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Executive Summary 
 
Introduction  

 

 Ageing Well Torbay (AWT) is the Big Lottery funded partnership of older people and 
voluntary and public sector agencies working together to achieve the following outcomes: 

 

1. To re-connect people aged over 50 with friends, their communities and where they live 
through an increased sense of ‘neighbourliness’ and engagement in a broader range of 
accessible and affordable activities; 

2. To enable more people aged over 50 to feel their lives have value and purpose as life 
changes, contributing their time, skills and knowledge to their community, viewing older age 
as an opportunity;  

3. To ensure more people aged over 50 have high personal, learning and service aspirations 
for later life facilitated by better information, advice and more integrated services, that 
people aged over 50  design and produce with organisations; and, 

4. To ensure more local residents value people aged over 50, that ageing is celebrated and 
viewed more positively by all. 

 

 The programme was originally funded to run for six years between April 2015 and March 
2021, however the programme has received additional funding and delivery will continue until 
March 2022.   
 

 AWT appointed the University of Plymouth as the programme’s evaluators in February 2016. 
The evaluation team have been working with AWT and its partners to identify, understand 
and assess the success and impact of the programme. The evaluation has used a mixed 
methods approach to capture the different types of data required to explore and assess the 
programme’s delivery and impacts.  

 
Programme Level Impact 
 

 The impact of AWT was assessed against the four key outcomes at a programme level, 
drawing on data gathered from interviews and focus groups conducted with programme and 
project delivery staff, and the participant entry and exit surveys.  
 

Outcome 1: Reconnecting People Aged Over 50  
 

 It was felt that the holistic nature of the AWT programme, with strong collaboration 
between projects, was essential in the success with this outcome. The Neighbourhoods 
project was seen as vital in facilitating the set-up and maintenance of community groups 
and activities at a grass root level, while the other projects provide specialist support that 
resolved issues that needed tackling before people could effectively reengage with their 
community.  
 

 Data from the participant surveys indicated that levels of social contact with family, friends, 
neighbours and general acquaintances has improved over time. For example, meeting in 
person at least weekly has increased from 63% on entry to 74% at exit.  
 

 Furthermore, participants from the Neighbourhoods project reported an increase in the 
number of valued friendships since engaging in the programme; from an average of 6.0 
friendships valued on entry, to 7.7 at exit.  
 

 Findings indicate that AWT has not only had a positive impact on participation in social 
activities, but the quality of those activities has also improved.  
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o The proportion of participants who felt they engage in social activities “more than 
most” people of a similar age, increased from 11% on entry, to 21% at exit.  

o The majority of participants felt that activities met their needs and that the quality 
of activities had got better since entering the programme. 
 

 Data indicates that loneliness amongst participants has decreased since being involved 
in the project. 
 

 Participants also indicated that their sense of belonging to the neighbourhood/ 
community had improved (increasing from 59% on entry to 70% on exit); and agreed that 
their friendships and associations meant a lot to them (increasing from 61% on entry to 
77% on exit).  

 
Outcome 2: Sense of Value and Purpose 
 

 Volunteering, opportunities for learning, over 50’s contribution to co-designing certain 
aspects of service and the Timebank, were all seen as factors that contributed to improving 
participants’ sense of value and purpose. 
 

 Data pointed towards AWT having a positive impact on the mental wellbeing of its 
participants, and participants’ sense of self-acceptance and purpose have increased since 
engaging in the programme.  
 

 Participants’ perceptions of ageing have improved since entering the programme. The 
majority of participants indicated they expected to be able to continue activities regardless of 
age, as well as reporting that they do not “perceive themselves as old”.  

   

 The proportion of participants providing unpaid help increased from 47% at the time of 
the entry survey to 55% on exit.  In addition, the proportion intending to volunteer in the 
future increased, up from 29% at entry to 35% on exit.  

 
Outcome 3: Personal and Service Aspirations 
 

 Co-design of services by those over 50, and the development of Torbay Over Fifties 
Assembly (TOFA) were felt to be some of the key contributors to this outcome. Both the 
FAIR and Staying Put projects were commissioned in response to ‘Food for thought’ events 
hosted by the programme, which explicitly asked over 50’s where gaps in service provision 
were.  
 

 It was felt that the wide range of projects within the programme and the close collaboration 
between them meant that specialist support was easy to refer individuals to, allowing for 
better access to information and advice. 

 

 The proportion of participants who felt able to use their skills, knowledge and/or expertise 
for the benefit of the community increased from 26% on entry to 37% on exit. 
Furthermore, the proportion of participants who felt that their local community works 
together to identify and implement action for the benefit of the community increased 
from 45% on entry to 57% on exit.  
 

 Participants also felt they had more control over their health and social life since entering 
the programme. Participant survey data indicated that AWT has had a positive impact on 
some health dimensions, with improvements being reported across two measures of 
health. Most notably there has been considerable impact on levels of reported anxiety and 
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depression, with 42% reporting that they were not anxious or depressed on exit, compared 
to 30% on entry.  

     

 The average number of GP visits participants are making has decreased between the 
time of entry (6.3) and exit (5.1). Moreover, the proportion of participants having a non-
elective hospital stay over the last 12 months has also decreased from 37% at entry to 
25% on exit.   

 

 Nonetheless, the proportion of participants who felt that local health services were meeting 
their needs has decreased slightly since entering the programme, which possibly reflects 
participants’ increased confidence in expecting better services. However, there was a slight 
increase in the proportion of participants who felt that local social care services were meeting 
their needs since entering the programme.  

 
Outcome 4: Community Perceptions of Ageing 
 

 Programme staff and attendees highlighted the Ageing Well Festivals as key events for 
improving community perceptions of ageing. This was supported by event feedback forms, 
which showed that 92% of attendees at the 2019 Festival thought that the festival could help 
change perceptions of older people and ageing, while the same proportion (92%) felt that the 
event helps people in their middle years view older age as an opportunity. 
 

 It was felt that as those over 50 have become more involved in their community and the co-
design of services, perceptions have improved further. Staff suggested that the over 50’s 
involvement with things like helping to deliver the Ageing Well festivals and smaller scale 
local community work, support positive changes in the perception of ageing, as it shows this 
age group is capable and can contribute.  
 

 TOFA was seen as vital to this outcome and has recently made positive strides, joining the 
Ageing Friendly UK network in 2019, with further plans to join the World Health Organisations 
global Age Friendly network going forward. With over 900 members, TOFA has grown its 
presence and has already began impacting on the local community with it’s Age Friendly 
Charter, which local organisations can sign to show their commitment to providing age 
friendly support.  

 

 Although progress had been made with this outcome over the programme, staff felt this was 
still an area that needs ongoing work. Specifically, programme staff highlighted the need for 
more intergenerational work, starting from a young age, to help improve perceptions of 
ageing.  
 

Project Level Impact and Learning 
 
Neighbourhoods Project 
 
Impact 

 As with previous reports, reconnecting people continues to be where the Neighbourhoods 
project has had the most impact. Community builders highlighted how isolated people are 
supporting one another through the groups and activities set-up through the project. 

 

 Participants’ also indicated that the number of valued friendships they have has increased 
since engaging in the project, from an average of 6.0 on entry to 7.7 at exit and the data 
indicates that loneliness is decreasing amongst participants across all 3 measures of 
loneliness since they have become involved in the project.  
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 39% reported that they were meeting up with friends and family at least 3 times a week at 
exit, in comparison to 27% on entry. Furthermore, the proportion of participants talking to 
neighbours or others in their community has increased from 19% on entry to 27% on exit.  
 

 The number of participants indicating that they engage in social activities ‘more than most’ 
doubled, from 15% at entry to 30% at exit.  
 

 Increasing numbers of participants are involved in providing unpaid help to others since 
becoming engaged in the project, up from 57% on entry to 68% on exit. More participants 
also intend to volunteer in the future (41%), compared to when they entered the project 
(30%).  
 

 Perceptions of ageing amongst participants has also improved since becoming involved 
in the project, with higher proportions of participants agreeing that:  
o ‘We can learn a lot from old people’;  
o ‘As I grow older I expect to be able to do be able to do the things I’ve always done’;  and,   
o ‘I don’t think of myself as old’. 

 

 Reported numbers of GP visits has decreased amongst Neighbourhoods participants, 
from an average of 5.6 visits in the last 12 months on entry to 4.8 on exit.  
 

 Neighbourhoods participants are feeling slightly more empowered, with 33% feeling they 
can influence decisions affecting their local area at exit, compared to 31% at entry. 
 

Learning 

 The Neighbourhoods project is felt to be the “bedrock” of the programme, as they are very 
much based within the community and so have much better access to the isolated people 
they seek to support. Furthermore, this project is considered vital for the success of the 
overall programme, as it allows for many new relationships to be created through the work of 
the community builders, who can facilitate new groups and activities, further strengthening 
community cohesion. 
 

 Both the delivery manager and community builders felt it is vital to take a flexible approach 
when working with different people and groups within the community, as each have different 
needs. Tailoring the support to these needs was felt to create the best results in terms of 
community engagement.  

 

 As the project has become more established and well known, members in the community 
sought out support from community builders to create new community groups and word of 
mouth became an important referral tool.  
 

 With its recent improvements, the Timebank has seen an increase in community 
engagement. As of January 2020, 10,000 hours of exchanges had taken place, and the 
Timebank had 481 members. Community builders suggested this gives local people a 
chance to contribute to their community and build new friendships, increasing participants’ 
sense of value and purpose.  

 
Wellbeing Coordination Project 
 
Impact 

 The project has been able to support a large number of isolated people across Torbay, as 
the programme matured and the wellbeing coordinators became more well known and 
developed strong partnerships, both with internal partners and external organisations.  
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 In addition to improving the projects ability to signpost, strong partnerships have meant that 
referrals have increased, many of which are from outside of the programme. For example, 
many referrals have come from local GP surgeries, social care and other organisations that 
provide support for mental health or drugs and alcohol.  
 

 More recently, three specialist roles have been funded which support with housing, dementia 
and end of life, key areas those engaged in the Wellbeing project require support with, 
meaning these specialist roles have provided great benefit and impact.  
 

 The Wellbeing Coordination project was felt to be performing well in terms of reconnecting 
those over 50. It was felt that wellbeing coordinators approach this outcome differently for 
each individual, to provide support and build confidence. Furthermore, wellbeing coordinators 
felt that the work they do alongside the community builders was vital. They suggested 
community builders often referred individuals that needed support to the Wellbeing project, 
which could then be referred back to the Neighbourhoods project once they were in a better 
place to start reconnecting with their communities. 
 

 The participant survey data indicates that loneliness is decreasing amongst participants 
across all 3 measures of loneliness since they have become involved in the project.  
 

 Participants’ views about the quality of social activities have improved, with 50% feeling 
they had got better in the previous 12 months on exiting the project, up from 24% on entry. 
 

 Participants also reported feeling more in control of their social life, with average scores 
for control over social life increasing from 4.1 on entry, to 5.9 on exit.   
 

 Participants’ scores of self-acceptance and self-purpose have both increased since being 
engaged in the project, from average scores of 6.7 and 10.4 respectively on entry, to 7.7 and 
11.5 on exit.  

 

 Reported numbers of GP visits has decreased amongst Wellbeing Coordination 
participants, from an average of 7.2 visits in the last 12 months on entry to 5.8 on exit.  
 

 Participants were more positive about local social care services, with increasing 
numbers feeling these were meeting their needs (64% on exit compared with 57% on 
entry). Furthermore, 49% felt these services had got better in the previous 12 months on 
exit, compared with 33% on entry. 

 
Learning 

 Both the project delivery manager and the wellbeing coordinators suggested the project has 
grown increasingly more complex over time. As such, they highlighted the importance of 
adapting to the current situation to provide the best support possible.  
 

 Wellbeing coordinators highlighted the importance of taking the time to listen to people, 
as it builds rapport with the person they are offering support to, which in turn provides the 
individual a platform to open up about their problems. It was felt that this person-centred, 
holistic approach, was key to the success of the project. This in turn often helps to empower 
the individual, which increases their sense of value and purpose. 
 

 The bespoke support provided by the project allows participants to choose a route into 
reconnecting that best suits their needs. This was felt to have a positive impact on an 
individual’s ability to reconnect with their community. 
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 The delivery manager felt that due to the strong partnerships developed, the wellbeing 
coordinators had better knowledge of other services in the Torbay area and therefore could 
signpost more appropriately. They felt this allowed for a greater range of support, including 
in areas outside of Wellbeing’s expertise. 

 
FAIR Project 

 
Impact 

 The FAIR project partners felt that being part of a consortium allowed for partners to 
strengthen their relationships and improve communications between themselves. 
Furthermore, it enabled better understanding of each other's strengths, which created a 
whole greater than the sum of its parts.  
 

 FAIR partners indicated how the project helps people reconnect by supporting them with their 
financial issues, allowing for greater financial stability, which then enables them to have the 
available funds to access things like community groups and other activities. 

 

 The FAIR project provided many opportunities for individuals to volunteer within the various 
organisations of the project. Partners highlighted many of their volunteers were either 
previous clients of the project, or had direct lived experience with the areas they offer 
support in. Therefore, it was felt that this volunteering opportunity provided volunteers with 
an increased sense of value and purpose as they could support people who were in a 
similar situation as they had experienced. 

 

 Partners felt their clients felt empowered when they successfully worked through their 
financial difficulties, which increased their confidence and sense of value.  
 

 As the FAIR project was developed as a direct result of consultations held with the over 
50’s across Torbay, it is very much user led and a direct result of the service aspirations of 
this population. 
 

Learning 

 Being part of a consortium has allowed for more appropriate tailored financial support due 
to the wide areas of experience covered by the partners.  
 

 Being part of the wider programme has meant that, while FAIR may only be able to support 
with financial issues, they can refer to other projects if further support is needed or clients re 
ready to reconnect with their community.  

 
Staying Put Project 

 
Impact 

 Partners within the Staying Put project highlighted that being part of a consortium allows for 
a greater understanding of each organisations strengths and has made cooperation easier. 
 

 The project started delivery In September 2019, just six months before the first lockdown. 
The Staying Put phone number was used for the Community Covid-19 Helpline so this project 
was very much at the forefront of that ongoing support. 
 

Learning 

 Initially, the project offered mandatory formal volunteer programme. However, this was not 
well received by potential volunteers who felt it was too formal and so this was reviewed and 
replaced with softer, in house training within the individual organisations which volunteers 
engaged with more. 
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 Being part of a consortium has allowed opportunities for partners to cooperate with other 
organisations both within the consortium and AWT, as well as outside of the programme. 
 

Peer Support Project 
 

Impact 
 The delivery manager felt that the project had succeeded in reconnecting people, as the 

project itself had a created a close-knit community amongst those who were being supported 
or who had been supported previously. 
 

 The delivery manager felt the project had increased participants’ sense of value and purpose, 
as many of the clients supported have gone onto volunteer for the project and help people 
who are facing similar issues to themselves.  
 

 It was also felt that the project improved personal and service aspirations, many of the 
support sessions in the project are co-designed by its client base and volunteers. In addition 
many of its volunteers actively raise awareness of what's available in Torbay to the project's 
clients.  
 

Learning 

 The project delivery manager suggested a similar project in the future might benefit from 
being based within a GP surgery, as it would allow easier access to those they wish to 
support, which in turn would reduce the strain on GP’s.  

 
Legacy 
 

 Specific strands of the programme already been successful in securing on-going funding to 
continue. For example, the Wellbeing Coordination project has received additional funding 
from the Integrated Care Organisation (ICO) to deliver services for a further four years. Three 
specialist wellbeing coordinator posts have also been funded by Torbay Council. The 
Neighbourhoods project has received funding from Torbay Council to continue the network 
of community builders for another year, while conversations are ongoing with the Council and 
other funders to support aspects of the programme further. 
 

 A number of delivery partners highlighted how being involved in AWT has assisted them in 
securing further funding that they might not otherwise have successfully accessed, and also 
identified the development of individuals skills as a result of their involvement as an important 
legacy.   
 

 Another key legacy of the programme highlighted by staff was that collaboration amongst 
organisations across Torbay is now common practice, and it was felt that these relationships 
between partners, as well as other organisations across Torbay, will continue to strengthen 
and grow beyond the duration of the programme. Furthermore, positive developments have 
been made around collaboration with the statutory sector, something that wasn’t common 
prior to the programme. The Torbay Community Helpline was cited as one of the tools that 
helped develop this relationship and it is hoped this will help to provide foundations for further 
partnership work between the sectors in the future. The Torbay Community Helpline has 
proven to be a useful point of contact for anyone looking for support, and so maintaining this 
going forward will be beneficial for Torbay and be a legacy of the programme.  

 

 Another important legacy highlighted by staff was that those over 50 feel more empowered 
and confident to feel able to make a contribution and help make Torbay a better place, and 
now have an established platform through TOFA which will enable this to continue. It was felt 
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that TOFA will enable the over 50’s to have influence in the way services operate and the 
implementation of policies across the statutory sector. 
  

Cost Benefit Analysis 
 

 A cost benefit analysis (CBA) was carried out to calculate the social value the programme 
has provided. This analysis measures the benefits of an intervention against the costs of the 
intervention. 
 

 Inputs, outputs and outcomes for the duration of programme delivery (April 2015 – March 
2020) were reviewed. The duration of outcomes was conservatively set to one year post-
delivery activity, and appropriate adjustments were made to the data in line with best practice 
in cost benefit analysis.  
 

 Results showed a total present value of £7,834,730 for the period of measurement, with input 
costs for running AWT for the duration subtracted, amounts to a net present value 
of £2,991,309.   
 

 A CBA value (the value per amount invested) of £1.62 has been calculated. This indicates 
that for every £1 spent on delivery for AWT, £1.62 of social value is created.  

 
Conclusion 
 

 The research findings clearly demonstrate the impact of AWT across a wide range of 
outcome areas. The benefits of AWT offering a programme of delivery, providing a balance 
of more general projects, and specialist support projects, in order to tackle social isolation 
and loneliness are clear.   
 

 The programme will leave a clear legacy within Torbay, already evidenced through funding 
secured to enable a number of projects to continue, alongside the Torbay Community 
Helpline. Increased collaborative working, both within the voluntary sector and the statutory 
sector, is another important legacy of the programme. The development of TOFA will also 
ensure older people have a platform to ensure their voices continue to be heard by both the 
voluntary and statutory sector. 
 

 The evaluation research has culminated in a cost benefit analysis focussing on the 
programmes delivery between April 2015 and March 2020, which has returned a value figure 
of £1.62, indicating that for every £1 spent on delivering AWT, £1.62 in social value is created.  
 

 The overall research findings and cost benefit analysis suggests that AWT is delivering 
considerable outcomes for older people in Torbay, but also doing so in a cost effective 
manner.
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1. Introduction 
 

1.1. Programme Overview 
 
The Big Lottery funded Ageing Well Torbay (AWT) programme is a partnership of people 
aged over 50 and voluntary and public sector agencies, managed by Torbay Community 
Development Trust (TCDT). The partnership is working together to reduce isolation and 
loneliness amongst people aged over 50 within Torbay. The programme was initially funded 
to run for six years between April 2015 and March 2021, but has since been extended for a 
further year. The programme aims to achieve the following outcomes: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
To achieve these outcomes, three activity strands are being delivered. These are:  
 

 Neighbourhood level activities 
A network of community builders and connectors have been developed across Torbay 
to provide local intelligence and ongoing engagement to target the most isolated 
people aged over 50 and build communities from the ‘bottom-up’.   
 

 Raising aspirations and stimulating service redesign  
People aged over 50 identified as having low aspirations are being prescribed a 
guided conversation that aims to encourage them to reconsider their social and care 
situation and together identify ways to overcome barriers and improve their lives.   
 

 Promoting a positive image of ageing locally 
This includes a positive media campaign, the development of an older persons’ 
assembly, inter-generational projects and annual ageing well festivals.  
 

In the first two years of the programme, a number of different models of guided conversation 
were tested and in 2017 a number of smaller projects were commissioned through the 
programmes Innovation Fund. As the programme has developed, it has established a 
number of core projects that have continued throughout the duration of the programme, these 
are the Neighbourhoods project and Wellbeing Coordination project. These projects are 
currently supported by a number of additional projects; FAIR (Financial Advice, Information 
& Resilience), Torbay Peer Support and Staying Put. Table One summarises the current 
projects being delivered by the programme. 
 

 

More people aged over 50 feel their 

lives have value and purpose as life 

changes and view older age as an 

opportunity 

More people aged over 50 feel 

connected with friends, their 

communities and where they live 

The local community values people 

aged over 50, ageing is celebrated 

and viewed more positively by more 

people 

More people aged over 50 have high 

personal and service aspiration for 

later life 
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Table One: Overview of current delivery projects 

Project title Delivery partner Start date Finish date Duration 

Neighbourhood Level Activity 

Neighbourhoods TCDT April 2015 March 2022 7 years 

Raising Aspirations and Stimulating Service Redesign: Guided Conversations 

Wellbeing Coordination 
Age UK Torbay and 
Brixham Does Care 

July 2016 March 2022 7+ years1 

Financial Advice, 
Inclusion and Resilience 
(FAIR) 

Consortium of 11 project 
partners led by Torbay 
CAB2 

January 2018 March 2022 4 years 

Torbay Peer Support Step One 
September 
2017 

March 2021 3 ½ years 

Staying Put 
Consortium of 6 project 
partners led by TCDT3 

June 2019 March 2022 3 years 

 
In March 2020 the UK was impacted by the Covid-19 pandemic. As a result of the restrictions 
put in place by the government in response to this the AWT programme had to change and 
adapt its approach and delivery. AWT project partners played a crucial role in the 
establishment of the Torbay Community Helpline, initially set up to support the people of 
Torbay affected by the pandemic to request help, volunteer their assistance, or refer anyone 
needing help. A separate learning report focusing on the impact of the AWT programme on 
the response to Covid-19 and learnings around this is available. 
 

1.2. Evaluation Approach 
 
Ageing Well Torbay (AWT) appointed the University of Plymouth as the programme 
evaluators in February 2016. The evaluation team have worked with AWT and its partners to 
identify, understand and assess the success and impact of the programme over its initial six 
years.  
 
The evaluation has used a mixed methods approach to capture the different types of data 
required to explore and assess the programme’s delivery and impacts. These data collection 
and analysis activities include: 
 

 Citizen Evaluator Research (content developed and delivered in partnership with 
citizen evaluator team) 

 Analysis of participant surveys 

 Partner & Stakeholder interviews/focus groups 

 Community Builder & Wellbeing Coordinator focus groups 

 Cost Benefit Analysis 
 

1.3. Participant Survey Sample 
 
The evaluators of the national programme, Ecorys, set out the data local programmes were 
required to collect in a Common Measurement Framework (CMF). As part of this participants 

                                                           

1 This project is continuing beyond its original duration as a result of joint funding between AWT and the ICO. 
2 Reduced consortium members beyond March 2021. 
3 Reduced consortium members beyond March 2021. 
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were required to complete a survey on entry to the projects, at exit and where possible, at six 
monthly follow up periods to allow changes in participant level outcomes to be identified over 
time. Additional questions were added to the surveys for local evaluation purposes. As a 
result of the Covid-19 pandemic collection of participant survey data ceased in March 2020. 
Table Two highlights the participant data that has been collated by TCDT on Apricot as of 
the end of March 2020 that can be used for analysis purposes4. Across all programme 
projects spanning the five years up to March 2020 there was a total of 895 entry surveys and 
475 exit surveys that can be used for analysis to explore project impacts at this final 
evaluation stage. Participant surveys were not collected amongst participants engaged in the 
FAIR and Staying Put projects as these involve lighter touch engagement and shorter-term 
support. 
 
Table Two: Number of completed participant surveys 

Project Entry survey Exit survey 

Circles of Support 37 28 

Neighbourhoods 514 250 

Torbay Peer Support 25 13 

Wellbeing Coordination 319 184 

Total 895 475 

  
1.4. Scope of the Report 

 
This Overall Findings Key Learning Report draws on the data collected throughout the course 
of the evaluation to provide an overview of the key findings. The remainder of this report is 
structured as follows:  
 

 Section 2: explores the impact of AWT at a programme level against the four main 
programme outcomes.   

 Section 3: takes each of the current projects in turn and explores the impact of AWT at 
an individual project level. 

 Section 4: looks at the legacy of AWT.  

 Section 5: provides a cost benefit analysis for the AWT programme between April 2015 
and March 2020. 

 Section 6: draws together the findings in a conclusion. 
 
This report is supplemented by a Technical Report which provides full analysis from the 
participant survey data. 

                                                           

4 Data from participants that have completed the full participant survey and are receiving ongoing support 
from the AWT programme.  
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2. Programme Level Impact 
 

2.1. Introduction 
 
This section explores the impact of AWT at a programme level. It draws on a range of 
research data, as outlined in Table Three.  
 
Table Three: Data collection methods  

Type of Data Method 

Programme staff 
interviews 

In October 2020 telephone interviews were undertaken with key programme 
staff. The interviews explored programme delivery experiences and 
challenges, perceived programme impacts and programme legacy. 

Project delivery partner 
interviews and focus 
groups 

In January/February 2020 telephone interviews were undertaken with 
project delivery partners for the Neighbourhood, Wellbeing Coordination and 
Peer Support projects, and a focus group was undertaken with the delivery 
partners for the FAIR project. These interviews and focus groups were 
repeated in October/November 2020, alongside a focus group with the 
delivery partners for the Staying Put project. The interviews and focus 
groups explored experiences of delivering AWT, perceptions of the impact 
of the programme and legacy. 

Project delivery staff 
focus groups 

In February and October 2020 focus groups were undertaken with  
Community Builders and Wellbeing Coordinators. The focus groups 
explored project delivery experiences and challenges, perceived project 
impacts, experiences and challenges of being part of a wider programme 
and legacy.  

Wider stakeholder 
interviews 

In October/November 2020 telephone interviews were undertaken with eight 
wider stakeholders, these included people aged over 50 involved in AWT 
steering groups and committees, as well as other key stakeholders to 
explore any wider impacts of the programme across the whole of Torbay, 
the legacy of the programme and any lessons learnt.   

Participant surveys 

The participant entry and exit surveys, which incorporate both national 
(CMF) and local (LEF) evaluation questions, capture data on a range of 
different measures: sense of belonging to local area, social contact; social 
participation; loneliness; wellbeing; health; and sense of value and purpose. 
Section 1.3 provides a breakdown of the sample on which this analysis is 
based.  

Participant focus groups 
In October 2019 the Citizen Evaluator team undertook two focus groups with 
participants from the Neighbourhoods project. These explored their 
expectations of the AWT programme, any impacts and their future outlook. 

 
2.2. Key Findings: Impact Against Programme Outcomes 

 
The impacts of the programme were explored amongst delivery partners. AWT project 
delivery partners were asked a series of questions regarding the extent to which they felt the 
programme is achieving positive impacts in relation to its four main outcomes, and findings 
show that progress has been made against each outcome. The following sections address 
progress against each of these outcomes at a programme wide level in more detail. 
 

2.3. Outcome 1: Reconnecting People Aged Over 50 
 
Evidence from both the programme and project delivery partner interviews/focus groups and 
participant survey data indicate that substantial progress has been made in relation to 
outcome one, reconnecting people aged over 50. 
 
Programme staff spoke very highly of the Neighbourhoods project and its ability to reconnect 
people. One staff member felt that the Neighbourhoods project has created a wide-reaching 
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ecosystem between partners, which allows for a positive way of working with those that are 
isolated, and felt that this is key to successfully engaging isolated older people. The 
Neighbourhoods delivery manager indicated that the project has advanced to the point where 
people are actively seeking out their assistance with ideas the community has, suggesting 
residents are actively trying to reconnect. Community builders also highlighted that, due to 
their expansive knowledge of the people in the areas they work, they can connect those that 
may never have had the chance to meet otherwise. Furthermore, participants felt that the 
groups and activities developed as a result of this project act as a way to connect with other 
likeminded people, often leading to new friendships that extend beyond the groups and 
activities. Participants also felt the connections they have made as a result of their 
engagement have enabled them to provide support for others in the community, as well as 
receive support themselves if required.  
 
Programme staff highlighted how the other projects had an important role in providing support 
with root issues such as mental health, housing or financial troubles, which, once solved, 
allows individuals to engage and reconnect with their community. For example, members of 
the FAIR consortium highlighted how a person worried about their financial situation may not 
wish to connect with others or have the funds to be able to do so. Staff from Wellbeing 
Coordination and Peer Support commented on the importance of supporting those that have 
mental health issues, such as anxiety or depression, as these often act as a barrier to 
socialising. The support these projects can provide to those that suffer with these challenges 
are necessary to help them start connecting with other people. Furthermore, it was felt that 
within these projects participants connected with each other as they were often in similar 
situations, which further contributed to this outcome. Overall, it was felt that the programmes 
holistic approach allows for better connectivity for those over 50. The Neighbourhoods 
delivery manager echoed this sentiment, suggesting that without the other partners within the 
AWT programme, they would have only achieved half of what they have done so far.  
 
 
 
 
 
 
 
 
 
 
Specific events, particularly the Ageing Well Festival, were also felt to have had an impact 
towards this outcome. The shift in ownership of the festival from being organised by delivery 
staff to it now being organised and run by the over 50’s, with support from the programme, 
was felt to be important as it suggests strong connections have been formed amongst the 
over 50’s, which allows for events to take place that further increase connectivity. It was also 
felt that the festival helps to improve intergenerational connections. Others suggested that 
smaller events and activities, such as flash mobs and yarn bombers, help to create stronger 
connections. The Timebank was also seen as an avenue to connect people.  
 
 
 
 
 
 
Previous learning reports highlighted that services delivered through the Innovation Fund 
projects were having an impact on reconnecting people with their communities. Innovation 
Fund delivery projects employed a range of strategies to promote social interaction including 
a community café, inter-generational storytelling, bereavement and wellbeing courses, day 

‘I have been here from the beginning of AWT and to see the number of activities and 
types of activities and more and more people over the years attending.’  (Learning and 
Evaluation Officer) 
 

‘We see the programme as an ecosystem. We have specialist support, financial support 
and mental health support that enable us to quickly get people the right support.’ 
(Neighbourhoods Delivery Manager) 
 
‘If people have high anxiety and depression they referred them to Daybreak so they can 
be supported one to one – in their home- until they feel ready or able to attend groups.’ 
(Previous Programme Manager)  
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trips, and digital and media training. These initiatives create safe spaces where people feel 
supported, comfortable, valued and welcome, and partners felt they had a positive impact on 
participants’ social interactions as participants feel more confident to interact with others both 
within and outside of the original venues.  
 
Evidence from the participant surveys also reflects ongoing progress in this area. The 
proportion of participants who contact close friends and family on at least a weekly 
basis has continued to improve over time, particularly for meeting up in person and 
sending text messages: 
 

 Meeting up (from 63% on entry to 74% at exit); 

 Sending text messages (from 45% on entry to 52% at exit). 
 

Similarly, the proportion of participants who contact people other than family (e.g. local 
friends, neighbours, acquaintances) has also improved over time; contact with such 
individuals on a daily basis has seen an increase from 40% at the entry stage, to 49% at the 
time of exit.  
 
Participants from the Neighbourhoods project also reported that the number of friends in their 
lives had increased since engaging in the programme (from an average of 5.3 friends on 
entry to 7.9 at exit) and an increase in the number of these friendships that they valued (up 
from an average of 6.0 on entry to 7.7 at exit). This suggests that not only have 
participants increased their number of friendships since engaging in the programme, 
but that these friendships are valued by participants5. 
 
A range of different aspects of social participation were explored in the participant survey. 
Overall, findings indicate that AWT has had a positive impact on participation in social 
activities and the quality of the activities on offer. Higher proportions of participants felt 
that they participated in social activities ‘more than most ‘since engaging in the programme, 
increasing from 11% on entry to 21% on exit. The majority of participants also felt that the 
quality of social activities had ‘got better’ in the past twelve months at the time of exit (56% 
compared to 44% on entry). Furthermore, the proportion of participants who agreed that 
social activities met their needs increased from 38% on entry to 63% on exit.   
 
The available data across all respondents suggests that loneliness amongst participants 
has decreased since being involved in the programme6 (Table Four), which is a positive 
finding. 
 
Table Four: Loneliness 

Loneliness Scale 
Average Loneliness Scores / % Classed as Lonely 

Entry Exit 

De Jong Gierveld Scale 3.7 3.1 

UCLA Scale 61% 47% 

Campaign to End Loneliness Scale 5.3 4.0 

Base: De Jong Gierveld Scale Entry Survey: (n=778; Exit Survey: n=383) 
Base: UCLA Scale: (n=700; Exit Survey: n=409) 
Base: Campaign to End Loneliness Scale Entry Survey: (n=586; Exit Survey: n=427) 
Source: AWT Participant Entry and Exit Surveys  

                                                           

5 Please note, this question was only included in the Neighbourhoods participant survey. 
6 Three validated scales were used within the participant surveys to measure loneliness amongst older people. 

For each of these scales, higher scores indicate greater levels of loneliness.  
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Participants reported a greater sense of community since engaging in the programme, 
with the average community cohesion score increasing from 28.7 on entry to 31.1 on exit. 
Within this measure the key aspects that saw the greatest improvements over time were for 
friendships and associations meaning a lot to me (61% agreeing with this on entry, increasing 
to 77% on exit) and living here giving me a sense of community (up from 55% on entry to 
68% at exit).  
 
Overall, while most staff considered this outcome to be very well met, some suggested there 
were still isolated people in the community they had not yet reached and therefore more work 
was required to engage with these people. 
 

2.4. Outcome 2: Sense of Value and Purpose 
 
Programme staff felt that AWT had increased older people's sense of value and purpose. It 
was felt that the fact many over 50’s were engaged at a level that allowed them to be involved 
with the development and implementation of various events and activities throughout the 
programme helped to fulfil this outcome. It was highlighted that this involvement extended to 
project design and implementations, which was felt to positively impact on participants sense 
of value and purpose. The Timebank, which has continually developed throughout the 
programme, was another aspect that was felt to contribute to this outcome, providing a way 
for people to use their skills and interests to give back to others in their community, which in 
turn provides them with a sense of value and purpose. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Several staff highlighted the involvement of volunteers across the programme as having a 
positive impact on this outcome. It was felt this was particularly true for those that had initially 
been service users of specific projects and had then gone on to volunteer for those projects. 
The programme gained many new volunteers as a result of the Covid-19 pandemic and it 
was felt this opportunity to help those who were most in need during difficult times gave 
people a great sense of value and purpose. Furthermore, learning opportunities and training 
provided through various projects, such as FAIR and the previous Innovation Fund projects, 
has fostered continuous learning and resulted in personal fulfilment, as well as providing 
older people with transferable skills that will continue beyond the lifetime of the programme, 
again contributing to this outcome. For those in need of more intense support, participants 
engagement in projects like Wellbeing Coordination and Staying Put was felt to empower 
individuals and help redefine who they are, thus contributing to this outcome.  
 
These perceptions are supported by the participant survey data which demonstrates how the 
programme is enabling people aged over 50 to feel their lives have value and purpose. 

‘Just seeing people light up with things they have done for their neighbours, people are 
helping each other out, it is a powerful experience. We have hundreds of examples of 
people saying that the programme has given them a reason to get up in the morning.’ 
(Neighbourhoods Project Delivery Manager) 
 
‘Engaging empowered people to take the lead. The Festival Committee is run by 
people over 50, within the Programme Board the majority are older people – older 
people are running the governing of the programme, leading activities and getting 
involved in peer-to-peer support through the FAIR project. TOFA have secured seats 
on various committees so are in a position to influence.’ (Programme Director) 
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Participants’7 sense of self-acceptance8 and sense of purpose9 have increased since 
engaging in the programme (the average scores at entry were 6.8 and 10.5 respectively, 
increasing to 7.8 and 11.6 at exit).  Self-acceptance and sense of purpose were measured 
using statements from Ryff’s Psychological Well-being scale; for Ryff, these dimensions are 
important determinants of overall psychological wellbeing10. This assertion is supported by 
the increasing mental wellbeing scores amongst participants.  At entry the average 
mental wellbeing score was 21.7, increasing to 24.3 at the time of exit11.  
  
On the whole, since involvement in the AWT programme participants’ perceptions of 
ageing have improved. The largest improvement continues to be in relation to the statement 
‘as I get older, I expect to be able to do the things I’ve always done’; which saw a 7% increase 
occurring between entry and exit (54% to 61% respectively).  
 
Volunteering has often been associated with more positive community outcomes and feelings 
of sense and purpose, and levels of both formal and informal types of unpaid help were 
explored in the survey.  The proportion of participants providing unpaid help increased 
from 47% at entry to 55% on exit.  In addition, the proportion intending to volunteer in 
the future also increased, up from 29% at entry to 35% on exit.   
 

2.5. Outcome 3: Personal and Service Aspirations 
 
The programme manager emphasised the co-design process as a highlight of the programme 
and further emphasised that working with those aged over 50 has helped to guide the 
programme. During the early stages of the programme AWT gathered the experiences and 
ideas of over 400 older people about what they felt would support them to age well through 
a number of ‘Food for Thought’ events. The key themes identified during these events were 
the priorities the projects funded through the Innovation Fund aimed to meet. A team of older 
people were recruited and trained to be members of the panel involved in the assessment 
and commissioning of projects through the Innovation Fund. Following this FAIR and Staying 
Put were commissioned in direct response to some of the key priorities identified through the 
‘Food for Thought’ events, both of which have also been co-designed by older people and 
local organisations.  
 
 
 
 
 
 
 
 
 
 
Staff indicated there has been a shift in how services in Torbay are run, with many providers 
realising that those over 50 are able to contribute and want to be involved. It was felt that 
prior to AWT, statutory services didn’t always include the voice of the over 50’s in their 
decision making. It was felt that the programme has given individuals more confidence to 
speak up about issues they are facing and where services may be falling short, as a result 
the over 50’s are starting to challenge aspects of these services and statutory services are 

                                                           

7 Please note, this question was not included within the Neighbourhoods participant survey. 
8 The lowest possible score was 2 and the highest 12, with 12 indicating high levels of self-acceptance. 
9 The lowest possible score was 3 and the highest 18, with 18 indicating a positive sense of purpose. 
10 Ryff, C.D. (1989). Happiness is Everything or Is It? Explorations on the Meaning of Psychological Well-Being. 
Journal of Personality and Social Psychology, 57(6), pp1069-1081. 
11 The lowest possible score was 7 and the highest 35, higher scores indicate more positive wellbeing. 

People have higher expectations – not expecting it all to be provided on a plate, they 
are willing to help – they feel they are part of the answer, they are part of the solution. I 
think that has shifted.’ (Previous Programme Manager) 
 
‘Now we are running services that people want – rather than services or activities we 
thought they wanted.’ (Learning and Evaluation Officer) 
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beginning to realise the importance of those voices in directing their support, as a result older 
people are having an influence on their operation. In addition to this, the previous programme 
manager felt that the programme has demonstrated the effectiveness of its methods in 
improving both mental and physical health, which has played an important role in changing 
statutory services understanding of the needs of those over 50. An example of this was the 
introduction of the Wellbeing Coordination housing role, whereby evidence suggested 
housing was a particular issue, which resulted in Torbay Council providing funding for a 
specialist post, further demonstrating how older people's voices are heard and are having an 
influence. In addition the Wellbeing Coordination project is now mainstream, and it was felt 
this was a direct result of the commissioners listening to those needs.  
 
As with the previous outcome, it was felt the learning opportunities and training elements 
offered by projects such as FAIR to support those over 50 become peer to peer advisors 
further contributes to this outcome, as it means they help co-produce, as well as co-design. 
 
AWT is also working with older people and organisations across Torbay through the creation 
of Torbay Over Fifties Assembly (TOFA), which has almost 900 members. The assembly 
aims to ensure older people have a platform and power within Torbay that has been 
negotiated with local statutory authorities. Discussions are being had to secure places within 
council committees and boards to enable older people to have a greater influence within the 
local area. Furthermore, TOFA are preparing their plan for their World Health Organisation 
application for Age Friendly Status. 
 
Project managers highlighted that, as a result of the wide range of partners involved in the 
programme and the close collaboration between them, meant that specialist support was 
easy to refer individuals to, allowing for better access to information and advice. 
 
Further insight into the programme’s impact towards personal and service aspirations is 
provided by the participant survey data; the surveys explored the perceived ability of 
participants to influence local decisions and to use local assets to take control over local 
issues. Whilst the proportion of participants who felt that they could personally influence local 
decisions remained the same (26% at both entry and exit), the proportion of participants 
who felt that their community works together to identify and implement action for the  
benefit of the community increased from 45% at entry to 57% on exit. Furthermore, the 
proportion of participants who felt able to use their skills, knowledge and/or expertise 
for the benefit of their community increased over time, from 26% at entry to 37% on exit.  
 
In terms of personal aspirations, the data indicated that since engaging in the programme, 
participants felt they had more control over their health and social life12. Participants’ 
average score for control over health increased from 5.1 on entry to 5.9 (out of 10) on exit, 
and the average score for control over social life increased from 4.3 on entry to 6.0 (out of 
10) on exit.    
 
The participant survey data also suggests that AWT has had a positive effect on at least 
some health dimensions. Two different measures of health were used in the survey, the 
first of these provides an overall rating of health on a scale from 0-100 (where 100 indicates 
the best health state); the average health score was higher at the time of exit compared 
to the time of entry (64, increasing from 57 on entry).  The second measure explored the 
level of problems experienced with mobility, self-care, performing usual activities, pain and 
discomfort, and anxiety and depression. For mobility, usual activities and anxiety/ depression, 
the proportion of participants reporting that they have ‘no problems’ increased 
between the time of entry and exit, and for self-care, the proportion remained the same. 

                                                           

12 Please note, this question was not included within the Neighbourhoods participant survey. 
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The change over time was greatest for anxiety and depression, with 30% reporting that 
they were not anxious or depressed at entry, increasing to 42% at exit.  Given that higher 
levels of social inclusion and social networks have long been associated with positive mental 
health outcomes13, it would be expected that AWT, as a programme that aims to tackle 
isolation and loneliness, would improve mental health and data available indicates that it is 
having a positive effect on participants mental health.  
 
If health has indeed improved, it would be expected that there would be a change in access 
to care services. There is evidence to suggest that there have been changes in visits 
participants are making to their GP and hospital admissions. The average number of GP 
visits decreased between the time of entry (6.3) and exit (5.1). Further analysis indicates 
that the type of hospital admission or visit has also changed.  Although the average 
number of appointments varied, amongst participants who had attended or were admitted to 
hospital in the last 12 months the proportion who had a non-elective hospital stay (one 
which was not planned) decreased from 37% at entry, to 25% at exit.  A shift from 
unplanned care, which can indicate an urgent or emergency care need, to planned care is a 
positive one.  
 
Despite this, the proportion who agreed that local health services met their needs 
decreased slightly from 72% at entry to 70% at exit, possibly reflecting participants 
increased confidence in expecting better services. Like many of the outcomes explored here, 
experience of health services will be affected by a wide range of factors. The pressures facing 
the NHS are however well documented (see for example, Baker (2018)14) and therefore the 
potential for AWT to shape local health services must be understood within the context of 
increasing demand. Overall, a lower proportion of participants felt that local social care 
services met their needs than local health care services (48% compared with 70% at 
exit). However, the proportion of participants who felt that local social care services 
met their needs increased from 43% at entry to 48% at exit. As would be expected, 
participants’ perceptions of whether or not local social care services met their needs appear 
to be shaped by use of care services.  Only a minority of participants use paid carer services 
(18% at entry and 21% at exit) and those that did not use them were more likely to give an 
indifferent response (neither agree nor disagree) that services met their needs.   
 
Despite the slight changes in the proportion who felt that local health and social care services 
met their needs, most participants did not think that there had been a change in services 
in the last 12 months. For local health care services, amongst those perceiving changes, 
higher proportions felt that they had got worse than better (31% thought they had got 
worse at entry and 35% at exit compared to 18% at entry and 22% at exit thought they had 
got better). In contrast, for social care services, amongst those perceiving changes higher 
proportions felt that they had got better than worse (30% at entry and 38% at exit thought 
they had got better compared to 12% who thought they had got worse at entry and 11% at 
exit). 
 

2.6. Outcome 4: Community Perceptions of Ageing 
 
The annual Ageing Well Festivals and 2017 Symposium of Ideas have been the primary 
activities tackling community perceptions of ageing to date and were widely 
considered a success by delivery partners. This was supported by event feedback forms, 
which showed that 92% of attendees at the 2019 Festival thought that the festival could help 
change perceptions of older people and ageing, while the same proportion (92%) felt that the 
event helps people in their middle years view older age as an opportunity. 

                                                           

13 The association between the two dates back to Emile Durkheim’s Suicide published in 1897. 
14 Baker, C. (2018).  NHS Key Statistics: England, October 2018.  House of Commons Library Briefing Paper 
Number 7281.  Available at: http://researchbriefings.files.parliament.uk/documents/CBP-7281/CBP-7281.pdf 
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Staff felt that that the success of inter-generational activities have been key in improving 
perceptions of ageing, and many highlighted the AWT festival as a key event to strengthen 
intergenerational connections and perceptions of ageing, as it highlights that growing old is 
not a negative experience and older people can still do things with their life. 
 
Staff cited older people’s involvement in organising events, like the festival, as a key part of 
improving community perceptions, as it shows local people of all ages that older people are 
capable and can contribute. Others mentioned that the programme has highlighted some of 
the community work people over 50 are involved in, which has helped people realise that 
they are contributing to and supporting local community assets. 
 
 
 
 
 
 
 
 
 
 
The work of several Innovation Fund delivery projects was highlighted in regard to having a 
positive impact on this outcome, for example projects have involved educating people about 
preparing for older age and highlighting the diversity of lifelong learning opportunities 
available in the area. 
 
While most felt that the programme has done considerable work in changing perceptions of 

ageing, many felt there was still work to be done. Programme staff felt that more 

intergenerational work is needed to further facilitate positive changes in perceptions. Staff 

indicated they would like to do more work with schools so that perceptions of ageing can be 

positive from a young age. It was highlighted that the programme is focusing on more 

intergenerational work in the final year, for example direct communication with those who are 

under 50 to publicise AWTs achievements and to improve intergenerational connections in 

the community, as well as plans to link schools with care homes. 

Some programme staff raised concerns that the Covid pandemic might result in negative 
perceptions of older people, with them being viewed as a burden, resulting in a negative 
impact on some of the positive work that has gone on throughout the programme. However, 
it was felt this was likely a minority viewpoint, and many would still recognise all of the benefits 
older people bring to the community. 
 
The work of TOFA also has the potential to change perceptions of ageing. In 2019 TOFA 
joined the Ageing Friendly UK network and is currently working on an application to join the 
World Health Organisations global Age Friendly Network. The assembly currently has around 
900 members, many of whom were active in providing support to those in Torbay throughout 
the pandemic. The assembly is supported by the council and provides feedback to council 
run plans such as their Transport and Living Life Longer strategy. They also have seats on 
several boards within Torbay, such as the Health and Wellbeing board, and so can influence 
local policy for those over 50. Furthermore, through the assembly the Age Friendly Charter 
has been created which local organisations can sign to show their commitment to providing 
age friendly support. This work should have a positive impact on community perceptions of 
ageing, as many organisations are taking it into consideration in their work. 
 

  

‘It is about people coming along and sitting on the innovation panel, it is about other 
people seeing older people having an influence, this changes people’s perceptions of 
ageing and also as we age how our skills are valued.’ (Previous Programme Manager) 
 
‘We are good at celebrating ageing, we have done lots well. The bit about getting people 
to look forward to it is more difficult.’ (Participation Development Officer) 
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‘At times it felt like we were in competition to find isolated people. We were all making 
individual efforts, but we eventually became greater than the sum of our parts.’ 
(Neighbourhoods Project Delivery Manager) 
 

3. Project Level Impact and Learning 
 

3.1. Introduction 
 
This section explores the impact of AWT at a project level, drawing on the research data 
outlined in Table Three, as well as case studies undertaken by the project partners and 
Citizen Evaluators. In addition, two detailed impact case studies are provided in the 
appendices.  
 

3.2. Neighbourhoods Project 
 
Overview 
 
This Asset Based Community Development (ABCD) initiative does not have a formal delivery 
model, instead it is informed by the needs of the community and, as a result, different 
approaches have been found to work in different neighbourhoods15. The project aims to 
strengthen local communities to reduce isolation in people aged over 50 by reconnecting 
these people to their communities, increasing their sense of value and purpose and ensuring 
they have higher learning and service aspirations. The project has developed a network of 
community builders to carry out its work across Torbay who balance working to build the 
community and supporting people to reconnect with their community.  
 
The delivery manager acknowledged that, initially, people struggled to understand how all 
the aspects of the AWT programme fitted together, especially as the Neighbourhoods project 
is a strength-based approach, whereas the other projects are more traditional service 
delivery. It was felt that it would have been useful for the different projects to spend time 
shadowing each other in order to build relationships and knowledge between the different 
elements. Despite these initial difficulties, it was felt that once people were on board with the 
Neighbourhoods approach it was viewed as one of the key strengths of the programme, as it 
offers many different approaches and created unique connectivity.  
 
 
 
 
 
 
The Neighbourhoods project delivery manager described the strand as the “bedrock” of the 
AWT programme. They highlighted that as their work is community based they are more likely 
to find the hidden isolated people as opposed to those already known by statutory services. 
They further highlighted how important community builders have been in the projects’ 
success. The community builders network in neighbourhoods and have conversations with 
the people that live there, and they build on those interactions overtime which allows for a 
certain nuance to be captured. Furthermore, community builders highlighted the importance 
of the language they use and the way they communicate with those that may be isolated. For 
example, one community builder felt the term “older people” has a negative stigma attached 
and suggested terms such as ‘over 50’s’ have less negative connotations associated with 
them. In addition they highlighted issues that may arise from labelling people as isolated, 
such as them rejecting the support the project offers. They felt that being careful with 
language and communication, and owning that process helps to improve engagement.  
 
 

                                                           

15 Reflecting the ABCD approach, the participant survey for this project differs slightly from that used 
across the other projects. 
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‘Over the last 18 months we have built networks with people seeking the community 
builders out when they want to do something. That began to reverse from the start 
when community builders were setting things up for people, we are finding that people 
now want to execute ideas. There has been a real shift.’ (Neighbourhoods Project 
Delivery Manager) 
 

 
 
 
As the project has progressed members of the community have started to seek out 
community builders support with developing new community ideas. One community builder 
highlighted that they’ve learned that they get the best results when they help with the initial 
set up of groups, to build the foundations needed and resolve any issues that may arise, 
however, once the group is established, they take a step back and let the group primarily run 
itself. Maintaining the support, they provide to groups is a fine balance, as too much support 
from the community builder could result in the group relying on them, whereas too little 
support could mean it collapses.  
 
 
 
 
 
 
 
 
 
The project works closely with the other projects within the AWT programme, cross-referring 
people as and when a support need arises, and they are then referred back to the 
Neighbourhood's project. The project delivery manager highlighted the importance of this 
cross-referral process and felt, without access to the specialist support provided by the other 
projects, they wouldn’t have achieved half of what they have done so far. The delivery 
manager felt that AWT has demonstrated that although more time needs to be invested using 
these methods, the outcomes are much better for the individuals being supported. 
 
Reconnecting People 
 
Reconnecting people with the wider community continues to be the most visible change 
brought about by the Neighbourhoods project. The project delivery manager gave the project 
a score of 9 out of 10 for its achievements in relation to this outcome (where 10 is significant 
positive change). They felt that while they had achieved a lot, reached many people and 
created new networks, there were still more people that they could engage.  
 
Due to the diverse nature of the people and communities the Neighbourhoods project works 
with, it is important that they understand what each individual need is, so that they can provide 
the best support possible. Community builders also felt that this is an important aspect in their 
work. One community builder highlighted that, because they meet so many people with a 
variety of backgrounds, they can create new connections between people that normally 
wouldn’t have the opportunity to meet. Furthermore, they highlighted that as the project has 
grown over time and established itself, word of mouth has become an important referral tool.  
Moreover, community builders suggested that the work they do to help people extends 
beyond that person, as over time they become more confident and invite others that may be 
in the position they were previously to participate in groups or activities, thus creating stronger 
community cohesion. Participants highlighted that groups developed as a result of the 
Neighbourhoods project have allowed them to reconnect with other likeminded individuals, 
who have shared similar experiences. They felt that while initially it might just be one coffee 
with a local community group, they soon make new friends and expand out to other groups 
as well, and that this extends outside of AWT, as they commented on the various coffee 
meetings they had in each others homes. They further suggested that as they are now more 
connected with their communities, they are able to offer or receive assistance from others 
they have met through AWT with things like shopping or transports, as well as providing 
support for those that are facing physical or mental health issues. Furthermore, participants 

‘’We want to reduce social isolation but we need to own that in a way that turns around 

the language we use.’ (Community Builder) 
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commented on the importance of community builders, suggesting that they are vital to keep 
the groups organised and running. In addition, they showed some concern towards the 
project ending, as they felt many of these groups may end. 
 
 
 
 
 
 
 
 
Case Study One highlights how community builders work to reconnect isolated people with 
their community and build new, long lasting friendships with those in their social space. 
 
  

‘Isolated people are turning into connectors all the time. Once they’ve found a group and 
become a part of that group, they gain confidence as they’re socialising with people and 
they start welcoming other people who they can see are nervous, lacking confidence and 
isolated.’ (Community Builder) 

Case Study One 
 
Background: Glynis is 79 years old. Her husband, who is 64, works full time. She has two 
daughters, four grandchildren and four great-grandchildren; one daughter lives locally.  
Glynis developed health issues, including asthma, diabetes and had to stop driving 
because of severe arthritis. As a result of this change in health, and in combination with 
her husband’s absence during the day because of his work, Glynis started to become 
isolated.  
  
Impact: After an initial meeting with a Community Builder, Glynis became involved in a 
number of activities, which centred on an arts group in Paignton, which met regularly to 
explore different art forms.  Becoming part of this group “turned her life 
around”. Glynis had always had an interest in painting as a hobby, and through the 
group she was introduced to other craft forms, new skills and new friends. Glynis now 
feels that meeting the Community Builder has completely transformed her social 
life. From the outset, Glynis readily acknowledged the Community Builder’s efforts to 
keep her socially engaged by introducing her to different groups and activities.  Initially, 
the Community Builder introduced Glynis to the Crafty Fox café.  Over time, Glynis 
became more involved in the café and all the activities they ran, and visited as often as 
she could. Glynis strongly believes that her relationship with the Community Builder has 
had a major positive effect on her life, and has made an effort to introduce others so that 
they can also benefit.  Over time, Glynis reported how her confidence increased and 
how she started to seize opportunities to interact with her neighbours more often. For 
example, because of her ill health, Glynis developed closer relationships with her 
immediate neighbours and she joined them for regular local walks. Before the pandemic, 
Glynis commented on how much she was enjoying the new skills she 
had learnt, and how her family remarked on the change in her approach to life. She 
felt so much more positive about the future. Glynis was so pleased by the changes in her 
life that she wrote a poem about them.  
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The participant survey data clearly indicates that the Neighbourhoods project is having an 
impact reconnecting older people. The data shows that loneliness is decreasing amongst 
participants since they have become involved in the project. A number of loneliness 
measures are used within the survey, and all demonstrate a decrease in levels of loneliness.  
 
Furthermore, participants indicated that the number of friendships they had increased since 
engaging in the project. On entry, the average number of friendships was 5.3 and this 
increased to 7.9 at the time of exit. Alongside this participants indicated an increase in the 
number of these relationships that they valued, up from 6.0 on entry to 7.7 at exit. Participants’ 
frequency of contact with people has also increased since they engaged in the project. 
Contact with people other than family has become more frequent, with contact on a daily 
basis increasing from 41% on entry to 53% at exit. In addition, the proportion of participants 
that were meeting up with friends and family at least 3 times a week has increased from 27% 
on entry, to 39% on exit.  Neighbourhood participants also reported an increase in the 
proportion that were talking to neighbours or others in their community more than they did six 
months ago, up from 19% on entry to 27% on exit. 
 
Participants’ perceptions of their relative levels of participation in social activities compared 
to other people of a similar age have doubled since engaging in the project, with 30% of 
participants indicating that they participate in social activities ‘more than most’ on exit, up 
from 15% on entry. Furthermore, 64% of participants felt the quality of social activities had 
got better in the past 12 months at exit, compared with 61% on entry to the project. 
 
Sense of Value and Purpose 
 
The neighbourhoods project continues to have an impact on increasing the sense of value 
and purpose experienced by its participants and the delivery manager gave it a 9 out of 10. 
They highlighted that there was evidence of people using their skills and helping each other 
out much more, and how the Timebank was a mechanism that enabled this to happen.  
 
The Torbay Timebank is a service that allows people within communities to offer their skills 
and time to each other. Through this, credits are earned depending on how long tasks take, 
which can then be used to request support from other people that use the Timebank. This 
essentially lets people help others where they can and receive help with other aspects of their 
life where they may struggle. As of January 2020 there were 481 members involved with the 
Timebank and over 10,000 hours of exchanges. Community builders commented on the 

The Covid-19 Pandemic: During Glynis’ final interview in March 2021, she explained that life 
had changed quite dramatically; not only because of the pandemic, but also because of a fall 
in May 2020, which necessitated her spending  four and a half months immobilised in her 
lounge. Nurses and medics visited regularly to help and monitor her recovery, 
and Glynis highlighted how the Community Builder was invaluable in shopping and collecting 
prescriptions. In addition, Glynis received phone calls, Get Well cards and flowers from AWT. 
She was very much cheered by this, and felt that it helped tremendously, particularly when on 
a couple of occasions, she was feeling extremely low.   
  
Looking to the Future: Looking ahead, Glynis feels very positive about the future despite the 
challenges she has faced. Glynis feels differently now, both socially and in a practical way, 
compared to what she used to feel like when she first got involved with the Community 
Builder.  Looking forward, she intends to get back to crafting in all its forms, with friends 
already offering to give her lifts to different venues.  
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benefits of the Timebank, highlighting how it provides an avenue for people to feel useful and 
needed. They also suggested it can be a good way to build new friendships between those 
that use the service and connect those that might not otherwise connect.   
 
 
 
 
 
 
 
Case Study Two highlights how community builders can work with individuals to develop new 
community groups, which contribute to a greater sense of value and purpose. Furthermore, 
it shows that without these groups, people can lose this sense of value and purpose and 
become isolated. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

Case Study Two 
 
Background: Patrick is an 87-year-old man, who was originally from Fife in Scotland, but 
who also lived in Coventry for many years before moving to Torbay. Patrick is a carpenter 
and joiner by trade who travelled around doing shop fitting and working on building 
sites. Sadly, a few years after moving to Torbay, Patricks wife was diagnosed with cancer 
and after caring for her for two years, she passed away. Patrick said it has 
since been a very difficult time; he still feels enormous loss and bereavement, and for 
some time he felt that life was just a “big empty space”.    
 
Impact: When Patrick retired in Coventry, he got involved with an organisation called 
‘Tools for Self Reliance’. Upon moving to Devon, he asked his contacts in Coventry for 
details of anything similar in the Torbay area. As such, Patrick got in touch with ‘Men in 
Sheds’ in Exeter and attended the group there regularly, sometimes bringing home tools 
to repair. In addition to volunteering for ‘Men in Sheds’, Patrick and his wife went to 
coffee mornings organised by the Community Builder so that they could get information 
on local activities and chat to other members of the community. After Patrick’s 
wife passed away, one of his daughters got in touch with the Community Builder to 
help him socialise more, as Patrick did not feel very sociable. Around that time, Patricks 
volunteering activities in Exeter came to end as he stopped driving. With the combined 
help of Age UK, the Community Builder and other members of the community, he set up 
a ‘Men in Sheds’ project locally. Over recent years, Patrick continued to attend the local 
Men in Sheds group three times a week for a few hours. Patrick said that the project 
had been a godsend for him since losing his wife as it gave him a reason for getting out 
of his flat. Patrick believed he got different benefits from the sessions; repairing tools 
gave him so much pleasure. Moreover, he felt that the social aspect of the sessions was 
immensely beneficial for him; he doesn’t think the type of moral and social support he 
received there would have happened elsewhere.    
  

‘Just seeing people light up with things they have done for their neighbours, people are 
helping each other out, it is a powerful experience. We have hundreds of examples of 
people saying that the programme has given them a reason to get up in the morning.’ 
(Neighbourhoods Project Delivery Manager) 
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The participant data further highlights how the project is having an impact on participants’ 
sense of value and purpose. Increasing numbers of participants are involved in providing 
unpaid help to others since becoming engaged in the project, up from 57% on entry to the 
project to 68% at the time of exit. Positively, on exit, 41% of participants indicated that they 
intend to volunteer in the future, compared to 30% on entry to the project.  
 
Reflecting these positive changes, participants levels of mental wellbeing had improved since 
becoming involved in the project, up from 22.3 on entry to the project to 25.2 on exit, as well 
as their perceptions of their physical health. The average score for participants perception of 
the state of their health on entry to the project was 63/100 and this increased to 68/100 on 
exit. The participant data also indicated a decrease in reported numbers of GP visits, down 
from an average of 5.6 visits in the 12 months prior to becoming involved in the project, to an 
average of 4.8 visits in the 12 months prior to the exit stage. 
 
Personal and Service Aspirations 
 
In terms of increasing participants personal, learning and service aspirations, the project 
delivery manager gave this a score of 8 out of 10. They felt the project helps people within 
the community have their voices heard, which in turn gives them confidence to change the 
services in their area, for example through joining TOFA to ensure their voice is heard. 
Furthermore, they highlighted how the community builders are often the first point of contact 
for those that need information or advice, as they can signpost accordingly.  
 

The Covid-19 Pandemic: Due to a number of health reasons, Patrick’s final interview, 
which explored his experiences of the pandemic, was conducted with his daughter, on his 
behalf. When asked how life had been for Patrick, she said that he was a different man 
now; he is clinically depressed and his mobility was not a patch on what it used to 
be.  Despite having close family, he is also lonely because he can no longer attend the 
groups or chat with people locally. Despite this, Patrick’s daughters have done their best 
to keep Patrick going with various activities. Patrick’s daughter also contacted the 
Community Builder, who kept in touch via the phone as much as possible, and also met 
up with him when she could. After learning about how lonely Patrick was, the Community 
Builder arranged for a volunteer befriender to call him occasionally.   
  
Looking to the future: When Patrick’s daughter asked him about life post-covid, he said 
he thinks that people will need reassurance and encouragement to socialise again, and 
that it would be a fantastic idea for Ageing Well Torbay to instigate a sign placed on, or 
beside, selected benches along the seafront, in parks and generally around the bay saying 
it is a ‘Happy to Talk’ bench so that in theory if anyone is lonely they can join someone on 
those benches or sit on one and hope that another lonely person will sit down and chat. 
As Patrick can no longer drive, attending the woodwork groups will also be problematic, 
unless there is more transport put on to facilitate this. In addition to the regular activities 
Patrick got involved with, he also attended some of the Ageing Well festivals with his 
daughters, which they all really enjoyed; he sat with the Chelston woodwork stand and 
chatted to people there, and got involved with the dancing too. As Patrick does not have 
access to the internet, he was unable to get involved in the virtual festival this year, but 
told his daughter that it would be good if the Festival was held more regularly than once 
a year as it gives people the opportunity to try different activities for free.    
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The participant survey data indicated that those involved in the project are feeling slightly 
more empowered, with 33% of participants at exit feeling they can influence decisions 
affecting their local area, up slightly from 31% when they first became involved in the project.  
 
Community Perceptions of Ageing  
 
The impact in relation to ensuring that more local residents value older people and celebrate 
ageing was scored 7 out of 10 by the delivery manager. The delivery manager suggested 
that, at a neighbourhood level, it had been achieved. Community builders highlighted that 
events such as the flash mobs that had taken place in the community, and yarn bombers, 
contributed towards perceptions of older people changing positively. They felt these events 
and activities encourage younger generations to be more involved with those over 50. They 
highlighted that they would like to see more intergenerational work from a young age to 
improve this aspect further.  
 
The participant survey data indicated that perceptions of ageing amongst participants had 
changed since becoming involved in the project. At the exit stage 89% of participants agreed 
that ‘we can learn a lot from old people’ (compared with 86% on entry).  In addition, 
agreement to the statement ‘As I get older, I expect to be able to the things I’ve always done’ 
increased from 59% to 66%. Moreover, the project also saw an increase in participants levels 
of agreement with the statement, “I don’t think of myself as old”, increasing from 73% on entry 
to 79% at exit. 
 

3.3. Wellbeing Coordination Project 

 
Overview 

 
The Wellbeing Coordination project uses guided conversation to help improve people’s 
wellbeing and reduce social isolation and loneliness. The project is delivered through a team 
of wellbeing coordinators who have built up a strong and supportive team who are passionate 
about the support they deliver. 
 
Prior to the formal commissioning of the project, local health and social care services invested 
time into the development of its structures and processes. This was perceived to have raised 
awareness of the project and enabled the development of relationships with the different 
referral organisations. The Wellbeing Coordination project has been running since July 2016 
and has received additional funding from the Integrated Care Organisation (ICO) that will 
enable it to deliver services for a further four years. Furthermore, three new specialist posts 
have been funded by Torbay Council to enable better support for those that need support 
with housing, dementia and end of life. Wellbeing coordinators highlighted how important 
these roles have been for relieving pressure and providing more focused support for people 
with specific support needs.    
 
The project delivery manager felt that the Wellbeing Coordinator role had become more 
complex over the course of the project and, as a result, they have adapted where necessary. 
Moreover, they highlighted that connections with both statutory services and voluntary 
services have strengthened, which benefited both the knowledge the wellbeing coordinators 
have, as well as their ability to signpost effectively.  
 
The project manager they felt that being part of a wider partnership allowed for a much wider 
range of support for the people they were helping, as they could refer to other partners for 
support in areas outside of their expertise. The project delivery manager felt that one of the 
strengths of the project was the work they do alongside the community builders. They felt 
that wellbeing coordinators and community builders need each other to work effectively, as 
the wellbeing coordinators can support people to get them into a mind-set where they are 
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able to be reintroduced to their community, which is then handled by the community builders.  
Wellbeing coordinators also highlighted that they work closely with many of the other partners 
within Torbay, such as the FAIR and Staying Put projects, to support the people they are 
working with. In addition, the wellbeing coordinators highlighted the benefit of the three 
specialist roles created within the team and that these roles have helped immensely with the 
specific areas they cover. They felt that these specialist roles are an incredibly important 
addition to the support the project provides, as they cover common issues that arise with the 
people they support. These specialist roles support people with fundamental needs, such as 
housing, that need to be resolved before they are able to start addressing any other support 
needs people might have. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The wellbeing coordinators use a holistic approach when supporting the people they work 
with, and understand that taking the time to listen to a persons problem is important. As part 
of this person centred approach taking the time to listen to people was felt to be central to 
the success of the Wellbeing Coordination project, as this is the time when trust is developed 
and people open up about issues that they have not shared before. 
 
 
 
 
 
 
 
 
 
 
 
 
Furthermore, as local partnerships have strengthened over the course of the project, referrals 
have increased. Specifically, many referrals come from GP surgeries, social care, mental 
health organisations like Chadwell, as well as drug and alcohol organisations like Walnut 
Lodge. In addition to this, the helpline set up in response to Covid-19 has also increased 
referrals, and referrals from Torbay hospital have increased during this period as well.  
Wellbeing coordinators did highlight one key challenge with the referral process in that they 
sometimes don’t have access to background information on the person they’re going to 
support. This information would help the coordinators immensely, as they would know key 
information such as any mental health issues the person has, whether they have a support 
worker or if that person potentially poses a threat (e.g. they’re on the sex offenders list).  
 
  

‘If someone comes in with multiple needs; mental health issues, lonely, isolated, debt, 
housing problems, we can only deal with a few things. As part of a partnership, we could 
refer them onto FAIR. Having that network with different knowledge, it is phenomenal.’ 
(Wellbeing Coordination Project Delivery Manager) 
 
‘I think for us, one of the biggest things was housing. That’s why we got a housing 
Wellbeing Coordinator because I think that to support most of our people, if you’re not 
happy at home I don’t know how we can support someone. If they can’t get out, it’s 
inappropriate, they can’t afford it, they’re being evicted, homeless, whatever it is. Unless 
we solve that, we can’t do anything.’ (Wellbeing Coordination Project Delivery Manager) 
 

‘We don’t go ‘right we just do this and when we’ve done that we’re off’, so we work 
holistically, we work with everything in their life to try and pick out what’s the first thing 
and go from that.’ (Wellbeing Coordinator) 
 
‘We go to people and we’ve got the time to give them, to listen and sometimes that’s what 
they really need. You can go to your GP and be in there for ten minutes. A big part of it is 
just being able to have that time and listen to their stories and go from there.’ (Wellbeing 
Coordinator) 
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Reconnecting People 
 
The project delivery manager perceived the project to be performing well in terms of 
reconnecting older people, giving the project a score of nine out of 10 for its achievements in 
relation to this aspect. They felt that the project helps to build peoples trust so that they can 
reconnect with their local communities on a daily basis. They also highlighted that working 
alongside the community builders has contributed to this high score. One Wellbeing 
Coordinator highlighted how they can work with people over time to help build their 
confidence and get them involved in their local community through activities like volunteering. 
Wellbeing coordinators also highlighted the importance of being able to provide initial support 
with attending activities, as many of the people they work with struggle with building 
confidence. They felt that building that rapport with them, getting to know what they’re 
interested in and then accompanying them to the first few groups or activities is hugely 
important. They also commented on the importance of understanding the individual, their 
circumstances and what they want as. One example provided was that not everyone wants 
to be part of a coffee morning, some people just need a regular catch up and conversation 
over the phone. Furthermore, not everyone is able to access groups due to location or 
transport issues, and so coordinators have to work around these barriers. 
 
 
 
 
 
 
 
Progress in this outcome is further supported by the participant survey data which indicates 
that loneliness is decreasing amongst participants since they became involved in the project, 
across all three measures of loneliness used in the survey.  
 
Furthermore, survey data indicates that participants perceptions of their relative levels of 
participation in social activities compared to other people of a similar age had changed slightly 
since engaging in the project, with an increase in participants feeling they participate in social 
activities ‘more than most’ (2% on entry to 8% on exit). There has also been a shift in 
participants views about the quality of social activities, with 50% feeling they had got better 
in the previous 12 months on exiting the project, up from 24% on entry to the project. In 
addition, participants’ frequency of contact with friends and family had increased since they 
engaged in the project. The proportion of participants that were meeting up with friends and 
family at least weekly increased from 58% on entry, to 64% on exit, while the proportion that 
were speaking on the phone at least weekly increased from 76% on entry to 80% on exit. 
Participants frequency of contact with people other than family (e.g. local friends, neighbours, 
acquaintances) had also increased, from 81% indicating they had contact on at least a weekly 
basis on entry to 92% on exit. Furthermore, participants reported feeling more in control of 
their social life when exiting the project (average scores for control over social life increased 
from 4.1 on entry to 5.9 on exit).  
 
Case Study Three highlights the range of support the Wellbeing Coordination project 
provides. It also shows how important this specialist support and the relationships built are 
when supporting people with long-term issues that are multi-faceted. 
  

‘I think it’s so great that you can go in to see somebody and they’re broken and crying and 
very low but as time passes and you’ve worked with that person and they start mixing and 
going to groups and volunteering, seeing the change in them is absolutely fantastic.’ 
(Wellbeing Coordinator) 
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Sense of Value and Purpose 
 
The Wellbeing Coordination project was also felt to have had an impact on participants sense 
of value and purpose; the project delivery manager gave a score of eight out of 10 for this 
outcome. They highlighted that many of the people they are working with have very complex 
needs, that require much more time to support, and that while many people they work with 
do feel better about themselves and reconnect, some will likely never be able to. The 
wellbeing coordinators felt the work they do with older people is empowering and allows many 
of them to redefine themselves. They indicated it can be a useful reminder that they can still 
give back to their community, which gives them a sense of value.  
 
 
 
 

‘I think we empower them to realise that they may be getting older but that they still have 
knowledge that they can let other people have.’ (Wellbeing Coordinator) 
 

Case Study Three  
 
Situation: In March 2020, JS was referred to Wellbeing. She was very low and even 
though her husband had divorced her and moved on with another woman, she still wore 
her wedding ring and considered herself still married to him.  
 
Task: She said that she felt she had lost her identity and wanted to feel more confident 
again with accessing her community and making some friends. Due to JS’s struggle with 
debilitating anxiety she would very often make plans to go out on the bus, or to go out 
for a walk then not be able to, this made her feel like a prisoner in her own home. When 
lockdown occurred, she stated that this increased her anxiety and OCD regarding coming 
into contact with germs and Covid, but due her experience of not being able to leave her 
home she felt able to manage reasonably well with adjusting to being indoors and not 
being able to go out. 
 
Actions: During the lockdown period and for the rest of this year, I have kept in weekly 
contact with JS. She enjoyed being able to talk about her life and the difficulties she has 
experienced with her family dynamics. JS did agree to try counselling that Age UK Torbay 
was able to set up during this year in collaboration with Heartwood Counselling, and JS 
had two sessions with her counsellor, but decided it was not for her. I feel for JS that 
talking about her anxiety may have only exacerbated her feeling of being anxious. I also 
referred JS to the Hope programme for people suffering with anxiety and depression; I 
was the co-facilitator for the 6-week course, which was over Zoom. JS was extremely 
reluctant at first to participate, and it took a lot of support to get JS to log into Zoom 
properly so she could see and hear everyone, and we could see her. When she was able 
to log on to the group, she was an amazing support to other participants and contributor 
to the topics covered. She said that she really enjoyed being able to talk about her own 
life within such a supportive network of people who were experiencing similar thoughts 
and feeling to her own. 
 
Results: I hope that next year when clubs and social events start to open back up again, 
JS will take positive steps to attempt to try out some of these activities and begin to feel 
more confident. 
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Listening was another important aspect of the project and enables wellbeing coordinators to 
build trust and rapport with people, and it was felt that this regular contact encourages people 
to do the things that they want to do and allows them to celebrate successes they may have. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Case Study Four highlights how the Wellbeing Coordinator project can support individuals 
suffering with mental health and confidence issues find their identity and connect with people 
in their community to rebuild social networks. 
 
  

‘It’s paying attention and having someone to bounce off. I have one guy that’s really low, 
but actually that one call a week is just about telling me about his week. He’ll always say 
“you can tell your husband or daughter, but I’ve got no one”. It’s a connection and listening 
to what they’ve done that week.’ (Wellbeing Coordinator) 
 
‘I’ve had some people where I’ve encouraged people to do things at home. I’ve got 
someone writing a book, and we’ve had talks about jigsaws. So, they’re actually doing 
things at home and I don’t think that would have happened if not for the phone calls.’ 
(Wellbeing Coordinator) 
 

 ‘I think we support people in redefining themselves. We come across a lot of people that 
feel they’ve lost their identity, their partner, their job, they can no longer function well in 
their homes. There are so many things that they’ve lost. Sometimes it’s about looking at 
what is in their life that they can define, ‘I’m still alive, I can do this, I can still do that”.’ 
(Wellbeing Coordinator) 
 

Case Study Four  
 
Situation: A Physiotherapist in Adult Social Care referred Mr M, a 62-year-old man. Mr M was 
very lonely and isolated. Mr M had spent some years abroad where he was involved in 
voluntary and charity work. Mr M had recently returned from being abroad and found life here 
much more difficult both physically and mentally. Mr M was also suffering with chronic pain 
in his back, which was effecting his mood. 
 
Tasks: I first met with Mr M at his property and the one thing that stood out was how unhappy 
he was with his accommodation. Mr M said it was very small and dark and felt cold at times. 
Mr M felt that with his living conditions and his current health he had become very depressed. 
The first thing I looked at was getting Mr M enrolled for social housing and obtaining a Banding. 
Our Housing Coordinator was happy to meet him and support with this. We then looked at 
social inclusion and how getting out may help to improve his mood. Mr M was a very sociable 
man but did have issues with his mobility, which meant he could not walk very far. Mr M 
needed support to obtain a bus pass. 
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The participant survey data provides further evidence of the impact the project is having 
towards this outcome. Participant data shows that levels of self-acceptance and sense of 
purpose had both increased amongst participants since being engaged in the project. The 
average self-acceptance score increased from 6.7 on entry to 7.7 on exit, and the average  
self-purpose score increased from 10.4 on entry to 11.5 on exit. Furthermore the proportion 
of participants volunteering has also seen an increase, with 27% providing unpaid help on 
entering the project, increasing to 34% on exit. Wellbeing coordinators highlighted how they 
originally anticipated that people they had worked with and supported might go on to become 
volunteers, however, while there were some positive examples, they were fewer than they 
had hoped and often these people required a substantial amount of ongoing support. It was 
felt people were clients for a reason, and so while sometimes they may be okay to move into 
a volunteer role, often they might not.  
 
Personal and Service Aspirations 
 
The project delivery manager rated progress on ensuring participants have higher service 
aspirations as 6 out of 10. They commented that this wasn’t one of their core outcomes and 
that other projects would make more contributions to this outcome. 
  
Although the participant data indicated that slightly fewer participants feel they can influence 
decisions affecting their local area on exit (17%) from the project compared to when they first 
became involved (21%), there has been an increase in the proportion of participants who felt 
able to utilise their skills, knowledge and/or expertise for the benefit of their community (from 
16% at entry to 22% on exit). Furthermore, an increasing proportion of participants felt that 

Actions: After a short while, Mr M received his bus pass, which then enabled him to be 
more independent. Mr M and I would often meet for coffee rather than in his home 
environment. Our Housing Coordinator managed to get him on the social housing list 
where he eventually received a C Banding with supporting evidence. Mr M was also 
struggling financially so I supported him with (PIP) Personal Independent Payment 
application. Mr M was open to the idea of having free counselling, which we were able to 
set up for him. Our local community centre has trained counsellors who were willing to see 
people free of charge. Over the months there was some positive changes to his mood. Mr 
M found the counselling very beneficial and he had confidence that he may find a new 
property to live in. Mr M then received news that he had been accepted for PIP, which 
meant he had more money. The first thing Mr M did was buy himself a treadmill so that, 
along with his new diet, he could lose some weight. Mr M also bought himself a cheap car, 
which enabled him to be even more independent. Mr M was doing really well for a long 
period even during the Covid pandemic. Mr M then received some sad news about his 
health; he has been diagnosed with Cancer, which was a huge shock to him. At this point, 
I contacted our End of Life Coordinator who, along with myself, were able to support him. 
 
Results: Mr M was a very determined man who was adamant he would not give up. Just 
recently Mr M had finally found his perfect flat. Mr M eventually ended up renting thanks 
to having a little bit more money. Mr M describes his new flat as having light, being large 
and also very warm and comforting. Mr M has started his treatment for Cancer and advised 
it is going really well. Mr M is also receiving support with his mental health. Mr M knows 
there is a long battle ahead, which he is determined to win. Mr M cannot thank Age UK 
Torbay enough for all the support we have given him, and will continue to offer. 
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their local community works together to identify and implement action for the  benefit of the 
community (increasing from 43% at entry to 50% on exit). 
 
Further reflecting these positive changes, participants mental wellbeing had improved since 
becoming involved in the project, increasing from 20.5 on entry to 22.9 on exit. Perceptions 
of their physical health also improved; the average score for participants perception of the 
state of their health on entry was 51/100 and this increased to 58/100 on exit. The participant 
data also indicated a decrease in reported numbers of GP visits, down from an average of 
7.2 visits in the 12 months prior to becoming involved in the project, to an average of 5.8 
visits in the 12 months prior to the exit stage. Even more positively, the percentage of 
participants who had a non-elective hospital stay (one which was not planned) in the previous 
12 months, decreased from 52% at entry to 33% at exit. 
 
In terms of health service provision, the majority of participants indicated that local health 
services meet their needs at both entry (74%) and exit (71%). There was a slight increase in 
the proportion feeling these services have got better over the past 12 months (22% on exit 
compared with 17% on entry). Participants were also more positive about local social care 
services, with increasing numbers feeling these were meeting their needs (64% on exit 
compared with 57% on entry), and 49% of participants felt these services had got better in 
the previous 12 months on exit, compared with 33% on entry. 
 

3.4. Financial Advice, Information & Resilience (FAIR) Project 
 
Overview 
 
The FAIR project was commissioned in January 2018, and launched in May 2018, in 
response to consultations held with those aged over 50 to better understand their needs. The 
project aims to make advice and financial information services more accessible for people 
over 50, for example by helping people access information online, understanding benefits 
and how to apply, how to get the best consumer deals, and challenging decisions. FAIR is 
delivered by a consortium of 1116 local partners and led by Citizens Advice Torbay. The FAIR 
project recruits and trains a number of people, ideally aged over 50, as volunteers to deliver 
peer-to-peer financial advice and information in their local communities. 
 
FAIR delivery partners felt being part of a consortium enables better communication between 
organisations and helps builds and strengthen their working relationships, resulting in a better 
understanding of what other organisations are doing, as well as what is available in the local 
community. In addition it was felt that delivering as a consortium gives access to a wide range 
of strengths, leading to a whole that is greater than the sum of its parts. Other benefits of 
delivering FAIR as a consortium focused on the ability to manage capacity and spread the 
workload and pressures across the organisations, ensuring client waiting times could be 
minimised. It was felt the fact clients could access the range of support across the 
organisations through one initial call was a key strength of the project.  
 
 
 
 
 
 
Due to the light touch nature of this project, and as participants might only engage for a short 
amount of time or one off support, it is not appropriate for the majority of participants involved 
in the FAIR project to complete a detailed participant survey. Therefore details of the impacts 

                                                           

16 Please note, consortium members will reduce from March 2021. 

‘Having a range of organisations who each have particular links with a certain area or client 
group – means you are working with the strengths of several organisations.’ (FAIR Delivery 
Partner) 
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FAIR is having on participants contained within this section are drawn from the focus groups 
held with delivery partners, as well as case studies undertaken by the project partners.  
 
Reconnecting People 
 
While not a key objective of the project, collectively partners considered this to be an outcome 
they succeeded in, giving progress an average score of 7 out of 10. Partners felt that the 
work of FAIR indirectly impacts on reconnecting older people. It was highlighted how helping 
people work through their financial issues and providing them with more financial stability 
enables them to have the available funds to access things like community groups or other 
forms of support, thus allowing them to engage with activities and events and reconnect in a 
way they might not have been able to access otherwise. The FAIR project works closely with 
many of the other AWT projects, cross-referring where appropriate. Partners highlighted how, 
once a client is engaged with the FAIR project, they may then explore other support options 
provided by different partners, both within the FAIR project and across the wider AWT 
programme. Partners felt this holistic support offer was beneficial to the overall programme. 
 
 
 
 
 
 
Sense of Value and Purpose 
 
FAIR delivery partners felt the project contributes to increasing older people’s sense of value 
and purpose and collectively gave the project an average score of 7.6 out of 10 for this 
outcome. 
 
Partners highlighted how some of the clients they have worked with go on to volunteer with 
them, undergoing a comprehensive training programme which provides them with the 
opportunity to learn new skills or utilise their existing skills, resulting in a sense of value and 
purpose amongst volunteers as they are using their past experiences to help support their 
local community. The Crafty Fox was cited as an example of this, whereby many of the 
volunteers based there were previous clients or those with direct lived experience of the 
issues they are dealing with.  Furthermore, partners felt that the training provided to 
volunteers and the skills they had acquired as a result will be an important legacy of the 
programme, as they can be used to further support their local community. Partners reported 
that the retention rate for volunteers was quite high and many had already gone on to 
volunteer within other local community projects. 
 
FAIR delivery partners also highlighted how working through financial difficulties with their 
clients helped to empower them, and that supporting people who are struggling financially 
gives them hope and helps them gain confidence in themselves and their life. They felt that 
once they have worked with clients to resolve their initial issues they may develop the 
confidence to tackle other issues on their own. Furthermore, FAIR delivery partners found 
that removing financial anxiety helped to build participants’ confidence and find a sense of 
purpose manifested in their willingness to volunteer and give back to their communities. 
 
 
 
 
 
 
 
 

‘I think that as soon as you take the pressures of money off, people want to engage again  
and also a lot of people feel like they want to give back then, they want to become a 
volunteer. Because they’ve had that first-hand knowledge and stress of being in a bad 
place, they want to give something back.’ (FAIR Delivery Partner) 
 

‘As soon as you alleviate that financial stress or pressure, they can then breathe again and 
they want to engage. Because you know, when they’ve been helped they’re in the right 
mind set to reengage with other people.’ (FAIR Delivery Partner) 
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Case Study Five highlights some of the work the FAIR project does to help alleviate issues 
faced by those in difficult financial situations. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Personal and Service Aspirations 
 
FAIR project partners collectively gave an average score of 7.4 out of 10 for this outcome. It 
was felt that, as the FAIR project was developed as a direct result of consultations held with 
the over 50’s across Torbay, it is very much user led. It was felt that, as a result of this, the 
project is a product of service aspirations. In addition, the project further contributes to this 
outcome as a result of its provision of information and support. It was highlighted that great 
effort had been put into connecting FAIR with other projects within AWT, as it would allow for 
those who are most isolated to have the best chance at finding the appropriate support. 
 
In addition, the FAIR project has responded to feedback from professionals within the wider 
AWT programme to adapt the original delivery project model to ensure clear referral routes 
between the other projects involved in the AWT programme, thus ensuring those who are 
unable to access FAIRs community settings, who are often people experiencing the most 
extreme social isolation, could still access the service. 
 
Furthermore, it was highlighted how volunteers were crucial to the ongoing co-design of the 
service. Many of the volunteers within FAIR have direct lived experience of the issues the 
service aims to tackle and so they can act as a voice for those that are experiencing the same 
issues they previously struggled with. In addition, the training sessions and workshops 

Case Study Five  
 
The client is a 54 year old single man living in a privately rented flat. He has multiple health 
issues including severe agoraphobia which means he very rarely leaves his home and never 
goes further than the local shop 100 yards away. He’d been in receipt of ESA for many years 
in the ‘support group’. Following a telephone medical assessment the decision was made 
to move him into the ‘work-related activity group’, which meant a decrease in his award 
and the requirement to participate in certain training activities with the risk of losing his 
benefit entirely. The FAIR worker suggested a mandatory reconsideration (MR) and asked 
the client to request a copy of his medical assessment report to aid that process. Whilst 
preparing for the MR she noticed factual errors in the assessment report and also that he 
had never received an actual ‘decision letter’, i.e. a letter telling him how many points he 
had been allocated and the reasons for that decision - only notification that his payments 
were being reduced. DWP have an obligation to issue this letter, so she advised the client 
to call them and ask for it to be sent to him as a matter of urgency. This call prompted DWP 
to telephone him afterwards to apologise, and whilst on the phone the client highlighted 
the errors in the report. The caller from DWP immediately looked at the decision again and 
agreed to reinstate him in the support group. Being in the support group entitles him to an 
‘enhanced disability premium’ on his benefits so he is now £43.55 per week better off and 
spared the anxiety of losing benefit entitlement if he cannot comply with work related 
activities. He is pleased that the situation was resolved quickly and that he didn’t have to 
endure a full appeal process. In his own words: ‘This is such a relief for me. You’re a star!’ 

 ‘She felt a bit emboldened and she went and negotiated a new mobile phone contract. 
That wouldn’t have happened previously. She felt that she could do it.’ (FAIR Delivery 
Partner) 
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provided by FAIR were directly influenced by feedback received from the volunteers. The 
Mencap project partner highlighted how they involve their clients in their service delivery, with 
the workshops they run for their clients being chosen and developed as a direct result of the 
feedback they receive from the carers and clients they are supporting. 
 
Community Perceptions of Ageing  
 
FAIR delivery partners collectively gave an average score of 7.2 out of 10 for the projects 
contribution to this outcome. Partners felt that FAIR is viewed by the community as a good 
service, and the fact that those aged over 50 were involved to some degree in the 
development and delivery of this service, helps improve perceptions of this age group 
amongst the wider community. Furthermore, one partner highlighted that being part of a 
bigger programme allows for partners to signpost to other events and activities that are going 
on within the community, and demonstrates that there are numerous opportunities for those 
who are older, which in turn makes people feel like they haven’t been forgotten as there are 
plenty of things for people to do and get involved in in their older years. 
 

3.5. Staying Put Project 
 
Overview 
 
Staying Put is delivered by a consortium of six17 partner organisations and focuses on 
supporting those over 50 to remain independent and stay in their homes for longer. Staying 
Put was commissioned in June 2019, with delivery starting in September 2019. The project 
was developed in response to several consultations with the over 50’s across Torbay. The 
consultations highlighted that many older people feel their talents, skills and knowledge are 
going unrecognised and undervalued, and Staying Put aims to acknowledge and appreciate 
one of Torbay’s biggest unrecognised resources by enabling the over 50’s to retain their 
independence by assisting one another with tasks many take for granted.  
 
The project worked hard when it was first initialised to engage with events happening across 
Torbay and to run events and network with relevant organisations and agencies in order to 
raise awareness of the project and its offer. The project also engaged with organisations such 
as local care providers and GP surgeries, as this was seen as another way to engage with 
people who may need their support. 
 
The project takes a peer support approach, recruiting local volunteers who are willing to help 
others in their area. Therefore, the project provides both a way for those who are more able 
to offer their help, and support to those that need it. Each partner delivers specific assistance 
and volunteering opportunities including DIY services, a cooking buddy service, as well as 
support with accessing other services that may benefit their health or wellbeing.  
 
 
 
 
 
 
 
The Staying Put project has a dedicated phone number for people to call if they needed help, 
or wanted to give help. Following the Covid-19 pandemic this phone number became the 
dedicated Community Covid-19 Helpline. This became an important focus throughout the 
pandemic, as it allowed all partners across AWT to collaborate and support Torbay’s citizens 

                                                           

17 Please note, consortium members will reduce from March 2021. 

‘We’ve got to know each other better, our organisations better and now we’re working 
much closer with other projects across the area. It’s been a springboard to lots of other 
things that probably wouldn’t have come about if it hadn’t have been for involvement in 
this project’ (Staying Put Delivery Partner) 
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during these difficult times. As of December 2020, over 15,000 calls had been made to the 
helpline, 5,000 new people who were previously under the programmes radar had been found 
and over 1,000 volunteers had contributed to the running of the helpline. 
 
The Staying Put project had only been delivering for six months when Covid struck. As 
collection of participant surveys ceased in March 2020, as a result of Covid, details of the 
impacts the Staying Put project is having on participants contained within this section is drawn 
from the focus group held with delivery partners, as well as case studies undertaken by the 
Project Partners.  
 
Reconnecting People 
 
Staying Put delivery partners collectively gave an average score of 6.6 out of 10 for the 
projects contribution to reconnecting older people. As this project had only been running for 
six months prior to the Covid-19 pandemic, it is unsurprising it has not been able to have 
more of an impact on this outcome to date. Delivery partners highlighted how many of the 
older people involved with the project were engaged in befriending, however this activity had 
to stop, or switch to telephone calls, in light of Covid as people could no longer meet up.  
 
Case Study Six highlights the important work Staying Put has done both pre-covid and during 
the pandemic to help those over 50 stay connected to their community. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Sense of Value and Purpose 
 
Staying Put delivery partners collectively gave an average score of 5 out of 10 for the project's 
contribution to this outcome. The onset of Covid has clearly impacted on the projects ability 
to contribute to this outcome. It was felt that, while the project has successfully empowered 
its volunteers, the ongoing pandemic has severely limited their opportunity to contribute their 
time, skills and knowledge, and as a result disempowered a lot of people. For example, in-
person contact stopped, which left quite limited opportunities to offer support over the phone 
or online. This meant that the volunteers couldn’t utilise their skills or time fully, which partners 

Case Study Six 
 
Mrs E: Mrs E was referred to us by a care worker. She was experiencing loneliness and 
difficulty in leaving the house, due to anxiety. She lived alone and was new to the area, 
therefore she had no friends to call on. We started home visits in September 2019 and these 
visits progressed to walks to nearby parks, visits to the local shops and eventually to our 
Community Café. She really enjoyed her visits to the café and joined our Over 50’s Lunch 
Club. Her increase in confidence and the making of new friends resulted in a noticeable 
change in her outlook and enthusiasm to leave her house. She would come to the Bingo 
sessions and even embarked on one of our Day Trips by mini-bus. 
 
When the pandemic forced us into lockdown, we continued to visit Mrs E and delivered 
home cooked meals to her on a regular basis. For the last few months we have been 
supporting her by accompanying her on short walks. Her social anxiety has unfortunately 
returned during lockdown but she is keen to return to the Community Café, once we can re-
open. Mrs E has asked if we can organise a party for the Over 50’s Lunch Club members, to 
celebrate the end of lockdown and to reunite her with her new friends. We will do this, once 
it is safe to do so. 
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felt contributed to this lower score. One partner suggested that there has been a difficult 
balance between empowering people where they can and encouraging them to also follow 
the guidelines around Covid. 
 
In terms of volunteering, partners within the project found that while people were very keen 
to volunteer and help their generation stay at home, they often didn’t want the formalities that 
came with a volunteering role. Often volunteers found the experience too much of a 
responsibility and did not want to commit to set hours for a certain amount of time. The project 
engaged with older people regarding the skills they felt it would be useful for the volunteers 
to have and, as a result, the project offered formal, mandatory training for all volunteers which 
included training in areas such as guided conversations and advocacy. However, as a result 
of feedback from the volunteers it was evident this was not actually what they wanted to 
engage with. To reflect this the project adapted and reviewed its approach and moved a lot 
of the training in house to the individual partners and was more specific to the organisation 
the volunteers were involved with. For example, volunteers involved with the handy person 
service were given training around how to use tools, whereas volunteers working in care were 
given training on how to work through issues in health care.  
 
Another partner indicated that while the project did offer a large amount of training and 
support, there is a great deal of competition in the area for volunteering, which made it even 
harder to get volunteers on board. In addition to this, one partner felt the fact the project was 
new and therefore had no track record, contributed to the challenge in recruiting volunteers 
initially. It was felt the move away from mandatory training and shifting it to be managed by 
the individual organisations went some way to overcoming these challenges. It was felt a 
softer style of volunteering worked much better overall, as people were more willing to get 
involved with the project. 
 
Case Study Seven highlights the positive effect volunteering for local community groups 
can have on improving an individuals sense of value. 
 

 

 

 

 

 

 

 

 
Personal and Service Aspirations 
 
Staying Put delivery partners collectively gave an average score of 5.2 out of 10 for the 
projects contribution to this outcome. It was highlighted that as the Staying Put project was 
developed as a direct result of consultations held with the over 50’s across Torbay, it is very 
much user led. Despite this, it was also highlighted that during these consultations it was 
clear older people wanted to be more at the forefront of what their care provision looked like 
and be able to challenge care providers to ensure they were getting the care they really 
wanted to enable them to safely remain at home, however no care agencies applied to be 
part of the consortium. There was a feeling that if the partnership had a partner in that field, 

Case Study Seven 
 
Mrs A came to our Community cafe in November 2020 and explained that she lived alone and 
was feeling very lonely. She also expressed a feeling that she felt “useless” because she was 
well past retirement age. She enjoyed several visits to the café and then offered to help as a 
volunteer. On her first day of work she was visibly excited and thrilled to be contributing to the 
operation. She also attended our free Christmas party and met several people in a similar 
position to her. Since Christmas, we have continued to support Mrs A, visiting her home, 
helping her read her gas meter and accompanying her on short walks. She will be returning as 
a volunteer to the cafe as soon as we re-open. 
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they would have had a greater impact on this outcome, as it would have allowed the project 
to better challenge and influence care provision in Torbay. 

 
It was felt that the Staying Put project has provided people with access to information which 
in turn enables them to make more informed decisions. One partner highlighted how the 
project has increased people's confidence in accessing local services. The example provided 
focused on the handy person service, whereby it was felt people now have the confidence to 
use local handy people, rather than some of the larger and more expensive tradespeople 
which they would have used previously. 
 
Furthermore, partners also highlighted how being part of a wider programme contributes 
towards this outcome. Partners highlighted the benefits of being able to refer people onto 
projects within the wider programme when people require specific expertise that they are 
unable to provide support for, and highlighted that there hadn’t been anybody that had 
contacted them that they hadn’t been able to refer or signpost onto something appropriate if 
they couldn’t provide the support themselves.  
 
Partners also highlighted how the project has responded to feedback throughout its lifespan 
and adapted where necessary. For example, as previously mentioned the training offered to 
the volunteers was reimagined in response to their feedback, which itself shows that these 
individuals were clear with their service aspirations. Furthermore, Staying Put was vital in 
instigating the helpline when the Covid pandemic started, which in itself was a response to 
those in the community requiring a suitable path into the support offered throughout Torbay.  
 

3.6. Peer Support Project (formerly Daybreak) 
 
Overview 
 
Peer Support works with people over 50 and focuses on mental health and community 
cohesion through the provision of specialised courses addressing self-esteem, loss and 
bereavement, anxiety and depression. Courses are delivered in collaboration with a lived 
experience peer trainer and include home visits. The delivery manager highlighted how their 
ability to recruit volunteers, often from their own client base, has been a success of the project 
and has led to a new community forming. 
 
The delivery manager highlighted some of the benefits for the project that exist due to being 
part of the wider AWT programme. They felt that being part of something bigger allows for 
greater awareness of the partners working across the programme, which helps create a 
sense of working together to support those within Torbay. They also felt this extends beyond 
the programme, and includes GP surgeries and social services.  
 
The delivery manager also commented on some of the challenges they faced with the project. 
One issue the project faced was a lack of referrals from other parts of the AWT programme. 
Initially the project received many referrals other projects, and once they had worked with 
those people to improve their mental health they would cross-refer them back. However, 
more recently these referrals have dropped off, possibly as a result of the new specialist 
mental health wellbeing coordinator role, who is able to pick up mental health referrals rather 
than referring them to the Peer Support project. The delivery manager also highlighted 
challenges around capacity. Peer Support, which covers the whole of Torbay, is run by two 
members of staff, alongside volunteers to help facilitate activities and courses. The delivery 
manager felt if a similar project was to be developed in the future it would be beneficial to be 
based within GP surgeries, as people attending are already in need of support, meaning 
referrals would be easy to come by, and it would also help reduce the strain on GPs.  
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Due to the light touch nature of this project, and as participants might only engage with them 
for a short amount of time or one off activity, it is not appropriate for the majority of participants 
involved in Peer Support to complete a detailed participant survey. Therefore details of the 
impacts this project is having on participants contained within this section is drawn from the 
delivery partner interviews.  
 
Reconnecting People 
 
The delivery manager felt the project was performing well in regards to reconnecting older 
people, and gave it a score of 8 out of 10. They commented on the projects ability to bring 
people out of isolation and get them involved in groups and communities again. They did feel 
the project could benefit from more networking to ensure that other projects were more likely 
to refer into them, but also acknowledged their capacity issues and the fact they can’t reach 
as many people as they would like to. The delivery manager highlighted their volunteers as 
one of the strengths of the project, emphasising that they have a strong base of volunteers, 
many of which were previously clients of the project, who are capable of running groups and 
courses. This supportive environment creates a sense of community within the project itself 
and volunteers and clients often meet outside of the sessions as well. The project manager 
was hopeful that the volunteers would be able to continue and support other projects after 
Peer Support comes to an end.  
 
Sense of Value and Purpose 
 
The delivery manager gave the project a 10 for its ability to enable people to feel like their 
lives have purpose and value. They highlighted how participants from the project have 
provided positive feedback and that the courses they have run have provided people with the 
opportunity to gain a sense of purpose and connect with others that have experienced similar 
hardships or challenges in their life. An example was provided of a person who said that after 
attending the courses run by Peer Support they were able to feel emotions and express those 
openly. The delivery manager further highlighted how the volunteering programme has also 
helped with this outcome, as it gives those participating a sense of purpose.  
 
 

 

 

 
Personal and Service Aspirations 
 
The project manager felt Peer Support has helped ensure older people have high personal, 
learning and service aspirations and gave the project a score of 9 in terms of its progress 
towards this outcome. The courses run through the project are co-designed with their client's 
experience in mind and, as a result, clients are heavily involved in the development of the 
Peer Support project.   
 
In addition the project manager felt that the people they work with are now much more aware 
of the groups that are available to them and actively attend them. They indicated that their 
volunteers are engaged with the community and actively spread information within it, which 
helps to further raise awareness of what is available in the local area.  
 
More widely the delivery manager felt older people are more engaged with the design and 
delivery of services that reduce their isolation, but did suggest they often don’t get credit for 
their ideas and could be listened to and valued more. 
 

‘They come to us for courses and they stay as volunteers. We have created a nice 
community, people feel welcome and understood.’ (Peer Support Project Delivery 
Manager) 
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Community Perceptions of Ageing 
 
Finally, the delivery manager scored the project a 6 in terms of ensuring older people were 
valued more by local residents. They felt more intergeneration work would help further 
contribute to this outcome, with the aspiration of more work being done with children in 
schools around mental health, and that inviting older people to talk about their experiences 
with mental health to children might be beneficial.  
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4. Legacy 
 
While the programme has demonstrated a great deal of impact throughout its duration, staff 
are hopeful it will leave a lasting legacy for Torbay beyond its lifetime. Many commented on 
the ABCD approach as something that can take up to 25 years to fully develop and mature, 
and staff were hopeful that the practices used throughout the programme would continue, for 
the benefit of all communities across Torbay. The Neighbourhoods delivery manager 
indicated that they felt there is now enough capacity within the community and older 
population that things will not return to how they were before the programme started. 
 
Future funding  
 
The programme has already been successful in securing on-going funding for a number of 
its delivery projects. The Wellbeing Coordination project has received additional funding from 
the Integrated Care Organisation (ICO) that has enabled it to deliver services for a further 
four years. Furthermore, within this project three specialist posts were funded by Torbay 
Council to enable better support amongst those requiring housing, dementia and end of life 
support. Furthermore the Neighbourhoods project has received funding from Adult Social 
Care to support two community builders for the reminder of AWT programme delivery, while 
additional funding has been secured from Torbay Council to continue the Neighbourhoods 
project for a further year to help maintain the community builder network. In addition, 
conversations are taking place with potential funders to continue certain aspects of the 
programme beyond the extended seven years of funding. For example, the Neighbourhoods 
delivery manager indicated that Torbay Council are looking to support the community builders 
role, and the project is also in negotiations with six other funding bodies to provide funding 
for a further five to ten years of delivery.  
 
Capacity building 
 
Individual organisations highlighted how their involvement in AWT has helped them secure 
further funding. For example, Brixham YES highlighted how their involvement in FAIR, 
specifically the relationships built through FAIR and the training staff and volunteers received, 
had assisted them in securing funding from the Tudor Trust to further develop their 
information and advice service for all ages, which includes a Citizen’s Advice service in 
Brixham. Mencap also highlighted how their involvement in the Growing Older Together 
project resulted in securing funding from Torbay and South Devon NHS Trust to deliver an 
additional service for carers.  
 
The development of individuals skills as a result of organisations involvement in the AWT 
programme, alongside more knowledge and confidence about services available across 
Torbay, were also cited as legacies of the programme.   
 
Collaboration 
 
In addition to further funding, staff felt a key legacy of the programme was that collaboration 
and mutual trust amongst organisations across Torbay is now common practice, which 
should allow for better integrated services for communities within Torbay. Staff indicated that, 
prior to the programme, organisations within the voluntary sector often felt a sense of 
competition over resources, such as funding. Some delivery partners also found this to be 
the case when they were initially starting out with AWT, however, over time partners within 
the programme have realised working together with the strengths of several organisations 
that complement each other allows for greater impact. It was felt that even after the 
programme ends, the relationships between partners, as well as other organisations across 
Torbay, will continue to strengthen and grow. It was felt that this increase in partnership 
working has helped attract more funding into the Torbay area. In addition to this, staff also 
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highlighted that the programme has helped improve relationships between the voluntary and 
statutory sectors, and felt this was another important legacy of the programme. The Torbay 
Community Helpline was cited as one of the tools that helped develop this relationship, as 
Torbay Council could see the value it provided to communities and it is hoped this will help 
to provide foundations for further partnership work between the sectors in the future. It was 
felt the Torbay Community Helpline has proven to be a useful point of contact for anyone 
looking for support, and so maintaining this going forward will be beneficial for Torbay and 
be a legacy of the programme.  
 
Platform for over 50s to have their voices heard 
 
Another important legacy highlighted by staff was that those over 50 feel more empowered 
and confident to feel able to make a contribution and help make Torbay a better place. The 
over 50’s now have an established platform to ensure their voices are heard more by both 
the voluntary and statutory sector. The Torbay Over 50’s Assembly (TOFA) was felt to be an 
important part of the programmes legacy. TOFA has around 900 members and already has 
influence on local policy due to its involvement in many boards across the area, such as the 
Health and Wellbeing board, the NHS Falls and Frailty Group, as well as Housing and Mental 
Health groups in the area. In addition TOFA are working with Torbay Council to provide 
feedback for their Transport and Living Life Longer strategy. TOFA has also been 
fundamental in Torbay joining the Ageing Friendly UK network. They are now working 
towards joining the World Health Organisation global network in 2021, with support from 
Torbay Council. Furthermore, through TOFA, an Age Friendly Charter has been created, 
which local organisations can sign to pledge their commitment to being age friendly.   
 
This work should prove to be an important legacy, as many organisations external to the 
programme have realised that if they wish to provide a better service, they need to directly 
listen to those the service is directed towards. In addition to this, some suggested that this 
applied to both those under 50, as well as those over 50. 
 
Furthermore it was felt that older people are more involved with their communities and 
confident to make decisions within them, as well as generally being more knowledgeable 
about the support organisations operating across Torbay and which to approach for help and 
support.  
 
Community groups and activities 
 
Staff highlighted how the groups and activities set up as a result of the AWT programme will 
also be a legacy, as they were hopeful that many will be self–sustaining and continue even 
without AWT support.  
 
Volunteers 
 
Staff hoped that the volunteers recruited through the programme would continue to utilise 
their skills and training for other local community support after the programme ends. 
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5. Cost Benefit Analysis 
 
This final phase of the evaluation draws together all insight collected over the course of the 
research to inform a Cost Benefit Analysis (CBA). CBA measures the benefits of an 
intervention against the costs of providing the intervention. The benefits are measured by 
using monetary values to represent the social and economic outcomes. This enables a ratio 
of benefits to costs to be calculated. As a programme, AWT seeks to create improvements 
in society, and therefore impact is seen not through the bottom line, but rather through social 
impact. This cost benefit analysis seeks to evidence how AWT has changed participants 
overall wellbeing, and address the value of this social intervention.  
 
The CBA presented here focuses on the duration of the AWT programme, up until the Covid 
pandemic impacted programme delivery, April 2015 – March 2020. Following best practice, 
the analysis draws on resources from the HACT Social Value Bank18; PSSRU Unit Costs of 
Health & Social Care; as well as other resources to generate validated financial proxies. 
Results presented below detail all steps taken to arrive at as accurate a view as possible of 
social impact related to delivery of the AWT programme between April 2015 - March 2020. 
As there are many external contributing factors to outcomes in individuals’ lives, results offer 
an indication of the impact AWT has generated and contributed to, with adjustments made, 
as appropriate, to reflect external factors beyond the scope of the evaluation. Further 
methodological information on the decisions taken, resources utilised, and any assumptions 
made, are detailed throughout this section.  
 

5.1. The CBA Process 
 
The diagram below provides an introductory summary to the CBA methodology utilised for 
this aspect of the research, outlining the various stages carried out in the analysis. More 
detail on each phase, and the steps within each, are detailed below, alongside further 
explanations of concepts and terminology where appropriate, to ensure any decisions and 
assumptions taken in the CBA presented in this section are clear. 
  

                                                           

18 HACT and Simetrica (www.hact.org.uk / www.simetrica.co.uk) Community investment and 
homelessness values from the Social Value Bank. Source: www.socialvaluebank.org License: 
Creative Commons Attribution-NonCommercial-NoDerivatives license 
(http://creativecommons.org/licenses/by-nc-nd/4.0/deed.en_GB 

http://www.hact.org.uk/
http://www.simetrica.co.uk/
http://www.socialvaluebank.org/
http://creativecommons.org/licenses/by-nc-nd/4.0/deed.en_GB
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 Communicate the findings to the stakeholders. 

 Consider how best to utilise the results, and embed the CBA 
process in the organisation.  

Establishing scope and 

identifying stakeholders 

 Consider the boundaries of what is being considered. What is 
feasible? What is the purpose of the analysis, and what resources 
are there to deliver it? What are the key priorities for 
measurement, what is the timeframe, and who is the audience? 

 What stakeholders need to be considered? And how can they 
best be involved? 

 Map out the impact of the programme, considering what goes into 
delivering it (the inputs) and establishing the financial value of 
this. Clarify what the programme gives rise to; what outputs does 
it generate? Describe the outcomes the programme achieves.  

Mapping service 

outcomes 

 Establish which indicators provide evidence that an outcome is 
being achieved. How can we reliably measure and demonstrate 
service outcomes being realised? 

 Collate this data, and consider how long the outcomes last for. 
Calculate what the value of these outcomes is using financial 
proxies (approximations of value where an exact measure is 
impossible to obtain).   

Evidencing outcomes 

and giving them a value 

 Assess if outcomes have come about as a direct result of the 
delivery activity, and make the necessary adjustments to the data.  

 What could have happened anyway in the absence of the 
programme? Consider if you are over claiming. Adjustments to be 
made include “deadweight”, “attribution” and “drop-off”. Only then 
can the impact value be calculated.   

Establishing service 

impact 

 Using all information collated, decisions taken, and assumptions 
made, calculate the net present value of the programme’s 
operations, and produce the social value ratio.  

 Look at how this resultant value could be different under alternate 
assumptions by conducting a sensitivity analysis. This will give an 
indication of the weight of your assumptions. 

Calculating the SROI 

Reporting, using and 

embedding your SROI 
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5.2. Stakeholders 
 
With the project scope defined, a first step was to identify stakeholders and reach a decision 
on which of these should be included in the CBA. Stakeholders include all of those people, 
organisations and systems which may affect, or be affected by, the delivery of the AWT 
programme. In assessing which stakeholders were in scope for inclusion in the analysis, 
consideration was given to which of those identified would have experienced material change 
as a result of AWT programme delivery. A summary of stakeholders considered is included 
below, with further details contained within the Stakeholder Map (Appendix 1). This details 
which stakeholders have been included and excluded in the analysis, with an explanation for 
the rationale behind these decisions, alongside a summary of associated stakeholder 
impacts. 
 

 Older people in Torbay engaging with AWT 

 Family members, relatives and friends of the older people engaging with AWT 

 Residents of Torbay 

 AWT delivery partner volunteers 

 Community venues 

 Individual project delivery partners 

 National Lottery Community Fund 

 The health system 
 

5.3. Inputs 
 

In order to conduct the CBA, it was necessary to ascertain the financial value of inputs to 
include in the model. Knowing the costs allocated to the programme’s service delivery is vital, 
so that any returns can be compared to investment. This figure represents the total financial 
investment which was required to run the AWT programme between April 2015 - March 2020. 
Through engagement with the AWT programme manager and consultation with the relevant 
financial accounts, the following costs were identified. This total of £4,843,421 covers all staff 
and running costs for the delivery of the AWT programme across the period, including the 
training and development of volunteers aged over 50 to support in the delivery of a number 
of the projects.  
 

5.4. Outputs 
 
The CBA has been conducted retrospectively, considering outcomes which have already 
occurred. These have been recorded through the participant CMF surveys and AWT Apricot 
system, alongside qualitative interviews and focus groups with key stakeholders. Together 
these have provided a comprehensive view of the AWT programme inclusive of both 
participant beneficiaries and wider stakeholders. 
 
An examination of monitoring data from the Apricot system revealed AWT engaged with 
5,670 participants (excluding AWT festival attendees) from April 2015 - December 201919. Of 
these, a total of 895 participants completed a full CMF entry survey (used within SERIO’s 
analysis) and 475 participants completed a full CMF exit survey. Following a review by AWT 
of the reasons why some participants had completed an entry survey but not an exit survey 
it was concluded that around 27% of participants disengaged from the programme between 
entry and exit. When this disengagement figure is applied to the overall number of 
participants we are left with 4,139 participants who we can conclude have had ongoing 

                                                           

19 Data for the Jan-March 2020 period has not been collated as quarterly reports were not required 
during this period as a result of resources being redirected due to the Covid pandemic. 
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engagement with the AWT programme, and it is these participants that we have applied the 
CBA benefit values to.  
 
Within the programme, older people were also trained and developed as volunteers in order 
to deliver some elements of project delivery. A total of 2,253 older people engaged as 
volunteers across the programme duration, providing a total of 34,560 hours of time. The 
monitoring data provided through Apricot does not differentiate whether individuals that 
volunteered were also participants, however given what is known about the projects and their 
involvement of volunteers, it is felt the large majority would also be classed as participants. 
Therefore, to avoid potential double counting, these figures have not been added to the 
participant figures above. 
 

5.5. Outcomes 
 
A thorough analysis of data from the CMF participant surveys and additional qualitative 
research data revealed a number of positive participant outcomes, as well as additional areas 
of impact across delivery partners. 
 
The four outcomes that AWT aims to achieve (see Section 1.1) focus on ensuring older 
people feel more connected to friends and their community, feel that their lives have value 
and purpose and have high personal and service aspirations. Various indicators are used to 
measure progress against these outcomes that focus on levels of loneliness, levels of social 
contact and participation, individuals sense of purpose and value, levels of volunteering, as 
well as changes in mental and physical health. Within all these measures, the ultimate focus 
is on individuals overall wellbeing. In addition to these indicators the CMF participant surveys 
explored participants use of elements of the health care system, while qualitative research 
data highlighted potential capacity building benefits across delivery partners.   
 

5.6. Indicators 
 
Following an extensive mapping of outcomes, and decisions on what could reliably be 
included in the analysis, appropriate indicators were selected for inclusion in the CBA model. 
Those chosen include the Short Warwick Edinburgh Mental Wellbeing Scale (SWEMWBS); 
cost savings across the use of health care services including GPs, hospitals, paid carer 
services and community based health services using the PSSRU Unit Costs of Health and 
Social Care 2019; and, evidence of capacity building within delivery organisations. 
 

5.6.1. SWEMWBS 
 
The Short Warwick Edinburgh Mental Wellbeing Scale consists of a list of seven positively 
worded statements with five response categories. It is a credible and validated indicator which 
has been developed in order to measure different aspects of positive mental health. Many 
AWT participants responded to this survey question at both the entry and exit stage, meaning 
it could be used as a mental wellbeing distance-travelled measure for this analysis. The 
limitation in using this measure is that it cannot be used in conjunction with any other HACT 
Social Value Bank indicators.  
 
An overall value was calculated for individuals completing both the entry and exit surveys, 
with the 50+ age adjustment being applied. To account for deadweight 27% was subtracted 
from these values which were then summed to calculate the total social value20 (an 
explanation of deadweight, which accounts for what 'would have happened anyway', can be 
seen in 5.7.1). As highlighted in Section 5.4, it has been assumed that around 27% of all 

                                                           

20 https://hact.org.uk/mental-health-social-value-calculator 
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participants disengaged from the programme between entry and exit, leaving a total of 4,139 
participants considered to have had ongoing engagement with the AWT programme. The 
total social value figure was then grossed up to apply to these 4,139 participants. This figure  
represents the additional money that participants would need to improve their wellbeing to 
the same level they experienced as a result of their involvement in AWT. 
 

5.6.2. Health care service usage 
 
A series of questions were included within the CMF participant survey to identify any changes 
in how they were accessing and experiencing health and social care services throughout their 
involvement in the AWT programme. This included the frequency of GP visits, hospital 
admissions, social care use and day care provision. The estimated cost of these services 
were calculated using values from the PSSRU Unit Costs of Health and Social Care 2019. 
 
GP Services 
 
Participants were asked to provide an estimation of the number of times they had visited their 
GP in the last 12 months. Many AWT participants responded to this survey question at both 
the entry and exit stage, meaning it could be used as a measure for this analysis. Overall the 
percentage of participants visiting their GP over the previous 12 months remained broadly 
the same, with 91% having visited their GP in the previous 12 months at entry, and 90% at 
exit, however the average number of visits reduced (from an average of 6.3 visits at entry to 
5.1 visits at exit).  
 
To ensure the CBA had a consistent approach that could be used for all health care services, 
the total cost of the average number of visits, as stated above, was calculated at both entry 
and exit. This cost was then applied to the percentage of participants using their GP service 
at entry and exit (based on 4,139 participants), from which any cost saving was calculated. 
To account for deadweight 27% was subtracted, as recommended by HACT for health related 
outcomes.  
 
Hospital Services 
 
Participants were asked to provide an estimation of the number of times they had visited 
hospital, and the services used, in the last 12 months. Again, many AWT participants 
responded to this survey question at both the entry and exit stage, meaning it could be used 
as a measure for this analysis. Outpatient visits saw a slight increase over time (71% to 77%), 
but the average number of visits decreased (from 4.2 to 3.8); inpatient visits arranged in 
advance remained the same (14%), but the average number of visits reduced (from 2.1 to 
1.7); and, inpatient visits not arranged in advance saw a substantial reduction (37% to 25%) 
but the average number of visits remained the same, at 2 visits. As with GP services, the 
total cost of the average number of visits was calculated at both entry and exit, and this was 
applied to the percentage of participants using the services at entry and exit (based on 4,139 
participants), from this the cost saving was calculated. To account for deadweight 27% was 
subtracted, as recommended by HACT for health related outcomes.  
 
Only a small number of participants had visited a dementia memory clinic throughout the 
programme (just 3%) and data around the number of visits varied widely, therefore it has not 
been possible to use data from this indicator within the CBA. 
 
Day Care Services 
 
Participants were asked to indicate whether they had attended day care services for older 
people, mental health day care services, and NHS mental health services in the last 12 
months, and the number of times they had used them. While clear data was provided in terms 
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of whether participants had made use of these services, much more limited data was 
provided in terms of the frequency of use, and it is this data that the CBA makes use of. 
Therefore it has not been possible to use data from these indicators within the CBA. 
 

5.6.3. Capacity building within delivery organisations 
 
The analysis also explored any capacity building experienced within individual delivery 
organisations as a result of their involvement in the AWT programme. A Stated Preference 
valuation approach was adopted, whereby delivery organisations were asked what they 
would be willing to pay for any increases in capacity building experienced by their 
organisation as a result of their overall involvement in the AWT programme between the start 
of the programme and March 2020. Only a limited number of  delivery partners provided a 
value against this. As this figure relates to the value of capacity building experienced by 
organisations as a direct result of their involvement in AWT, it could be argued that there is 
no need to apply deadweight. However, within this timeframe, without their involvement in 
AWT, organisations might have developed partnerships or sought funding from elsewhere 
and therefore built their capacity. Therefore, in line with the other indicators, 27% has been 
subtracted from these figures account for deadweight.  
 

5.7. Adjustments 
 
The impacts from these outcomes should continue beyond the period of measurement (April 
2015-March 2020) and will therefore continue to generate value. In line with guidance from 
HACT on the use of its Social Value Bank values, which do not seek to make an assessment 
of whether people benefit for more than a year, this CBA examines impact for one year 
beyond the period of measurement. This is a conservative estimate given that the AWT 
programme has funding to continue service delivery until 2022. While we are aware that the 
Covid pandemic will potentially influence the duration of some of these impacts, the purpose 
of this analysis is to provide a cost benefit analysis of the impact of AWT during normal times.   
 

5.7.1. Deadweight 
 
A deadweight adjustment allows for a better estimate of the impact of activities, by taking into 
account the social improvements that would have happened anyway, regardless of any 
intervention on the part of AWT. It is a ‘what would have happened anyway?’ metric, which 
avoids over-claiming and needless inflation of estimates. This analysis has followed Homes 
and Communities Agency (HCA) advice on the application of deadweight figures, as 
suggested by HACT21. HCA additionality guidance draws on research to produce average 
deadweight figures. As a result, a 27% deadweight figure has been applied to all health 
related indicators included in the CBA model. 
 

5.7.2. Attribution 
 
Participants of AWT have not completed survey attribution questions related to their recorded 
outcomes. As a particularly vulnerable group, challenges will always present themselves with 
respect to survey completion, sustaining engagement and re-contacting of participants. Being 
realistic about evaluation engagement levels, and not over-burdening or pressuring delivery 
partners or AWT participants was an important consideration for this evaluation.  
 

                                                           

21 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/37
8177/additionality_guide_2014_full.pdf 
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However, given the focused nature of aspects of the AWT delivery, alongside the scale of 
the AWT programme, we can say, with relative confidence, that the outcomes achieved are 
as a result of the AWT programme. Where it was felt this was more clear-cut, an attribution 
rate of 90% has been applied. A more conservative estimate was taken with the SWEMWBS 
mental wellbeing measure (80%) and usage of health care services (80%) due to the potential 
for outside factors other than the AWT intervention to influence outcomes for these particular 
metrics. 
 

5.7.3. Displacement 
 
Displacement concerns the degree to which outcomes achieved have displaced other 
outcomes, something which is not always relevant in CBA. For both WEMWBS scores and 
healthcare outcomes the displacement figure has been kept at zero, on the basis that 
experiencing improvements in the state of one’s mental and physical health will not have a 
negative impact on somebody else. The same applies for organisational capacity building 
outcomes. 
 

5.7.4. Drop-off  
 
Drop-off looks at future years, considering if the amount of outcome will likely be less over 
time or, if the same, be less attributable to AWT owing to external influence on outcomes. As 
we are examining impact for one year beyond the year of service delivery activity, in line with 
HACT best practice, drop-off was set to 100% to align with this. The sensitivity analysis 
outlined later in this report describes the effects of extending the impact duration, and 
applying different rates of drop-off to the analysis. 

 
5.8. Final Financial Proxies 

 
Information on all financial proxies chosen for inclusion in the analysis, together with their 
sources, and details on the rates of deadweight, attribution and displacement applied in the 
calculation can be seen in Table Five below.
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Table Five: Financial Proxies 

Financial Proxies 

Outcome Quantity Proxy Proxy Source Deadweight Displacement Attribution Impact 

WEMWBS – varying 
levels of impact 

4,139 

WEMWBS 
50+ age 
adjusted 
values 

HACT – mental health social value 
calculator (https://hact.org.uk/mental-
health-social-value-calculator) 

27% 0% 20% £6,017,683 

GP services 
% of 
participants 
using service  

£33 a visit 

PSSRU Unit Costs of Health and Social 
Care 2019 
(https://www.pssru.ac.uk/project-
pages/unit-costs/unit-costs-2019/) 

27% 0% 20% £100,220 

Hospital outpatient 
visit 

% of 
participants 
using service 

£135 a visit 

PSSRU Unit Costs of Health and Social 
Care 2019 
(https://www.pssru.ac.uk/project-
pages/unit-costs/unit-costs-2019/) 

27% 0% 20% £18,274 

Hospital inpatient 
visit arranged in 
advance 

% of 
participants 
using service 

£3754 a 
visit 

PSSRU Unit Costs of Health and Social 
Care 2019 
(https://www.pssru.ac.uk/project-
pages/unit-costs/unit-costs-2019/) 

27% 0% 20% £508,148 

Hospital inpatient 
visit not arranged in 
advance 

% of 
participants 
using service 

£3053 a 
visit 

PSSRU Unit Costs of Health and Social 
Care 2019 
(https://www.pssru.ac.uk/project-
pages/unit-costs/unit-costs-2019/) 

27% 0% 20% £885,557 

Capacity building 
23 delivery 
partners  

Amount 
willing to 
pay 

Individual delivery partners 27% 0% 10% £304,848 

Total Present Value £7,834,730 
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5.9. Resultant Social Value 
 
The Social Value UK Value Map was used to record all inputs, outputs and outcomes for the 
April 2015-March 2020 period of the AWT programme delivery. The duration of outcomes 
was very conservatively set to one year after the period of measurement. Appropriate 
adjustments for deadweight, displacement and attribution were then applied, with drop-off set 
to 100% to align with the one-year activity calculation. 
 
Results showed a total present value of £7,834,730 for the period of measurement, with input 
costs for running AWT for the duration subtracted, amounts to a net present value of 
£2,991,309.  
 
The CBA value generated is expressed as a ratio of return. It is calculated by dividing the 
total present value total above by the value of the AWT investments counted as inputs. 
 
Ratio of Return = 7,834,730 / 4,843,421 = 1.62 
 
As can be seen from the calculation above, a value ratio (the value per amount invested) of 
1.62 has been calculated, indicating that for every £1 spent on delivering AWT, £1.62 in social 
value is created. 
 
Further detail on how each of the individual indicators contributed to the analysis, and their 
relative financial importance in the model, may be viewed in the Financial Proxies Appendix. 
 

5.10. Sensitivity Analysis 
 
The CBA has been calculated based on all the available evidence; results of extensive 
research; and a series of informed assumptions. 
 
A sensitivity analysis involves making adjustments to the figures to explore the extent to 
which results would shift if assumptions were adjusted. In finalising the ratio of return of £1.62 
(a conservative estimate based on evidenced outcomes), a number of tests were run to 
explore how adjusting the approach taken might impact on the final result, and make a 
considerable difference to the resultant return stated in this report. 
 
Extending the duration of outcomes by a single year, not an unreasonable assumption, (with 
drop-off set to zero) would see the value double to £3.24 .Adjusting for drop-off, the factor 
which looks at future years, and considers how much the value of the outcome will depreciate, 
or become less attributable to AWT, the social return value falls to £2.43 (this is with a drop-
off rate of 50% consistently applied). This indicates that taking a less conservative approach 
to estimating the duration of outcomes would see the potential benefit rise considerably and, 
we believe, based on the research, that this could reasonably be done. However, we have 
opted to take a conservative approach to avoid over-stating. (See Table Six). 
 
Guidelines have been followed wherever possible with respect to deadweight, displacement 
and attribution, with informed assumptions used in the absence of prescribed values. A 
further sensitivity analysis was conducted with respect to attribution. Lowering the attribution 
values by 10% at a time saw a steady reduction in the value return, as indicated in Table 
Seven. However, even with a 30% reduction in attribution values, the model still brakes even 
with a return value of £1 for every £1 invested.  
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Table Six: Sensitivity Analysis A 

Sensitivity Analysis A: Drop-off Sensitivity Analysis 

Duration and Drop-off Status Return Value 

Impact for one year, with drop off set to 100% £1.62 

Impact for two years, with drop off from year one to year two set at 50% £2.43 

Impact for two years, with drop off from year one to year two set at 0%  
(This less conservative formula assumes the positive impact is consistently 
experiences by beneficiaries over the course of two years, with no drop-off in that 
impact as they move into the second year of positive benefits)  

£3.24 

 
Table Seven: Sensitivity Analysis B 

Sensitivity Analysis B: Attribution Sensitivity Analysis 

Attribution 
Adjustment 

Final model 
value 

Final model 
value less 10% 
attribution 

Final model 
value less 20% 
attribution 

Final model 
value less 
30% 
attribution 

Return Value £1.62 £1.40 £1.20 £1.00 
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6. Conclusion 
 
Over the course of the evaluation research has demonstrated the impact of AWT across a 
wide range of outcome areas, all of which has been evidenced through a wealth of participant 
survey data; monitoring data; and qualitative interviews and focus groups. What is evident 
from the research findings is the importance of Ageing Well being a programme, made of up 
of a number of different delivery projects, working together to tackle issues around social 
isolation and loneliness. The programme as a whole offers a useful balance of more general 
projects, and specialist support projects, which, alongside the various delivery organisations 
and peer support workers and volunteers, all work together through cross-referrals and 
signposting to reduce the likelihood of an individual falling through the net.  
 
The programme has evolved into offering a number of longer term projects that all work well 
together and support each other, and this is the model that will be taken forward into its 
seventh year of delivery. Over the course of the programme delivery, the findings have 
demonstrated the success of these longer term projects that have had time to grow and 
evolve together. 
 
The Neighbourhoods project is a fundamental element of the AWT programme. The research 
findings highlight how this project, operating at the grass roots level, and working alongside 
communities to engage them in the co-design of activities and services helps, build stronger 
communities and longer term engagement.  
 
AWT has had mixed success with engaging volunteers, however what is evident is that older 
people do want to help and support their peers, however more informal volunteer 
programmes have seen the most success, allowing people to do what comes naturally to 
them, rather than operating under any formal volunteering structures.  
 
The programme will leave a clear legacy within Torbay, already evidenced through funding 
secured to enable a number of projects to continue, alongside the Torbay Community 
Helpline. Increased collaborative working, both within the voluntary sector and the statutory 
sector, is another important legacy of the programme, benefits from which will continue to be 
seen beyond the lifetime of the programme. TOFA will also continue beyond the lifetime of 
the project, ensuring older people have a platform to ensure their voices are heard more by 
both the voluntary and statutory sector, with impacts of this already being seen through their 
presence on many boards across Torbay, and the development of an Age Friendly Charter.  
 
The cost savings to the health services, as evidenced through the CBA, particularly in terms 
of reducing the number of visits older people are making to such services since engaging in 
AWT are significant, and the findings from the participant surveys also highlight a shift in 
people feeling more positive towards social and health care services.  
 
The evaluation research has culminated in a cost benefit analysis focussing on the 
programmes delivery between April 2015 and March 2020, which has returned a value figure 
of £1.62, indicating that for every £1 spent on delivering AWT, £1.62 in social value is created. 
The sensitivity analysis has shown how extending the duration of outcomes by a single year, 
not an unreasonable assumption, (with drop-off set to zero) would see the return value double 
to £3.24.   
 
The overall research findings and cost benefit analysis suggests that AWT is delivering 
considerable outcomes for older people in Torbay, but also doing so in a cost effective 
manner. The approach taken to this analysis has been a conservative one, in keeping with 
CBA best practice, but broader evidence points to further impacts for AWT, many of which 
would provide substantial value.
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7. Appendices 
 

Appendix 1: AWT Stakeholders 
 

Stakeholder Map 

Key stakeholders Outcomes Inclusion/Exclusion 

Older people in Torbay engaging with 
AWT 

Multiple outcomes including feeling more connected 
with friends, their communities and where they live; 
feeling their lives have value and purpose; viewing 
older age as an opportunity; and having high personal 
and service aspiration for later life. 

Included as a key beneficiary, with outcomes 
evidenced through the CMF participant surveys; 
client feedback; and qualitative interviews and group 
discussion.  

Family members, relatives and friends of 
the older people engaging with AWT 

Considerable knock on effects for those closest to 
those participating in the programme that are 
experiencing positive outcomes (e.g. enhanced 
relationships and improved financial circumstances). 

Excluded due to insufficient resources to collate 
evidence from this extremely large group. 

Residents of Torbay 
Potential knock on effects amongst the wider Torbay 
community as a result of the programme (e.g. more 
cohesive communities and positive views of ageing). 

Excluded due to insufficient resources to collate 
evidence from this extremely large group. 

AWT delivery partner volunteers 

The provision of time necessary to make elements of 
programme activity possible. In addition, the 
volunteers were older people from across Torbay and, 
in some cases participants of the programme, 
therefore individuals will also benefit as a result from 
being engaged in AWT. 

Excluded in terms of the volunteer hours provided. 
Typically volunteer hours would be recorded as an 
input, however the monitoring data does not 
differentiate whether individuals that volunteered 
were also participants. To avoid potential double 
counting volunteer hours have been excluded, 
however as volunteers might also be participants of 
AWT, with outcomes being evidenced for some 
through the CMF participant surveys, they are 
included to some extent within these measures.  

Community venues 
Potential for increased revenue from venue hire as a 
result of community activities initiated as part the AWT 
programme. 

Excluded due to insufficient resources to collate 
evidence from this extremely large group. 

Individual project delivery partners 
Capacity building within the organisation as a result of 
their involvement in delivering the AWT programme.  

Included as outcome evidenced through their 
willingness to pay for the enhanced capacity building.  
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National Lottery Community Fund 

As the providers of the funding to undertake the 
activity across the 14 pilot areas the knowledge base 
around what works in terms of reducing isolation and 
loneliness amongst older people will be increased.  

Excluded as outside of the scope of the research to 
explore the benefits to this stakeholder.   

The health system 

Potential for cost saving due to a reduction in the use 
of health care services as participant’s health and 
wellbeing improve as a result of their engagement in 
the AWT programme.  

Included as outcomes evidenced through the CMF 
participant surveys. 
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Appendix 2: Glossary of Social Value Terms22 
 
Attribution 
An assessment of how much of the outcome was caused by the contribution of other 
organisations or people. 
 
Cost allocation 
The allocation of costs or expenditure to activities related to a given programme, product or 
business. 
 
Deadweight 
A measure of the amount of outcome that would have happened even if the activity had not 
taken place. 
 
Displacement 
An assessment of how much of the outcome has displaced other outcomes. 
 
Distance travelled 
The progress that a beneficiary makes towards an outcome (also called ‘intermediate 
outcomes’). 
 
Drop-off 
The deterioration of an outcome over time. 
 
Duration 
How long (usually in years) an outcome lasts after the intervention, such as length of time a 
participant remains in a new job. 
 
Financial proxy 
A financial proxy is a monetary representation of the value of an outcome 
 
Impact 
The difference between the outcome for participants, taking into account what would have 
happened anyway, the contribution of others and the length of time the outcomes last. 
 
Income 
An organisation’s financial income from sales, donations, contracts or grants. 
 
Indicator 
Indicators are measures that provide information on how much of an outcome is expected to 
happen or has happened. They can be based on information provided by those experiencing 
the outcome or from other sources. 
 
Inputs 
The contributions made by each stakeholder that are necessary for the activity to happen. 
 
Monetise 
To assign a financial value to something. 
 
  

                                                           

22 Source: Social Value UK (2017) Glossary of Social Value Terms: 
http://www.socialvalueuk.org/app/uploads/2017/05/Glossary-of-Social-Value-Terms.pdf 
 

http://www.socialvalueuk.org/app/uploads/2017/05/Glossary-of-Social-Value-Terms.pdf
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Net present value 
The value in today’s currency of money that is expected in the future minus the investment 
required to generate the activity. 
 
Net social return ratio 
Net present value of the impact divided by total investment. 
 
Outcome 
The changes resulting from an activity. The main types of change from the perspective of 
stakeholders are unintended (unexpected) and intended (expected), positive and negative 
change. 
 
Outputs 
A way of describing the activity in relation to each stakeholder’s inputs in quantitative terms. 
 
Outcome indicator 
Well-defined measure of an outcome. 
 
Payback period 
Time in months or years for the value of the impact to exceed the investment. 
 
Proxy 
An approximation of value where an exact measure is impossible to obtain. 
 
Return ratio 
Total present value of the impact divided by total investment. 
 
Sensitivity analysis 
Process by which the sensitivity of a CBA model to changes in different variables is assessed. 
 
Social value 
Social value is the quantification of the relative importance that people place on the changes 
they experience in their lives. Some, but not all of this value is captured in market prices. It is 
important to consider and measure this social value from the perspective of those affected 
by an organisation’s work. 
 
Stakeholders 
People, organisations or entities that experience change, whether positive or negative, as a 
result of the activity that is being analysed. 
 
Stated preference 
Stated Preference valuations use questionnaires to ask stakeholders directly how much they 
would be willing to pay to have or avoid an outcome. Questions asked to stakeholders can 
be along the lines of “how much would you pay for this?” or, “would you pay £1000 for this?” 
Willingness to Pay (WTP) and Willingness to Accept (WTA) are two types of Stated 
Preference valuation. 
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Appendix 3: Impact Case Studies 
 
 
 
 



Ageing Well 
Torbay
Impact Case Study

Patrick's Story

Patrick is 87 and is originally from Fife in 
Scotland, but he also lived in Coventry for 
many years before moving to Torbay. 
Patrick is a carpenter and joiner by trade 
who travelled around doing shop fitting 
and working on building sites. He also 
served his National Service. Patrick’s 
mentor at the time, asked him to consider 
becoming a teacher after he finished his 
service. Patrick remembers his mentor 
saying "you will be working with wood 
and tools for the rest of your life!"”

After lots of regular holidays visiting 
Devon, Patrick and his wife decided to 
move to Paignton nine years ago; Patrick’s 
daughters also live locally, one in Paignton 
and one in Chudleigh. When Patrick and 
his wife first moved to Torbay, they had a 
lovely time, spending the first three years 
decorating and renovating their flat and 
seeing the sights. Patrick’s wife was then 
sadly diagnosed with cancer and after 
caring for her for two years, she passed 
away. 

Patrick said it has since been a very 
difficult time; he still feels enormous loss 
and bereavement, and for some time he 
felt that life was just a "big empty space". 
Early June 2018 was a down period for 
Patrick because it was the birthday of his 
late wife. However, his daughters made a 
special effort to celebrate his own 
birthday the following month.     

Over the years, Patrick 
explained that his 
involvement with the 
Community Builders had 
reduced somewhat, but that 
the legacy of their early 
work has influenced 
Patrick’s current activities 
and interactions. 



Impact 

When Patrick retired in Coventry, he got 
involved with an organisation called ‘Tools 
for Self Reliance’. When Patrick and his 
wife decided to move to Devon, he asked 
his contacts in Coventry for details of 
anything similar down in the Torbay area. 
As such, Patrick got in touch with ‘Men in 
Sheds’ in Exeter and attended the group 
there regularly, sometimes bringing home 
tools to repair; he used part of one of his 
daughter’s garage as his workshop, where 
he renovated furniture and made things 
out of pallets for his daughter’s kitchen. 
Patrick very much enjoyed marquetry 
which is making pictures with wood 
veneers and his home is full of carvings he 
has done over the years.    

In addition to volunteering for ‘Men in 
Sheds’, Patrick and his wife went to coffee 
mornings organised by the Community 
Builder so that they could get information 
on local activities and chat to other 
members of the community.  This led to 
Patrick getting involved with Age UK. 
When Patrick’s wife passed away, Age UK 
and his daughters helped him during this 
time of bereavement, supporting him with 
paperwork, organising his wife’s affairs, 
and with general moral support. 

After Patrick’s wife passed away, one of 
his daughters got in touch with the 
Community Builder to help him socialise 
more, as Patrick did not feel very sociable. 
Around that time, Patrick’s volunteering 
activities in Exeter came to end as he 
decided the drive to Exeter was too much 
for him. Therefore, with the help of the 
Community Builder, he focused his efforts 
locally.   

With the combined help of 
Age UK, the Community 
Builder and other members 
of the community, he set up 
a ‘Men in Sheds’ project 
locally. Torbay Community 
Development Trust also 
helped providing insurance 
for the project to cover 
wherever the men were 
working.This not only 
included tool renovation, 
but other projects as well, 
and making things from 
wood.



In the past, Patrick prepared 
reconditioned starter toolkits for 
apprentice carpenters, which he sold for 
a small amount that he subsequently 
donated to charity. He was interested in 
extending this idea locally. Patrick 
managed to get Age UK to put an ad in 
their magazine, where he offered to take 
any tools people want to get rid of. He 
had six replies, two of which were from 
workshops and it took multiple trips to 
pick up the unwanted tools.     

Over recent years, Patrick continued to 
attend the local Men in Sheds group 
three times a week for a few hours. 
Patrick said that the project had been a 
godsend for him since losing his wife as it 
gave him a reason for getting out of his 
flat.  He also made a few friends there as 
the tool restoring sessions had a big 
social component with lots of tea, 
biscuits and chats.  Some of the other 
men who attended the sessions were also 
retired professionals with diverse skills. 
Most, but not all, were male and many 
were widowed.  Thus, Patrick was not 
only able to listen to their experiences, 
but he also shared his new way of being 
with them too. Patrick believed he got 
different benefits from the sessions; 
repairing tools gave him so much 
pleasure. It was very important for him to 
be able to mend something and give it a 
new life, especially in what he describes 
as the ‘throw away’ society people live in 
nowadays.  

Moreover, he felt that the social 
aspect of the sessions was 
immensely beneficial for him; 
he doesn’t think the type of 
moral and social support he 
received there would have 
happened elsewhere.   



Patrick is also an avid ballroom dancer, 
and he was invited by one of his friends 
from ‘The Shed’ to a Sequence dance 
session in Newton Abbot. At first, he 
enjoyed dancing without a set partner and 
always looked forward to going to the 
next session. However, after some time, 
Patrick met a partner and became very 
close friends with her; indeed, he talked 
about how his life had turned around 
since joining the group, and maintained 
that this was all down to getting involved 
with ‘The Shed’.  

The Covid-19 Pandemic 

Before the pandemic, Patrick attended 
the ballroom and sequence dancing group 
around two to three times a week, as well 
as a singing group, and regularly attended 
‘The Shed’.   

Due to a number of health reasons, 
Patrick’s final interview, which explored 
his experiences of the pandemic, was 
conducted with his daughter, on his 
behalf. When asked how life had been for 
Patrick, she said that he was a different 
man now; he always had a good sense of 
humour and was the life and soul of the 
party at his groups, but now he is clinically 
depressed and his mobility was not a 
patch on what it used to be. He was still 
driving to The Shed up until lockdown, but 
has since given up driving completely. 

Despite having close family, he is also 
lonely because he can no longer attend 
the groups or chat with people locally. 
When the Covid pandemic hit, all of the 
groups he had been attending closed 
almost overnight. He used to enjoy 
walking along Preston seafront to get 
some exercise, and would often sit on one 
of the benches, and invariably, someone 
else would come along and sit down too 
and they would end up chatting. He really 
loved that.    

However, when the 
pandemic hit, nobody 
wanted to sit and chat 
anymore. Patrick’s 
physical health has since 
declined; he’s not able to 
walk as far as he used to, 
and can no longer get to 
the seafront. 



Patrick’s daughter hopes that a 
wheelchair will help Patrick get out and 
about more now. She also contacted the 
Community Builder, who met up with him 
and arranged for a volunteer befriender 
to call him occasionally. 

In addition to being clinically depressed, 
Patrick’s daughter mentioned how her 
Dad’s memory, concentration, and 
general cognition has also deteriorated, 
which has been frustrating for him and 
has impacted on his ability to produce 
woodwork to the standards he was used 
to. Despite this, Patrick’s daughters have 
done their best to keep Patrick going with 
various activities. They have since 
encouraged him to take a rest with the 
woodwork, and take up colouring instead, 
which he makes greeting cards from and 
finds very therapeutic. He uses those 
cards to keep in contact with his family. 
He also does dot to dot, which is more 
challenging.

They also do other things to keep him 
motivated, like playing games, cards, and 
even singing. They put together a life 
history book and memory box, as Patrick is 
still very animated when talking about his 
days in the National Service, and arranged 
for someone from the SSAFA, the Armed 
Forces charity to call Patrick regularly, 
which he really enjoys, as having someone 
from outside of the family really changes 
the dynamic of the conversation. He can 
tell his stories to someone that hasn’t 
heard them lots of times before, and it 
seems to brighten him up. Patrick’s 
daughter also contacted the Community 
Builder, who kept in touch via the phone as 
much as possible, and also met up with him 
when she could. After learning about how 
lonely Patrick was, the Community Builder 
arranged for a volunteer befriender to call 
him occasionally.  

Before the pandemic, 
Patrick felt that his newly 
found friendship had 
really changed his life, but 
said that he would always 
put his family first. In his 
penultimate interview, he 
said that the future felt 
much more positive with 
his new friendships and 
good events stemming 
from the community 
builder input.     



Looking to the future 

Nonetheless, Patrick’s daughter explained 
that he now describes himself as existing, 
not living, and that he is not the man he 
used to be, and he feels that he has 
relinquished control of so many things 
that he used to do independently; he 
enjoys activities like colouring in because 
he can use whatever colours he likes, it is 
entirely his choice and something that he 
has control over. He also feels that whilst 
he is colouring-in his mind is occupied, but 
not too taxed in an enjoyable and 
meaningful activity. 

When Patrick’s daughter asked him about 
life post-covid, he said he thinks that 
people will need reassurance and 
encouragement to socialise again, and 
that it would be a fantastic idea for 
Ageing Well Torbay to instigate a sign 
placed on, or beside, selected benches 
along the seafront, in parks and generally 
around the bay saying it is a ‘Happy to 
Talk’ bench so that in theory if anyone is 
lonely they can join someone on those 
benches or sit on one and hope that 
another lonely person will sit down and 
chat.  

Patrick would like to go dancing again, but 
it may be difficult to get as involved as 
much as he was, due to health 
restrictions. As Patrick can no longer 
drive, attending the woodwork groups 
will also be problematic, unless there is 
more transport put on to facilitate this. In 
addition to the regular activities Patrick 
got involved with, he also attended some 
of the Ageing Well festivals with his 
daughters, which they all really enjoyed; 
he sat with the Chelston woodwork stand 
and chatted to people there, and got 
involved with the dancing too.

As Patrick does not have 
access to the internet, he 
was unable to get involved 
in the virtual festival this 
year, but told his daughter 
that it would be good if the 
Festival was held more 
regularly than once a year 
as it give people the 
opportunity to try 
different activities for free.  



Ageing Well 
Torbay
Impact Case Study

Glynis' Story

Glynis is 79 years old. Her husband, who is 
64, works full time. She has two 
daughters, four grandchildren and four 
great-grandchildren; one of her daughters 
lives locally. Glynis moved to the Torbay 
area back in 1984 when she had the 
opportunity to purchase a hotel as a 
business venture. Unfortunately, because 
of ill health, she had to give up the 
business in 1987, however thanks to 
Glynis’ business skills, she subsequently 
secured a role as director of a local 
driveway company.   

Later on in life, however, Glynis 
developed other health issues, including 
asthma, diabetes and had to stop driving 
because of severe arthritis. As a result of 
this change in health, and in combination 
with her husband’s absence during the 
day because of his work, a few years ago 
Glynis’ husband noticed a change in her 
disposition and became concerned she 
was not able to visit her family, go 
shopping or do other things on her own 
as there is no local bus service from where 
she lives Glynis started to become 
isolated.

At the time of her first interview in 2017,  
Glynis reported that her husband was 
also experiencing some medical 
problems that impacted his ability to 
drive. His illness meant that he lost use 
of his left arm, and, as a result of this, 
they changed their car to one with 
automatic gears. Glynis’ husband has 
been with his employers for some years 
and was given alternative work to do 
whilst he has issues with his arm. 

In her first interview, 
Glynis referred to her 

neighbourhood as 
“bungalow land”; a 

community of elderly 
people, where she did not 

feel she belonged and 
where feelings were kept 

behind closed doors.  



Impact 

Glynis first found out about the 
Community Builder by a chance 
encounter. Glynis’ husband befriended 
the Community Builder’s husband, and 
after discussing their mutual interests 
they found about local activities and the 
role that the Community Builders play in 
Torbay.   

After the initial meeting with the 
Community Builder, Glynis became 
involved in a number of activities, which 
centred on an arts group in Paignton, 
which met regularly to explore different 
art forms. Becoming part of this group 
"turned her life around". Glynis had always 
had an interest in painting as a hobby, 
and through the group she was 
introduced to other craft forms, new 
skills and new friends.

Glynis now feels that meeting the 
Community Builder has completely 
transformed her social life.   

Throughout her involvement in the 
programme, Glynis maintained active 
contact with the Community Builder. 
From the outset, Glynis readily 
acknowledged the Community Builder’s 
efforts to keep her socially engaged by 
introducing her to different groups and 
activities. Initially, the Community Builder 
introduced Glynis to the Crafty Fox café. 
Using volunteer drivers, she started going 
to the café several times a week to attend 
different activities and counselling 
sessions.

Over time, Glynis became 
more involved in the café 
and all the activities they 
ran, and visited as often as 
she could. Furthermore, as 
she enjoys baking, she 
baked cream cakes for the 
Crafty Fox that were 
rather popular amongst 
customers.  



Glynis also took up a number of new 
hobbies such as parchment craft and 
mosaic work at different venues in her 
area, as well as making Christmas cards. 
In addition to the activities in the Crafty 
Fox, the Community Builder also 
organised weekly home visits with an arts 
practitioner, and support group sessions 
with stroke and heart attack survivors. 
Glynis felt that being engaged in different 
activities outside her home helped her 
cope with the loss of her father-in-law 
and her dog, and also her husband’s 
health issues.

Over time, Glynis reported how her 
confidence increased and how she 
started to seize opportunities to interact 
with her neighbours more often. For 
example, because of her ill health Glynis 
developed closer relationships with her 
immediate neighbours and she joined 
them for regular local walks. Glynis now 
loves interacting with people and 
although she cannot help physically, she 
enjoys chatting to people, young and old, 
about their problems and exploring 
solutions and resources.  

Glynis also attended outings organised by 
the Community Builder; she reported 
enjoying a trip to Dartmoor and a meal in 
the House of Marbles near Bovey Tracey, 
and also made plans to visit Powderham 
Castle. She also introduced others to the 
Community Builder.  

Before the pandemic, Glynis 
commented on how much she 
was enjoying the new skills she 
had learnt, and how her family 
remarked on the change in her 
approach to life. She felt so 
much more positive about the 
future. 



Glynis was so pleased by the changes in 
her life that she wrote a poem about 
them, and wanted to share it so that 
others might benefit from reading about 
the changes she has experienced:

When you have had an active life 
With so many great things to do 

The older you get your priorities change 
And your outlook on life changes too 

 It’s time to retire and enjoy yourself 
Whatever you want to do 

Sit in the garden with a cup of tea 
A holiday to somewhere new 

 You want to do so many things  
But your mobility starts to wain 
You adjust your active life to fit 

As it starts to change again 

 Your beloved car sits idle 
But you look at it with pride 

Questioning your ability  
To take it for a ride 

You find yourself just staying 
Within your own 4 walls 

You feel you just have memories  
As very few people call 

Loneliness creeps in un-noticed 
You spend time watching passers by 

They all seem to have a purpose 
And I ask myself why don’t I 

That was my life until one day 
I heard of the Ageing Well team 

I was told about the things they do 
It felt almost like a dream 

All the things I like to do 
Were there for all to share 

It was suggested I may like to go 
But wasn’t sure if I would dare 

 Everyone there was so friendly 
Such a variety of things to do 

We do this every week they said 
Will you come and join us too 

The community builders I have met  
Are such wonderful people as well 
They treat you with such care and 

respect 
And with commitment you can tell 

My life has now changed for the 
better 

And loneliness a thing of the past 
With so many things to look forward 

to  
It’s replaced with happiness at last  



According to Glynis, the Community 
Builder worked tirelessly to find 
interesting activities that Glynis enjoyed, 
and helped Glynis to strengthen her belief 
in herself. Glynis strongly believes that her 
relationship with the Community Builder 
has had a major positive effect on her life, 
and has made an effort to introduce 
others so that they can also benefit.

The Covid-19 Pandemic

During Glynis’ final interview in March 
2021, she explained that life had changed 
quite dramatically; not only because of 
the pandemic, but also because of a fall in 
May 2020, which necessitated her 
spending four and a half months 
hospitalised in her lounge. Nurses and 
medics visited regularly to help and 
monitor her recovery, but Glynis also 
reported how the Community Builder was 
invaluable in shopping and collecting 
prescriptions. In addition Glynis received 
phone calls, Get Well cards, and flowers 
from Ageing Well Torbay. She was very 
much cheered by this and felt that it 
helped tremendously, particularly when 
on a couple of occasions, she was feeling 
extremely low.

Although Glynis is better now, she has 
been left with damage to her right 
shoulder and arm, which may be 
permanent; Glynis is right-handed. 
Nonetheless, she was gifted some 'Crystal 
Craft’, and was able to try this out, using 
her right arm, as well as managing some 
painting. She has also returned to baking, 
when she feels able to.

Glynis reported how her husband is 
extremely clinically vulnerable; as a result 
he has been at home over the last year, 
and Glynis has enjoyed the extra time they 
have spent together. 

Over the last year, the 
Community Builder has 
been in touch quite 
often; Glynis feels that 
the two of them have 
supported each other 
emotionally. She has 
also been able to keep in 
contact with her friends 
and family using 
FaceTime and other 
technology. 



Another one of Glynis’ daughters who 
lives locally has been able to help out with 
shopping and medical assistance whilst 
Glynis has been unwell, whilst she has 
continued her good relationship with her 
diligent neighbours.    

Looking to the Future

Looking ahead, Glynis feels very positive 
about the future despite the challenges 
she has faced.  

Throughout her involvement in the 
programme, Glynis has become 
increasingly interested in services for her 
neighbourhood, of which she didn’t feel 
very fond at the beginning.  For example, 
in early interviews, Glynis identified the 
need of a regular bus service as a priority 
in her area and believed Ageing Well 
Torbay was involved in trying to establish 
a permanent service. More recently, 
Glynis put forward an idea to create a 
neighbourhood Watch group in her area. 

Glynis feels differently now, both socially 
and in a practical way, compared to what 
she used to feel like when she first got 
involved with the Community Builder.  
Looking forward, she intends to get back 
to crafting in all its forms, with friends 
already offering to give her lifts to 
different venues. Baking for the Crafty 
Fox, is also on the agenda. March this 
year marks her Silver Wedding 
Anniversary, which cannot be celebrated 
in the usual way. However, it is Glynis’ 
80th birthday in July, and hopefully, by 
then, a big family celebration will be 
possible.  

Enjoying the 
wonderful, restorative 
sunshine, Glynis 
concluded that the 
bright days outshone 
the dark days, that 
writing poems was 
cathartic, and that she 
was enjoying looking 
forward. 
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