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Foreword
'When we set out to deliver this project in
the middle of lockdown, I thought it was
impossible for us to achieve the sorts of
results that we would in 'normal times'.
But a year down the line, I'm delighted to hold my hands up and admit how
wrong I was. That our service was needed more than ever before, with so many
families across Edinburgh facing extraordinary challenges like never before, was
without a doubt. But with all of our usual ways of delivering the work that we do,
of building relationships within the communities and of recruiting volunteers
thrown out the window, we had an uphill battle ahead of us to make this work.
What I perhaps underestimated, though, was the overwhelming compassion and
determination of people. Those who reached out to us with a desire to help those
facing the most severe of consequences that the pandemic brought with it
reminded me of that. Working within the third sector, it can be easy to take for
granted the incredible actions that I witness on a daily basis, both the big and
the small. But as I think about everything that has been accomplished on the
project in the last 12 months, I'm humbled and reminded of why our work
matters.
I hope that, throughout this report, we are able to highlight and bring to life the
stories of those families and volunteers who have made this project such a
success. Now, more than ever, I'm certain that no challenge is too great.
'Anything is possible when' - as one of our volunteers so aptly put it - 'you have
the right people to support you'.

James Donnelly
Project Manager

Overview
A snapshot of our projects activity from September
2020 to August 2021.
We saw this well-established programme for Volunteering Matters arrive in
Scotland for the first time. Despite a slow start caused by the pandemic, our
team were able to foster partnerships, attract volunteers and watch as the
project evolved in ways that we hadn't foreseen when we began - to the benefit
of many families across the city of Edinburgh.
35 active families
helped by our project

With 6 of these families requesting
and receiving an extension to their
match.
60 referrals for help
received by us

From a range of professionals such as
teachers, health visitors & social work.
Families receiving no other support are
offered our self-referral option.

46 active volunteers
made up our team

From a total of 177 enquiries to
volunteer with us. Each volunteer
recieved training, reference and PVG
checks & ongoing support in their role.

Our team of volunteers dedicated more than 1500
hours helping families to change their lives.

Our Families
What a family can expect when they choose our
service to help them make positive steps forward.
Empowering families to lead their change is at the heart of everything we do as a
project. This person-centered approach impacts the way that we deliver our
service - from the big to the small - and we're confident that it's one of the key's
to our success so far. Whilst each match is unique and support is tailored to
reflect this, every family will be guaranteed to recieve each of the following.
Their own dedicated
volunteer

To spend around 1-2 hours with them
every week for (at least) 6 months
through a careful matching process.

A personalised action
plan

With the help of project staff and their
volunteer, this plan is updated
regularly to reflect outcomes achieved.
To have their opinion
heard

There are many opportunities for a
family to feedback on the service
throughout their match, and
afterwards also.

During our first year as a project, we asked our families
what they thought of our name, & whether we should
change it. Based on their feedback, we became Family
Supporters in April 2021.

How We've Helped
Our Families
Families facing a range of emotional and practical life
challenges can rely on us to be there for them
Our personalised action plans are broken into different support needs that a
family may have, as well as suggested measures for our volunteer to focus on
during sessions together. These desired outcomes will usually fall under the
following needs: housing & finance, education or health. From suitable living
standards to improved school life to self-care & nurturing, we're there at each
step of the journey to enable the family to make the differences they desire.
91% fully independent
or stable in regards to
housing stability
50% decrease from
crisis and concern in
school life and behaviour
100% fully independent or
stable with regards to
accessing health support
84% fully independent or
stable with regards to
self-care and nurturing

How We've Helped
Our Families
84% fully independent or
stable with regards to
financial independence
Over £3000 sourced and
distributed directly to
families through grants
0 families in crisis in any
assessed category by the
end of their match

My volunteer is a wonderful person. She supports me
emotionally every moment. Since I met her I feel better
mentally and above all I have started to believe and love
myself. Thanks for everything.
Fatou, Family Supporters Mum

All outcomes have been calculated using our impact framework with input from families, volunteers & relevant professionals at all
stages. Percentages in this report are based on the experiences of 14
families where support has now come to an end or is due to end
shortly.

Change Story - Lady & Louise
When we met, we had a great time and so much to talk about,
even after 3 months of online chats. We went shopping for a
doormat for mum's flat, which felt very appropriate after
everything she had achieved during our time together.

Louise
Family Supporters Volunteer

When a referral came to us for this family, it was clear that mum and son had gone
through a tough time, with lots of changes having caused disruption to their lives for
awhile. When we first spoke with mum, she and her son had just moved out of a
Women's Refuge to their own home in a completely new area of Edinburgh. With
lockdown restrictions and home-schooling still in place, the social isolation was having
an impact on both of them as they tried to navigate the day-to-day challenges they
faced. Thankfully, the project had just recruited our first cohort of volunteers - one of
whom seemed like the perfect match for this family.
Since then, the support that Louise has offered mum has been tremendous. From
measuring for just about everything in the new home, to helping to apply for over £800
in grants that has enabled the family to purchase beds and wardrobes, a tumble dryer
as well as soft furnishings - she's been there every step of the way - even turning into
an interior designer during conversations about colour themes for each room. When
mum, who has made Scotland her home after moving here from Brazil some year's ago,
needed help with forms around benefits and tax rebates, Louise was by her side to
guide her.
Eight months after the match started, so much has changed for the family. Mum is
delighted with her new home, has neighbours she gets on well with and is active in her
local Church. Son attends many after-school activities and we were delighted to able to
offer the family passes to the cinema recently. As for the match - thanks to Louise and
mum agreeing that they would like to extend - it's going from strength to strength.

I am so fortunate to have Louise in my life, supporting me
whilst I have started my life from scratch. She makes me feel
more confident to take steps forward, without looking back.

Lady, Family Supporters Mum

Our Volunteers
What a volunteer can expect when they choose to join
our team.
Whether they've seen an advert online, or one of our posters around town - or
even heard from a friend of a friend about our service, anybody who is interested
in joining our team of volunteers can expect a consisent and rewarding
experience from start to end. Here's how we do that.
Induction training &
further opportunities

3 sessions at the start of their match,
with lots of chances to join additional,
internal and external training events.
Ongoing supervision &
support

As well as an assigned key contact, we
offer volunteers a variety of helpful
resources, such as our weekly
newsletter & closed Whatsapp group.

Certificates, references
& hands on experience

To celebrate their achievements &
equip them with employability skills
and experience desired to carry with
them to other aspects of life.

During our first year we were able to offer our
volunteers a virtual Christmas party, a summer social in
the park and an end of year celebration. We were also
delighted to gift them pamper boxes, courtesy of Lush.

How We've Helped
Our Volunteers
Volunteers join our team for a wide range of reasons,
so it's important that we support their goals & desires.
At Family Supporters, we don't see things in black and white - therefore we don't
really believe in the term 'beneficiary'. As well as our families, we want our
volunteers to achieve their own goals, so although each of them has chosen to
give up their time to help others, it's important to us that we offer them a quality
experience & support them on their own journey throughout their time with us.
86% found their role
more rewarding than
initial expectations
100% feel that they've
made a big difference
in their families lives
92% feel that they've
gained new skills in
their volunteer role

71% feel that they have
become more employable
thanks to the project

How We've Helped
Our Volunteers
80% feel they're more
involved with their local
community since joining
72% reported a positive
impact on their own wellbeing thanks to joining
20+ volunteers chosen to
participate in additional
training opportunities

My volunteering has been such a positive experience.
As a single parent and having experienced a difficult
few years myself, it means a lot to me to be able to
support other families navigate their way through some
Lorna
of life's challenges.
Family Supporters Volunteer

All outcomes have been calculated using our feedback framework with the majority of our volunteers taking the opportunity to
feedback at the end of their match.

Change Story - Susan & Amy
It was a lovely moment when Susan asked if I would accompany her to the meeting, it
showed that she trusted me. I felt like I was able to empower her to get her point
across and communicate her feelings without being overwhelmed.

Amy, Family Supporters Volunteer
Amy and Susan's story is a special one for the project, as it was the very first match set
up. When we recieved a referral for Susan and her son it was clear to us that the
challenges the pandemic had brought with it were deeply affecting the family's mental
health, with little opportunity of support from friends or family leading to them
experiencing extreme social isolation as a result. We knew that we needed to find a
fantastic volunteer who could offer some light at the end of the tunnel and support
Susan's additional needs as she tried to navigate a range of systems and processes,
particularly with home-schooling in place at this time. So when Amy joined our
volunteer team and told us all about her own experiences and skills that she could
offer, we knew that we had the perfect match.
Amy and Susan's relationship and rapport grew into
something special from the very start, with their
sessions taking place virtually to begin with. Once it
was safe to do so, Susan felt comfortable to have
Amy visit her home and begin helping with other
aspects of the action plan, particularly around living
conditions. Linking Susan with other agencies and
advocating for her needs, this match has been so
fulfilling for everyone involved, and we were
delighted to offer an extension at mum's request.
A huge well done to Susan and Amy for everything
they've achieved together!

My volunteer Amy is so amazing at listening and helping wherever she can. She
has such a bubbly personality and is so easy to talk to about anything! I'm so
grateful for all that she and the project staff have done for me and my son.

Susan, Family Supporters Mum

Inclusion
We take our responsibility to reduce barriers and reach
out to the most isolated members of society seriously.
It's often the case that those who need help the most face the biggest range of
barriers to inclusion. As a project, we're committed to removing as many of those
barriers that we can to support families from all walks of life, no matter what.
Here's a few ways that we do this.
Our volunteers originate
from over 21 countries
across the world

Age will never be a
barrier to volunteering
with us

From Hong Kong to Sudan, Sweden to
Latvia., we welcome volunteers who
have made Scotland their home.

With our youngest volunteer having
just turned 18, to those giving back
during their retirement years.

Over 48% of our families
identify within 1 or more
minority groups

We work closely with
vital services across
the city

Whoever our families are or whatever
their needs may be - they can rely on
us to be there for them.

To reach out to families who need us
most, such as The Welcoming,
Edinburgh Young Carers or the Polish
Family Support Centre.

Thanks to funding from the Corra Foundation,
Volunteering Matters has been able to appoint a
Participation Manager, dedicated to keeping The
Promise for Care Leavers across our work in Scotland.

Outreach
All the ways we've fostered partnerships and spread
the word about our project to the local community.
Starting a brand new project is exciting, but it also means no one knows who you
are yet! So we spent lots of our time this year shouting from the rooftops about
who we are and what we do, to build up our presence.

Used a wide variety of
channels to build our
online presence

From Twitter to Indeed to Volunteer
Scotland, we managed to promote the
project and make lots of impressions.
Connected with over
150 different services
& organisations

Including schools, health services and
other third sector organisations. We
believe strongly in a collaborative
approach in helping families.

Advertised our project
far & wide across the
city

From pinning posters in coffee shop
windows to distrubuting leaflets in all
the right places, we shared our
resources all around Edinburgh.

The project's press release couldn't have gone any
better - we're so grateful to the Scotsman for their
article as well as Radio Forth for having our
Engagement Manager Kyle on air, back in October.

Compliance
The safety of our volunteers and families is at the heart
of all that we do.
We know that the complex challenges many of our families face sometimes
means that they can be particularly vulnerable. That's why our volunteers are all
trained on how to respond when any concerns arise.
A total of 49 PVG
certificates issued
to date

Detailed personal risk
assessments for every
single match

For each and every volunteer who
joined our team, in line with legal
requirements.

Provided to volunteers at the start of
each match, to keep everyone safe
throughout.

5 concerns around
safeguarding dealt
with appropriately

Thanks to our wonderful volunteers,
we have responded quickly to each
concern and supported these families
during moments of crisis.

Both our Project Manager & Engagement Manager were
delighted to receive certification through Volunteer
Scotland's 'Volunteer Charter', demonstrating their
commitment to best practice in volunteer management

Change Story - Ewelina & Agnieszka
It's amazing how supporting others can change not only their lives but
yours too. It's wonderful to see all the changes mum has achieved so
far. Anything is possible and you can face any challenges in life when
you have the right people to support you.

Ewelina,
Family Supporters Volunteer

Agnieszka and her four daughters had experienced a lot of tough times as a family
when we were introduced to them in December of last year, and we were delighted that
we could offer mum some help to get on top of things. With living conditions, financial
worries and school attendance all high priorities on the action plan, we knew that we
needed someone extra special to help the family. In addition, with English being mum's
second language, we knew this was a barrier for her to express herself to agencies
whom she needed to communicate with on a daily basis. So when Ewelina joined our
team of volunteers, we felt like we had won the jackpot.
With the support of her dedicated volunteer, mum was able to start making lots of
positive changes for her family. From reporting neccessary repairs in the home, to
sourcing available grants to purchase items such as a new fridge or accessing food
parcels, no task was too big for Ewelina and mum to achieve together.
By advocating for mum, Ewelina has helped
improve living conditions in the home, get
finances in order regarding univeral credit &
maintenance allowance and let the family
enjoy fun days out at the cinema. We were
delighted when mum began her new job and
with eldest daughter continuing her studies,
things are looking bright for the future. Well
done on everything you've achieved.

I would like to share my feelings about the service looking after me and my family.
They are very nice and good people who help me a lot. I'm getting massive support
from them which makes me happy. Thank you for giving me the wonderful Ewelina
who helps me every week. [translated]

Agnieszka, Family Supporters Mum

Looking Ahead
We're proud of everything that the project has achieved
so far, but we're just getting started.
During our first year as a project we've had the chance to develop our processes,
foster relationships and learned lots of lessons along the way. With a year's
experience behind us, we're so excited to continue making a positive impact for
families across Edinburgh.
We will support even
more families

With this year's target of 50 matches,
made up of lots of new families as well
as some extensions.
We will expand our
service to the north of
the city

Creating new partnerships and
promoting our service across these
localities to reach families in even
more areas.

We will listen to the
communities needs

Just as we did in year 1, the growth
and evolution of the project will be led
by the needs of those that we help.

Thanks to Volunteering Matters' recent partnership with
NCS' Year of Service programme, we're excited to offer
a placement for a young person to join our team,
starting this November for 10 months.

What They Said
I was glad to have the opportunity to be matched
with my family because it gave me great insight and
experience working with children. In my new job I
will be working with families and children so I'm
greatful this experience helped prepare me.

Anna, Family Supporters Volunteer

I only want to say thank you for everything. A
special thank you to Sharna for her support and
present. I have achieved a lot of goals during our
time together and I am working hard for the
future.

Fatou, Family Supporters Mum

It was an honor for me to be part of Family
supporters in Edinburgh, the kindness and
engagement of the team and fellow volunteers
has been truly inspiring to me. Thank you all for
this chance!

Khaled, Family Supporters Volunteer

What They Said
Volunteering with my family has been so fulfilling!
Helping mum find her feet again and gain back her
independence after some difficult times has been
extremely rewarding and empowering! We have built a
Olivia,
great relationship together.
Family Supporters Volunteer

Mum has been keen to stay active and I have been able to
recommend some exercise videos on Youtube as well as going
to the shops together, where we look at nutrition labels and
think about ways to make healthy decisions around food. We get
on so well together.

Sharna, Family Supporters Volunteer

We spend time at the park together, when it's sunny,
working on their action plan. Each time we've been
able to talk about all the ways that they'd like me to
help them. I have thoroughly enjoyed experience so
far.
Taylor, Family Supporters Volunteer

Snapshots

Afterword
The past year has been hard to put down in words.
We've nurtured and grown this programme into
something very special, and we see how more then
ever, our service is needed across the city of Edinburgh.

With our first year now behind us, having developed our programme in the South
East and West localities, I'm so excited to look ahead at year 2 knowing how
much more we can do to help the communities of Edinburgh. Having been given
the green light to expand our much needed service to the North of the city, I look
forward to supporting more families and volunteers, and create new partnerships
to achieve great results together.
I'm extremely proud of our volunteers and families who have shown great
resilience throughout the pandemic, especially as we navigated the challenges
and figured out what we could be, as a new service. I admire all of the families
who have opened up to us, sharing their stories and vulnerability and giving us the
opportunity to lend a hand. To the wonderful star volunteers, I'll always be
grateful. It's been a pleasure to train and support and get to know each of them,
and witness the wonderful things they've helped with for those most in need to
achieve.
Both our families and volunteers have so many different stories, experiences,
backgrounds, adversities and life paths. I have been moved and inspired by the
dedication and interest in our programme. These people are the heart and soul of
our programme and I am forever appreciative that I get the privilege of knowing
them.
'There's nothing stronger than the heart of a volunteer' - James Dolittle

Kyle McFadden-Young
Engagement Manager

Recognitions
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