….
Spotlight: Exeter student volunteer spreads the word

Vicki volunteers at Exeter Southernhay CCC and has helped to spread the word about her centre
with her university community.

“One of the modules of my Occupational Therapy degree course at Plymouth
University was to explore the concept of volunteering. As part of this we were
required to undertake a volunteering role within a local organisation of our
choosing. Having previously worked for many years with children and families I was
aware of contact centres and the vital role they play in enabling maintenance of
contact for children and their non-resident parent and felt this would be an
interesting and personally meaningful option to pursue.
“The module was to be assessed via a written report about the perceived personal skill
development and benefits of volunteering, and the role of occupation within the organisation. We
also had to present our findings at an exhibition held at the university to our university peers,
lecturers and members of the occupational therapy profession.”

o

“For the exhibition, I produced a poster highlighting key statistics and the role of contact centres as
well as evidence of the positive impact maintained contact has for children and the perceived
benefits of volunteering. I also used posters from NACCC and of particular interest to the
attendees were the children’s books. The exhibition was well attended and received positive
feedback. It was interesting talking with different people about the role the contact centre has;
many were unaware of the service provided and I was able to refer people to the website for
further information about centres within their locality.”
“I have found the experience of volunteering so enjoyable and am committed to continue in this
role, the dedicated team of volunteers are a pleasure to work with and being able to support
children’s positive contact with their non-resident parent is valuable and personally rewarding.”
Vicki – volunteer at Exeter Southernhay CCC http://www.southernhayccc.co.uk
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To follow…
NACCC Safe Referral System: successful partnership, safeguarding
children
Training update: modules, mental health first aid and training approach
from Milton Keynes
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Safe Referral System: successful partnership,
safeguarding children

NACCC operates a secure online referral system to enable separated parents and other family members to
self-refer to accredited child contact centres.

Safeguarding centres, families, children
Behind every application is a child or children. These children need to spend time
with their non-resident family member in an appropriate environment. In the
majority of cases a supported environment will be suitable and the contact centre
can be used to keep communication and contact going for this child which is
essential. In some cases, a parent may apply to a supported centre, but the safety
issues are such that a supervised centre is necessary. The SRS system operates a
traffic light system which screens applications at the initial stage for suitability for a
supported child contact centre.
If an application is not suitable the process stops and the parent is given signposting information
about supervised services. Applications reaching the ‘hub’ are risk assessed for suitability by
NACCC’s social work staff. Over the last year 8 applications were screened as unsuitable before
even reaching the hub and 119 applications/cases were not approved for supported contact.1 This
preparation work undertaken by the NACCC hub helps to support co-ordinators dealing with
referrals. It is not always a quick job to screen and risk assess referrals and as the needs of
families become more complex hopefully this is a way in which NACCC can support centres
offering supported contact. NACCC is aware that some local authority referrals are accepted by
supported centres without question when in fact some of these cases are of parents with multiple
problems. Again, the SRS can offer a risk assessment for these cases.
1

NACCC SRS data April 2016 - March 2017

Assessing suitability…
Kelly, the lead social worker who works on the hub writes about her experience:
I have worked on the SRS system for roughly three years and I am still surprised by the
complexities and difference between individual cases. When a referral is allocated a conversation
is had with both resident and non-resident parent. There has also been a high level of
grandparents applying for contact and a high level of mothers applying as the non-resident parent.
Often the parents have found themselves in turmoil without the assistance of a professional to help
them through the process. I find myself counselling, sign-posting and in a high number of cases
explaining to parents what is happening in their court case and how the legal process works. With
the loss of legal aid and parents self-litigating I can guide them to the Family Law Panel for a free
legal conversation.
Depending on the situation I can signpost parents towards the right help for them. Even when
parents are not deemed suitable for supported contact I can put them in touch with a supervised
contact centre for a few sessions and ask them to sign on to a course or to engage with the
services they need. Parents are not always happy that they are advised to go to a supervised
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contact centre but once this is discussed from the child’s perspective the parents are open to this.
Many parents thank me when they come back for supported contact as they comment on the
individual attention and service they have received. A non-resident parent commented ‘looking
back now, they would never have got my son in the room. I was a complete stranger to him. The
supervised contact centre helped me and my son and the contact flowed’.
If a case is difficult I will discuss this with the centre and try to put a plan in place to manage the
family. If the contact centre feels they cannot take the case I discuss this with the family and look at
what they can do to get to the supported contact centre stage. I also advise parents to access the
online parenting plan and to engage with mediation once contact has started so they can devise a
move on plan from the centre. It is important to ensure that the parents do not see the contact
centre as a long term solution and I always discuss with them ideas of how contact can move on
either via handovers from the centre, third party to support in the community or what the nonresident parent can do to prove they are able to meet the child’s needs in the community.
If a family have any professionals involved with them I can contact them and find out the relevant
information to ensure a full risk assessment is carried out. The initial safeguarding checks will look
at the history of both parents through enhanced police records and local authority intervention.
There is sometimes confusion amongst professionals who are not quite aware of the different
levels of supported and supervised contact. Social workers have asked for reports on cases and
when they are made aware that this cannot be given from a supported centre they state that the
family need a higher level of contact. I have worked with Cafcass and built up a good rapport with
centres which allows the SRS system to work smoothly. There are many cases which have come
through the SRS system that are not suitable for supported contact centres and this is only through
networking with Cafcass and liaising with social services and other agencies that these cases have
come to light.

Why not sign up to the SRS? “Invaluable… safe… thorough…”
“We find using the Safe referral system invaluable. We can be confident that the risk assessment
process is thorough and Kelly has access to speak to external agencies involved with a family
before making a decision if supported contact is suitable for the family. She has the authority to
suggest a few sessions of supervised contact before a family comes through to supported contact.
It also gives a second opinion to me as manager as to the suitability of the family to beginning
contact as well as a port of call with safeguarding concerns around a family before or during their
time at the centre. We can also fall back on Kelly’s authority by using her decision to back up
decisions we are making around a family. I feel we work well in partnership with the families using
the centre.” Sarah, Co-ordinator (Cheltenham CCC)
“For me the SRS is a safe and easy way of families applying for contact. From a Coordinator point
of view it is also very easy to use and everything is under one roof, so to speak! The system is
logical and helps you keep a good track and record of all the families applying for contact. I like
that the Centre keeps autonomy of the acceptance of referrals but Kelly at the NACCC HUB is
thorough when making referrals and her referral notes that supports the families referral are to an
excellent standard, which really helps. She knows and understands our Centre and is happy to
chat about a case at any time pre & post referral/pre visit. I would totally recommend the SRS, it
works well for me and our Centre.” Tammy, Co-ordinator (Gloucester CCC)

Upgraded/Improvements
The system has been recently upgraded with improvements to the screening process and has
been made more user friendly for parents and staff at NACCC. The wording of the automatic email
which is sent to the resident parents has been worked on in order to explain the benefits of child
contact centres and to alleviate concerns. It is hoped that this will increase the engagement with
the system from resident parents in particular.

Join today!
Full details and application form are on our website – please send the application form direct to the
NACCC office. https://www.naccc.org.uk/what-we-do/safe-referral-system/centre-information
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Training update

We’ve put together an overview of what has been happening in NACCC training – please see
below. And in response to feedback from centres our conference this year is focusing on training –
book your place now! MORE INFO

Domestic abuse module updated

As you may be aware we are in the process of updating the NACCC training
modules with ‘Domestic abuse’ already launched. The aim of this module is to help
participants have a fuller understanding of Domestic Abuse and to explore the
impact this has on families. It also considers how to manage alleged perpetrators,
victims and the children in the child contact centre. On completing the training
participants will be informed of statistics regarding the incidence and effects of
domestic abuse; have an opportunity to discuss the impact domestic abuse has on
families, particularly children; consider how all parties to Domestic Abuse might
behave in the contact situation and explore how to manage alleged perpetrators,
victims and the children in the child contact centre.
>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’
Why not check out the article from the archive ‘are parents using your service being intimidated?’

Complaints module – have you tried this out yet?

This module was launched last year and is designed for those with a role in managing and/or
investigating complaints, for example, co-ordinators, managers, team leaders and members of
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management committees. The aim of the training is to enable participants to understand the
complaints process, and to increase their skills and confidence to manage complaints effectively.
On completing the training participants will have an awareness of what makes a good complaints
policy and procedure; have an understanding of the process of managing and investigating
complaints; have an understanding of the emotional context of complaints in the contact situation
and the reasons for complaining and understand the importance of creating a feedback culture in a
child contact centre. Knowledge and understanding will be checked throughout the session through
discussions, activities and feedback………..
>This training is free to members. Download your material from our Training section in the
members area – goto ‘Additional Training’
Check this article from the archive ‘We are working with parents at a difficult time in their lives…’

The following modules will be updated over the next few
months..
•
•
•
•
•
•

•
•

Family breakdown
Family risk assessment
Health and safety risk assessment
Induction training for new volunteers
Recognising the signs and symptoms of substance misuse – the impact on child
contact centre families (previously known as ‘Understanding substance misuse - impact on
families’)
Responding to conflict and reluctant family members within a child contact centre (this
is a new version which combines the ‘Conflict Management’ and ‘Managing reluctant family
members’ modules. The aim of the module is to help volunteers respond and manage conflict
situations and explore ways of managing reluctant family members, both those reluctant to
start contact and those reluctant to move on.)
Safeguarding and Child Protection
Understanding and Managing Children’s Behaviour and Areas of Contact to Observe
and Assess (this is a new module with the aim to provide volunteers with a basic
understanding and awareness to understand and manage children’s behaviour within a child
contact centre).

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. There are still places available if you would like to book a space
– please see the training page for further info https://www.naccc.org.uk/members/naccc-training

Could you spot if a child using your centre is experiencing a
mental health issue? Get trained in mental health first aid

--.>>Check out this article about children’s mental health and some training
NACCC hopes to develop with Young Minds.
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'Prevent' training - general awareness
You may have heard of the Government’s Prevent strategy which is trying to safeguard
vulnerable people from being radicalised to supporting terrorism or becoming terrorists
themselves. We would like to bring to your attention a course which could be helpful in
your work with families. Channel forms a key part of the ‘Prevent’ strategy and is a
programme which focuses on providing support at an early stage to people who are
identified as being vulnerable to being drawn into terrorism.
Although this is not compulsory training, it is recommended to anyone volunteering or working at a
child contact centre. This course is well designed, and is at the right level for child contact centre
volunteers. Highly recommend that all should undertake this course.
Please see link below for further information:
http://course.ncalt.com/Channel_General_Awareness/01/index.html

Supervised training checked at accreditation

Milton Keynes Council has recently achieved enhanced accreditation
for their contact service. Part of the process of enhanced accreditation involves the scrutiny of the
training of the staff at the centre. Lorraine Carter, FAST/CONTACT Deputy Team Manager,
Children and Families at Milton Keynes Council told us about their induction and training
programme >Accreditation – SPOTLIGHT on Milton Keynes Council – and training of staff
Louis Ruddlesden
NACCC Service Development Manager
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Could you spot if a child using your centre is
experiencing a mental health issue? Get trained in
mental health first aid

Children and young people’s mental health is everybody’s business and having an
awareness of mental health issues enables us to better identify and support
children and young people in need. Mental/emotional health and family
relationships have been the most talked about issues in Childline counselling
sessions with children and young people over the last three years with 8,849
counselling sessions specifically relating to parental divorce and separation1.
Children and young people whose parents are separating or have separated or
divorced are at risk of developing mental health problems. Although this does not
necessarily mean that the child will experience problems or have difficulties, the
risk is there.
1

Number of Childline counselling sessions about parental divorce/separation: 2014/15=3016, 2015/16=3186, 2016/17=2647

With mental health on the agenda NACCC’s Chief Executive would like to ensure that parents and
family using contact centres and anyone working or volunteering at a contact centre are aware of
the various problems that a child might be going through which may not have been identified. The
earlier a child can receive support the better. This is where mental health first aid comes in.

What are the signs of mental health problems?
All children are different but some of the common signs of mental health problems in children
include:
• becoming withdrawn from friends and family
• persistent low mood and unhappiness
• tearfulness and irritability
• worries that stop them from carrying out day to day tasks
• sudden outbursts of anger directed at themselves or others
• loss of interest in activities that they used to enjoy
• problems eating or sleeping
(Childline)

Mental health problems affecting children and young people
Depression affects more children and young people today than in the last few decades, but it is
still more common in adults. Teenagers are more likely to experience depression than young
children.
Self-harm is a very common problem among young people. Some people find it helps them
manage intense emotional pain if they harm themselves, through cutting or burning, for example.
They may not wish to take their own life.
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Generalised anxiety disorder (GAD) can cause young people to become extremely worried. Very
young children or children starting or moving school may have separation anxiety.
Post-traumatic stress disorder (PTSD) can follow physical or sexual abuse, witnessing
something extremely frightening of traumatising, being the victim of violence or severe bullying or
surviving a disaster.
Children who are consistently overactive ('hyperactive'), behave impulsively and have difficulty
paying attention may have attention deficit hyperactivity disorder (ADHD). Many more boys
than girls are affected, but the causes of ADHD aren't fully understood.
Eating disorders usually start in the teenage years and are more common in girls than boys. The
number of young people who develop an eating disorder is small, but eating disorders such as
anorexia nervosa and bulimia nervosa can have serious consequences for their physical health
and development.
(Young Minds)

Worried about a child?
Contact NSPCC’s trained helpline counsellors for 24/7 help, advice and support.
help@nspcc.org.uk 0808 800 5000.

Help for parents
YoungMinds have produced a Parents’ survival guide which might be helpful to suggest to parents
and families using your centre https://youngminds.org.uk/find-help/for-parents/parents-survivalguide/

Guidance for child contact centres
Elizabeth Coe has formed links with the organisation ‘Young Minds’ who deliver ‘Mental Health
First Aid’ courses aimed at people working with young people, and also those working with
younger children. She is in dialogue with them regarding them delivering a tailored course aimed
specifically at child contact centre staff and volunteers. The course would enable participants from
a wide range of backgrounds to consider how, through their role:
•
•

They can promote the mental health and wellbeing of children and young people.
Identify early mental health problems and work together with others to improve access to
services and support.
If you would like to find out more about a course then please do let us know.
For more information about Young Minds and the Mental Health First Aid courses that they
deliver, please see the links below:
https://youngminds.org.uk https://mhfaengland.org/

First aid with panic attacks “very good, helpful, stimulating”
Kathleen from Chichester CCC has written in about some recent training from Mind at their centre
on mental health awareness, particularly in dealing with panic attacks… “The MIND speaker was
able to relate to what we did very well and has given us food for thought as regards to what we
need to do in pre contact meetings where mental health issues are raised.” She went on to say
“The speaker also signposted us to some free workshops Mind were running locally that may be
useful in general terms, complimented us on our ideas and 'calm demeanour and voices' - after all
most of us have worked or are still working in caring professions anyway - and updated us on how
best to offer 'first aid' with any panic attacks. Well worth the time and effort we spent organising the
session.”
>Why not see if Mind offer training in your area? https://www.mind.org.uk/about-us/local-minds/
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Spotlight: Structured approach to staff training at Milton
Keynes Council

Staff at Milton Keynes Council Contact Service celebrate their
enhanced accreditation achievements

Staff at Milton Keynes Council Contact Service celebrate their enhanced accreditation achievements

Milton Keynes Council has recently achieved enhanced accreditation for their contact service. Part
of the process of enhanced accreditation involves the scrutiny of the training of the staff at the
centre. Lorraine Carter, FAST/CONTACT Deputy Team Manager, Children and Families at Milton
Keynes Council has given us an insight into their approach to induction and training
development…
Upon recruitment, candidates need to have some level of understanding of childcare or childprotection - preferably with a diploma / degree / previous qualifications or training in a relevant field
– for example, Nursery Nurses, Nannies, Child-Minders, Teaching Assistants, Family Support
Workers, Youth Workers, Residential Child-Care Work, Health Visitors, Playgroup Assistants /
Leaders, Social Work Assistants and Social Workers. Some of our workers have been chosen for
the social work degree path which is funded or part funded - places for these courses are highly
competitive.
We offer training to staff including mandatory training in Safeguarding, Corporate Induction, Health
and Safety, Cultural Diversity and Equal Opportunities. New starters are given an induction pack
with relevant policies, which they must read. A two-week shadowing induction plan is put in place
with regular feedback sessions. At the end of the two week induction the worker gives feedback on
the induction and any areas that they would like to re-visit.
Workers are encouraged to attend other training when possible including:
• Drug and Alcohol Awareness
• Domestic Abuse
• Mental Health Signs and Symptoms
• Mental Health in children
• First aid (adults and paediatrics)
• Challenging situations
• African and other cultures awareness training
• Working with parents who have a disability.
• Report Writing
We also encourage workers to arrange shadowing experiences in Social Work Teams – this gives
the contact worker insight into where they ‘fit’ into the children’s journey. As part of a larger
corporation we are in the advantageous position of being able to access Children’s Social Care
Training provided in-house. We also hold monthly contact team meetings where we have speakers
attend or one of the team will share their training experiences and what they have learnt.
Monthly or six-weekly supervision and mentoring sessions are held where we look at training and
professional development with annual appraisals where professional developmental goals for the
following year are set.
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Lorraine Carter, FAST/CONTACT Deputy Team Manager, Children and Families, Milton
Keynes Council
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To follow…
Do you have a waiting list? No child should be prevented from seeing
their parent by someone who has been using a centre for too long!
We have some great spotlight features this issue:
 Grassroots centre Blackburn – raising awareness in Japan…
Outlook Contact Services helping parents work together “Hey – we’ve got two great kids here!”
A special space for older children at Jigsaw Streatham

Campaign and comment

And finally, Statistical Review 2016 – 2017
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“No child should be prevented from seeing their parent
by someone who has been using a centre for too long!”
This is a message that Elizabeth Coe, NACCC’s CEO would like communicated far
and wide. It is not healthy for children to be deprived of having contact with a loving
parent because there is not a space for them and it is not healthy for children to see
a parent or family member in a centre for too long either. A child who has not had
any contact whatsoever with one or other parent after separation could be
experiencing behavioural issues including antisocial behaviour, distress,
unhappiness, and both physical and emotional problems. When the option of a child
contact centre is found we need to get this set up as soon as possible and this must
not be delayed by being put on a waiting list. If a child has to wait for a place to
become available then they are deprived of having contact with a loving parent, and
this can be damaging.
NACCC’s accredited centres were surveyed in April this year with 28% reporting having a waiting
list of either weeks or in some cases, months1.There could be various reasons for a centre having
to implement a waiting list but this could be due to families using up a valuable space for too long.
Child contact centres need to be used as a stepping stone to more ‘normal’ contact arrangements
as soon as possible. Parents need to be aware at the outset that contact centres are a short term
solution to keep that vital relationship going for their child whilst they as parents can sort out the
way forward.
1

NACCC Quarterly Statistics Return April 2017

“Explain to parents at the pre-visit that they can only use your
centre for a limited time…”
Elizabeth has suggested an approach which could help families use your centre for an appropriate
amount of time.

At your pre-visit
1. Explain to parents that they can only use the centre for a limited time. Ask questions such as
‘How are you going to make arrangements in the future?’”
2. Promote the Cafcass Parenting Plan and give both parents a copy to take away with them to
start completing.

Once contact has started
1. Check up on progress with their parenting plans. The Cafcass Parenting Plan introduces the
art of compromise and gives parents the tools to start discussing the future.
2. Arrange a review meeting (ideally with both parents present) at either 6 or 12 weeks at the
latest.
3. Promote the use of SPIP, MIAM and GIRFC programmes (Separated Parents Information
Programme, Mediation Information and Assessment Meeting and Getting it Right for Children
when Parents Part programmes).
And finally Elizabeth has said “If the communication issues between parents are not resolved
within 6 months, it is unlikely that this will get sorted – they need to go back to court or seek other
help….”
See article which looks at the impact of parenting plans and review meetings…
See article which looks at courses which parents might find useful
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Spotlight: Grassroots centre Blackburn – raising
awareness in Japan…

Grassroots supported contact centre was visited by research professionals from
Japan in March this year. Professor Masako Inoue from Kanagawa University;
Associated Professor Utako Matsumura from Kansai University of Social Welfare
and Mrs Arata Yamasaki, a lawyer had become interested in the work of contact
centres in the UK and their visit included a visit to the NACCC office, Cafcass and
the Time Together contact centre in the Family Court in London. The visitors are
pictured here with Lesley, co-ordinator at Grassroots Contact Service

Grassroots Supported contact centre is run from a Children’s Centre in Blackburn
They were most impressed with the facilities and services offered, and were able to talk to staff,
visiting parents and “living with” parents. They do not have anything similar in Japan but are
experiencing increasing levels of family breakdown.
Grassroots is an accredited contact centre run by the Diocese of Blackburn, the Church of
England in Lancashire They also run a supervised centre in Nelson, Lancashire.
www.blackburn.anglican.org
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Spotlight: Outlook Contact Services helping parents
work together “Hey – we’ve got two great kids here!”

Room at Outlook Contact Services used for supervised and supported contact sessions

Kay Ashe – Project Leader at Outlook Contact Services has told us about a
small selection of cases that they have dealt with, telling us “The work is so
varied – no two cases are ever the same. We find ourselves having to think on
our feet!”

A couple came to us to help with contact arrangements - they had recently separated and
there was a huge amount of animosity between them. They could not agree on
arrangements, be in the same room as each other and therefore needed a safe environment
to enable the parent that had moved out to spend time each week with their two girls…
Gradually, as the weeks went by, I could see that they were no longer trying to avoid each other as
they had been at the start. The sessions had helped them to realise ‘Hey – we’ve got two great
kids here!’ and they started to work together to ensure their girls’ happiness and well-being. They
started texting each other about arrangements and then approached us to set up a meeting so that
they could plan the way forward which the non-resident parent could present to the courts… So,
with both of them present, we came up with a bullet pointed schedule of how they would work
towards overnight stays. I understand the Courts were impressed and as far as I know, all is well!

“The process at your centre has made me wake up to life!”
Another case was a young man who wanted to see his very young son. He lived over 200
miles away from our centre and was using public transport. He was full of aggression with
staff and life in general – yet so soft and caring with his son… The mother was reluctant at
first to leave the toddler with us, so it was mutually agreed that she would come into the centre for
the first few minutes of the first few supervised contacts. She was amazing in that she was able to
ignore the father’s moods and just concentrated on handing over a bright and happy little boy with
a smile on her face. The reports we wrote on how contact was going were very positive. The father
soon realised that the happier he was, the happier everyone was! This case went back to court
and granted that he could have unsupervised contact which increased as the weeks passed by. A
few weeks later, I did a ‘double take’ as I saw a face I recognised standing in our waiting area
holding the biggest bunch of flowers and a card. This young chap had found himself in our area
through work and had taken the trouble to come to our venue with this wonderful token of thanks.
He told me that the process had made him wake up to life. He shook my hand and said that he will
always be grateful for the experience.
So many more cases – all different - and some with not such happy endings, but in all respects we
strive to make our service as welcoming for families and children as possible.
Kay Ashe, Project Leader for Outlook Contact Services, an enhanced accredited centre in
Ashford, Kent
Link to brochure https://www.flipsnack.com/Outlookfostering/ http://www.outlookfostering.com/
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Spotlight: A special space for older children at Jigsaw
Streatham
Jigsaw in Streatham, London provide supported and supervised contact services to separated
families. They have furnished a second room in its self-contained space especially suitable for
older children. This was following feedback that the original flatlet, which includes kitchen and
bathroom facilities, playpen, high chair and loads of books and toys for babies and toddlers, was
too ‘babyish’ for them.

Room for babies and toddlers

Room for older children

The new room contains sofas and a craft table, board games, football table, Xbox and TV. There’s
also a fridge, microwave and kettle to prepare hot drinks, snacks and simple meals. “Just like a
hotel,” was one boy’s verdict! Spot on 
Jigsaw Streatham are an enhanced accredited centre run by St Michael’s Fellowship,
London
http://www.stmichaelsfellowship.org.uk
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Campaign and policy update
Judicial Protocol
The Protocol for referrals of families to Supported Child Contact Centres by Judges and
Magistrates is currently being reviewed by NACCC’s Patron Sir James Munby. We hope that this
important document will be available in October time.

Accreditation Bill
An update on the Bill will be available in the Autumn.

Supervised standards
The Supervised Standards 2012 have had a complete revision and are currently being finalised –
members will be informed when these are available.

‘Diversity in adversity’ London research project findings
Full details on the research will be available in the Autumn.

Catch up on what has been happening in our latest news since
the last issue
Safeguarding Children: dealing with low-level concerns about adults
Where a serious safeguarding allegation is raised against an adult working with children, the
position is clear in terms of what action an organisation must take in terms of reporting, recording
and handling that allegation. However, it is much less clear where a concern does not reach the
threshold of an allegation.
>Low level concerns article

Tackling inter-parental conflict matters for children and families who are in or at risk
of poverty
The Early Intervention Foundation has published an overview on interparental relationships,
conflict and the impacts of poverty. Economic pressure impacts on parents’ mental health, which
can cause relationship problems and difficulties with parenting. These difficulties can include
reduced parental sensitivity and time spent interacting with their child, and can lead to harsher
parenting practices, which are linked to future difficulties for children and adolescents.
> full article interparental-relationships-conflict-poverty-overview

Resident parent advice
We have developed some advice which you might find useful to give out and discuss with the
resident parent when they come to your centre for a pre-visit. This has been adapted from
information which is going to be sent to resident parents using our online Safe Referral System and
tries to encourage them to engage with setting up contact at a contact centre.
 download from the members area members news

Has your centre registered with the HSSF Mark?
If your centre is accredited by NACCC you are automatically eligible to register for the HSSF Mark
-> see members news for more details members news
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And finally, Statistical Review 2016 – 2017

For the last 9 months centres have been grappling with the new statistical returns
which were a result of change of information requested by the Ministry of Justice.
As you know we use Survey Monkey as this is the most cost effective way for us to
collect the information but we also know it is not always user friendly so I would like
to thank everyone for returning their stats.
Not only do we have to give these figures to the Ministry of Justice but we also use figures when
raising the awareness of NACCC amongst MPs, the media and when applying for other funding
that can benefit all the centres and the children. We really want to be providing accurate
information and centres are doing themselves an injustice and not giving a true picture of all the
hard work you are doing and the number of children that you are helping. The statistics are a
requirement of your accreditation and failure to provide your returns will put your centre as lapsed
until they have been received. This will also affect any funding that you could receive from
Cafcass as we have to provide them the information on a quarterly basis.
I have received feedback from many centres and wanted to share with you how to answer some of
the questions that are causing concern:

Recording referrals direct from court
The first issue has been regarding referrals and where your referrals come from. We tried to put on
the form the most common areas that referrals are received. Some centres have said that they
have received referrals direct from the courts. Where this is the case you would put your number
in the ‘other’ box and specify courts in the next question.

Available sessions and how many booked?
One of the biggest areas causing concern is number of available sessions and how many of the
available sessions were booked. In most supported centres this has been relatively straight
forward as centres can be open every Saturday from 10am to 12pm. Therefore the number of
available sessions is 12 in a quarter. It has become more difficult for supervised centres that can
be open 9am to 5pm 6 days a week and one family may have come for 1 hour and another for 2
hours. In this situation I would suggest using the number of available sessions by hours (8 hours
per day x 6 x 12 = 576 sessions) and then the number of booked sessions would be the total hours
that had families attending. What is most important is to always use the same method each time
you do your return.

Statistical Information
Below are the total numbers of accredited centres as at 1st April 2017. Previously we reported on
the number of centres that had provided data for all 4 quarters however on analysing the
information not all centres would necessarily have to submit all four especially if they are new
centre. This year I have therefore given the total number of statistics required by centres for each
quarter and then looked at the total number received; this has therefore improved the overall % of
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accredited centres returning statistics to 52% which is a more accurate picture. Thanks again to
everyone who has submitted these returns.
Verity Peck, NACCC Office Manager

Total number of centres
as at 1/4/17

Supervised
Supported
Supervised & Supported
centres
centres only
only
114
205
24

%ge centres providing
data for all 4 quarters

90%

73%

34%

Overall

343
52%

Referrals
Supported
centres
145
2871
555
2114
539
6224

Online
Self
Cafcass
Solicitor
Other
Total Referrals

4500
4000
3500
3000
2500
2000
1500
1000
500
0

Supervised
centres
0
1357
1440
841
741
4379

Overall
145
4228
1995
2955
1280
10603

4228
2955
1995

1968
146

145

460

Total Referral Breakdown
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Number of children, volunteers and paid staff
Supported
centres

Supervised
centres

Overall

11492

5842

17334

3624

129

3753

779

721

1500

Total children using the
service
Total number of
volunteers
Total number of paid
staff

Views expressed in this newsletter are not necessarily those of the NACCC and publication does not imply
endorsement. © NACCC 2017 (NACCC member centres exempt)

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

27

