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The Board of Trustees underpins delivery of The Wilberforce Trust purpose, to ‘Empower 
people with sight and hearing loss, including those with other disabilities and to gain 
confidence and live as independently as they are able’ by overseeing the governance and 
risk management of the charity. We are always mindful of our responsibilities, to ensure 
long term financial sustainability, which enables us to support people in achieving their 
goals and ambitions. We work closely with the executive leadership team to embed sound 
processes and procedures which in turn facilitate a culture where all are focused on the 
outcome of our strategic objectives. 

During the last year we were delighted to welcome new Trustees to the Board, who bring 
skills and insights to our team from their respective backgrounds. Our Trustees have an 
enviable wealth of experience for example from,  industry, academia, legal and regulation, 
finance and health-care. This ensures our Board discussions are transparent, energetic and 
challenging. The skill set of the Trustees gives confidence that decisions made in the 
boardroom are commercially sound, with the aim of  fulfilling our purpose, and 
establishing that Wilberforce Trust is a expert in the VI sector, valued by its clients for the 
public benefit it brings. 

The Trustee Boards work is greatly facilitated by such an exceptional team of people 
manged by Philippa Crowther as CEO. This has been much in evidence throughout the 
whole of 2019/2020 and in the current year with its continuing expansion plans, 
notwithstanding all the complications brought about by the pandemic. The dedication and 
resilience shown by everyone in Philippa’s team over this period is a remarkable 
affirmation of combined effort, and the Trustee members are proud to work with them. 



Visual and Hearing Impairment 2020 
Today more than 2 million people are living with sight loss in the UK
by 2050 this is likely to be over 4 million. There are 25,000 visually
impaired children under 16 in the UK. Everyday 250 people start to
lose their sight and 1 in 5 will live with sight loss in their lifetime.
Around 350,000 people are registered blind or partially sighted in the
UK.

Today more than 12 million people are affected with hearing loss
across the UK by 2035 this is likely to have risen to over 15 million.
There are 50,000 children in the UK, half of these children will have
been born with a hearing loss and the other half are likely to lose it
during childhood.

There is a reported rising number of care and support vacancies over
the last 2 years, which has seen pressures put on the workforce of
many care agencies and organisations, questioning sustainability in
the adult and social care and health sector in York.

It is widely reported that there is a lack of affordable housing in York.
The extra care schemes mainly accommodate the elderly. There are no
specific housing schemes taking into consideration Visual impairment
and other disabilities.

Overall mental health concerns have moved to the top of everyone’s
agenda and not only people with VI or HI but those of families and
carers

RNIB research shows a generational divide in the use of technology
with the younger generation more likely to want to use internet,
smartphones and computers.

Teddy, one of our first 
members of Club Wilber. 

Gordon (right) supported
by Shaun a Wilberforce 
Trust support worker, a day 
at the seaside.   



Impact of Sight & Hearing Loss 
Sight Loss 

• Lower wellbeing – more than 4 in 10 people attending a low vision clinic 
are suffering from clinical depression and isolation. 

• Lack of emotional support - understanding of the needs and support of 
losing sight.

• Essential and practical support- learning or re-learning how to do 
everyday things from making a cup of tea to moving safely around the 
local area 

• Relying on some form of support – for example making meals, 
paperwork, picking out the right clothes

• Travel and Transport - Not being able to make the journey they need or 
want to make 

• Limited choice of how to spend free time – activities suitable or inclusive 

• Poor access to key information – medication and food packaging were 
almost impossible to read 

• Public awareness and attitudes towards sight loss being poor 

• Care and Support understanding – People not understanding sight loss 
support is limited 

• Financial struggles – additional costs and expenditure from job loss, not 
being able to gain employment to additional equipment needs or 
support costs.  

• Specialist support – often necessary in learning materials alternative 
formats and not always readily available 

Hearing loss

• Withdrawal  - withdrawing from social situations  often a feeling of 
emotional distress.

• Lower well being – evidence that hearing loss can cause a feeling of 
depression and isolation 

• Hearing loss can increase the risk of dementia – Evidence suggests hearing 
aids may reduce this risk 

• Waiting too long – Evidence suggests people wait on average about 10 years 
before seeking any help and often if they do the GP may fail to refer to an 
audiology clinic 

• Hidden disadvantages – reports show that employers feel less confident 
about employing a person with a hearing loss. 

• Public attitude- Often people do not recognise deafness and disregard the 
person. 

• Relying sometimes on support – For example with translating and enabling 
people to attend work , meetings or social events overall 

• Lack of signing at activities and events – Many events do not cater for 
hearing impaired  making them inaccessible. 



Wilberforce Trust at a Glance 

We are the largest local charity for visually & hearing
impaired people including those with other disabilities. For
the past 186 years our team of experts has be working
together to be an enabler for people living with sight loss
and other disabilities. Supporting people to gain
confidence and live as independently as they can and able
to contribute positively to our communities and turning
their ambitions into reality.

As a charity our income is invested into delivery of our
purpose, through day to day services. Introducing new and
innovative aids and services to address areas where needs
are not adequately met.

We put our customers at the heart of everything we do.

The Yorsensory Team Club Wilber visit Cadbury World 

One of Wilberforce Houses 



Empowering people with sight and hearing impairment, including those with other disabilities to 
gain confidence and live as independently as they are able. 

Housing 

To provide a safe supportive enabling environment for people with sight and hearing impairment 
including those with other disabilities to live with confidence and as independently as they are 
able. We will do this by ensuring the highest standard of accommodation with technological 
advancements and practical enabling facilities and equipment. 

Support 

To champion and deliver ambitious support and preventative services with and for people with 
sight and hearing impairment including those with other disabilities by ensuring they have the 
opportunities and environments to realise and achieve their goals. We will do this with 
professional highly trained support teams. We will champion activities for learning, fun and 
inclusion for families and children. 

Wilberforce Trust Statement of Purpose



Empowering people 

We are committed to helping those who have visual / hearing impairment including those with other disabilities to  gain 
confidence and as much independence as they are able. Opening up opportunities and encouraging people to achieve the 
aspirations they have for themselves and others. 

Contributing to our society 

We contribute to the York economy by providing jobs for 100+ people and committed to improving peoples knowledge of 
the care needs of disabled people through training and education.  We have an equal opportunities policy for 
employment. Any surplus funds are invested back into providing services and activities to support our purpose, so we can 
help people at different times of their life to get the support they need at that time. We work to be a model of good 
practice in order to facilitate the development of services on a local, regional and national basis.  

Customer needs 

Whilst working with Healthcare and Local Authority agencies to deliver statutory services we enhance these by addressing 
peoples needs that are not being met within those agencies in order to meet the many needs of customers. This includes 
practical and emotional support for adults, children, families and supporters. Helping to maintain a independent fulfilled 
life as much as possible. Having an ability to reach those people who require a holistic approach to their needs.  Showing 
added value to partnership contracts.  

The Environment

Sustainability of our environment is important to us. We are taking steps to minimise our carbon footprint and increasing 
our recycling and waste management overall.   

Our Public Benefit



Strategic Objectives 
Customers – To provide advice, guidance, information and activities that contribute to and increase
opportunities to those with visual and hearing impairment including those with other disabilities. Delivering
affordable Housing, care and support, and community services and activities. In 2019 we reached well over
500 customers.

Quality – To deliver consistent high quality support and care for all our customers . We have achieved a ‘good’
rating from CQC. In 2020 we will maintain this rating whilst striving for improvement to outstanding. Customer
and user feedback will be used in all that we do to ensure safe and quality services.

Supported independent living – To provide purpose built affordable housing for the benefit of those living with
VI/HI including those with other disabilities. In 2019 we provided accommodation for 23 York tenants and 10
Tadcaster tenants. In 2020 we will increase capacity by providing purpose built affordable housing for 30 York
Tenants and 10 tenants in our Tadcaster service.

Strong Trusted Brand – To build loyalty among customers, families, supporters, procurement and suppliers.
2019 we measured customer satisfaction, family satisfaction improved our supporter base and created a strong
distinctive brand. 2020 we will use the brand to create support and trust.

Our People – To build a sustainable reward and recognition programme, valuing the contributions they make to
the lives of those we support. Having robust engagement at all levels of the organisation and ensuring strong
and enthusiastic leadership. Valuing each individual and providing an environment where they can achieve.
Equality, Diversity and Inclusion will form part of of our overall HR plan from top down.

Financial and environmental sustainability – To enable sufficient sustainable funds in support of our purpose.
In 2019 we achieved growth and surplus to support our objectives. For 2020 we have an ambitious programme
of operational objectives and planned financial budgeting to achieve, with robust management. This will
include environmental activities to reduce our carbon footprint and improve our waste management.



CEO
Philippa 
Crowther 

As we go to print the world is in another phase of 
uncertainty around the Coronavirus second wave. 
The social care system and the charity sector are 
facing, like all us unprecedented times. Covid-19 
has changed the lives of all of us, especially those 
we support. Our staff have faced the most 
challenging of times, and have made all of us 
proud of the way in which dedication to our 
service users, there needs and their safety has 
been a major priority for us all. 



We strive to support any person with sight or hearing loss including those with other disabilities and their families through
all stages of their lives with meeting their individual needs. We aim to improve upon the services and support we offer and
reach as many people as we can.

We do this through a number of differing services, engaging with other organisations and partnership programmes and
contracts in supporting the local community and also by addressing areas where the needs of people are not being met by
other means.

In 2019/2020

We delivered 158,000 hours of care to tenants in our supported living houses and provided 34 tenanted properties.

We expanded our reach further to address those isolated in areas where services were difficult to reach through our mobile
outreach service giving support advice and guidance.

We expanded our reach to address the needs of children and families expanding our demographics from young to old, where we
recognised there was limited access to activities for blind and partially sighted children and their families. Club Wilber is a
programme of activities outside of education which allows children to learn new skills, have fun and be in an inclusive environment,
including siblings and families.

Through working with the City of York Council we delivered community assessments and rehabilitation services to those registered
blind or partially sighted and through our active hub for the fourth year, increasing the numbers of people supported and
monitoring outcomes at reviews with the local council.

We partnered with a number of different organisations and set up community cafes for tinnitus, drop in and sporting opportunities.
Expanding to retail and other business with VI and technology research and training sessions .

How are we 
progressing?

“Staff here really know  what they are doing”
“Coming here has changed my life”

“From the skills I have learnt I now have a job”
“I feel in really safe hands”

CUSTOMER



As a provider of Adult and Social care, our aim is to deliver the highest level of quality support , care and safety . To do this we
ensure that our staff are trained at a high level including sight and hearing loss. Our processes and procedures must meet or exceed
those standards as set down by section 20 regulations of the Health and Social care Act. Our aspiration is to be the best, safest, most
effective provider. Where customers , families and carers feel confident to receive services from Wilberforce Trust.

Our Quality Assurance is designed within the CQC, CYC, NYCC framework to support, planning delivery and monitoring along with
continuous improvement of all the support and care we provide . As a charity, we put quality, safety and our clients first in
everything we do and everything is measured and monitored against the following factors;

Safety- Meeting the highest safeguarding standards having systems in place to avoid harm or abuse for any client .

Effective – Providing evidence of peoples well being . Having robust risk assessments with DOLS/MDA framework in place

Caring – Ensuring everyone has a personalised experience to meet heir individual needs

Responsive – Design of good care planning alongside our well trained staff. Ensuring clients information is accessible and in a way
they understand. We ensure complaints and compliments are handled positively and in a timely manner

Well – Led – Management take responsibility and follow our robust audit systems which are regularly monitored. Management is
supportive and approachable. Staff are trained, communicated and regularly assessed and supported individually . Family and
tenants have appropriate forums

At our last 2018 CQC inspection we achieved a rating of ‘GOOD’ and positive CYC and NYCC monitoring meetings.

All safeguarding procedures were followed and all closed following investigation. No significant concerns were raised.

Our Quality assurance is reported through the Quality Assurance Committee and subsequently the Board of Trustees

QUALITY ASSURANCERated ‘GOOD’!



When we sat down to plan the future for the coming years in housing we had to think careful about what we could achieve in order
that we could still meet the ambitions of today and those of the future. Respecting that our Tadcaster services are important for the
complex needs clientele that we care for. Ensuring we invest appropriately to the housing needs of the clients we cater for.

We believe that creating accessible homes in York will meet those needs of people for years to come. We needed to ensure that we
could also provide a Living and Learning zone to be a part of a community – a place for social, educational and fun activities whilst
ensuring a professional service for emotional and practical support.

Work to move to The Wilberforce Trust to be a housing provider of accessible affordable housing to meet the needs of future
generations is now progressing :

Turning the turf of the new development. Artist impression of the new build The building work commences

Overall Health and Safety measures on all Facilities of the Wilberforce Trust and reporting is delivered through the facilities team to
the Quality Assurance Committee and subsequently to The Board of Trustees within an overall Governance Report.

SUPPORTED INDEPENDENT LIVING



A brand is so much more than words and colour it is the values of what we do and who we are. Its important that our brand stands
for what we do, the care and delivery and being experts in what we do.

We actively put our individual clients at the centre of everything we deliver, we differentiate ourselves in ensuring we listen and
enter into tailor made journeys for our clients to achieve their own individual goals and aspirations recognising everyone is different.

We work hard with customers, supporters and partners to maintain the trust that we have built over many years. Whilst making big
bold decisions about the future, it was important to differentiate ourselves by having big bold strong logo and colours but ensuring
that people know “that our heart for what we do is still as big today as it has always been.”

Looking forward our approach is build upon our brand with a compelling strategy that underpins our purpose. Emotional
connecting people and growing the trust in that brand.

We are reliant on our people to live our values right across the organisation championing our purpose and delivering what we say
we will.

Communication and customer engagement is key to our stakeholders so we are in the early stages of designing promotional
materials and ways of engagement .

From; Clients, families, carers and staff. Partners, Business and individuals. Donors, Grants and Trusts. CCG’s NHS and Local
Authorities. Volunteers and Supporters and Ambassadors

Website development -Critical development for the coming year to re- launch our website.

We communicate with our customers through social media - facebook, linkeden, twitter. We want our customers to act as
promoters and brand ambassadors, so we must develop further feedback mechanisms.

We believe that our people have the expertise and commitment to set us apart from other providers.

BRANDING



Our success is dependant on our peoples skills, passion and commitment of our people. Our objective is to build an environment where
everyone can thrive and be recognised for the role they do for The Wilberforce Trust and its customers. We introduced our values
award to ensure we recognise every individual for who they are and what they are achieving with and for the customers. We celebrate
their achievements and look to find ways they can achieve their own goals and fulfil their own potential.

Our values programme was refreshed and relaunched and we have rewarded over 20 people individually for their achievements

The pay and reward structure has kept up to the living wage foundation and ahead of market rates for all roles within the Trust and
the healthcare package for all staff this year.

The support worker training consistently stands at 95%+ the HQ achieving over 90% this year at any one time. Staff have been
supported on courses and conferences across every department.

Staff forums have proven challenging and we are to look at ways to refresh these to engage better with all staff.

Volunteering has grown substantially this year with a record number of differing skills and this continues to celebrated.

The HR department has refreshed with a new structure for best support to all staff. A new model for care delivery is an ongoing
objective with Operations and HR with new terms and conditions and policies.

All HR compliance and tracking is reported on through the Finance and Personnel Committee and subsequently through The Board of
Trustee Governance Report

OUR PEOPLE



A challenging year across Adult and Social Care. As a charity all our income is invested  back into delivering our purpose so we can help 
more people to achieve their goals and ambitions with a visual or hearing impairment . We look at ways to expand our ability to reach 
those who are in need and those in need of more than the statutory services are able to deliver. All services are scrutinised for financial 
return or break even . We have a clear road map on cashflow and servicing of the debt through Julius Baer. 

Through tight financial controls operational cash flow was positive and good investment return . Major funders remain as City of York 
Council, North Yorkshire Council, Continuing Healthcare and the Housing Benefits Agencies.  Negotiated  rates for care and support and 
rents remain a high agenda item. 

Reduction to voids and agency spend  and placements for the new build, is a major objective for all in Operations and HR.  Local 
Authority Yorsensory service – break even to date.   We will look to enhance revenues through other services in the department. 

Return on Investment in Fundraising has been measured this year.  We have seen a substantial increase to revenues in this area  from 
Bids and Grants.  A legacy strategy has been launched  and events have returned surplus or break even results. 

Financial compliance, fundraising compliance and GPRP are all measured and reported on through the Finance and Personnel 
Committee  and subsequently through the Board of Trustees under the Governance report. 

Financial Sustainability



The Wilberforce Trust takes environmental sustainability seriously from carbon emissions, global warming , landfill and climate change. 
We believe that there are things that we can do to ensure we play our part in this serious issue.

In the coming year we will plan a number of activities in the following areas :

• Utilities- Solar panels 

• Carbon emissions – Car Share and Bike to work Electric charging points 

• Waste Management – Cardboard and recycle bins 

• Site Maintenance 

• Suppliers 

As with all issues including environmental ones we encourage our people to put forward their ideas and comments on where we could 
improve. 

Environmental Sustainability



Equality, Diversity and Inclusion 

The Wilberforce Trust takes equality, diversity and inclusion seriously.  We believe that there are things that we 
can do to increase our reach to these communities

• To look at our policies and procedures for equality, diversion and inclusion 

• To challenge ourselves that we are fully represented at all levels of the 
organisation for top down and bottom up. 

• To work with other organisation to extend our reach for staff and clients from the 
BAME community.

• To re-design our recruitment for all, to ensure inclusive language is used on all 
recruitment processes and adverts 

• To re-design communications to ensure the language we uses welcomes 
everyone.  



Risk Management           
Effective management of risk is essential in order to make the best decisions or our clients, families, 
carers, people and the charity itself. 
Sound risk management principles are used in a coordinated way throughout the charity. We view good risk management as a continuous
journey of improvement. The Trustees of the Charity are also its Directors of the company and along with the Chief Executive and Finance
Director constitute the Board.

The Board is responsible for setting strategy, ensuring that there are necessary financial, human and physical assets to meet the Charity’s
strategic aims; monitoring the performance of the Charity and overseeing risk management and setting the Charity’s values.

There are three committees that provide counsel, expertise and support to the Executive team. Board committees undertake an evaluation
of performance and use the results to inform the Trustee Board in order that improvements in operational performance are considered
which may lead to improved strategy and governance of the Charity.

The Audit and Risk Committee provides assistance to the Trustee Board in fulfilling its oversight and governance responsibilities in the
following areas: Reviewing the effectiveness of identifying areas of risk, their management and control, specifically to manage the process
of identifying and controlling risk through the oversight of the Trust’s Risk Register. Ensuring the integrity of the accounting systems and
controls and the Trusts financial statements and internal reporting systems. Compliance with legal and regulatory requirements
Appointment, renumeration and performance review of the Trust’s Auditor (It is proposed that the audit contract will be placed out to
tender again in 2020).

The Finance and Personnel Committee purpose is to provide the Board of Trustees with assurances that they are holding the Executive team
to account on the day to finances, that they are robustly in line with good accounting practice and managed appropriately against the
strategic and budgeted expectations. Wider evaluation of spending plans and funding needs of the charity and post -investment appraisals,
investment and reserves policies and management are carried out by this committee.

The Quality and Health and Safety Committee evaluates care and health and safety within the organisation. Care quality and health and
safety are an ever -evolving regulatory requirement requiring good quality performance indicators in order to check everything we do
against best practice. Some indicators will be driven from customer, family and carers feedback whilst others represent regulatory
standards. At present the Compliance committee have this responsibility to assure the Board of good practice in the care and safety aarena.



Quality of care Economic climate & key partnerships Regulatory/ Policy environment 

Risk 
Lack of training or awareness of appropriate operating 
procedures and compliance could compromise the quality 
of care and clients well being. This could lead to cost, 
penalties and other sanctions being imposed on us, 
including loss of registration and damage to our 
reputation. Ensuring having the trained personnel to 
deliver the quality of care that the Trust demands

Risk
Local Authority Adult & Social Care and Health economy 
facing continued pressure gives WFT challenges of fee 
rates to keep in line with costs & wages. Tender process 
for Yorsensory or no increase to the LA budget could put 
the contract at risk thus reducing  reach to clients and 
financial sustainability in this area.
Markets devalue portfolio. Key fundraising competition 
from other local and national charities . 

Risk 
In common with many other UK organisations and 
charities, the current regulatory and legislative 
environment in which we operate is subject to  increasing 
change. Failure to recognise, adapt and comply with any 
of them may cause additional costs, penalties or other 
sanctions and damage to the Charity’s reputation 

Mitigating controls Mitigating controls Mitigating controls 

• Whistleblowing policy
• Up to date standards and policies 
• Programme of quality and safety improvement activity 
• Induction of care procedures and policies for all care 

staff
• Proactive selection of clients based on admission 

criteria
• Quality assurance measures
• Equipment regularly  reviewed, in line with LOHLER 

and H&S regulatory measures
• Robust HR recruitment and training 

• Dedicated leadership team managing contracts
• Longer term contract negotiating and  regular reviews 

with key partnerships.
• Strong portfolio of service available to the private 

market with ongoing evaluation of other opportunities 
and services.

• Fundraising strategy  and other revenue strategies. Bid 
writing skills and key relationships management 

• Draw down monitoring in line with build schedule. 
Potential options evaluation 

• Maintain rigorous and robust capital expenditure 
approval.

• Mandatory training with regular compliance checks
• Ensuring regulatory body updates are the responsibility 

of the leadership team, and disseminated to 
appropriate people and action taken to comply 

• Continual audits against regulatory standards and policy 
changes measured and maintained by all depts with 
rigorous reporting. 

• Continual scanning through key links for any change to 
policy and compliance. 

• Key personnel in place to manage compliance in all 
areas 

2020/2021 plan 2020/2021 plan 2020/2021 plan 

• Quality assurances measure and reviews 
• Improvement Plan 
• Key risk indicators dashboard 
• Improve the audit manpower capabilities
• Maintain key performance indicators for all personnel 

• Maintain cash levels
• Management of loan facility 
• Retain cash wherever possible 
• Cost control plan 
• Maintain Key performance  indicators
• Strengthen  fundraising strategy and capability 

• All committees to report to the Board through the 
Governance committee on regulatory compliance

• Focus on promotion of compliance to policies with all 
staff

• Regular audit programme of services
• Programme of policy review to ensure up to date 

policies in all areas 



Service proposition Cyber security New build project 

Client and partners demands continue to change as do 
opportunities to offer better and new and expanding 
services to increase our reach. Without adaption of our 
existing  services to match demands we may be 
compromised 

Risk to the charity of a security incident involving a breach 
of data protection. Could lead to operational, legal, 
contractual and or regulatory consequences and 
reputational damage. Unauthorised access to our systems 
and information, breaches from staff releasing 
unauthorised information. 

The new build project requires at all stages a financial  
analysis against the budget as agree by the Board agaist
the tender from William Birch. Health and Safety and 
Quality control and M&E monitoring.  Project 
management, quantity surveyor and 

Mitigating controls Mitigating controls Mitigating Controls 
• Review all categories of services i.e. housing, support 

and care. 
• Collect continuing valuable customer/ client / partner 

feedback and satisfaction
• Maintain knowledge of the York and Tadcaster markets 

whilst looking at  the national picture. 

• Trained GDPR and Caldicott Guardian personnel 
• Regular audit and review 
• Supplier of services (Xicon) assistance and virus 

protection  
• Continual user awareness through training and good 

systems hygiene 
• Client  record hygiene 

∙ Appointment of a clients representative ( QS) 

∙ Appointment of M& E representation 
∙ Overall Project manager reporting to CEO and Board 
∙ Official Project meetings minutes and action planning 
∙ F& P committee review of Financial projections on build.
∙ Monthly project meetings and reporting 

2020/2021 Plan 2020/2021 Plan 2020/2021 Plan 

• Have a clear plan for all areas of the service delivery 
areas 

• Have a clear plan for fundraising for specific new and 
enhanced services and activities 

• Use national and local data analysis on the market 

• Continued regular training 
• Updates to leadership cyber training 
• Update to all virus protection 
• GDPR client record hygiene  
• Policy review on GPRP and other protection measures

∙ Full project management with reporting mechanisms 

∙ Transition planning with all departments 
∙ Communications plan for al stakeholder groups 
∙ CYC transition planning for care hours and assessments
∙ Housing management  policies and procedures 
∙ Build project on time within budget and transition in 
place
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