
 

 

 

 

 

 

 

  

  



 

FOREWORD 

 

On behalf of the Board of Trustees and the senior management team we are 

delighted to present Helplines Partnershipôs Annual Review 2014, celebrating 25 

years of supporting and promoting quality, choice, capacity, access and governance 

for the helpline sector.   

During the year the organisation has developed further its key services to members; 

these include the latest version of the respected Helplines Standard, the expansion 

of our Masterclass programme and themed member conferences across the UK. 

This has given our members the chance to access valuable support and to network 

within our sector.   

We would particularly like to acknowledge the contribution of the Trustees and our 

dedicated staff team, which has enabled us to continue providing an organisation 

that is of value to its members and stakeholders. 

 

 

 

 

 

 

 

 
 
 
 
 

 

 

 

 

 

 



 

25 YEARS OF HELPLINES PARTNERSHIP  

2014 has been a landmark year as we celebrate 25 years of offering support and 

providing a national voice to helplines through our legacy organisations: The 

Helplines Association (THA), Mental Health Helplines Partnership (mhhp) and ICIS : 

information for life.  

As part of the 25 year celebrations, Helplines Partnership has developed a major 

national conference to look at the past and future of helplines. Helplines have a 

greater national voice through the survey work carried out to gain clearer insight into 

the needs of the sector. For the first time, we represented the helplines sector at the 

major party conferences, to raise awareness of the vital work conducted and the 

need for structural changes in how support is given, to ensure that helplines can 

continue to exist for the people who need them. 

 

  Your organisation and membership have an incredible level of reach and    

  potential to impact on the lives of many people in distress and in doing so  

  helping to improve their mental health. Reaching out and asking for help can  

  be a very difficult and brave thing to do so I am absolutely delighted to be 

  involved and to hear more about your work on the day. 

  Isabella Goldie   

  Mental Health Foundation 

 

DELIVERING PUBLIC BENEFIT 

Helplines Partnership has promoted the voice and value of the helpline sector and 

the public benefit it provides. We have done this through participation in government 

roundtable discussions, responding to consultations, contributing to policy 

developments and the general national debate on supporting societyôs more 

vulnerable people.    

Our partnership working on policy and research has led to a landmark report on how 

helplines contribute to health and social care. We were also part of a Europe wide 

partnership exploring the potential for a major project on advice and support through 

cutting edge technological innovation.  

Our major area of canvassing on behalf of our members has been on ensuring fair 

telecoms costs are maintained for helplines. Forthcoming changes to telephone 

pricing, following the non-geographic numbering review, will have a number of 

benefits for consumers in the UK. However, we are concerned about the impact of 

these changes on helplines that use free to caller numbers. We have been 

highlighting these issues with the regulator, Ofcom and the telecoms sector to 



 

ensure that helpline call costs donôt become unaffordable. Part of this work has 

involved looking at the future of the Special Freephone Tariff Scheme (SFT), an 

important mechanism for enabling helplines to access low telecoms charges when 

receiving calls from vulnerable people. We are confident that there will be a future for 

SFT and continue to work in this area. 

We have also worked on access barriers that vulnerable people can face in reaching 

support through helplines, such as the high cost of calling from payphones or calling 

from a secure facility.  

We have been engaging with funders on the challenges that helplines face in 

accessing funding through inflexible mechanisms that do not reflect the challenges in 

providing immediate, emotionally appropriate support for vulnerable people. We 

have concerns about the impact of outcome based funding programmes on the 

helplines sector, and will continue to research in this area. We have also been 

working with helplines to explore how outcomes can be measured in the sector and 

the tools that can be used to achieve these. 

 

SETTING NATIONAL STANDARDS 

The help sector is incredibly diverse. Voluntary, statutory and private providers offer 

an immense range of services on a national, regional and local basis. An expanding 

array of channels including voice, text, web and social media, offer a growing choice 

for service users in how they access support.  

Helplines can demonstrate their commitment to offer 

the best possible experience for callers, staff, 

volunteers, funders and other stakeholders, by gaining 

accreditation to the Helplines Standard - the only 

quality framework developed exclusively for helplines. 

In early 2014 we introduced a comprehensive update 

which benefits from the best elements of our legacy 

organisationôs standards, reflects feedback from our 

members and meets the needs of the sector. 

 

 

The accreditation will undoubtedly be helpful for our current funding 

campaign, for maintaining service standards, and our future development 

work. The whole process was a really good opportunity to improve, examine 

and update our policies, procedures and systems. 
 

Claire Usiskin 

YoungMinds UK 



 

OPEN & TAILORED TRAINING 

An important part of offering a high quality service is to develop an appropriately 

skilled workforce equipped to support a broad diversity of service users. As the help-

sectorôs membership body, we offer a wide range of training to meet these needs, 

from communication skills through to an expanding programme of masterclasses 

such as data protection, outcomes and social media.  

 

SECTOR PARTNERSHIPS  

During the year, to complement our array of helpline services, we further developed 

the way we work with a range of existing and new suppliers. We strive to ensure our 

partners fully support the ethos of Helplines Partnership and through them are able 

to make available a suite of relevant, high quality and cost effective services.  

 

Partners can assist helplines with:  

¶ Inbound call & multi-channel contact solutions 

¶ All aspects of telephony including mobiles and broadband 

¶ Outsourcing 

¶ Client Relationship Management (CRM) 

¶ Language interpretation and translation  
 

                

             

 

 

 

 

With helplines always needing ways to save money we are delighted to be 

working with Helplines Partnership to advise their members and to ensure 

they get the best service at the best priceéthis partnership isnôt just about 

cost however, itôs about shared values. 

Vivian Woodell, Chief Executive 

The Phone Co-op Limited   



 

We also offer our members a variety of different ways to get involved and work with 

us and each other. 

NETWORKING: SHARING EXPERTISE AND BEST PRACTICE 

We have hosted four of our newly formed themed, interactive conferences, attended 

by 128 helpline representatives throughout the year. Topics around mental health 

and children and young people, where we have been joined by expert practitioners in 

their fields, have been particularly well received. This yearôs Annual Conference has 

also seen the greatest level of participation to date.  

A diverse range of guest speakers have delivered information and expertise around 

best practice, new service development and resources to our members and the help 

sector, through events and via our new blog and external communications.  

In our external affairs work we highlighted the skills and best practice existing within 

the helplines sector to a range of wider stakeholders. 

TAILORED SUPPORT 

With over two decades of experience in the sector, we can offer individualised 

support to specific helplines depending on their own needs and circumstances. 

During the year we offered start-up support to organisations seeking to establish a 

new helpline, as well as a range of projects to evaluate and help service providers 

develop to meet the needs of their callers. 

GUIDELINES  

To provide high quality guidance to our members, we have revised, updated and 

expanded our guidance resources. Subjects range from confidentiality to recruitment 

and from management operations to front-line service delivery. We are making these 

available to members through our website and as pdf downloads. We also expect to 

add more topics in the coming months.  

HELPLINE PROMOTION 

Along with all of our other activities we also 

promote helplines through our directory. 

Service users, professionals and members of 

the public can identify which organisations 

are members of Helplines Partnership and 

those that offer free access, for example 

through the Special Freephone Tariff. Many 

helplines use the directory themselves to 

signpost callers to alternative sources of 

specialist support where more appropriate. 



 

The rigorous and exacting process of working towards the Standard has been as important as 

attaining the accreditation because we have been able to make improvements and adapt to 

meet our ever increasing demand. This significant achievement reflects our ongoing 

commitment to delivering world-class cancer services in Ireland. 

We are absolutely delighted to have been accredited to the Helplines Standard. The process 

has been very useful for us and itôs good to know that we can reassure our service users that 

we provide a quality, accredited service. 

Very comprehensive and informative data protection training. De-mystified the jargon and 

helped me to translate an otherwise complex area. I can now clearly identify adaptations 

necessary for our Helpline and I'm confident that we'll now be future proof for pending 

changes to legislation. 

I have found the support from Helplines Partnership incredibly valuable since I joined 

Nightline in January 2013 and hope that this relationship continues well into the future. 

 

   

 

 Hear what our members say 



 

STATEMENT OF FINANCIAL ACTIVITIES FOR YEAR ENDED 31 MARCH 2014 

 

  

    

Unrestricted 
Funds 

£ 

Restricted 
Funds 

£ 

Total 2014 
 

£ 

Total 2013 
 

£ 
 
Incoming Resources from Generated Funds 
 

Voluntary Income 337 - 
                           

337  - 

Investment Income 14,774 - 
                     

14,774  26,859 

 
 15,111 - 15,111 26,859 
Incoming resources from 
charitable activities 353,915 9,275 

                   
363,190  183,919 

Other incoming resources 3,000 - 
                       

3,000  222,457 

Total Incoming resources 372,026 9,275 
                   

381,301  433,235 

        

        Resources Expended  
 

Fundraising trading : cost 
of goods sold 39,606 - 

                     
39,606  7,555 

Charitable activities 921,232 5,166 
                   

926,398  559,336 

Governance costs 23,462 - 
                     

23,462  86,978 
 
Other resources expended - - 

 
74,191 

Total resources 
expended 984,300 5,166 

                   
989,466  728,060 

Net (outgoing)/incoming 
resources before 
transfers (612,274) 4,109 (608,165) (294,825) 
Gross transfers between 
funds (45) 45 - - 

Net (expenditure)/income 
for the year (612,319) 4,154  (608,165)  (294,825) 

Fund balances at 1 April 
2013 1,541,161 9,872 

               
1,551,033  1,845,858 

Fund balances at 31 
March 2014 928,842 14,026 

                   
942,868  1,551,033 
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7% 
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1% 
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Fundraising trading: cost of
goods sold

Governance costs

Membership, Conferences,
Translation & Consultancy
Services

Virtual call centre

Training and Quality Standards

Staff costs

Accountancy, Bad Debts &
Depreciation

Premises

Management, Administration and
ICT

BREAKDOWN OF INCOMING RESOURCES  

 

BREAKDOWN OF EXPENDED RESOURCES 
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BALANCE SHEET AS AT 31 MARCH 2014  

 

 

 

These figures have been extracted from the audited accounts of Helplines 

Partnership for the year ended 31 March 2014. Full copies can be downloaded 

from the Charity Commission website. 

 

 
2014 

 
2013 

 

 

£ £ £ £ 

Fixed assets 
    

Tangible assets 
 

                   
216,451    

                   
   216,858  

     Current assets 
    

Debtors 
                         

67,341  
 

                   
117,192  

 Cash at bank and in 
hand 

                       
764,842  

 

               
1,345,690  

 

 

                       
832,183                                  

               
1,462,882  

 

     Creditors: amounts 
falling due within one 
year  (105,766)  

 
(128,707) 

 
 

    
Net current assets 

 

                   
726,417  

 

             
1,334,175  

     Total assets less 
current liabilities 

 

                   
942,868    

             
1,551,033  

     Represented by: 
    

Restricted funds 
 

                       
  14,026  

 
       9,872 

General funds 
                       
466,870  

 

               
1,028,811  

 
Designated funds 

                       
461,972  

 

                       
   512,350  

 

  
928,842 

 

             
1,541,161  

  

                   
942,868    

             
1,551,033  



 

Helplines Partnershipôs products and services continue to benefit helpline callers by 

enabling and supporting helplines to work in partnership to improve:  

 

Quality 

Helplines Partnershipôs commitment to service excellence for its Users and 

Members, whilst building frameworks of best practice to support its Members to 

deliver, develop and sustain effective help-services. 

 

Choice 

Helplines Partnershipôs responsibility to the wider public ensures it responds to their 

needs and provides them with options on how and when they access Helplines 

Partnershipôs services and those of its members. 

 

Capacity 

Helplines Partnershipôs ability to deliver is supported by ensuring it maintains 

appropriate competencies and robust resource management, to ensure its plans and 

activities are delivered proficiently. 

 

Access 

Helplines Partnershipôs obligation to develop inclusive services that respond to the 

needs of its Members, whether small or large, rural or urban, specific or holistic and 

service users.   

 

                   Governance 

                      Helplines Partnershipôs leadership role is to consistently anticipate and            

                        address sustainable service delivery, through robust planning,    

                          evaluation and performance management to ensure it is effective  

                                  and efficient in all that it does. 

 

 

                                        The Trustees confirm that they have referred to the        

                                        guidance contained in the Charity Commission's general            

                                        guidance on public benefit when reviewing the Charity's   

                                        aims and objectives and in planning future activities. 



 

 

 

 

 

 

 

 

 

 

 

 

 

 


