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MISSION STATEMENT 
 
 
Resolve is a registered charity that supports the treatment and rehabilitation of people suffering from 
substance/alcohol misuse problems in the Welwyn Garden City & Hatfield area, extending services into 
other areas as and when appropriate. Resolve’s primary aim is to assist all Service Users to move to a 
manageable positive lifestyle, contributing to and enhancing the communities within which they live. 
 
The results will be seen in the following areas:  
 
People in the cycle of substance misuse can (with appropriate support) turn their lives around, improve 
their living conditions to a point where a return to work is possible.  
 
Carers/Family members will be given the opportunity to interact with Resolve as part of a group and/or 
individually gaining support to meet the challenges of the family members they are involved with.  
 
Service Users will benefit from improved health, happiness, self-reliance and responsibility which will 
impact positively on their lives and communities. 
 
Communities will experience a reduction in acquisitive, drug & alcohol related and anti-social crime, thus 
facilitating an improvement in the quality of life in the local environment.   
 
 
The Trustees apply the income of the charity in furthering the following objects  
 
The Objects 
 
The relief of poverty, sickness and distress of people in Hertfordshire, who are affected by or dependent 
on drugs and alcohol in Hertfordshire. 
 
The preservation and protection of the good health of persons in Hertfordshire who are in danger of 
becoming addicted to, or dependent on, or who have already become addicted to or dependent on drugs 
or alcohol. 
 
Resolve is a registered charity, number 1126002 
 
Resolve’s registered address is: 
The Old Post Office 
Woodhall Community Centre 
Mill Green Road 
Welwyn Garden City 
Hertfordshire AL7 3XD 
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Trustee Board 
The Trustees of Resolve are responsible for the overall control of policy and spending in line with policies 
and stated outcomes as made from time to time throughout the year. Decisions are made by consensus 
of the Trustees in line with the Trustee Deed and the Trustees Standing Orders, the governing documents 
of Resolve. 
 
The Trust Deed was first enacted 23rd September 2008 and was most recently reviewed and then 
amended 27th May 2012 at the trustees meeting held on this day. 
 
The Trustees Standing Orders was first enacted April 2008 and was most recently reviewed 27 th May 
2021. Trustees are elected as per the Standing orders.  
 
No Trustee, or person connected with them, receives remuneration of any kind or any other benefit 
pursuant to their role at any time. 
 
At the time of this Annual General Meeting 2021 the following Trustees are in Post 
Steven Roberts - Chair 
Neil Steff - Secretary 
Robert Angus - Treasurer 
Michael Goode - Trustee  
Clive Marlowe – Trustee 
Eva Dustagheer - Trustee 
 
Trustees standing down since the last AGM 
Robert Reynolds 
Peter Smith 
Jen Readings 
 
New Trustees Elected in the last year 
Michael Goode 
Robert Angus 
Eva Dustagheer 
Clive Marlowe returning after one year off of the board 
 
Trustees Recruitment and Induction Policy 
Trustees are elected by serving Trustee Members of Resolve’s Trustee Board. 
 
Role of Trustees and the Trustee Board 
The Trustee Board is responsible for ensuring that Resolve and all members of Resolve are dedicated to 
and deliver the charitable activities of Resolve as stated within all policies, procedures and strategy 
documents. In particular those stated within Resolve’s Trust Deed, Trustees Standing Orders and other 
such policies that exist from time to time. 
 
Recruitment 
It is Resolve’s policy to seek to recruit Trustee Members from as diverse backgrounds, personal and 
professional experience as possible. To do this Resolve advertises in a range or forums including 
recruitment Foundations as well as our own social and electronic platforms. 
 
New Trustees are invited to complete an application form that will detail their experience, background and 
personal and professional skills.  
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All applicants will be subject to an interview at an appropriately convened Trustee meeting to ensure that 
there is a good match of skills and needs and that the applicant is happy to proceed, where-upon there 
will be a vote of the Trustees, in line with the Resolve Trustees Standing Orders to vote on the new 
member to the Trustee Board.  
 
Trustees are volunteers not employees of Resolve. The Trustees Act specifically precludes this. As a 
result, there is no legally binding contractual relationship between the Trustee and Resolve.  However, 
Trustees take up the position in the knowledge that there are legal duties, obligations and an 
understanding that the Trustees must at all times act in the best interest of the charity and comply with 
all legislation appropriate to their role. This will include duties under the Charities (Protection & Social 
investment) Act 2016, Trustees Act 2000, any employment, taxation, equality or other domestic or 
European legislation, regulation or directive. 
 
Induction 
Prospective Trustees are advised of the trustee training that is available, both   in-house and external, in 
particular the introduction to being a trustee training so that they can become familiar with the duties and 
responsibilities of a trustee as early as possible. This may even be before they have been elected on to 
the Board. 
 
Other external training courses are available, and Trustees will be advised of these and are encouraged 
to attend these providing that they are relevant and will contribute to the performance of the Trustee in 
your role. 
 
Insurance – Professional Indemnity 
Trustees are covered by Resolve’s insurance policy in the pursuit of their role both by Trustee indemnity 
and public liability insurance, as appropriate. 
 
Our commitment to you; 
we will respect your skills, dignity and individual wishes and do our best to meet them 
we will introduce you to our organisation and people within it 
we will ensure you have advance notice of regular meetings so you can confirm that you are available 
and can attend 
we will introduce you to our complaints procedure if there is any problem 
as an elected member of the management board, you are welcome to attend sessions/work anywhere 
within the organisation, as is appropriate within therapeutic boundaries, in your role as trustee as an 
observer 
we will apply our equality policy, dignity & respect at all times 
 
Trustees undertake to; 
✓ Attend such meetings as are required in the pursuit of your role as Trustee 
✓ Be reliable and be present, as agreed in order for Resolve to progress its charitable activities 
✓ Be open and honest about difficulties and issues you might face and advise members of the board, 

or the Chair, so we can assist if possible 
✓ Give as much warning as possible about any absences 
✓ Work with enthusiasm and to the best of your ability 
✓ Follow all rules and policies of Resolve, keep confidential your knowledge of our clients and their 

challenges in line with all confidentiality legislation and good practice 
 
Senior Management of Resolve 
Joe Heeney, Chief Executive Officer (CEO), has delegated responsibility as the manager responsible for 
the overall running of Resolve and such matters as delegated to him by the Trustees from time to time. 
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Gemma Reade, ReStart Service Manager, alongside Senior Project Managers Sarah Jamieson, Patricia 
Elliott, Donna Robbie and Emma McKay Counselling Manager, are responsible for the day-to-day 
activities and service delivery of all services provided from all Resolve sites and Service Centres and 
such matters as delegated to them by the CEO. 
 
This Report  
The following report is the account of the work and activities undertaken throughout the year 1st April 2020 
to 31st March 2021 as reported at the Annual General Meeting held this year on Zoom on 24th June 2021. 
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Minutes of the Annual General Meeting 
Held on 24th June 2021 

 
Due to the COVID-19 situation in the UK throughout 2020, Resolve Trustees and Senior Management 
delivered our second “Virtual” AGM inviting all staff and guests to sign in and watch proceedings. All 
invitees were able to send in written questions prior to the AGM which were answered during the Meeting. 
Minutes and Accounts too were distributed electronically prior to the meeting for guests/attendees. All 
attendees referred to within this report are therefore “virtual” attendees. 
 
Present Via Zoom: 
  Steve Roberts (Chair of Trustees) SR 

Neil Steff (Secretary) NS 
Robert Angus (Treasurer) RR  
Michael Goode (Trustee) MG 
Clive Marlowe (Trustee) CM 

 
Invited Guests: High Sheriff of Hertfordshire, Lionel Wallace  

Mayor of Welwyn Hatfield, Cllr Peter Hebden  
Dep Mayor of Welwyn Hatfield, Cllr Barbara Fitzsimons 
Vice Chair North Herts, Cllr Terry Tyler 
Hatfield Town Council Mayor – Cllr Richard Griffiths  
Cllr Clare Strong – North Herts 
Cllr Fiona Thomson – WHBC 
Cllr Julie Cragg – WHBC 
Carmen Dillon – Chief Executive, WHCVS 
Helen Elliott - Chief Executive, HYH 
Sharn Tomlinson - Chief Executive Officer, Mind in Mid Herts 
Georgina Bawden – HCF Grants Manager 
Peter Marriott - Carer Involvement and Development Worker Carers in Hertfordshire 
Peter Bryans 

 
Staff:  Joe Heeney (CEO) JH 
  Gemma Reade (ReStart Service Manager) GR 

Sarah Jamieson (Senior Project Manager ReStart) SJ 
Amy Hall (ReStart Navigator) AH 
Courtney Stephenson (ReStart Navigator) CS 
Julio Diaz (ReStart Navigator) JD 
Oli Margot (ReStart Navigator) OM 
Trish Elliott (Senior Project Manager North Herts) TE 
Dean Norris (Project Worker North Herts) DN 
Mark Davies (Project Worker North Herts) MD 
Donna Robbie (Senior Project Manager Mid Herts WGC) DR 
Teresa Mattingly (Project Worker Mid Herts WGC) DR 
Teri McDade (Project Worker Mid Herts WGC) TMc 
Jethro Rowland (Acupuncturist) JR 
Emma McKay (Counsellor Manager) EM 
Gill Bamford (Counsellor) GB 
Kerri de Courcey (Counsellor) KC 
Damon Harryman (Student Counsellor) DH 
Thandi Sithole (Student Counsellor) TS 
Leroy Stanford (Student Counsellor) LS 
Kerry Harris (Student Counsellor) KH 
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Clare Steele (Student Counsellor) CS 
Leanne Woods (Student Counsellor) LW 

  Rhona Blyth (Bookkeeper) RB 
Cassie Felicien (Volunteer Key Worker) CF 
Georgie Snowden (Volunteer NH) GS 
Joel Barrett (Volunteer NH) JB 
 

Apologies: Tracie Thoburn (ReStart Navigator) TT 
Jane Johnston (Counsellor) JJ 
Eva Dustagheer (Trustee) ED 
Roger Norman (Counsellor) RN 
Sending best wishes Cllr Flavia Wachuku – WHBC  
Helen Gray – HCF Foundation Director 
Cllr Artemi Arios – Hertfordshire County Councillor 
Robert Reynolds former Trustee Treasurer 
Sandra Landsbury (Family Group Co-ordinator) SL 
Mohammed Alam – Director, North Hertfordshire Minority Ethnic Forum 
Jessica Leonard – The National Lottery Community Fund, Funding Officer 
Peter Warren – Trustee, Helping Herts Homeless 
Ian Block – Chief Executive, Recover 
 

 
 
 
Meeting opened at 3.00pm 
 
 
 
Meeting as per Agenda: 
 
Agenda Items 
1. Chair’s Opening Remarks  
2. Secretary’s Remarks 
3. Minutes of the previous AGM 2019/20  
4. Matters Arising from the Minutes 
5. CEO’s Report 
6. Financial Report (Treasurer) & Annual Accounts 
7. Adoption of Annual Accounts 
8. Adoption of the Annual Report 2020/21 
9. Chair’s Closing Remarks  
10. AOB 
 
Chair’s Opening Remarks 
Steve Roberts, Resolve’s Chair of Trustees opened the 
meeting and gave his report of this last year. See 
attached Report. 
 
Steve spoke of just how incredible the growth of Resolve has been over the last year, even more 
impressive given the backdrop of this COVID pandemic. 
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Steve gave thanks for the wonderful work of the whole Team. Special thanks to the outgoing Treasurer 
Robert Reynolds and welcomed new Trustees Treasurer Rob Angus and new Trustees, Eva Dustagheer 
and Michael Goode to the Board. 
 
Special mention of thanks to partners Ocado, Tesco and Welwyn Hatfield Borough Council as well as all 
other funders who supported Resolve’s work over this last and difficult year. 
 
Minutes of the last AGM 2020 
Steve drew attention to the minutes of the last AGM (available electronically prior to the meeting). These 
were unanimously adopted. 
 
Matters Arising 
None 
 
CEO’s report 
Joe Heeney, CEO, highlighted the incredible work of everyone involved in Resolve over this last year, a 
year that will be remembered for generations due to the COVID-19 pandemic and Resolve’s response to 
this. 
 
He wanted people however to remember the incredible work, commitment and innovation undertaken by 
everyone within Resolve as all aspects of the service stood together to ensure that no-one was left out 
and that every person was supported to the best of our ability.  
 
See Attached Report for full details. 
 
Financial Report & Annual Accounts 
The Treasurer outlined the state of finances for the year. 
 
RA’s report outlines the various sources of income generated during the year totalling £610,047 and total 
costs of £555,446 for the same period. 
 
There were some outstanding grant applications awaiting decision and ongoing as is usual. 
 
Rent/building costs remain one of the largest revenue costs after staff costs for Resolve’s various projects 
& Services based in Welwyn Garden City, Hatfield and North Herts. With other lease commitments 
increasing over the year for properties managed as part of the ReStart Homeless Project. 
 
Since the financial year to 31 March 2018, we have been reducing the deficit incurred in 2015/16 and can 
confirm that this has now been fully extinguished allowing Resolve to apply the reserves policy of up to a 
maximum 2% of the income generated to build on reserves in addition to funding provided from National 
Lottery as part of the COVID Sustainability funding in the last year. 
 
See Attached Report for details 
 
Adoption of Annual Accounts 2020/21 
The Annual Accounts for the year ended 31 March 2021 were available electronically prior to the meeting.  
RA confirmed they were assessed by an independent assessor and there are no issues being reported 
at this time. 
 
Total outgoings for the year were £555,626 on income of £610,047 resulting in a cash surplus of £45,601 
for the year 2020/21. 
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See Attached Report 
 
Adoption of the Annual Report 2021 
The Annual Report for the year ended 31 March 2021 was available at the meeting. It was formally 
adopted. 
 
Chair’s Closing Remarks 
SR thanked everyone for “virtually” attending this year’s AGM.   
 
AOB 
 
None 
 
Meeting Closed 4.00pm 
 
Signed as agreed 
 
Chair ……………………………… 
 
 
Secretary …………………………. 
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Chair’s Report 

 
Resolve continues to go from strength to strength.  Our Restart 
programme which currently manages one HMO and part of a council run 
facility will soon have another HMO to manage.  It is hoped that in the 
future we will manage a purpose-built property on behalf of the council. 
Potentially a very exciting development.  
 
This rapid growth has of course meant employing more people so Resolve 
now employs more than 20.  With this growth it of course brings greater 
responsibility for trustees and our CEO Joe.  I have every admiration for 
the work of our project managers and their staff.  I know I could not do their 
job. Our outpost in Letchworth is providing a much-valued service for local 
people as does our home base in Welwyn Garden City. The Restart 
programme, based in Hatfield continues to work very closely with Welwyn 

Hatfield Council carrying out a much-needed project dealing with people who find themselves in dire 
circumstances.  I would like to thank the staff at Welwyn Hatfield Council for their support and of our 
Borough councillors. 
 
Bit of repetition here but it has to be said that none of the above would have happened without the tireless 
work of our CEO Joe Heeney, our managers, staff and all our volunteers.  I would also like to thank my 
fellow trustees for all the work they have put in during a very busy and difficult year. 
 
During the year our excellent treasurer, Robert, decided that his personal circumstances were such that 
he needed to stand down as a trustee.  He will be greatly missed but he has left us in our best ever 
financial position.  That I can tell you is a great blessing.  Luckily, we have been able to find a new 
treasurer; also called Robert.   
 
 
Steve Roberts 
Chair of Trustees 
 
 

~~~~~~~~~~~~~ 
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Secretary’s Remarks 

 
At the time of writing in last year’s annual report we were several months 
into the national Covid emergency, I am now pleased to say that for this 
year’s annual report I am writing as we are due to come out of Covid 19 
restrictions – what a year! 
 
During the past twelve months I am proud to be able to say that not only did 
Resolve adapt and manage with the unprecedented Covid situation but was 
also able to continue successfully with operations. In addition to this 
challenging situation Resolve has been able to initiate and progress the new 
ReStart programme which is progressing well. 

  
During 2020/21 the board and CEO have continued to meet via Teams and when available have joined 
Senior Management Team meetings. A number of trustees have also been able to take advantage of 
relevant training offered by HCF Training & Development and Hertfordshire Growth Hub which 
is developed to support social enterprises.  
  
The past twelve months have been one of unprecedented challenges for Resolve and I want to thank the 
CEO and all staff and volunteers for their tremendous effort, resilience and support of Resolve during 
what has been a very exceptional year. 
 
 
Neil Steff 
Secretary of Trustees 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 

~~~~~~~~~~~~~ 
 
 
 
 
 
 
 
 
 

 

https://htdc.us3.list-manage.com/track/click?u=e682482c7468363866a4b415b&id=4ab0bf0357&e=e2b7f0b5ff
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CEO’s Report to Annual General Meeting 24th June 2021 

Overview 
This last year, as everyone will know, will be widely reporting the 
work, effect and impact of the COVID-19 pandemic and its effect on 
our lives, work and services everywhere. Through this report I shall 
look to outline the incredible work of the people of Resolve and how 
we, as a body sought to ensure that no-one was left out and that 
everyone was supported through this unprecedented experience for 
us all. 
 
Over this year 2020/21 Resolve has yet again seen the most 
incredible growth across all areas of our work. We moved to provide 
new and innovative services, generated more capacity to cope with the increasing need and were able 
to generate even more income as a result of the incredible generosity of donors, funders, our amazing 
public support as well as accessing funding prioritised through central Government and our local 
authorities in order to keep up with the level of expenditure required to fund our work. 
 
We saw our services adapt and change with innovative solutions to ensure we supported our beneficiaries 
over this last year and the launch of ReStart coming out of Resolve’s Night Shelter, Resolve’s new 
homeless/rough sleeper provision as the year has gone on. 
 
SPARKS “Pay What You Can” Community Café, has suffered this year, as has all “hospitality”, but we 
have worked hard, supported by funding and from National Lottery and central support funding too that 
has meant we have been able, just about, to keep Sparks open for our local Community as we had always 
intended. 
 
This last year has indeed been a testing time for us all and this report is just a glimpse of the work, 
commitment and just some of the outcomes we have achieved in this last twelve months to 31st March 
2021.  
 
I also wish to say Thank You All. My sincere thanks to the Staff of Resolve, new and those who have 
been with us for some time now. The challenges we have faced have been met by enthusiasm, 
commitment and a desire to ensure we supported our beneficiaries, our communities as the most 
important priority. You worked tirelessly and innovated, and Resolve can be proud of what we have 
achieved through your committed efforts in this most difficult of years. 
 
Thank You to our Board of Trustees. Some have gone and new members have joined the Board in this 
last year and they too deserve a word of thanks as they have presided over this last year, ensuring that 
at all times our Staff Team and I have been supported through these difficult of times. 
 
And Thank You to our funders and Partners, without whom it may not have been possible to have got 
through this year. You are too many to mention here but we shall mention you throughout this report. ~ 
Thank You All. 
 
Our Staff Team 
We have again seen the Staff Team grow in order to meet the challenges in this last year with new 
appointments and the consolidation of our Senior Management Team, supporting the CEO and Trustee 
Board. This has been further incredible when you consider that Resolve started the year with new projects 
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and was able to completely change almost all of our homeless provision into the new project that is 
ReStart. 
 
Gemma Reade, took on the role of ReStart Service Manager, supported by her Team of Sarah Jamieson 
Senior Project Manager, and a new Navigator Team, Anna Paulik,  
Tracie Thoburn, Courtney Stephenson, Julio Diaz, Oli Margot and thanks too to Clive Marlowe and 
Georgie Lake, who worked as part of the “Isolation Shelter” Team with Sarah during the first lockdown in 
2020. 
 
Patricia Elliott, Senior Project Manager for Resolve North Herts Structured Day Service (based in 
Letchworth), Dean Norris and Mark Davies Project Workers supported by incredible Volunteers. 
 
Donna Robbie new to post as Senior Project Manager for Resolve Mid Herts Structured Day Service 
(based in Welwyn Garden City) and her new Team Teresa Mattingly and Teri McDade Project Workers, 
supported by their Volunteers. 
 
Emma McKay Counselling Manager for Resolve’s Counselling Services delivering services with a growing 
Volunteer Counsellor Team of Keri de Courcey, Jane Johnstone, Roger Norman, Danny Hollis and Gill 
Bamford with student counsellors Damon and Thandi joining the Team. 
 
Jacquie Homonko our Clinical Supervisor who does so much more in her role. 

 
Jethro Rowlands Acupuncturist, providing specialist whole body Acupuncture 
from Resolve’s North Herts and Mid Herts Services. 
 
And a special mention to Resolve’s amazing Volunteers, who have been a part 
of our services in all of our centres, too many to name here counting 
approximately 80 in all at the start of the last year. it must be noted that it 
became difficult and indeed impossible for many people to volunteer at the 
very start of the pandemic, as lock down restrictions were so tight and some 

of our work went online, it meant that sadly so many of our wonderful volunteers could not continue. Our 
thanks for all of their efforts go out today. 
 
A special word of thanks to Volunteers Cassie Felician, Georgie Snowden, Joel Barrett, Georgie Lake 
and Teri McDade who all continued to volunteer throughout the last year providing support to our Team 
to help us deliver services where and how we could. With congratulations to Teri McDade who joined the 
paid staff team at Resolve’s Mid Herts Day Service, as of 1st January 2021. 
 
And finally, Resolve’s Trustee Board. Thank you all for your work and commitment over this last year. 
 
Resolve Mid Herts Structured Day Service (Based in and formerly referred to as Welwyn Garden City) 
worked to ensure the provision of support, access to services and were first in the county to provide 
innovated “live” online therapeutic services as the COVID pandemic hit the UK. Mid Herts continues to 
provide high quality abstinence-based drug & alcohol treatment services, supporting people from across 
the county as they need, with the staff Team at Welwyn consolidated with a strong professional Team 
cementing since 2008. 
 
North Herts Day & Outreach Service (based in Letchworth) also innovated and worked hard to ensure 
that people across the North Herts District and beyond were supported, providing online and telephone 
services as the pandemic hit. 
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The North Herts Service has been cementing themselves within the service provision for North Herts, 
building on the success of recent years. We are now not only reaching out and delivering services to ever 
growing numbers of people such is the demand. Thanks to our Partners including Haven First, Helping 
Herts Homeless, the NHDC and close working NHS Partners, local GPs and Mental Health providers for 
coming together to form a partnership aimed at tackling homelessness as well as misuse issues within 
the district and working with Resolve to provide much needed support services for the whole North Herts 
Community. 
 
Resolve’s Counselling Services now a Team in their own right within the operations of Resolve, our 
Counselling Team set up “live” one-to-one counselling services almost immediately. Again, we believe 
were the first in the county to have this up and running within the first couple of weeks of the first lockdown. 
Our Counsellor Team have grown and consolidated their services over this last year providing more hours 
of counselling with BACP Qualified Counsellors than ever before. 
 
Resolve’s Homeless & Rough Sleeper Project - ReStart 
Our homeless work began in the winter of 2017 and on into 2018/19 with 
Resolve’s “All Year Round” Night Shelter Provision being launch on the 15th June 
2019, In 2020 we planned to deliver our Shelter project but COVID meant that 
this was no longer possible. As the new [financial] year began we were faced with 
having to find a new solution to supporting the people that were then staying in 
our Shelter – Resolve’s “Isolation Shelter”. A Team of Shelter Staff took on the 
challenge and supported our Shelter Guests in a partnership project with the 
Welwyn Hatfield Borough Council (WHBC) for 17 weeks - The first lockdown. 
Subsequently we could not return to our Night Shelter model and so in close 
partnership with WHBC a new Homeless and Rough Sleeper Project was formed 
– ReStart. More on this later in this Annual Report. 

SPARKS “Pay What You Can” Community Café, dedicated in the 
name of Councillor Lynne Sparks, was established to provide a 
Community Hub for the whole community. As we all know, at the 
time of writing this report we are dealing with the aftermath of the 
COVID-19 pandemic and this has had significant effects on Sparks’ 
Community Café, as is has for all of the hospitality business.  
 
As we move into the next year, we hope that Sparks will once again be the community asset we had 
planned and shall be reporting on this next time. However, having received COVID emergency and 
sustainability grants we can report that Sparks made it through the year and is once again providing food 
and community spaces. Our work continues. Lynne, you are always in our thoughts. 
 
Our Staff Team - At the 2020/21 year end Resolve directly employed 19 staff, plus 3 sessional workers, 
with 8 Counsellors and Volunteers in various capacities, across the organisation as a whole. 
 
Our Volunteers 
People who Volunteer for Resolve have been at the heart of our organisation over the years since our 
foundation. People volunteer in a wide range of roles, including our Trustees, and across all areas of our 
services. Some are in trainee roles and others simply wish to “give back”. In some case people are 
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learning new skills and supporting the operations of Resolve through their commitment and support. 
Without our Amazing Volunteers Resolve could simply not deliver the wide range of services we do for 
our beneficiaries. Thank you all. 
 
People accessing Services – Resolve saw increasing numbers of people accessing our Structured Drug 
& Alcohol Day Services throughout the last year and also into ReStart, Resolve’s Homeless & Rough 
Sleeper Project as homelessness increased over the last twelve months. 
 
With ever increasing levels of complexity of issues affecting people, we have seen our work intensify as 
we work to find treatment and housing solutions for and with our Service Users to these increasingly 
complex issues with our partners across services. Despite this increase in complexity, we still see ever 
growing numbers of people successfully completing Treatment, moving on into independent living and in 
general addressing the issues people face that might bring them to access Resolve’s services. 
 
Thank You 
I wish to record my personal thanks to all members of our Team at Resolve, both past and present, for 
their work and commitment to Resolve over this last year yet again. This year saw people move on and 
as previously reported, new people come into the Resolve family. We have worked hard on growing 
service provision while keeping standards high and providing incredible services and outcomes for and 
with our beneficiaries all the time against the continuous back drop of the worst health crisis in our lifetime. 
 
Resolve continues to grow as a service, as a provider of Community Based Services within Hertfordshire 
and most importantly as an organisation dedicated to helping people make the necessary changes in 
their lives, to live life substance/alcohol free, healthy and happy, living independently where appropriate 
and once again contributing to the Communities in which we all live.  As always, our work continues. 
 
1. Grants/Funding/Income 
 
Over this last year, as in previous years, we have continued to secure funding required to deliver the 
highest level and quality of service we can for our service users and the community within which we work.  
 
Additionally, this last year we have been fortunate to receive COVID specific funding that provided 
essential financial support both for those additional services Resolve delivered to meet these increase 
and unforeseen additional needs and to keep other aspects of Resolve’s work from closing over this most 
difficult of years. 
 
We have applied for Grants and received funds from the following sources over the period 1st April 2020 
to 31st March 2021: 
 
National Lottery Community Fund 
The National Lottery remains one of Resolve’s principal funders in 
the year 2020/21. With multi-year Grant funding the overwhelming 
majority of Resolve’s North Herts Service funding since 2018. 
 
Resolve also received funding from National Lottery through CCSF 
for sustainability and other COVID related support over this last 
year. 
 
Welwyn Hatfield Council Borough Council 
Grants were received from Welwyn Hatfield Borough Council (WHBC) 
supporting our work tackling street drinking, associated ASB, rough 
sleeping and homelessness with revenue and capital funding.  
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Resolve works in partnership with WHBC to deliver Homelessness & Rough Sleeper Servies as a partner 
within the Welwyn Hatfield Housing First Project and other work. Services through the Navigator Project 
tackling homelessness and rough sleeping across the borough funded through WHBC and Ministry of 
Housing MHCLG. 
 
Henry Smith Charity Grant 
Our multi-year grant continues, funding staffing costs for our Mid   Herts Service in our 
Welwyn Garden City Service. 
 
Helping Herts Homeless 
With amazing support over the last year HHH have paid for a number 
of essential items for Resolve’s Homeless work 
 
Lloyds Foundation Grant 
Funding was originally sought for a multi-year grant following funding of Resolve’s 
work. However, as a result of COVID Lloyds Foundation provided a one-year grant 
of £33,000 for the work of Resolve in answering and innovating to ensure services 
were provided for the people who needed them most as a result of the COVID 
pandemic.  
 
Special Thanks - Donations  
Special Thanks go to OCADO with whom Resolve is a Partner. OCADO 
supported Resolve’s work with weekly food donations and a number of 
cash donations from their “You Give we Give” Campaign. 
 
Over the last year we received a number of cash donations from individuals 
and organisations included in the figures as well as those mentioned above. 
 
Our sincere thanks to all of our funders for their continuing support our work. 
 
Fund Raising/income 
£530,330 was raised through grants over the last year. 
£73,726 was raised through other sources/fundraising activities. 
£5,991 was received through kind donations. 
 
Other Funding Potential 
We continue to seek all potential funding streams and report at every meeting to the Trustees on progress. 
 
Our sincere thanks go to all supporters of Resolve, particular thanks to partners/funders National Lottery 
Community Fund, Welwyn Hatfield Borough Council, Hertfordshire Community Foundation, Lloyds 
Foundation, The Henry Smith Charity and OCADO through these and other grants, donations and 
fundraising activities over the last year. 
 
2. Administration Office Space and Service Centres 
Over the last year we have seen Resolve’s capacity increase again to meet the need. Within our Day 
Services both at North and Mid Herts Service Centres as we have introduced telephone and online 
support services, this has seen an increase in Resolve’s ability to support even more people than ever 
before. 
 
We continue to enjoy the support of St. John of God who own the building in which our Mid Herts Service 
delvers and utilise our spaces as efficiently as possible in order to provide the highest level of service 
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utilising spaces to maximise capacity. This has been especially important over this last year as we have 
had to adapt our face-to-face offer at all Centres/Services to comply with COVID safety protocols. 
 
As Resolve continues to grow, we further develop new spaces/service centres so as to be able to support 
ever growing client numbers providing opportunities for us to increase our capacity across service centres 
across Hertfordshire as the need arises. 
 
As in previous years we continue to see regular referrals from health professionals including GPs, mental 
health services, Childrens’ Services, the statutory drug & alcohol services including CGL and The Living 
Room service providers. We have put time into seeking out and working with a wide range of services in 
both the statutory and non-statutory sectors.  
 
Resolve our portfolio of service spaces and property leases, with long term leases for sites in Letchworth, 
Welwyn Grden City and Hatfield. 
 
3. Grant Shapps MP 
Since becoming our Patron in 2009 we have had good contact with Grant. Grant continues to support 
Resolve and supports our work in every way he can. We work with members of his team as well and they 
are all very helpful. This support is very much appreciated. 
 
Grant has become even more involved in supporting and promoting the work of Resolve over the last 
year, assisting Resolve by promoting our work and Community projects as and when he can. 

Grant said, “Needless to say this year has been unlike any other in Resolve’s history 
but I’m pleased that in spite of the challenges faced, Resolve has confronted them head 
on. Whether it’s Jimmy Mac’s ‘Lockdown Shelter, an increased need in services or 
expanding homeless services into the ReStart Project, Resolve has remained steadfast 
in its support for those in need in our community. 
 
Obviously because of the restrictions Sparks Café has not been able to build on its 
success but I’m delighted that it has now opened its doors again and optimistic that it will 
be a bustling hub in our town centre this summer and I look forward to visiting. 
 
I’m pleased that Resolve has been successful in receiving both government and local 

council funding to help support its work. But I’m also pleased that local businesses have played their part and hope 
this continues in the future. 
 
Resolve’s success does not, of course, happen without the team behind it and so after this incredibly difficult year, 
I’d like to pay tribute to Joe and everyone involved for their hard work, determination and compassion. It gives me 
great pride to be a Patron and please do let me know if there’s anything I can do to help support in the coming 
months. 
 

I would like to sincerely thank Grant for his efforts on behalf of Resolve and for his support of Resolve 
and the work we do. I am aware that he is singing the praises of Resolve and raising the profile of Resolve 
as a charity worth supporting where-ever he goes. Thank You. 
 
3. Service Growth 
Every year I find myself making the same comment on the growth of Resolve and our service provision. 
And so yet again I am proud to be able to make this next comment and at this 2021 AGM I can again 
confirm news of the incredible growth and expansion of Resolve and our services over this last year. With 
the expansion of Resolve’s Homeless work and the launch of our ReStart Project and the consolidation 
of Resolve’s Structured Day Service Provision we shall continue to work grow over the coming years. 
Income to fund this work too will need to increase and we are confident in that as we move forward.  
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Resolve delivers more group therapy sessions, one to one counselling, key work sessions, drop-in 
services, full body Acupuncture and other support from three service centres than ever before, as well as 
working hard to continue to provide support through our Community Café – SPARKS despite the issues 
we have all faced throughout this pandemic. And yet we have yet further consolidated on the work of the 
previous years. 
 
Outcomes 
 
Over this last year we saw over 36% of people accessing our drug and alcohol treatment services 
successfully completing treatment, alcohol and/or substance free. This against the backdrop such as 
COVID demonstrates not only the incredible work of our Team, but of the people who continued to work 
hard on themselves over this the most difficult to 
circumstances for us all. 
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ReStart also produced incredible results placing 100% of Shelter Guests in the first half of the year and 
supporting a further 23% of people accessing the service onward into independent accommodation 
solutions. 
 
My sincere thanks to every member of the Resolve Team for making this happen by their hard work and 
enthusiasm. 
 
For my part, I am very aware that I continue to be the lead in securing the necessary funding required to 
deliver these incredible services. I shall continue to work on this as a priority and all aspects of Resolve’s 
sustainability strategy into the future. 

 
The whole team has worked hard to 
deliver a highly professional 
services and as the principal 
manager of the service I have 
worked to ensure that the team is 
rewarded with the support, 
resources, training and finance to 
fund the service they aspire to 
provide.  
 
Our work continues.  
 
 

 
Documents, procedures, etc. 
We continue to review and develop procedures, policies and systems of work over the course of the year 
and continue to put systems of work in place that offer us the ability to be aware of our case load, 
workloads and resources easily. We have further extended our internal policies and procedures over this 
last year and continue to look at the need and implementation of such other policies and procedures such 
as COVID health & safety procedures, that may be required in the execution of our work. 
 
Staff Team.  
As we continue to see services expand, we see the Staff Team grow. As 
across all reports, we have seen some much innovation and adaption by 
al staff, providing incredible services for and with our beneficiaries.  
 
We continue to staff our services within budget and continue to work on 
securing ongoing funding that will offer us the potential to increase further 
our staff both in terms of numbers of staff and hours delivered. 
 
Press and publicity 
We have good links with local press and radio, including the Welwyn 
Hatfield Times and Heart FM. We continue to see our work advertised and 
discussed within News programmes from time to time.  
 
Our thanks in particular to Chris Hubbard and the Heart Team for their work and news reports. Likewise, 
our thanks to the local press and articles about Resolve’s work in the Welwyn Hatfield Times. 
 
Service Users’ Forum 

Sarah Jamieson, Senior Project Manager, 
ReStart hard at work at the Jimmy Mac 
Centre during “lock down one” 
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It has been a difficult year, with COVID it has been on occasion impossible for our Service Users to meet. 
However, we continue to work with Service Users through our various forums as a consultative 
mechanism for them and as an information exchange with them. It has been long established and goes 
through periods of being healthy with Service Users working hard to ensure it is an active body 
representing the views and interests of our Service Users. We shall continue to try to ensure that our 
Service Users have a forum through which they can give their views, make requests and comment on the 
services we deliver. 
 
Family & Carer’s Support Services 
Our Family Members/Carers Service has had the most difficult time as a 
direct result of COVID. Some members have needed to isolate and tis 
has brought its own issues. Our groups were suspended for some time 
and the ability to meet has been several compromised as a direct result 
of the COVID pandemic. 
 
Our lead Family Group Volunteer Sandra has worked tirelessly o keep in 
contact with our Family members and at the time of this report we are 
once again looking to re-open physical support Group for Family and 
Carer members.  
 
Through the whole Staff Team, we are always looking at how best to provide and deliver the service. I 
look forward to the next twelve months to see just how much further we can go with this service as we 
look to expand our Family support into our North Herts Service. 
 
Secure Future of Resolve 
As part of my work, I have been involved in a great many things over the last twelve months, not only 
dealing with the impact of COVID but specifically aimed at developing sustainable income streams, legacy 
and succession planning for the service into the future.  
 
In conjunction with the Trustee Board we have worked on our plans from last year and have a clear vision 
of the future of Resolve, not just in terms of finance, but as a forward thinking funding strategy, in order 
to ensure that Resolve continues into the future providing services, building on our work year on year, 
supporting the ever growing numbers of people within the local and wider community who need it. 
 
Future Plans 
Resolve’s three-to-five year plan includes the increase of our Senior Management Team, the expansion 
of our work in all areas and the securing of the necessary income to fund this work. 
 
My Thanks to the Team 
I would like to place on record my sincere thanks to the whole Resolve Team for the work and personal 
sacrifice that each member puts in. it is through our combined effort we have seen Resolve grow and 
develop over this last twelve months in particular. Without your work we would have no service. You are 
to be applauded. Thank you. 
 
I wish to place on record my personal and special thanks to Robert Reynolds, outgoing Treasurer for the 
amazing work he undertaken in the role and for his unwavering support of me personally, helping and 
guiding me directly with all matters related to finance.  
 
Finally, I wish to place on record my sincere thanks to the Trustees those who have moved on in this last 
year, those who have joined our Team and those who have been with us now for some years.  Your 
incredible support of me and of Resolve in all areas of our work has been most felt in this last year. 
Without the Board we would not be able to deliver the services we do. Resolve has a forward thinking, 

 
Sandra, Family Group 

Lead Co-ordinator 
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progressive leadership dedicated to delivering the best service possible. Again, often unseen, but most 
important. Thank You. 
 
Thanks to Saint John of God 
I would like SJOG for their ongoing support of Resolve through our involvement within the Centre. 
 
I would like to place on record my thanks to SJOG and in particular Larry Hampson and Heather Bolger 
Centre staff team who have supported our work for more than a decade now and members of the senior 
management who work closely with us to ensure that Resolve has a wonderful facility from which to 
deliver our services from at the Woodhall Community Centre. 
 
Thanks to our new Landlord Welwyn Hatfield Borough Council 
Resolve’s partnership with the WHBC sees us deliver Homeless services, Outreach with street workers, 
Resolve Treatment Day Services and our café SPARKS. This partnership has grown stronger and seen 
the expansion of services as we move forward. Our sincere thanks to the whole Council cross all areas, 
both officer and Councillors. 
 
My Thanks to You All 
I wish to place on record my sincere thanks to the Trustees. This has been another exciting a year, as 
the organisation has grown, changed and developed into the service we are today, despite the difficult 
financial backdrop and challenges we have faced over the previous years. I would not have achieved 
what I have, but for the support of the Trustees as well as the whole Staff Team. I thank you All. 
 
 
Joe Heeney, Chief Executive Officer 
AGM 2021 

 
~~~~~~~ 

 

 
 

ReStart – Resolve’s Homeless & Rough Sleeper Project 
 

What a year! 
 
March 2020 saw us locked down due to Covid and 
facing the prospect of our Night Shelter closing 
due to Government guidelines concerning 
communal shelters and safety concerns due to the 
pandemic. 
 
At that time, we had eight guests still with us, 
having been asked not to admit any more by our Partner WHBC. All eight 
had been making good progress and trusted us. Their alternative was to 
move into one of the hotels that were being provided by WHBC under the 
Governments “Everyone In” Scheme. 
 
 

I did not think this would benefit them, so after speaking to the staff we agreed that if a suitable venue 
could be found, we would move in with them. 

 
 

Sarah Jamieson 
Senior Project Manager, ReStart 
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Thankfully after some discussion between Joe Heeney (our CEO) and 
WHBC, it was agreed we could make use of the James McDonald 
Community Centre, and we moved lock stock and barrel on 30th March, with 
eight clients and four staff members to what became known as “Resolve’s 
Isolation Shelter”. 
 
In total we spent four months at Jimmy Macs as we called it and it became a 
Covid-Safe bubble at the top of Hatfield.  
 
During that time, we were able to do intensive work with the guests, in respect 
of housing, immigration status, health and their recovery. 
 
All eight guests had substance issues, and we had been unsure if they would 

either not agree to come with us in the first instance or leave soon after arrival, 
as we had made it clear they all had to remain abstinent. 
 
We need not have worried; the guests were outstanding. They remained 
abstinent and went over and above in helping to maintain the Centre garden 
and repaint areas such as the Gym and the corridors. To say nothing of a rather 
memorable incident on VE Day when we undertook singing in the car park to 
‘entertain’ the local community.  
 
As July arrived, and the Country began to return to normal, we were making 
plans to move again.By this stage we had only six guests having helped two 
guests into permanent accommodation. By this time returning to the Night 

Shelter was not an option. Again, after more discussions between Joe and WHBC we were offered the 
use of two flats at Howlands House, a WHBC temporary housing site in Welwyn Garden City. 
 
We were also given the use of an office there, so although we were still unable to take in new referrals, 
we could continue with our Outreach Services and respond to reports of rough sleepers across the 
Borough. 

 
To try and maximise the guests’ recovery we had the challenge of making 
meaningful use of their time. We established volunteering roles for the guests, 
with a local business. They also participated in training courses run by Hacro, 
albeit via the internet. 
 
By September, we had moved on three more 
people guests into more permanent 
accommodation, leaving us with only three to 
safely home. 
 
Due to the success of the ‘Jimmy Mac 
experience’ there were further meetings 

between Joe and WHBC, and it was decided that we would become a 
Project in our own right and the ReStart Homeless Project was born. 
 
We would be dealing with all aspects of Homelessness including rough sleeping, working in conjunction 
with WHBC. That means responding to reports of rough sleepers, finding those individuals appropriate 
temporary accommodation, potentially within the property we had, but sometimes within alternative 
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accommodations options. Outreaching all individuals with housing issues and for those who we had 
helped into more permanent accommodation, continuing that support through our Navigator staff. 
 
ReStart Homeless Project officially opened on 1st October 2020 now 
headed by Gemma Reade ReStart Service Manager.  ReStart offices are 
based in Flats 8 & 9 Queensway House, Hatfield, which forms the ReStart 
HQ. 
 
We continue to use the spaces at Howlands House, working in partnership 
with WHBC to provide crisis accommodation for people who are 
homeless/rough sleeping and to support the remaining guests. By 
December 2020 we had assisted the remaining people onto independent, 
permanent housing and could then take in new guests. Almost immediately 
we had filled all  places available, so WHBC provided additional space to 
accommodate the increased need for us to use, upping our capacity to nine 
from  that site, which again soon became full. 
 
It has been a tough, but extremely rewarding few months at ReStart. We started off with filling 9 beds at 
Howlands House, and all the guests have had 7 day a week intensive support with issues such as 
substance misuse, mental health, and housing. In December, we also had our ‘move on’ property ready 
to go, and we immediately placed 4 of our more stable clients into the house. This works well and gives 
clients that little bit more independence for move on. They still receive the same amount of support; 
however, they are more in control of their recovery and structuring their days, and this gives them a real 
confidence boost. 
 
Overall, we currently have 13 beds that are available for clients, and are continuously getting referrals 
through, more so now COVID restrictions have eased. We have successfully started a programme for 
clients in the ‘resistance to change’ category, called the PAT (primary addiction therapy) programme. All 
clients that reside at Howlands House are required to attend the 6-week programme, which is facilitated 
by our staff and volunteers. We are now opening this programme up to outside agencies for referrals too. 
Further to this, we also have our own psychosocial group timetable that clients attend, that has also now 
been opened to our outreach clients. 
 
No two days are the same at ReStart, but our team are extremely dedicated to helping people rebuild 
their lives. We have had 2 successful “move on’s” so far, where clients have moved on to their own social 
housing, who we continue to support s that they do not return to the situation that caused their 
homelessness in the first place. We continuously get great feedback from clients and other agencies 
regarding the support that they receive, and I believe this is genuinely what makes ReStart stand out as 
a local homeless service. Joe is continuing to source accommodation opportunities for ReStart so we can 
increase capacity and expand our service provision. 
 
I feel incredibly proud of the ReStart Team and the work we do, 
and we are all extremely excited to see what this next year 
brings. 
 
Gemma Reade, ReStart Service Manager & 
 
Sarah Jamieson, Senior Project Manager, ReStart 
 
 
 

 

 
Gemma Reade 

ReStart Service Manager 
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Resolve’s Counselling Team 
 
My name is Emma McKay and I have been managing the counselling team for over 
3 years now, working largely remotely so not attached to any one office in 
particular.  
 
The counselling team has grown over the last year to consist of six qualified 
counsellors and three trainees, with three further trainees newly recruited and in 
the process of being inducted. 
 
Between us we currently see almost 30 clients a week on a one-to-one weekly 
basis and this number continues to rise. Our client work is mainly with Welwyn and 
Letchworth service users but recently we have started to offer counselling to Re-
Start clients in Hatfield too and I expect this to increase.  
 
We are a strong and supportive team with a wealth of knowledge, interest and experience between us, 
ranging from domestic abuse, sexual abuse and assault, trauma, grief, working with psychiatric 
‘diagnoses’, anxiety and depression, and of course addiction. 
 
I am proud to say that we have also proved to be a highly adaptive team, with all members rising to the 
challenge of remote working at very short notice due to lockdown. Immediately, we moved to telephone 
counselling and then, where possible and desired by clients, to ‘Zoom Counselling’. All counsellors 
undertook extra training to better equip themselves to these new ways of working, getting to grip with 
diverse issues such as managing risk remotely, camera positioning, privacy and data considerations (for 
selves and clients), working without body language, conveying empathy remotely and the so-called 
disinhibition effect (when clients are likely to disclose more, quicker, sometimes with adverse effects). As 
the first Resolve department to move to this new way of working we were able to offer support and training 
to the wider staff team as ‘zoom groups’ were introduced, particularly in helping cultivate ‘an online 
mindset’. 
 
Taking advantage of our new familiarity with Zoom and then Microsoft Teams, we have been able to meet 
more frequently as a team, to share best practice and to discuss relevant issues and concerns. It has 
also been possible to deliver more training sessions, including: Working Remotely; Working with 
Addiction, Encouraging Relational Depth, Working with Loss, Understanding Psychiatric Diagnosis and 
the use of Psychiatric Medication, and the need for Self-care and Support. Training sessions have also 
been extended to other staff in the service and seem to have been well-received. 
 
As it was necessary to draft a new counselling agreement for remote working, I took the opportunity this 
year to revise all of our counselling documentation, policies and procedures – to update and check they 
were in line with the service we now deliver.  
 
 
Emma McKay, Counselling Manager  
 

 
 

~~~~~~~ 
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Resolve Mid Herts (Based in Welwyn Grden City) 
 
I have been in post as the Manager of the Mid-Herts (Welwyn) Day 
Service since 1st January 2021, having previously worked as a Project 
Worker at Welwyn since 2018.  
 
We have been living and working through some very challenging times 
over the past year and from last year’s AGM, it feels that we’ve been 
walking a tightrope between running our service supporting new and 
existing clients and balancing that against the consideration of the 
health and safety, and peace of mind, of clients, staff and volunteers 
during the COVID pandemic. 

 
For me, it's been about making decisions, sometimes 
day-to-day, about the best way to run our day service 
and comply with government guidelines and legislature. 
Some decisions have been easier to make than others; 
yes, we did decide Joe would work from home, and 
although Resolve has been exempt from some 
restrictions, we have been able to maintain limited face-
to-face work with clients, we have had to work with 
social distancing and face masks etc. for clients and 
staff. 
 
I’m proud of how we responded to the original lockdown 
and how we continued to provide group therapy 
sessions, 1-2-1’s and counselling via online platforms such as Zoom. I also feel a sense of satisfaction in 
how quickly we responded, being first to provide “Live online group therapeutic services in the county and 
we have continued to work adaptively and flexibly over subsequent lockdowns. 
 
In recent months we have been slowly and carefully moving the majority of our work back to face-to-face 
but I don’t want to lose what we have learnt in and from Lockdown. I feel that the advent of platforms such 
as Zoom and Microsoft Teams have made the world a smaller and more convenient place and we 
[Resolve] have taken the decision going to continue to use this technology to expand and increase the 
accessibility of our services. For example, here at Welwyn counselling via Zoom allows flexibility for both 
client and counsellor around work and other commitments as well as helping us offer counselling to more 
clients than we would be able to offer face-to-face due to space issues on-site as we continue with social 
distancing, etc. Online groups sessions offer an alternative for clients unable to travel to Welwyn and 
there is no limit on numbers which again can be an issue for us here with physical groups. Using Microsoft 
Teams or Zoom for SMT or Staff meetings has also been beneficial and makes it easier for us to convene 
as a team and work together. 
 
There have also been ideas that we have implemented due to COVID that have worked well for structure 
within the day service, such as allocated spaces on group therapy sessions; this encourages clients to 
be consistent and committed and to work cohesively as part of each group they attend. 
 
The Team at Welwyn is fairly new, but we are building a strong unit and we are excited about what the 
future holds for Resolve. We have introduced a Women’s Group and using this time to take a fresh look 
at our Family Group provision. We are expanding our original programme, adding elements such as a 
course of Therapeutic Art sessions and we are thinking about ideas such as themed weeks. We are also 
working on re-establishing our Service Users’ Forum to help generate ideas for the service such as for 
fundraising based on what clients would like to see/be involved in at Resolve. 
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During the pandemic Resolve has felt like its own 
small community; as we move back to a more 
‘normal’ way of living, we want to feel part of the 
wider community in our area, getting Resolve’s 
name and values out there. 
 
Donna Robbie, Senior Project Manager Mid 
Herts 
 
 
 

 
 
 
 
 

~~~~~~~ 
 

 
 
 

Resolve North Herts AGM Report 2021 
 
 
I am Patricia Elliott the Senior Project Manager of Resolve in North Herts. 
2020 was quite a “different” year in North Herts and we are proud to say that 
we managed to continue delivering our services to our clients throughout the 
entire pandemic, albeit in a variety of different platforms. 
 
As the pandemic swept through the country, we only had one minor outbreak 
in the North Herts Service, and we managed to contain the threat and still 
continue our service with only one afternoon of downtime. 
 

Zoom - Where would 2020 be without Zoom? With the challenge of the 
pandemic, we utilised Zoom on a daily basis providing a range of services to 
our clients via Zoom. Although the uptake was slow to begin with, our number 
of attendees grew quickly and we able to reach our clients using remote 
technology. We were even able to provide laptops to clients who didn’t have 
the facilities to use Zoom as we needed them to feel they belonged and to 
help them in their recovery. 
 
As the restrictions have started to be lifted, we are now able to increase our 
face-to-face contact with our clients and external agencies and partners. We 
are now delivering a full service in North Herts which consists of a mixture of 
Online Zoom sessions and face to face Psychosocial sessions.  
 
As a result of our committed service provision, we have seen a considerable 

increase, not only in referrals, but also referral pathways. Having established a strong working relationship 
with CGL who now provide 30% of our referrals. We are also CGLs considered aftercare provider, post 
in-patient Detox, for their service users, in North Herts. 
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We have also created a positive working relationship with Probation as well as the County’s C2 project 
which has seen an increase of referrals. 
 
As North Herts has grown its client base, we have seen an upsurge in client engagement in 1 to 1 
counselling and our holistic therapies including Acupuncture and Art Therapy. 
 
North Herts is currently working towards having a Family and Carers group which we are hoping to start 
in the next month. 
It’s been an amazing year despite all the challenges Resolve has had to face due to COVID-19 but we 
have gone strength to strength with our service provision. 
 
I would like to thank Helping Herts Homeless for their generosity and support throughout these troubled 
times. 
 
I would sincerely like to thank my team for their commitment and enthusiasm.  However, the team would 
not be complete without the dedication of our volunteers, counsellors and our holistic therapists that make 
North Herts the success it has become. 
 
Patricia Elliott, Senior Project Manager, 
Resolve North Herts 
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Treasurer’s Finance Report to the 
Annual General Meeting 24th June 2021 

 
As the newly appointed Treasurer at Resolve, it gives me great pleasure 
to be able to report on this year’s financial performance. 
 
Whilst the year to 31 March 2020 was one of expanding and diversifying 
income streams, the year to 31 March 2021 has been a year of navigating 
and adapting operations to overcome the challenges of the coronavirus 
pandemic whilst continuing to deliver high quality services to those in 
need. 
 
As a result of the pandemic and ongoing changes in the social and 
economic environment, during the year Resolve focussed its effort on 

specific Covid-19 projects to deliver services to the best of its ability at this crucial time. As a consequence, 
funding strategies evolved with activities during the year. Resolve retained the same five core operations 
throughout the year. 
 
The financial reports show some noteworthy features including an increase in income of £92,597, that 
has largely been generated from covid-19 specific funding totalling £101,828. As a result of the changing 
priorities, an element of Restart project was not completed in the year and therefore associated funding 
of approximately £155,000 has been deferred until next year. Outside of these movements, there have 
been increases in repeated income from National Lottery, HMO accommodation, Lloyds and Henry Smith 
totalling of £84,037, as well as a new donation received from Ocado of £38,185. Expenditure also 
increased this year by £48,586 primarily due to onboarding four additional staff to bolster the teams 
delivering the charity objectives.  The net surplus in the year totalled £54,601 driving the increase of total 
funds to £45,436 at 31 March 2021. The cash and bank balance at the end of the year totalled £355,101 
of which £257,328 relates to restricted funds to be utilised against services in 2022. 
 
Going forward the charity will continue efforts to build and diversify its income streams to enable growth 
to enhance the reach of its services and public benefit.  We recognise that wider independent financial 
supporters of Resolve are keen to see alternative sustainable income streams, so this is a prominent 
factor of the expansion strategy. 
 
Our continued close working relationship with the local community, allied to the strong professional links 
forged over the past 13 years has allowed Resolve to provide an amazing service that delivers positive 
outcomes for so many people. This is fully recognised by our key grantors who have maintained their 
financial commitment and support. 
 
The charity continues to review and enhance its financial reporting and monitoring processes to ensure 
it remains well placed, with strong controls and able to act in a timely manner so it can adapt to changing 
environments and maximise opportunities. 
 
In summary it has been a very challenging year, however the exceptional efforts of the staff and 
management at Resolve have ensured that, even in some of the toughest conditions, it continues to 
provide an excellent service to those in who need help.  
 
Our total income in the year April 2020 to March 2021 is £610,047 as per the Accounts Report and a full 
analysis of income by provider is available on note 3. 
 
Rob Angus, Treasurer of Trustees 
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Statement of financial activities 
 
 

 
 
 
 
 

Notes 

Year ended 31 March 2021  Year 
  ended 
 31 March 
 2020 
 £ 

  
 Unrestricted 
 funds 
 £ 

 Restricted 
 income 
 funds 
 £ 

  
 
 Total 
 £ 

      
Income      
Donations  5,991 -  5,991  16,328 
      
Charitable activities  73,726 530,330  604,056  501,122 
      

Total income 3 79,717 530,330  610,047  517,450 

      
      
Expenditure      
Fundraising  96 -  96  96 
Charitable activities  24,120 530,330  554,450  506,254 
Governance  900 -  900  690 

Total Expenditure 4 25,116 530,330  555,446  507,040 

      
Net income/(expenditure)  54,601 -  54,601  10,410 
      
      
Funds brought forward   (9,165) -  (9,165)  (19,575) 
Net movement in funds  54,601   -  54,601  10,410 

Total funds carried forward  45,436 -  45,436  (9,165) 

     
 
There are no Transfers Between Funds or Other Recognised Gains and Losses in the year (2020: nil) 
 
All income and expenditure derive from continuing activities. The notes on pages 5 to 11 form part of these financial 
statements 
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Balance sheet 
 
 

 
 
 
 
 

Notes 

Year ended 31 March 2021  Year 
  ended 
 31 March 
 2020 
 £ 

  
 Unrestricted 
 funds 
 £ 

 Restricted 
 income 
 funds 
 £ 

  
 
 Total 
 £ 

      
Fixed assets      
Tangible assets 6 16,982 -  16,982  8,669 
      
Current assets      
Debtors 7 29,175 -  29,175  12,333 
Cash  94,350 257,328  351,678  56,113 

Total current assets  123,525 257,328  380,853  68,446 
      
Creditors: amounts falling 
due within one year 

 
8 

 
(95,071) 

 
(257,328) 

 
 (352,399) 

 
 (86,280) 

      

Net assets/(liabilities)  45,436 -  45,436  (9,165) 

      
      
Funds of the charity      
Funds brought forward   (9,165) -  (9,165)  (19,575) 
Net movement in funds   54,601 -  54,601  10,410 

Total funds   45,436 -  45,436  (9,165) 

 
Approved by the Board of Trustees on 24TH June 2021 
 
 
 
 

[...............................................................................................]   [...............................................................................................] 

 
Stephen Roberts Chair of Trustees    Robert Angus Trustee Treasurer 
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Notes 
 
1. Basis of preparation 

These accounts have been prepared on the basis of historic in accordance with “Accounting and Reporting by 
Charities – Statement of Recommended Practice (FRS102)”, Accounting Standards and with the Charities Act 2011 

Changes to previous accounts  

No changes have been made to accounts for previous years. 

 
 
2. Summary of significant accounting policies 

Recognition of income 

These are included in the Statement of Financial Activities (SoFA) when: 

• the charity becomes entitled to the resources; 

• the trustees are virtually certain they will receive the resources; and 

• the monetary value can be measured with sufficient reliability. 

 

Income with related expenditure 

Where income has related expenditure (as with fundraising or contract income) the income and related expenditure 
are reported gross in the SoFA. 

 
Grants and donations 
Grants and donations are only included in the SoFA when the charity has unconditional entitlement to the 
resources. 
 
Tax reclaims on donations and gifts 
Incoming resources from tax reclaims are included in the SoFA at the same time as the gift to which they relate. 
 
Contractual income and performance related grants  
This is only included in the SoFA once the related goods or services have been delivered. 
 
Gifts in kind 
Gifts in kind are accounted for at a reasonable estimate of their value to the charity or the amount actually realised. 
Gifts in kind for sale or distribution are included in the accounts as gifts only when sold or distributed by the charity. 
Gifts in kind for use by the charity are included in the SoFA as incoming resources when receivable.   
 
Donated services and facilities  
These are only included in income (with an equivalent amount in expenditure) where the benefit to the charity is 
reasonably quantifiable, measurable and material.  The value placed on these resources is the estimated value to 
the charity of the service or facility received. 
 
Volunteer help   
The value of any voluntary help received is not included in the accounts but is described in the trustees’ annual 
report. 
 
Liability recognition 
Liabilities are recognised as soon as there is a legal or constructive obligation committing the charity to pay out 
resources. 
 
Governance costs 
Include costs of the preparation and examination of statutory accounts, the costs of trustee meetings and cost of 
any legal advice to trustees on governance or constitutional matters. 
 
Grants with performance conditions 
Where the charity gives a grant with conditions for its payment being a specific level of service or output to be 
provided, such grants are only recognised in the SoFA once the recipient of the grant has provided the specified 
service or output. 
 
Grants payable without performance conditions 
These are only recognised in the accounts when a commitment has been made and there are no conditions to be 
met relating to the grant which remain in the control of the charity. 
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Support Costs 
Support costs include central functions and have been allocated to activity cost categories on a basis consistent 
with the use of resources, eg allocating property costs by floor areas, or per capita, staff costs by the time spent 
and other costs by their usage. 
 
Tangible fixed assets for use by charity 
These are capitalised if they can be used for more than one year. They are valued at cost or a reasonable value 
on receipt. Depreciation is provided on all tangible fixed assets at rates calculated to write off the cost, less 
estimated residual value based on prices prevailing at the balance sheet date, of each asset evenly over 4 years. 

 
Depreciation 
Depreciation is provided at the following rates to write off each asset over its useful life: 
Office Equipment   - 25% Straight Line 
Furniture & Fittings   - 25% Straight Line 
Service Delivery Equipment  - 25% Straight Line 
 
Pension 
The charity operates a defined contribution pension scheme. The pension charge represents the amounts 
payable by the charity to the fund in respect of the year. 
 
Fund Accounting 
Unrestricted funds are those which are available for use at the discretion of the Trustees in furtherance of 
the general objectives of the charity and which have not been designated for other purposes. 
 
Restricted funds are finds which are to be used in accordance with specific restrictions imposed by donors, 
or which have been raised by the charity for particular purposes. Unrestricted funds are those which are 
available for use at the discretion of the Trustees in furtherance of the general objectives of the charity and 
which have not been designated for other purposes. 
 
Restricted funds are finds which are to be used in accordance with specific restrictions imposed by donors, 
or which have been raised by the charity for particular purposes. 
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3. Income Year ended 31 March 2021  Year 
ended  

31 March  
 2020 
 £  

 
 Unrestricted 
 funds 
 £ 

 Restricted 
 income 
 funds 
 £ 

  
 
 Total 
 £ 

 
a. Voluntary income: 

 
   

     

Donations 5,991 - 5,991 16,328 

Total 5,991 - 5,991 16,328 

     

b. Activities for generating funds:     

Fundraising - - - - 

Total - - - - 

     
c. Income from charitable activities by donor: 
 

 
   

WHBC - 227,164 227,164 238,246 

National Lottery Community Fund - 81,669 81,669 77,908 

Henry Smith Improving Lives - 56,067 56,067 54,383 

Homeless Link Covid-19 Homelessness Response Fund - 49,708 49,708 - 

Ocado 16,144 22,041 38,185 - 

Income from ReStart HMO Accommodation 37,863 - 37,863 15,718 

CCSF National Lottery - 31,912 31,912 - 

Lloyds’ Foundation - 27,500 27,500 8,367 

Herts Community Foundation - 25,000 25,000 24,284 

Sparks Community Café Income 18,665 - 18,665 13,979 

Big Lottery Development Grant - 5,794 5,794 6,474 

North Herts Sanctuary Helping Herts Homeless - 2,880 2,880 - 

Room Hire 899 - 899 - 

HCC Locality Grants - 595 595 8,950 

Other 155 - 155 9,278 

LGCFH - - - 25,000 

Paradigm - - - 6,535 

NHDC - - - 5,000 

The Wheat Quarter - - - 4,500 

University Herts Income - - - 1,500 

ARISE - - - 1,000 

Total Income from Charitable Activities 73,726 530,330 604,056 501,122 

     

     

c. Income from charitable activities by Project     

     

ReStart/Shelter project 54,007 301,793 355,800 289,783 

Mid Herts - 83,567 83,567 67,250 

North Herts - 81,669 81,669 112,008 

Sparks Café 19,564 56,912 76,476 13,979 

Other 155 6,389 6,544 18,102 

Total Income from Charitable Activities 73,726 530,330 604,056 501,122 
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2021 Income includes the following Covid-19 related grants 
 
 

 Year  ended 31 March 2021 

Year 
ended  

31 March  
 2020 

  

 
 Unrestricted 
 funds 

£ 

 Restricted 
 income 
 funds 

£ 

  
 
 Total 

£ 

Homeless Link - Covid-19 Homelessness Response Fund - 49,708 49,708 - 

WHBC Covid-19 Hospitality grant - 25,000 25,000 - 

WHBC Covid-19 Shelter grant - 12,120 12,120 - 

HCF Emergency Covid-19 grants - 15,000 15,000 - 

Total Covid-19 - 101,828 101,828 - 
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4. Expenditure 

 

  Year ended  
 31 March  
 2021 
 £ 

 Year ended  
 31 March  
 2020 
 £ 

    

a. Fundraising trading costs:    

    

    

Local Giving/Just Giving Subscriptions  96 96 

Total  96 96 

    

b. Charitable activities:    

Staff costs (note 5)  372,666 331,539 

Other personnel costs  18,757 14,945 

Service delivery  69,064 34,547 

General overheads  93,963 125,223 

Total  554,450 506,254 

    

c. Governance costs:    

Independent examiner’s fee (note 10)  900 690 

Total  900 690 

 
 
 
 
 

 

5. Staff costs 

 

  Year ended  
 31 March  
 2021 
 £ 

 Year ended  
 31 March  
 2020 
 £ 

    

Wages and salaries  340,706 304,512 

Employer’s National Insurance Costs  25,428 21,405 

Employer’s Pension Costs  6,532 5,622 

Total  372,666 331,539 

    

  

 Year ended  
 31 March  
 2021 
 Number 

 Year ended  
 31 March  
 2020 
 Number 

    

Average number of FTE employees in the year   15.0  13.0 

 

1. All staff employed by the charity are engaged in charitable activities 
2. No employee received remuneration / benefits totaling £60,000 or more  
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6. Tangible fixed assets 
 

Office 
equipment 

£ 

Fixtures 
and fittings      

£ 

Service 
Equip 

£ 

Total 
£ 

Cost     

At 1 April 2020 11,188 2,200 - 13,388 

Additions 6,816 - 5,436 12,252 

Disposals - - - - 

At 31 March 2021 18,004 2,200 5,436 25,640 

 
Depreciation 

    

At 1 April 2020 4,169 550 - 4,719 

Charge for year 3,049 550 340 3,939 

Disposals - - - - 

At 31 March 2021 7,218 1,100 340 8,658 

 
Net book value at 31 March 2020 

 
7,019 

 
1,650 

 
- 

 
8,669 

 
Net book value at 31 March 2021 

 
10,786 

 
1,100 

 
5,096 

 
16,982 

 
 
 
 
 

7. Debtors and prepayments 

   

 As at  
 31 March  
 2021
 £ 

 As at  
 31 March  
 2020 
 £ 

     

Due within one year:     

Income not yet received into bank   3,423 - 

Prepayments   25,752 12,333 

Total   29,175 12,333 

 
 
 
 
 
 
8. Creditors and accruals 

   

 As at  
 31 March  
 2021 
 £ 

 As at  
 31 March  
 2020 
 £ 

     

Due within one year:     

Trade creditors   10,648 10,132 

Accruals & Deferred Income   341,751 76,148 

Total   352,399 86,280 
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9. Trustee Remuneration and Expenses 
During the year no Trustee received any remuneration (2020: £nil) and claimed no expenses (2020: 
£nil) 
 
10. Independent Examiner  
During the year amounts paid to the Independent Examiner were: 
 
Examination Fee £900 (2020: £690) 
Accountancy Services £732 (2020: £852) 
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Statement of Cashflows   

 

  
  
 2021 
 £ 

  
  
 2020 
 £ 

   

   

Cashflows from Operating Activities:    

Net cash flow provided by (used in) operating activities 307,817 (9,713) 

   

   

Cash Flows from investing activities:   

Purchase of Fixed Assets (12,252) (8,674) 

Net cash provided by (used in) investing activities (12,252) (8,674) 

   

   

   

   

Change in cash in the year 298,988 (18,387) 

Cash at the beginning of the year 56,113 74,500 

Cash at the end of the year 355,101 56,113 

 
 
Reconciliation of net income / (expenditure) to net 
cash flow from operating activities 
   

Net Income for the year 54,601 10,410 

Adjustments for:   

Depreciation Charges 3,939 2,330 

(Increase) / Decrease in debtors (16,842) 28,490 

Increase / (Decrease) in creditors 266,119 (50,943) 

Net cash provided by / (used in) operating activities 307,817 (9,713) 
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