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HOW WE ARE MAKING AN IMPACT

SSAFA’S SERVICE COMMITTEES

WETHERALL FAMILY

WHAT’S INSIDE

SSAFA helped Cheryl and her husband Tim – a
Sergeant in the Royal Electrical and Mechanical
Engineers – pay to train a medical assistance dog
for their daughter, Emily.
Emily was diagnosed with a heart condition at just
a few weeks old. Doctors recommended the family
get an assistance dog, trained to give early warning
when Emily has difficulties. But Cheryl and Tim
were told children under five aren’t given dogs as
there’s no guarantee the child will survive. So, they
decided to get a dog and pay for the expensive
training themselves.
“It never occurred to me to ask SSAFA – one of
my friends suggested it. I met our local service
committee community volunteer and she said,
‘this is exactly the sort of thing we want to help
with’. I was delighted! When SSAFA gave us
£1,300 towards training our dog, Rocky, I burst
into tears! Rocky has already picked up so much
– and given me a heads-up once or twice about
Emily, which is just amazing.”
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A MESSAGE FROM OUR CHAIRMAN
Having been Chairman for just over a year, I am
extremely proud of the breadth of SSAFA’s activity and
the impact we have had on all the people we have
helped. We have continued to work together as one
SSAFA family – our staff, teams of volunteers and the
many organisations we work with – to support 73,227
people through our charitable and specialist services.
That includes the 40,000 people we helped in 12
countries, with health care and social work services on
behalf of the Ministry of Defence (MOD).
During my short time with SSAFA, I have been impressed
and humbled by the commitment of our 5,802
passionate volunteers. We would not be able to reach the
huge numbers of people we work with without their
support, and the thousands of hours they generously
give every year. They completed 38,725 cases and visits
in 2017 – even more impressive considering we had fewer
volunteers than last year and many of the people we’re
helping now have more complicated needs.
The needs of our clients are more challenging than ever
before. For example, there is a growing problem of
isolation and loneliness among veterans, and more
people with mental health issues who need our support.
Our five-year plan will help us meet these ever-changing
needs. To do this, we need to fully understand them. We
must strengthen and develop our services, and make
sure we have the sustainable resources to deliver
complementary, tailored support.
Our talented and compassionate staff are well placed to
understand the needs of our Armed Forces community.
Over the last year, they have continued to step up to the
challenge and help us enhance our services so we can
provide the right support, at the right time.

ground-breaking initiative to improve the lives of
veterans born before 1950.
The partnerships we built this year – with Age UK,
Veterans’ Gateway and other benevolent funds – helped
us strengthen our services and support more people. We
also worked with Stonewall, and are proud to be one of
their Diversity Champions and therefore more accessible
for the lesbian, gay, bisexual and transgender (LGBT)
community. This reflects our commitment to diversity
and inclusion, and will show people who need our help,
and our supporters, we’re here to listen and support
without judgement.
It’s also important to remember the wider impact of our
work. For every person serving and every veteran we
support, there is a network of friends and family who
benefit too. Whether the way we support their loved
ones affects their quality of life or we reach them through
a support group, we mustn’t underestimate the
difference SSAFA makes to Armed Forces families and
the wider community.
I would like to say a huge thank you to all our partners,
and our dedicated volunteers and staff for their hard
work this year. Together, by supporting the person
behind the uniform, we’re making a huge difference to
people’s lives.

Lieutenant General
Sir Gary Coward KBE CB
Chairman

We’ve seen more referrals to our mentoring
programme this year, since we extended it to all three
services in the Armed Forces. Thanks to LIBOR funding,
we launched a new service to support Gurkhas who
relocate to the UK with their families. We also partnered
with Age UK, and our Joining Forces programme is a
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OUR APPROACH
OUR VISION
In recognition of their service to the nation, SSAFA works
to ensure that the needs of our Armed Forces, veterans
and their families are met in an appropriate and timely way.
OUR MISSION
SSAFA exists to relieve need, suffering and distress of our
Armed Forces, veterans and their families in order to
support their independence and dignity.
WHAT MAKES US UNIQUE?
With more than 133 years of experience, we’re the oldest
national tri-service Armed Forces charity. We began by
supporting military families, serving personnel and
veterans in 1885. There are only two criteria for assistance:
eligibility and need.
In July 2017, we published our strategic review. This is our
pledge to the Armed Forces community to continue to
provide lifelong support to those who are serving, have
served and their families. Our review outlined the changing
needs of our beneficiaries and the environment we operate
in. This includes the changing demographic of our clients,
the increased complexity of need, the greater regulatory
pressures and an uncertain economic climate. As a result,
we have created a new strategy, designed to address these
challenges while making sure we stay focused on our core
role. This is, and will remain, the provision of personalised
support to those in need.

WHO WE HELP
For the next five years, we will deliver against objectives
that meet five strategic aims:
• Understanding need: We will ensure that we understand
and adapt to the needs of those we support.

SSAFA, the Armed Forces charity, provides lifelong support to our Armed Forces,
veterans, reserves and their families. We began our work in 1885, and in 2017 our staff and
teams of volunteers helped more than 73,000 people – from World War Two veterans to
those involved in more recent conflicts, and their families.

• Effective support: We will alleviate suffering and distress
by providing appropriate, timely and effective support.
• Awareness and understanding: We will strive to be
recognised, known and understood.

MILITARY FAMILIES

• Sustainable resource: We will ensure we have people
with the right skills and sufficient time to deliver our
services, underpinned by a sustainable income.
• Collaborative working: We will work collaboratively
within the organisation and with external partners.
Our new strategy will enable us to deliver a policy of early
intervention. Our research has proven that providing help
in the earliest stages of need can only be a good thing,
particularly in the transition from military to civilian life. As
the environment in which we operate becomes
increasingly challenging, the principles of the strategic
review will ensure that SSAFA continues to be an effective,
relevant and trusted organisation focused on delivering the
best possible personalised support to those who find
themselves in need.

SERVICE MEN
AND WOMEN

WHO
WE
HELP

FAMILIES WITH
ADDITIONAL NEEDS
& DISABILITIES

MILITARY ADOPTIVE
FAMILIES

VETERANS AND
THEIR FAMILIES

RESERVES
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SERVICE LEAVERS
NEEDING MENTORING

FAMILIES IN OUR
SUPPORT GROUPS
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OUR VOLUNTEER SUPPORT NETWORK

THIS YEAR’S HIGHLIGHTS

We support serving personnel, veterans and their families, working in every county in the UK. Our
volunteer network also extends abroad (see page 20), through our four overseas branches and 16
service committees on military bases.

Shetland Islands

SCOTLAND
22 BRANCHES
5 COMMITTEES

73,227

5,802

We supported 73,227 people in the
Armed Forces community –
8% more than in 2016.

Our 5,802 volunteers helped us
deliver vital support.

91 BRANCHES
65 SERVICE COMMITTEES
NORTHERN
IRELAND

38,725

1 BRANCH
1 COMMITTEE

ENGLAND

Our volunteers visited and
worked on 38,725 cases.

52 BRANCHES
41 COMMITTEES

1.3m
Our volunteers donated nearly
1.3 million hours of their
time to SSAFA.

WALES
9 BRANCHES
2 COMMITTEES

CROWN
DEPENDENCIES
(GUERNSEY, JERSEY AND
ISLE OF MAN)

Channel Islands

3 BRANCHES

OVERSEAS

4 BRANCHES
16 COMMITTEES
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551

121

We supported 551 people through our
Prision In-reach and Veterans in the
Criminal Justice System programmes.

Our mentoring programme
supported 121 Wounded,
Injured and Sick service leavers.
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OUR FINANCES – AN OVERVIEW

HOW WE SUPPORT THE
ARMED FORCES COMMUNITY

WHERE THE MONEY COMES FROM
DONATIONS & LEGACIES

£9,247,000

EVENTS & TRADING

£2,566,000

FUNDS RAISED FOR CLIENTS IN NEED

£13,063,000

HOUSING

£1,718,000

ADOPTION

£247,000

HEALTH & SOCIAL CARE CONTRACTS

HOW WE SPEND THE MONEY

£17,041,000

NHS CONTRACTS

£2,110,000

INVESTMENT INCOME

£1,276,000

OTHER

£163,000

TOTAL

£47,431,000

FUNDRAISING & MARKETING COSTS

£2,180,000

EVENTS & TRADING

£649,000

SSAFA GRANTS TO CLIENTS IN NEED

3%

£13,433,000

WELFARE & SPECIALIST SERVICES

£8,775,000

HOUSING

£3,592,000

ADOPTION

Investment income

£728,000

HEALTH & SOCIAL CARE CONTRACTS

4%

£14,773,000

NHS CONTRACTS

NHS contracts

£2,164,000

GOVERNANCE

19%

£260,000

TOTAL

£46,554,000

Donations &
legacies

5%

36%
Health &
social care
contracts

28%

Fundraising & marketing

Events &
trading

1%

5%

NHS contracts

28%

32%

1%

Events & trading

5%

Funds raised for
clients in need

Adoption

1%

Governance

SSAFA grants
to clients
in need

OUR FOUR DIFFERENT TYPES OF SERVICE

To achieve our objectives, we need to:

1. Welfare advice and support
Our UK-wide network of branches in local communities
and service committees on military bases offer practical,
financial and emotional support. We help serving
personnel, reserves, veterans and their families with
everything from financial hardship to family breakdown.

•

keep and sustain our network of trained and
committed caseworkers and volunteers so we can
meet the needs of our clients

•

grow awareness of SSAFA, the Armed Forces
charity, so potential clients, stakeholders and the
general public know who we are and what support
we provide;

2. Specialist services
We mentor people as they transition from the military to
civilian life, help families adopt, help veterans in the criminal
justice system and provide a support service to the UK
Gurkha community. All our services are designed to meet
the specific needs of the Forces community and are run by
SSAFA employees, with support from teams of volunteers.
3. Housing
We offer a range of safe and comfortable housing options,
including long-term accommodation for older and
disabled veterans and short-term housing for families of
injured service personnel and victims of domestic violence.
4. Health and social care services
We provide primary and community health care and social
work services, on contract to the MOD in 12 countries,
including the UK.

• raise sufficient money to give our clients the
support they need when they need it, maintain our
reserves and avoid running a cost deficit in our
national funds;
•  manage our activities efficiently and effectively
to make the best possible use of our resources
and maximise the support we give now and in
the future.
HOW WE HELP
Our trained welfare advisors and volunteers work
with each person to find out exactly what they
need. They may just need someone to listen. But,
more often than not, we put them in touch with the
support services that can help them get their lives
back on track. For example, it might be one of our
local SSAFA branches or organisations like:
•
•
•
•
•

Army Families Federation;
Combat Stress;
Forces Law;
Hidden Wounds;
Veterans UK.

Health &
social care
contracts

4%

Housing

2%

Adoption
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8%

Housing

18%

Welfare &
specialist services

ssafa.org.uk 9

SSAFA FORCESLINE: WE’VE GOT YOUR BACK
Forcesline, our free helpline for the Armed Forces
community, is often the first point of contact for
people who come to us for support. When someone
gets in touch, they need help and understanding –
especially if they’re going through a very difficult
time. So, we’re always:
• empathetic – we listen, and put ourselves in their
shoes so we can understand what they need;
• genuine – we’re human, always warm but always
professional;
• non-judgemental – we respect everyone, no
matter their circumstances.
WHY PEOPLE NEED FORCESLINE
People get in touch about a range of issues, from
relationship breakdown to addiction. And, often,
they’re dealing with several at once. This year, we
received the most contacts about:
1.
2.
3.

Housing
Physical and mental health
Debt

12,520 ARMY CONTACTS
2,017 NAVY CONTACTS
2,678 RAF CONTACTS
9,544 OTHER CONTRACTS
(professionals on behalf of another person, or did not specify)

26,759

We dealt with 26,759 calls, emails and letters to Forcesline in 2017 – 5% more
than last year – handling between 2,000 and 2,500 contacts per month from
people in need.
Our team of Forcesline advisors
offers free, confidential advice and
is outside the chain of command.
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1. Welfare advice and support from our volunteers
We have the largest network of trained volunteers of any
military charity. They are the heart of SSAFA – and vital
when it comes to supporting the Armed Forces
community. They help people with everything from
addiction and debt to homelessness or health problems.
Our volunteers donated nearly 1.3 million hours of their
time to SSAFA in 2017.
OUR CASEWORKERS MAKE US ONE OF A KIND
Our huge network of trained caseworkers can be a lifeline
for potential clients. We are seeing more people with
more complicated cases that take more time, expertise
and tailored support to resolve. Our caseworkers spend
time, give friendly advice and get to know what support
would work best for them. They then work with other
organisations to help clients get the funding and support
they need – anything from living essentials or counselling
to a new oven. Visits are a key part of our normal
preventative welfare work, where we aim to monitor
vulnerable clients, foresee possible issues or needs, and
offer advice before the problems become serious.
OUR COMMUNITY VOLUNTEERS GIVE US A
WORLDWIDE PRESENCE
With our community volunteers, we can be there for
serving men and women and their families on military
bases across the globe. Whether it’s supporting
bereaved families, giving advice on settling into service
life or just transport to the local hospital, they can make
the challenges of military life that bit easier.
OUR SPECIALIST VOLUNTEERS PROVIDE
TAILORED SUPPORT
Our specially trained volunteers help us give people
support that’s tailored to what they’re going through.
See how our specialist services and volunteers can help
on page 15.

CAN YOU HELP?
If you volunteer for SSAFA, you’ll meet inspiring
people, boost your confidence and learn some new
skills – whilst supporting the worldwide Armed Forces
community. Visit ssafa.org.uk/volunteer.
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SSAFA’S CASEWORK

MANDY

5,802

SSAFA’S COMMITMENT TO DATA PRIVACY
We gather a lot of information about the people we
support, our fundraisers, supporters and volunteers,
so we take data protection and privacy very seriously.

This year, 5,802 SSAFA volunteers helped
support our Armed Forces around the world –
including more than 3,000 trained volunteer
caseworkers.

In 2017, we worked towards making sure we have
the plans and processes in place to comply with
the new General Data Protection Regulation
(GDPR), which came into force on 25 May 2018. We
reviewed the way we capture, use and retain data
to make sure we have the proper safeguards to
protect and use it responsibly.

38,725

Our volunteers completed 38,725 cases and
visits in 2017.

20,822

17,762

Cases are more
complicated
individual welfare
problems that need
investigation,
counselling or a
caseworker to
manage the
situation and check
on progress.

During visits,
clients talk face-toface with our
volunteers and get
much-needed
advice and support.

CASES

VISITS

Corporal Mandy Small’s husband, Chris, took his
own life in November 2016. He served 21 years as
a chef on some gruelling to tours, including Iraq,
Bosnia and Kosovo. Mandy, who served 12 years
in the RAF Police, has been supported
throughout by SSAFA caseworker Sue Cross.
“Chris changed a lot during his last two years of
service. We separated because he was unfaithful
and drinking too much. He hadn’t been officially
diagnosed with PTSD but he was obviously
struggling.”
Two-and-a-half years after leaving the Army, Chris
committed suicide: “I think he was so used to
having everything done for him, when he came out
he struggled. He must have been desperate.”
Mandy saw an advert for SSAFA and got in touch.
“Sue went through all the paperwork with me and
got funding for the funeral. She even helped
organise counselling for my son. She has been
absolutely fantastic. I’m not sure what we’d have
done without her.”
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SSAFA’S GURKHA SERVICES

CHANDRA

JOINING FORCES:
AGE UK AND SSAFA
In May 2017, we partnered with Age UK in a
ground-breaking initiative to improve the lives of
older veterans born before 1950, and their families.
This three-year project is financed through the
Aged Veterans Fund, funded by the Chancellor
using LIBOR funds. We are pooling our resources
and expertise to deliver 12 local projects, and
several new national services, including:
• tailored information for older veterans and their
families on Age UK’s website;
• C all in Time befriending phone service, putting
isolated veterans in touch with volunteers;
• a regular tailored newsletter for older veterans
and their families.
Through our Joining Forces partnership, we aim
to engage with 45,000 older veterans and fill any
gaps in service provision by 2020.

SSAFA caseworker, Chandra, spent 14 years in
the British Army. He’s now indispensable to the
Gurkha community in Reading.
Chandra came to the UK in 2007, and settled in
Reading. After a trip to Nepal to bring his ill wife to
the UK, his housing benefit was cut off and he fell into
debt. Chandra turned to SSAFA: “A caseworker
helped get me back on my feet. I told him about
myself and he said, ‘Why don’t you join SSAFA?’. I’ve
been a volunteer caseworker for SSAFA ever since!”
Chandra recently helped a terminally ill veteran
return to Nepal to be with his family. He’s also
helped SSAFA in Reading set up English language
classes: “It’s very beneficial. It helps them find jobs
and for many it’s a reunion as they knew each other
in the Army years ago. I just want to help the
Gurkha community effectively. We must make sure
the money goes in the right places, so they get the
right support from SSAFA.”
To find out more, visit ssafa.org.uk/gurkha-services.
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Gurkha veterans and their families attend
weekly English language lessons, led by
SSAFA Berkshire branch.

2. Specialist services – help where it’s needed most
With our specialist services, we can respond to the everchanging needs of our clients. They range from helping
serving personnel transition into civilian life to supporting
ex-service men and women who are in the criminal justice
system. This year, we changed and added to our services
to make sure we’re providing even more targeted, tailored
support for the Armed Forces community. When we
pinpoint a particular need, we adapt our services to make
sure we can offer people the right support at the right time.
SUPPORTING GURKHA VETERANS SETTLED IN THE UK
Gurkhas are Nepalese soldiers recruited to the British
Army, and more than 12,500 settled in the UK with their
families. Many struggle with ill health, low literacy and
poor English language skills, which can lead to isolation
and poverty. In October, we started a new LIBOR-funded
service to support Gurkha veterans and their families
more effectively.

With our new Gurkha service, we want to make life
better for Gurkhas and their families. We have
developed links with local Nepalese communities and
the Gurkha Welfare Trust, at the same time translating
information resources into Nepali and giving extra
training to the branches supporting them. We’re also
creating a guide for volunteering with Gurkhas,
providing cultural awareness training, sharing best
practice, and spreading the word to the Gurkha
community about how SSAFA can help them.
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Alfred from our Southend Veterans’ club
meets currently serving personnel at his
99th birthday party.

SUPPORTING VETERANS IN THE CRIMINAL
JUSTICE SYSTEM
Our specially trained caseworkers support veterans in
prison, and at other stages of the criminal justice system,
through our Prison In-reach (PIR) and Veterans in the
Criminal Justice System (VCJS) services. These services
continue to grow, supporting 551 prisoners or family
members in 2017. VCJS had 135 referrals and supported 67
beneficiaries, and PIR now has 128 dedicated volunteer
caseworkers across 120 secure facilities. As well as helping
veterans access support on benefits, housing and
employment when they’re released, our volunteers visit
veterans in prison to check their welfare and set up groups
to give them extra support.

SUPPORTING GLASGOW’S VETERANS

JOE

We are planning how to incorporate VCJS into PIR. Our
aim is to create one specialist service with fully trained
volunteers who can support our beneficiaries at any point
in the criminal justice system. We have also carried out a
review of training to make sure our volunteers can meet
the challenges of increasingly complicated cases, both in
prison and on release.

VETERANS’ GATEWAY
We are proud to be part
of Veterans’ Gateway – a network of expert
organisations that support the Armed Forces
community in the UK and abroad.
Veterans’ Gateway is a free signposting
helpline that refers veterans and their families
looking for support. Veterans can search for
support independently online or contact an
advisor, 24 hours a day, seven days a week.
Many advisors are veterans themselves. They
assess people straightaway and connect them
to the organisation that can best support
them. As one of the four main consortium
partners alongside Combat Stress,
Poppyscotland and The Royal British Legion,
SSAFA are supporting those who are referred
to us from Veterans’ Gateway, and give them
the advice and help they need.
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MENTORING EX-SERVICE MEN AND WOMEN
Our mentoring programme supported 121 Wounded,
Injured and Sick service leavers, as they settled into civilian
life. We have improved our relationships and awareness in
all three services, in particular with the RAF and Royal
Navy. This led to a 36% increase in mentoring referrals in
2017. Mentoring continues to support service leavers and
their families. We also have plans to extend the service to
all those in transition, not just those leaving the Forces who
are Wounded, Injured and Sick. We’re proud to say our
programme is held up as the best of its kind in the sector.
We also hope to extend the service next year to include
early intervention support, preventing problems before
they arise, for both service leavers and their families.
GLASGOW’S HELPING HEROES
Glasgow’s Helping Heroes, our partnership with
Glasgow City Council, helps the local Armed Forces
veterans community get tailored support for things
like housing, employment and health. This year we
supported 237 people and by working closely with
our local SSAFA branch, we make sure people who
need our help locally, get the right support at the
right time.

Joe, 40, served nearly 20 years in the Army. He
was injured in an IED explosion and spent two
years rehabilitating. He was later diagnosed
with PTSD and medically discharged. SSAFA
and Glasgow’s Helping Heroes (GHH) helped
him settle into civilian life.
When he left the Army, Joe was unable to work
and had nowhere to live: “I was sofa surfing. But
you can’t keep asking for favours and I spent a
few nights sleeping outside. If your head’s not in
the right place it’s hard to ask for help.”
Joe eventually went to stay at a homeless hostel
and was lucky to be offered housing: “I took the
flat as soon as I saw it. It didn’t have any flooring
or furniture, but I didn’t want to ask for anything.
I ended up going to GHH for specialist support to
first get me a place to live. Once I had a place to
stay, the local SSAFA branch got me all sorts – a
voucher for paint, a new cooker, carpets – they
helped to make my house a home.”
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SUPPORT GROUPS FOR FORCES FAMILIES
The Forces Additional Needs and Disability Forum
(FANDF) is a support group for those in the military who
have a family member with an additional need or
disability. By improving the service and gaining 44 new
members this year – taking the total to 165 members –
we’re reaching more people than ever before.
In 2017, 83 parents and children enjoyed our short
breaks, with both our Siblings and Young Carers Break
and the Family Break receiving more applications than
ever before and being oversubscribed. We changed
our short breaks approach at the end of 2017 and
we’re currently piloting a new model with the Calvert
Trust for 2018.
This year, 95 people used our three support groups
(Bereaved Families Support Group, Bereaved Siblings
Support Group and the Support Group for the Families
of Wounded, Injured and Sick Serving Personnel).
Through these support groups, we offer those who have
shared a similar experience the opportunity to meet with
others in an informal, safe environment.

ADOPTION
SSAFA runs an independent adoption agency, regulated
by Ofsted, that supports military individuals and couples
looking to create a family through adoption. The service
has approved 328 military adopters since 1964, and
offers lifelong post-adoption support to their adoptive
families. In 2017 the adoption service supported 223
applicants, adoptive parents and children adopted
through SSAFA. We approved seven households and
nine children were placed with our adopters, creating
secure, loving families.
Last year, we also received a significant increase in
applications from same-sex couples. Before 2017, we had
only approved two same-sex couples in the history of the
adoption service. Last year alone, we approved two more
LGBT households.
We also joined New Family Social – the UK network for
LGBT adoptive and foster families. This gives our LGBT
adopters free lifetime membership and access to a range
of resources and support.

Abseiling at SSAFA’s Sibling and
Young Carers’ break – Spring 2017.

3. Housing
In 2017, we helped 2,421 people through our housing
services:

• 152 residents in our independent-living accommodation

At Stepping Stone Homes, we continue to measure a
range of wellbeing outcomes according to the terms of
grants from Supporting People, which are funded
through local authorities. The outcomes we measure
include:

• 971 residents at Fisher House

• economic wellbeing;

• 28 residents at St Vincents Care Home

• health;

Our Norton Homes provide free accommodation
for families of wounded, injured and sick service
personnel being treated at the Queen Elizabeth
Hospital, Birmingham, and Headley Court, Surrey. In
July 2017, Norton House, Selly Oak closed due to over
capacity provided by Fisher House UK – a facility run

• access to training and education;

by SSAFA on behalf of the Queen Elizabeth Hospital
Birmingham Charity.

• housing relocation;

• 1,181 personnel and family members in Norton Homes
• 44 women and 45 children at Stepping Stone Homes

The Norton House at Headley Court continues to
provide a home-from-home service. Plans are underway
for when the Defence Medical Rehabilitation Centre
relocates from Surrey to the new Defence and National
Rehabilitation Centre at Stanford Hall in
Nottinghamshire in September 2018.
To continue our support, we successfully completed
the purchase of a building in December 2017, which will
become SSAFA’s new Norton House, Stanford Hall.
Our Stepping Stone Homes (Longside and Gildea)
provide safe accommodation and a support network
for families of serving personnel having relationship
difficulties.
As well as short-term accommodation, we also run
several bungalows and apartments – the Royal Homes in
Wimbledon and St Vincents Residential Care Home on
the Isle of Wight. St Vincents retained its five-star
environmental health rating. St Vincents Care Home is
regulated by the Care Quality Commission (CQC), and
we measure and report all outcomes in line with their
requirements for each resident. The welfare of our
residents is our priority in our homes. We regularly
monitor our professionally managed schemes and meet
all legal obligations for capturing KPIs and outcomes.
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We make certain our residents meet the eligibility criteria
in our housing schemes with our robust selection and
application process.

• safety;
• positive contribution to the community;
• equal opportunity and inclusion;

• children’s education.

NORTON HOUSE, STANFORD HALL
This will provide free home-from-home
accommodation for families whilst their loved one is
being treated at the nearby Defence Medical
Rehabilitation Centre following its move from Surrey
to the East Midlands in September 2018. Service
personnel receiving treatment will also be able to
stay and enjoy the comforts of home and a break
from the medical facility.
Norton House, Stanford Hall, will offer free, safe and
supportive accommodation, including all the
necessary adaptations and support staff to help
rebuild the lives of those serving and their families.
To find out more, visit ssafa.org.uk/Stanford-Hall
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4. Health care and social care services
In 2017, we provided primary health care, community
health care and social work services to more than
40,000 people in 12 countries worldwide, including
the UK. That included more than 30,000 currently
serving personnel.
Our contracts with the MOD are output based but
performance driven. We have regular contract meetings
to monitor progress against MOD mandated performance
indicators – including operational performance, quality
and patient feedback – with commissioners when
appropriate. The diverse range of indicators reflects the
complexity and scope of our services. Inspections by
external accreditors see our services as high quality and
innovative across many areas.
In British Forces Germany (BFG), a large range of
performance indicators are in place based on the
English CQC model. In 2017, the service always
exceeded its 90% compliance targets.

Where possible, we have developed support systems
and mechanisms to extract performance data directly
from the electronic systems staff use so we can reduce
administration for clinical staff.
We’ve also delivered some new innovations for our
health visitor service in Kenya. On behalf of the
Department of Health & Social Care (UK), we’ve locally
piloted the electronic ‘Red Book’. This contains an
individual child’s health records, which up until now
have only been held in paper format across the NHS.
This pilot is now to be extended across our provision in
Cyprus, as part of our existing contracted service.
SSAFA continued to deliver NHS health care services
in the UK until the third quarter of 2017, when existing
NHS contracts came to their natural end. We continue
to focus on delivering heath and social care services
to the serving Armed Forces community in the UK
and overseas.

SUPPORTING THE RAF FOR OVER 27 YEARS
We’ve been providing the Personal Support and Social
Work Service for the RAF for more than 27 years.
Across our UK-based RAF Social Work Service, we
continue to perform and deliver the contract, which was
renewed after a competitive tendering process in April
2017, for a further five years.
Our specialist social workers and personal and family
support workers, help serving men and women and their
families with the challenges of life in the RAF. In 2017, the
top three reasons people used the service were for support
with relationships and family issues, physical health and
disability, and personal support. We introduced two new
services: a single point of contact helpline to make it easier
for beneficiaries to get support, and Care for the Carers to
support HR personnel in the RAF. We supported 3,067
people and noticed the cases we are dealing with are more
complicated and need multi-agency working to achieve
the desired outcomes for the families and serving
personnel involved.
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RAF
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RAF BOULMER
RAF LEEMING
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RAF WADDINGTON
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RAF CRANWELL
RAF MARHAM

RAF BRIZE
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RAF HONINGTON

MOD ST ATHAN

RAF WYTON
MOD ABBEY
WOOD
RAF ST
MAWGAN
RAF
BENSON

CENTRAL
OFFICE,
LONDON
RAF
ODIHAM
RAF HIGH
WYCOMBE

RAF HALTON
RAF
NORTHOLT

Whilst our Cyprus services have different performance
indicators to our BFG and UK-based services, they too
have also always met their targets.

OUR HEALTH AND SOCIAL CARE PROFESSIONALS ALSO RUN SERVICES IN 12 COUNTRIES:
• Belgium
• Brunei
• Canada
• Cyprus
• Falkland Islands
• Germany
• Gibraltar
• Italy
• Kenya
• Nepal
• The Netherlands
• UK
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One of our 74 Military
Wives Choirs in action.

DIVERSITY AND
INCLUSION
We are committed to
embedding equality, diversity and inclusion into
the way we operate. Over the last 12 months we’ve
focused on raising awareness amongst our
employees so we can better support those in the
lesbian, gay, bisexual and transgender (LGBT)
community. We also created more relevant
resources. We took part in the Stonewall
Workplace Equality Index for the third year
running to measure our progress on LGBT
inclusion at work. The feedback has shown us
what’s going well and where we can improve.

SINGING AND SUPPORT WITH THE MILITARY
WIVES CHOIRS
The Military Wives Choirs (MWC), a subsidiary charity
of SSAFA, brings together thousands of women in
the military community through singing. MWC works
to support SSAFA’s mission to relieve need, suffering
and distress amongst the Armed Forces, veterans and
their families – its run by, for and with women in the
military community.
Families of service personnel move around frequently
and it can often be tough to put down roots or make
new friends. This can leave women feeling isolated,
especially when loved ones are away for long periods of
time. Singing in a choir can help to alleviate stress and
can contribute to an improvement in wellbeing,
combating isolation, anxiety and depression. MWC can
therefore be a real lifeline for women with military
connections – it’s not just wives who can join.
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There are 2,259 women in 74 choirs across the UK and
abroad, including Cyprus, Belgium, Germany and the
Netherlands, they offer the chance for members to sing,
share and support one another.
Rebecca, an Army wife in Wimbish MWC, says: “I have a
long-term medical condition, so the choir has really
helped me make a new circle of friends for support
during difficult times. The choir provides a listening ear,
a cup of tea, and a place to unwind and sing your heart
out! It has fantastic benefits to my health – I come away
feeling great every time!”
In 2017, choirs took part in some fantastic events across
the country. One of the highlights was a twelve-date
‘Home for Christmas’ UK tour of cathedrals and military
churches, from Truro to Cardiff. In April, three choirs sang
in Trafalgar Square for the St George’s Day celebrations.

We now have a SSAFA Learning, Development and
Inclusion Business Partner, who is dedicated to
delivering our diversity and inclusion agenda. We’ve
developed and started to implement a focused
diversity and inclusion strategy across SSAFA. Being
a Stonewall Diversity Champion means we’re better
enabled to support the LGBT community to reach
their full potential. Our investment in this area also
includes a diversity role models programme. We
have created a designated area on our intranet and
extranet platforms for diversity content. We’re also
reaching out directly to the LGBT Armed Forces
community to reiterate the range of services we
offer, including our adoption service.

VOLUNTEERING

DAWN

In 2000, Dawn’s husband was diagnosed with
cancer. SSAFA stepped in to help her and her
family through that difficult time, and now
Dawn is one of our dedicated caseworkers.
“SSAFA was our safety net, so I wanted to give
something back. I understand the difficulties of
overcoming pride and asking for help, so it made
sense to me to help other people in similar
situations. Often, the issues people are facing are
urgent. But no matter how big or small the
problem, we can always find a solution. I say to
those I am privileged to help, you’ve had our
back, now SSAFA has yours.
I’m so proud to be part of SSAFA’s dedicated
team of volunteers. Caseworkers are SSAFA’s
direct link to the veterans and families. The
difference our work can make is remarkable. It’s
evident when a veteran rebuilds their life and
relationships, and moves on – understanding
they’re not alone.”

For more information, visit militarywiveschoirs.org.
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SPREADING THE WORD ABOUT
SSAFA AND OUR WORK
Spreading the word about our work is essential when it
comes to reaching even more people who need us.
Throughout the year, we made significant progress in
increasing awareness and media coverage of SSAFA
across national, regional and social media outlets. This
included making sure the Armed Forces community
(currently serving, reserves, veterans and their
families) knows we are here to support them, as well as
enhancing our profile with potential volunteers,
fundraisers and donors.

Facebook followers of any military charity in 2017 – a
16% increase from 170,000 to 197,704. We also saw an
increase in engagement and followers on all our other
social media platforms: Twitter (35% increase in
followers), Instagram (235% increase in followers) and
LinkedIn (54% increase in followers). We have also
created 67 microsites for our local SSAFA branches and
service committees (compared to 50 last year), allowing
them to promote their own work to local beneficiaries
and supporters.

Due to changes in the way Facebook works, we, like
many charities and brands, are finding it increasingly
difficult to maintain our high level of engagement.
Despite this, we had the highest percentage increase in

TIME FOR TEA WITH THE BIG BREW UP 2017
We commissioned a survey into the nation’s tea habits
and tea etiquette for the launch of our Big Brew Up 2017.
This was supported by a photoshoot with Fleur East,
Angel Rippon, Kate Wright and Antony Cotton, who’s
one of our SSAFA Ambassadors and is pictured below.
We had 889 sign-ups for the 2017 Big Brew Up event,
and 9.6 million shares on Twitter – the highest reach of
any of our social media campaigns in 2017.

Our ‘Invisible Enemy’ virtual reality
roadshows took place during October
2018, bringing to life the loneliness and
isolation experienced by some veterans.

FIGHTING THE INVISIBLE ENEMY
After leaving the Armed Forces, 41% of veterans have
felt isolated and 27% have had suicidal thoughts.*
Our Invisible Enemy campaign raised awareness and
donations to help combat loneliness and isolation in
working-age veterans. We created an immersive virtual
reality experience about the isolation experienced by
veterans and took it to Intu’s Trafford and Lakeside
shopping centres. We also reached more than 4.7 million
people through our radio, press and digital advertising
activity. We secured 177 pieces of media coverage and
received 40% more calls to Forcesline as a result of the
campaign, in just one week.
To experience a veteran’s reality, and learn more about
the veterans we’ve helped, visit ssafa.org.uk/fight.

*S
 SAFA-commissioned YouGov poll of 2,007 veterans
aged 18–64 years, in September 2017
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SSAFA IN THE NEWS
We generated 1,100 pieces of national media coverage
in 2017, including in national newspapers, and on radio
and TV.
• Our case studies were featured in various
publications, including The Sunday Mirror, the Daily
Star and The Telegraph.
• Our Women 100 campaign was featured in The
Sunday Times, The Sun and Daily Express, and on
Sky News and BBC Breakfast.
• Our incredible challenge event, Ride to the Somme,
was featured on express.co.uk and mirror.co.uk.
• Our myth-busting radio interview with our own
Adoption Team Manager, Jill Farrelly, and two of our
adopters was covered on BBC Radio 5 Live and BBC
Radio Scotland.
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Our iconic Women 100 photograph –
celebrating the centenary of women
serving in the British military.

RAISING MONEY
FOR OUR WORK

FUNDRAISING FOR SSAFA

CIARA’S STORY

To make sure we can carry on giving our beneficiaries
tailored support, now and in the future, we need to
continue driving our fundraising efforts – and this year we
had another very successful fundraising year. We raised
£11.8 million from donations, legacies and fundraising
activities, and £2.3 million of that was raised by volunteers
in their local communities.
SUPPORT FROM CHARITABLE TRUSTS AND DONORS
Gifts from trusts and major donors are vital to our work.
We continued to develop relationships with our key
donors and supporters this year and have been successful
in securing new funding, including:
• £1 million from The Chancellor of the Exchequer for our
face-to-face welfare support from LIBOR funds;
• a three-year grant from the City Bridge Trust for our
Stepping Stone Homes South East;
• a three-year grant to provide welfare support for older
veterans as part of the Joining Forces project, lead by Age
UK supported by the Aged Veterans Fund and funded by
the Chancellor using LIBOR funds (see page 14).
CELEBRATING WOMEN 100
In July, we celebrated 100 years of women legally
serving in the British military. In 1918, women were
cooks, administrators and mechanics. Now, they’re
shoulder-to-shoulder with men in close combat roles in
the Royal Marines, Royal Armoured Corps, Infantry and
Royal Air Force Regiment.
Photographer Robert Wilson created an iconic image
of serving women and veterans, including the highestranking woman in the British Army, the first
transgender woman to serve, as well as Dame Kelly
Holmes and Heather Stanning MBE, both double
Olympic gold medallists.
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“One of my earliest ambitions was
to join the Army and win an
Olympic gold medal, and I was
certain being female wouldn’t stop
me. I am so proud to have served
my country, alongside so many
inspirational women.”
DAME KELLY HOLMES

We were grateful to be one of the chosen charities to
benefit from British couturier Catherine Walker & Co’s
exclusive exhibition to mark its 40th anniversary. You’ll
find a list of all our supporters on page 31.
Whilst we are lucky enough to benefit from many donors
and supporters, our largest funder in 2017 was ABF, The
Soldiers’ Charity. We received a generous grant on behalf
of the regiments and corps of the Army towards SSAFA
casework and Forcesline, for which we are immensely
grateful. By working together, we can support members of
the Army family to make sure they receive timely welfare
support, including grants for people experiencing financial
hardship secured by our volunteer caseworkers from ABF
The Soldiers’ Charity. Thank you to all our generous
donors, especially those who prefer to remain anonymous
– including the donor who continues to support The Last
Resort Fund, which provides financial assistance to those
in need for whom no other funding is available.

Ciara’s husband Ben was in the Territorial Army
deployed to Afghanistan when a roadside blast
left him paralysed from the waist down. During
his rehab, Ben and Ciara stayed close at SSAFA’s
Norton House, Selly Oak.
In the IED explosion, Ben sustained serious spinal
cord injuries and was moved to the Defence
Medical Rehabilitation Centre at Headley Court:
“Ben would come and stay with us and he’d get
used to being in a house again. It was a real insight
into the things you don’t realise you’ll need. It gave
us a glimpse of how he would cope at home –
SSAFA has been fantastic. Everyone has gone out
of their way to make our lives a little bit easier.”
In April 2017, Ciara ran the London Marathon for
SSAFA. She said: “If anything is going to make
me finish a marathon – it will be running for a
charity that has genuinely helped us! It was one
of the hardest things I have ever done but such a
good experience, and the atmosphere on the
day was amazing”.
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OUR CORPORATE PARTNERS
Our official national corporate partnership with
Openreach continued to raise money for Forcesline
this year – bringing the partnership total to nearly
£110,000. We explored new ways of working together,
like skill sharing, including pro bono technical support,
and new challenge events. For example, 15 Openreach
colleagues trekked the lava fields of Iceland and raised
more than £37,500.
Our partnership with CarillionAmey took its fundraising
total to £170,000 for our mentoring service, with some
employees also giving their time to train as SSAFA
mentors themselves. We also continued our charity
partnership with ESS, who supported us with a range of
activities like Big Brew Ups, family days and fundraising
challenges this year. Sodexo continued to increase their
support as sponsors of our annual Big Brew Up. On top of
their fundraising efforts, they made plans to start skill
sharing and offering professional expertise over the
coming years to make an even bigger difference.

Fujitsu Defence continued with their outstanding
commitment for SSAFA. As well as supporting our
Corporate Friends events, Fraser Corsan, one of their
employees, broke a world record for wingsuit jumping,
with ‘Project Cirrus’ raising awareness of SSAFA as well
as considerable income.

FUNDRAISING FOR SSAFA

KATHY’S STORY

Our 13th Defence Industry Charitable Dinner was another
resounding success thanks to Northrop Grumman – our
long-standing headline sponsor of the event – and our
other sponsors: QinetiQ, Thales, Sodexo, Fujitsu and DXC
Technology. Our thanks also go to all the organisations
that took a table at the event.
Our Corporate Friends scheme saw a range of
prestigious speakers from across the Defence Industry
address our member organisations in a host of venues
around London.

DEVELOPING OUR COMMERCIAL PARTNERSHIPS
Over the last year, SSAFA’s commercial business
has developed significantly, and is generating
revenue to support our services through direct sales
and commercial partnerships. In 2017, the
partnerships portfolio expanded, with six new
organisations signing a commercial agreement to
support SSAFA through the sale of goods or
services. They include: Forces Cars Direct, Haven
Holidays, Lobster Homeware, Publishing UK Ltd,
Trinity Insurance and Thorntons.
The SSAFA online store also saw an uplift in direct
sales, as a result of increased exposure and new
product ranges. Overall commercial fundraising
generated a turnover of £372,608 – an impressive
118% increase on 2016.

Kathy, our Division Secretary for Staffordshire,
didn’t even own a bike when she signed up for our
Ride to the Somme challenge.
Kathy wanted to fundraise for SSAFA in memory
of her grandfather. “My grandfather went missing
during the Battle of the Somme and my
grandmother had a letter saying he was missing,
presumed killed in action. After 16 weeks, a
Gurkha found him and brought him to safety”,
explained Kathy.

Our Ride to the Somme cyclists
raising money for SSAFA.
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RIDE TO THE SOMME
Our second Ride to the Somme took place from 30
August to 3 September. Over 100 riders covered
more than 240 miles around the Somme, finishing at
Ypres, and raising more than £150,000 as they
honoured those who fell during the battle of
Passchendaele 100 years before.
Visit ridetothesomme.org.uk.

When Kathy saw the Ride to the Somme 2017, she
enrolled and bought herself a road bike: “At the age
of 69, when I signed up in February, I could only
cycle two miles, but when I went to the Somme in
August, I cycled 168 miles. The sense of
achievement was incredible.”
Now, not only has she set her sights on our SSAFA
D-Day Landings ride in 2019, Kathy has also set up
Cycle-Ops, a cycling club for local veterans.
Find out more at ssafa.org.uk/fundraise.

Our Gurkha beneficiaries enjoying
Christmas chocolates during their
English lessons, thanks to Thorntons.
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A BIG THANK YOU
On behalf of SSAFA, I would like thank our dedicated staff and volunteers, our regular and legacy donors, our
community fundraisers and our corporate partners.
Everything we do is underpinned by our vision that the Armed Forces, veterans and their families know they can
depend on us for support for the rest of their lives. It is essential we understand the current as well as future needs of
the service community, and adapt and develop the support we offer as their needs change. We wouldn’t be able to
offer such far-reaching and tailored support for the Armed Forces community without the generosity of our
benevolent funds, trusts and the many organisations we work in partnership with.

Lieutenant General
Sir Andrew Gregory KBE CB
Controller

DONORS, INCLUDING TRUSTS AND
BENEVOLENT FUNDS

OUR COLLABORATING PARTNERS AND
SERVICE PROVIDERS

ABF The Soldiers’ Charity
BBC Children in Need
Catherine Walker & Co
City Bridge Trust
Department of Education
Greenwich Hospital
Libor
Lloyd’s Patriotic Fund
Mr and Mrs R Graham
Queen Mary’s Roehampton Trust
Royal Air Force Benevolent Fund
Royal Navy and Royal Marines Charity
Seafarers UK
The Army Central Fund
The Armed Forces Covenant Fund
The BACIT Foundation
The Royal British Legion
The Michael Uren Foundation

Age UK
Career Transition Partnership
Department for Work and Pensions
Derbyshire, Hampshire, Kent, Surrey & Sussex CRC
HM Prison Service
Local council services
Metropolitan, Sussex & Thames Valley Police
MOD
NHS
National Probation Service
Poppyscotland
Project Nova
Regimental Associations
The British Army
The R oyal Air Force
The Royal Navy
Walking With The Wounded
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OUR CORPORATE PARTNERS AND DONORS
ADS Group
Airbus
ALC Vehicles
Amey
Anabatic Consulting
ASC Ltd
Aspire
Atkins
Atlas Elektronik UK
Babcock International
BAE Systems
Battle Proms
Battlespace
BBS Group (Lewes)
Beaver Westminster
Bechtel
BMT Defence Services
BNY Mellon
Boeing Defence UK
Bovis Homes
BT
Capco
Carillion
CarillionAmey
Caterpillar Defence Products
CH&Co Catering

Clarion Events
CMS Strategic
Cobham
Cohort
Coles Solicitors
Compass Group
CS Hodges
DAS Ltd
Defence College of Logistics
Defence Relationship
Management
DXC Technology
Dynama
EEF
Elbit Systems
Ernst & Young
ESS
Fujitsu
General Dynamics
Harmonic
HLM Architects
Inzpire
ISS World
Johnnie Johnson Housing
LandSec
Lendlease

Leonardo
Lockheed Martin
Marshall Group
MASS Consultants
Mazars
MBDA
Morrisons Foundation
Motivair
MSI-Defence Systems
MWH Treatment
Nationwide
NDI
Newton Europe
Northrop Grumman
Openreach
Primaflow
QinetiQ
QubeGB
Raytheon
Renault Trucks
RBS Group
Renaissance Strategic Advisors
Rheinmetall
Ricoh
Rolls-Royce
Safran

Saga Group Ltd
Santander Foundation
Savoo Search & Raise
Screwfix Foundation
Shephard Media
Sodexo
Sopra Steria
Subsea 7
Symphony Group
Terrington Management
Tesco Armed Forces Network
Thales
Thames Water
The Dark Star Foundation
Thorntons
Travis Perkins
TRH Sampson Associates
Limited
Trinity House
Trinity Insurance
TVS Supply Chain Solutions
UTC Aerospace Systems
Vendigital
Wasps RFC
Waves Training Solutions
WYG
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SSAFA, the Armed Forces charity, provides lifelong
support to our Armed Forces, veterans and their
families. We began our work in 1885, and in 2017 our
staff and teams of volunteers helped more than 73,000
people – from Second World War veterans to those
involved in more recent conflicts, and their families.
NEED TO TALK?
SSAFA’s Forcesline is a free and confidential helpline
providing advice and information for serving personnel,
reserves, veterans and their families, and is completely
independent of the chain of command.
Call 0800 731 4880

Lines open 09.00 to 17.30 weekdays

Visit ssafa.org.uk/forcesline
To make a donation and help us provide lifelong
support to our Armed Forces and their families:
Call 020 7403 8783
Visit ssafa.org.uk/give

SSAFA Queen Elizabeth House, 4 St Dunstan’s Hill, London EC3R 8AD Phone: 020 7403 8783 | info@ssafa.org.uk | Twitter: @SSAFA | Facebook: SSAFA
Registered as a charity in England and Wales Number 210760 in Scotland Number SCO38056 and in Republic of Ireland Number 20006082. Established 1885.
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