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Cha ir’s Report
As this Annual Review describes, the past year has been another one of solid achievement by
FiSH in helping those in need in Barnes, Mortlake and East Sheen, and in working with others in
our community. The basic figures demonstrate the extent of our reach: 10,271 passenger
journeys in our minibuses; 10,173 occasions which we talked, listened and gave advice to people
including through our befriending services; attendance of over 4,350 at the many regular
activities and events that we organise; and 2,362 instances in which volunteers provided one-toone help to individuals by way of car transport, assisting with tasks in the home and shopping.
Through all our activities, FiSH plays an important role locally in fulfilling stated aims of public
policy: combating loneliness, and maintaining the physical and mental well-being of the frail
and elderly, thereby enabling people to continue living independently as long as possible.
Helping people to get around, to maintain their mobility and to continue to participate in social
activity is crucial to meeting these objectives, and transport - both in volunteers’ cars and in our
minibuses - remains at the heart of FiSH’s services.
We are always on the lookout for new ways in which we can meet needs and fill in gaps in
service provision. Over the past year we introduced a monthly Wednesday Walkers’ activity
aimed at those, including volunteers, who are still reasonably fit and wish to remain so.
Partnership working with other charities and community organisations, and with the support of
local businesses, is increasingly important and something we are committed to developing.
The overwhelming bulk of our front-line services are provided by over 300 trained volunteers,
including 47 new ones who joined us in the past year. Without our volunteers FiSH would
simply not exist and we are indebted to each and every one of them.
The very nature of our service users means that there is a significant turnover each year. New
people requiring help or friendship come to us through word of mouth or signposting from
other organisations, but it is an ongoing challenge to make sure that the name and work of FiSH
is known to all those who might need our services and to their friends and families. This year we
took an initiative with local GPs to help remind people about FiSH.
Financially, our income and expenditure have been broadly in balance over the past year, and
we are enormously grateful for the funding provided by all our donors, and by individual
contributors. Thanks to previous fundraising activities, our reserves are at a satisfactory level but
we face in the coming year the need to replace one of our minibuses, and increased costs within
our office following a decision to extend the hours in which it is permanently staffed in order to
provide an improved service. FiSH has always been active in fundraising, often through events
linked to community activities. Our Open Gardens event has become a popular attraction - in
2015 run jointly with the Mortlake with East Sheen Society - as are our public concerts, one of
which was held in November 2015 at St Paul’s School with the splendid Barnes Concert Band
and other performers.
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In February 2016 we arranged an event for our funders and supporters at which the current
work and future strategy of FiSH was discussed. We were grateful for the views expressed by all
who joined us on this occasion, which have been a valuable input to our thinking about the way
forward.
I have found being Chair of FiSH a greatly rewarding experience. Our volunteers and service
users are drawn from a wide variety of backgrounds and personal circumstances, and all of us
gain from meeting one another and from seeing the difference FiSH makes to so many lives. I
could not have done the job without the support of the FiSH Trustees, to whom I give grateful
thanks. I would like to mention in particular Diana Midmer and Shirley Rizvi who retired as
Trustees in July 2015. Diana had been a Trustee for very many years and had chaired our
Transport Committee. I am especially grateful that she agreed to carry on with this latter role
for a further year. We were joined in July by Patricia Bacon who has brought particular
experience and enthusiasm on fundraising.
At the hub of FiSH is our small, dedicated, over-worked and enthusiastic team of staff, led by
Jenny Hughes. I thank her, Liz, Phyllida, Linda, Debbie, David and Terry, and also Leslie who left
us last year after many years of loyal service. They always go that extra mile to assist those in
need and are a pleasure to work with.
Andrew Horsler
June 2016
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FiSH Trustees & Governa nce
FiSH Neighbourhood Care is a registered charity and in 2012 was also incorporated as a
company limited by guarantee which began operating on 1 April 2013. The Trustees of the
Charity are the same persons as the Directors of the Company. The Articles of Association
provide for FiSH to have up to a maximum of 15 Directors, and over the year 2015-16 there
have been 12. Trustees as at 31 March 2016 were:
Andrew Horsler
John Wilson
Catherine Dewe Mathews

Chair
Hon Treasurer
Hon Secretary

Patricia Bacon
Michael French
Margaret Hill
Nigel Newby
Brian Timbrell

Penny Cowell
Tim Gates
Peter Marsden
Rev Richard Sewell

The Trustees have overall control of FiSH, make sure that it is doing what it was set up to do,
determine its strategy and organisation and take major decisions of policy. They are responsible
for ensuring that it is run with financial probity, approve budgets and accounts, and monitor
financial performance. The FiSH Trustees normally meet on a quarterly basis, and also take part
(with others) in smaller sub-committees covering Strategy, Finance, Transport and Events.
Trustees also often act as volunteers for FiSH, giving them first-hand experience of its work, and
as ambassadors for FiSH in the community and with other organisations.
The year 2015-16 saw concern expressed in the public arena about the governance, financial
control and reserves policies of charities. FiSH Trustees have reviewed the reserves policy and
are satisfied that the level of reserves is currently more than adequate, though is likely to fall
over the next two years. There will therefore be a need to maintain and step up fundraising
activities. Other specific subjects discussed by the Trustees over the past year included:
reorganising the staffing of FiSH in order to extend the hours in which the office is permanently
staffed and thereby provide an improved service; a revamp of some training activities; the
development of new services; and the future replacement of the older of our two minibuses.
FiSH operates under the PQASSO Quality Assurance System, promoted by the Charities
Evaluation Service for use by voluntary organisations. This provides templates for conducting
self-assessment and defines standards against which to judge performance and to set targets to
manage continuous improvement. The Trustees are pleased to report that in their opinion
sufficient progress has been made to advance to Level 3, the top level, in 9 of the 12 categories
recommended under PQASSO for annual review.
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FiSH Sta tistics
Annual Total of Jobs done and Events attended
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Our client members are 77% female 23% male.
Our volunteers are 73% female 27% male.
If our volunteers were paid 25K per annum they would carry out over £394,000 worth of work
for the community.
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What FiSH does - Jobs done and
events attended
RELATIONSHIP BUILDING AND ADVICE
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Over 5,000 miles covered by volunteers in their own cars to drive members to, for example,
hospitals, doctors, hairdressers, therapists, concerts and art college.

Relationship Building included 4,891 befriending visits and telephone calls, 1,351 people who
dropped into Fish ‘n Chats and 706 Retro Café participants.

2,259 people attended Tuesday Talks. A typically full house for one of the talks.
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FiSH Sta ff Team
The work of FiSH continues to increase year by year and grows ever more demanding. Last year
the FiSH Trustees decided that the time had come to create our first full-time post to oversee
the day to day operational activities of the organisation. Linda Dutton was appointed to the
position last autumn and began her new role in December.
Alongside Linda, the staff team now consists of Liz Dallas Ross managing the Befriending
service, Phyllida Cornfield, Transport Manager with Debbie O’Neill as Assistant Transport
Manager, David Leftwich and Terry Humphrey as FiSH drivers and Jenny Hughes in the role of
Director.
The staff team is grateful to the numerous volunteers who work throughout the year in the
office assisting in the administration of our activities and events.

Phyllida, Linda, David & Liz
Jenny, Debbie, Andrew Horsler (Chair) & Terry
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FiSH Helpline
The Helpline is still very much our front line service with volunteers arranging bespoke requests
for individuals as well as managing enquiries and important signposting to other local services
and organisations with whom we work. The daily Helpline is now fully integrated with our
database and, thanks to our volunteers who regularly operate the service, it is now more or less
paperless.
Over the last couple of years, we have seen a slight decrease in demand for the services of the
daily Helpline. This is due to a number of factors, including increased regular contact with many
of our service users; for instance, through the expansion of the FiSH Befriending service and the
regular FiSH activities which are on offer. The FiSH Helpline, nevertheless, is an excellent way to
assist individuals, particularly new contacts and referrals who might need support with transport
and shopping after a spell of hospitalisation or illness. Once an individual’s confidence has been
gained through contact with friendly volunteers, FiSH clients can be encouraged to participate in
other activities which can further improve well-being and self-esteem. This in turn helps reduce
social isolation.
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Tra nsport to B a rnes Green
The daily transport provided by FiSH buses to Barnes Green is a vital service for many members
of Age UK Richmond at Barnes Green Centre. For a return door-to-door service individuals are
now asked to contribute a small sum per journey. A FiSH Travelcard has been introduced which
users, or their family, can buy in advance and lasts for 20 journeys. This has worked extremely
well and avoids our drivers and our clients having to worry about dealing with cash for each
journey.
Thank you to Age UK Barnes Green Centre Manager, Janet Eaton, for all her support in enabling
our two organisations to work together. Undoubtedly our partnership helps to improve the
lives of many people within our community.
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Shopping Trips
As one client said to us earlier this year, “I don’t know what I would do without FiSH – I think I
would starve!”
Our door-to-door shopping trips are a vital service for many of our clients. We are not only
grateful to the army of volunteer escorts who make these trips possible, but also thankful to
them for helping to monitor the health of our regular users and to raise concerns if necessary.
Volunteers also help to encourage clients’ choice of healthy food options. The friendly
atmosphere created on the shopping bus often results in people swapping recipes and looking
out for each other.
A big thank you to our new member of staff, Debbie O’Neill, who as Assistant Transport
Manager organises the logistics for the regular shopping trips. Debbie’s friendly voice on the
end of the phone is often to be heard reassuring passengers about their pick up time and
always keeping calm in times of crisis.
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FiSH Outings
When there is a new list of FiSH outings advertised in our Newsletter, there is always a great
rush for clients to get their name on the list. With careful planning, Phyllida Cornfield manages
to ensure, as far as possible, that everyone has a fair chance to go on their chosen outing.
During this year FiSH organised visits to the Kew Musical Museum, the Isabella Plantation in
Richmond Park, Hampton Court Palace, the Sunbury Embroidery Centre, Syon House, the
Discovery Bus at Kew Gardens and the Camellia exhibition at Chiswick House. The FiSH bus also
took a group to the Olympic Cinema in Barnes, and was used to get people to a river trip on the
Richmond Venturer. Finally, we had a visit to the BBC Centre and to the Windsor Christmas Gift
Fair. As in previous years, we were delighted to be invited to the end of term school plays at St
Paul’s Boys School.
In order to carry out any successful outing, we rely very heavily on our volunteer escorts as well
as our volunteer drivers. By way of saying thank you to our volunteers an outing was organised
for them to Charleston House in East Sussex, famous for its connection with the Bloomsbury Set.
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Com m unity B us Hire
In order to supplement the running costs of the FiSH buses, we are happy to hire them out, with
a driver, to local community organisations. For instance:
The Active Retired Group
Castelnau Community Project
Christ Church East Sheen
Holiday at Home
Walsingham Lodge
The Good Companions
The Golden Girls
Both buses were used on Christmas Day to ferry those who would otherwise be alone, to a lunch
at St Mary the Virgin Mortlake and to Barnes Green Centre for the lunch arranged by the BCA.
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FiSH B efriending Serv ice
Befriending The borough of Richmond upon Thames has the highest proportion of people over 75 and
living alone in London and this will rise in the future. FiSH has a one-to-one befriending service for
people who, for whatever reason, may be feeling lonely or isolated.
Face-to-face Befriending on a one-to-one basis is about befriending for people who may be feeling
lonely or isolated. It usually takes the form of weekly or fortnightly home visits by a volunteer. Each
‘match’ or ‘relationship’ is tailored to individual needs. Visits are primarily listening and talking, but
sometimes include other tasks such as reading the post or aiding mobility by going for a walk. At any
one time we are managing about 60 face-to-face relationships.
Current relationships vary considerably e.g. one Befriender takes a lady on a monthly afternoon outing
to a garden centre for plant buying and tea. Another is with a client who is rarely able to go out so the
Befriender visits every Sunday afternoon for two hours. As well as chatting she helps her with
correspondence, tries to encourage her to leave the house and feeds back any issues to the Befriending
Manager. This has included contacting her housing provider over door issues, contacting Richmond
Social Services about possible care concerns and calling doctors on her behalf.

Telephone befriending involves talking and, more importantly, listening. As with face to face
relationships, the reason varies
enormously. For some people,
befrienders will be the only
person they have spoken to that
day, or even that week. For
instance, a housebound lady who
spends day and night in a chair,
whose only contact are her carers
who have scant time for social
interaction over and above
meeting her immediate needs.
She has been telephoned
regularly, by a FiSH volunteer
since September 2013.
A lady with occasional mental
health issues was called weekly
for a chat and reassurance but
since she has developed
dementia, these calls are now
daily to give her reassurance. She
now attends FiSH events
including the Retro Cafe and
Tuesday Talks.
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The Retro Ca fé
The Retro Café, set up in association with the Alzheimer’s Society, is for people with some
memory loss or early dementia. Some of the attendees, who have been coming for a while, now
have more advanced dementia and we accommodate this by having more volunteers on hand
to help. Sometimes there can be up to ten volunteers per session as well as carers. We are also
mindful that the café provides a short break for spouses and family carers. A recent quote from
the wife of an attendee “It gives me an hour to write my letters”.
The café tables have pretty tablecloths and we use bone china crockery. We focus conversation
with clients on things that are familiar to them thus providing stimulation. During 2015 we
started monthly poetry reading by two professional actors which has been a great success. They
carefully select poems that have rhyme or rhythm or ones that attendees might recall. One lady
who seldom spoke, when asked about the poetry reading became quite emotional saying “I

learnt one of the poems at school and I still remembered most of it”.
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FiSH ‘n’ Cha ts Coffee Corner
FiSH’n’chats is our social listening service. Trained volunteers set up a coffee shop at a suitable
venue and offer their listening skills to customers where appropriate.
A morning at FiSH’n’Chats is quite unpredictable! Sometimes they are really busy, and other
times there are just one or two visitors. However, it is always interesting to meet so many
different people. It is good to have some regular visitors who we can get to know, as well as
meeting those who visit only once.
A regular visitor says she enjoys coming and seeing people she knows - and misses FiSH’n’Chats
when it isn’t open!
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Lunchtim e Concerts
The monthly Friday lunchtime concerts, held at St Michael’s and All Angels Community Centre in
Barnes, is a very gentle way of introducing new FiSH members to our different activities. With
an average of 50 people attending each concert, clients and volunteers have an opportunity to
enjoy a light lunch together and listen to some high quality live music. Highlights this year have
been harpist Serafina Steer, pianist Christabel Gairdner, violinist Fiona Huggett accompanied by
James Cryer and some very talented young musicians from St Paul’s Boys school.
We would like to say a big thank you to our volunteer soup makers who are always willing to
produce copious amounts of extremely tasty soup.

17

Tuesday Ta lk s
Tuesday mornings at Barnes Green are always extremely busy as people arrive to listen to the
talk with anticipation. Quite frequently we have an audience of 70 or more people attending. In
order to transport those who are keen to attend but are less mobile, our two FiSH buses are on
the road at 9.00 am picking up people in East Sheen, Mortlake and Barnes.
One of our regular attendees says, “I love the information, learning new things and meeting
different people each week.” Another says “You can’t keep us away!”
Highlights have included:
‘14 Villages in Richmond’ Heritage Talk by Jane Short
‘Godfrey’s Ghost: From Father to Son in Dad’s Army’ by Nicholas Ridley
‘China, Yunnan and Shangri-La’ by Margaret Saunders
‘The Bee Keeper's Year’ with Unity Harvey
‘My first 50 years backstage’: Olivier and BAFTA award winning costume designer Clancy
‘Rambert Dance Company, Outreach and Elders Programme’
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FiSH B ridge Group
FiSH Bridge continues to thrive with four tables playing friendly, rubber bridge every second and
fourth Thursday of the month from 2-5pm. We stop for tea, cake and a chat at half time.
Although we cannot teach bridge, we try to accommodate most levels of play with helpers as
required. We can also offer transport to the less mobile. It is great, as a volunteer, to see the
pleasure given to others by an outing which both challenges the mind a little and provides a
warm welcome to those less able to play at regular bridge clubs. One or two bridge members
struggle with some form of dementia, but really do seem to enjoy participating in the game and
it seems to help the memory a little.
In the words of one of our players “I like to come to FiSH Bridge because it allows me to
continue to do something which I very much enjoy - and it is very nice to play with people of
the same standard.“
Another player reported “I enjoy the social occasion because of the company and meeting new
people. It is something to look forward to.”
One gentleman reported that it was the only regular thing to happen in his week.
Another said it was "nice to get away from the carer for an afternoon"!
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The FiSH Choir
There have been several articles in the press recently about how good singing is for your health.
Jean Oxley, conductor of the FiSH Choir ‘Singing Scales’, can definitely agree, as she has
members who are aged from 60 to 90 plus, and who are still going strong!
They meet once a fortnight on a Monday afternoon from 2:00pm – 3:00pm at Barnes Green
Centre. Not only do they enjoy making music, they also find time to make new friends. It is a
good social occasion and the numbers keep growing, so the choir is now able to sing in three
and sometimes four parts! They perform regularly – at Christmas, for the FiSH Sunday Service
and in the summer for the St Michael's lunchtime concert.
Choir member Marigold, enjoys singing in the choir as she likes the friendship it brings and she
says other friends can come and hear you sing.
Rachel says “Singing has always been part of my life. It is extremely good for you and helps you
cooperate with other people.”
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Wednesda y Wa lk s
Our inaugural walk in Richmond Park was in September 2015 when we were challenged by high
winds and rain which soaked those less well prepared to the skin. However our enthusiasm was
not dampened and we have met on every third Wednesday in the month since; a total of ten
meetings. The activity is aimed at improving health and providing social opportunities for
meeting others. The logic is that, if we can encourage the ‘younger old’, such as our FiSH
volunteers, to take regular exercise, they will stay more healthy into the later stages of their lives.
Initially the walks were advertised for ‘mainly men’ but it soon became apparent that women felt
excluded and now our walks are enjoyed equally by men and women. Numbers of walkers vary
from as low as four and a dog to as many as fifteen. We usually walk for about an hour and a
half along various planned routes across Richmond Park and finish in the comfort of The Home
Guard Club in Richmond Park Road. Here we are served with tea and cakes by FiSH volunteers
and enjoy relaxation and conversation.

21

Volunteer Tra ining
Ensuring that volunteers are equipped and confident to carry out their role efficiently and safely
is something to be taken seriously and we recognise that regular training benefits both
volunteers and clients. During the past year the following courses have been arranged:
Introduction to First Aid – May 2015 & February 2016
Moving & Handling – February 2016
Purposeful Listening Course – April 2016
Dementia Friends Sessions – November 2015 and February 2016
Dr Claire Pond, a Clinic Psychologist from St George’s Mental Health Trust, was the facilitator for
the Purposeful Listening Course and Piers Osborne, from Simply First Aid, was the facilitator for
the First Aid and Moving and Handling courses. Each of the courses received very positive
feedback from the course participants.
FiSH has also been able to open recent courses to smaller partner organisations who might
otherwise have difficulty in providing training for their own volunteers. Paying delegates have
been received from Active Retired, Embracing Age, Richmond Good Neighbours and this service
is being continued for future courses planned for later in the year.
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Fundra ising
During 2015-16 our main fundraising events were Open Gardens in June, Barnes Fair in July and
a concert at Wathen Hall in November.
The FiSH Open Gardens afternoon has become an extremely popular annual event and is one
that many local people look forward to from one year to the next, alternating as it does between
gardens in Barnes one year and East Sheen the next. In 2015 the event was held jointly with the
Mortlake with East Sheen Society with afternoon teas being served at the Home Guard Club.
Barnes Fair was the usual mix of bric a brac, jewellery and produce alongside a tombola stall,
and we were grateful for the support of the late Mike Bayon’s company who provided a
wonderful array of plants.
In November, on a very wet and cold evening, we again joined forces with the Barnes Concert
Band and other supportive friends of FiSH to ‘Brush up Your Shakespeare’ for a very enjoyable
evening with a Shakespearian theme.
Whilst these events raise a considerable sum for FiSH, it is recognised that they often stretch our
limited resources to the limit and we are hugely grateful to our volunteers who give unstintingly
of their time.
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Fina ncia l Sta tem ent
FiSH Neighbourhood Care Accounts for the year ending 31 MARCH 2016
This is a summary of the full accounts which, together with the Independent Examiner's report
by J.D.Blythe FCA, is available on request.
During the past year there has been more stability in our income sources, enabling us to meet
growing client needs with a slight increase in our administrative staffing, and yet end the year
with only a small deficit. In this, we are very grateful for grants from Richmond Borough and
from other charitable Trusts - Richmond Parish Lands Charity, Barnes Workhouse Fund, the
Inman Charity and the Kaye Pemberton Charity - as well as the generosity of our clients and
volunteers. For our key Befriending service we are very grateful also to the Barnes Workhouse
Fund, the Camellia Trust and the Friends of Barnes Hospital. The provision of transport remains
at the heart of so many of our services, and for this we are dependent on Richmond and
Kingston Accessible Transport (RaKAT).
Turning to the future, we face a number of financial challenges, including a rental charge for our
premises, and uncertainty over future levels of grant from the Borough, in addition to increased
staff costs. Although our reserves will be reduced, we will still retain sufficient to fulfil our policy
of holding sufficient for six month's operation. We, nevertheless, plan to address the growing
need for fundraising, over and above our current grant levels.
Incoming Resources
Grants
Subscriptions, Donations and Legacies
Bus Income
Event Income
Other Income
Resources Expended
Staff & Volunteer Costs
Premises Costs
Transport Costs
Events & Promotion
Net Incoming / Outgoing Resources
Assets
Current assets
Creditors
Net Assets
Represented by:
Bus reserves
General reserves

John Wilson, Hon Treasurer, June 2016
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2016
£54,117
£20,764
£13,537
£15,732
£2,229
£106,379

2015
£43,646
£37,307
£13,354
£14,980
£3,239
£112,526

£65,876
£15,419
£13,787
£13,420
£108,502

£50,962
£13,796
£13,734
£12,014
£90,506

-£2,123

£22,020

£139,134
£20,706
£118,488
£39,000
£79,488

£137,490
£16,789
£120,611
£39,000
£81,611

Work ing with Others
Barnes WI
The ladies of Barnes WI knitted some lovely jackets which
were distributed amongst FiSH friends. They also help with
baking for various FiSH events.

St Paul’s School
St Paul’s School Music Department generously allow us to
use Wathen Hall for concerts and also provide musicians
for our Lunchtime Concerts.

Kings College School
Each summer a group of boys,
accompanied by a couple of teachers,
come to FiSH during the school’s
community week. The boys do some
gardening, help with an outing,
prepare picnics or an afternoon tea
and entertain FiSH friends.
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A ck nowledgem ents
FiSH appreciates the ongoing support from:
Barnes Workhouse Fund
Camellia Trust
Dementia Friends Alliance
Friends of Barnes Hospital
The Inman Charity
The Kaye Pemberton Charitable Trust
London Borough of Richmond upon Thames
Richmond & Kingston Accessible Transport
Richmond Parish Lands Charity

FiSH would also like to acknowledge the support and partnership of:
Age UK Richmond
Alzheimer’s Society
Barnes Community Association
Friends of Barnes Common
Barnes Concert Band
Barnes Music Festival
Barnes WI
Home Guard Club
The Bulls Head
The Tree House
Mortlake with East Sheen Society
COOK
Gails
Natsons
Rodda’s
Winkworths
Savills
Sainsbury’s
Waitrose
St Paul’s School
Kings College School
The churches of Barnes, Mortlake & East Sheen

FiSH Administration: 020 8876 3335/6
FiSH Helpline: 020 8876 3414
FiSH Busline: 020 8876 3765
FiSH Befriending: 020 8878 8100
Email: info@fishhelp.org.uk
Website: www.fishhelp.org.uk
Company No 07933796, Charity No 1147516

