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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 life style,
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.
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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
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. Most recently reviewed and then
amended 1st April 2017 following the change of Trustees at the EGM held on this day.
The Trustees Standing Orders was first enacted April 2008 and was most recently amended
7th June 2017. Trustees are elected as per the Standing orders.
At the time of the Annual General Meeting the following;
Trustees are In Post.
Steven Roberts – Chair
Neil Steff - Secretary
Robert Reynolds – Treasurer
Clive Marlowe – Trustee
Trustees standing
since the last AGM
None

down

New Trustees Elected
Neil Steff
Senior Management of Resolve
Joe Heeney, Chief Executive Officer (CEO), manager responsible for the overall running of
Resolve and such matters as delegated to him by the Trustees.
Senior Project Managers responsible for the day to day activities of the service from each of
Resolve sites/Services and such matters as delegated to them by the CEO are; Emma McKay
Counselling Manager, Gemma Reade Welwyn Garden City Service, Dean Norris Hatfield
Outreach Service, Patricia Elliott Hitchin Outreach & Day Service, Sarah Jamieson Resolve’s
Night Shelter.
This Report
The following report is the account of the work and activities undertaken throughout the year
1st April 2018 to 31st March 2019 as reported at the Annual General Meeting held this year
26th June 2019.
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Minutes of the Annual General Meeting Held on 26th June 2019
Present:

Steve Roberts (Chair of Trustees) SR
Neil Steff (Secretary) NS
Robert Reynolds (Treasurer) RR
Clive Marlowe (Trustee) CM

Staff:

Joe Heeney (CEO) JH
Emma McKay (Counsellor Manager) EM
Gemma Reade (Senior Project Manager WGC) GR
Dean Norris (Senior Project Manager Hatfield Outreach) DN
Trish Elliott (Senior Project Manager Hitchin) TE
Sarah Jamieson (Senior Project Manager Resolve’s Night Shelter) SJ
Donna Robbie (Key Worker WGC) DR
Julie Roberts (Outreach Worker) JR
Tracie Thoburn (Support Worker Night Shelter) TT
Kevin Halsey (Support Worker Night Shelter) KH
Benedykt Marszalek (Support Worker Night Shelter) BM
Mark Davies (Outreach [Navigator] Worker) MD
Anna Paulick (Outreach [Navigator] Worker) AP
Cassie Felicien (Volunteer Key Worker) CF
Soraya Begg (Counsellor) AP
Roger Norman (Counsellor) RN
Rhona Blyth (Bookkeeper) RB

Service users attended: Service Users and Family/Carers Group attended, names are not
recorded
Apologies:

Kerri de Courcey (Counsellor) KC
Lisa O’Neil (Key Worker Hitchin) LO
Jethro Rowland (Acupuncturist) JR
Jane Johnston (Volunteer Key Worker/Placement Counsellor) JJ

Meeting opened at 3.00pm
Meeting as per Agenda:

1.
2.
3.
4.
5.
6.
7.
8.
9.

Agenda Items
Chair’s Opening Remarks
Minutes of the previous AGM 2018
Matters Arising from the Minutes
CEO’s Report
Financial Report (Treasurer) & Annual Accounts
Adoption of Annual Accounts
Adoption of the Annual Report 2018
Chair’s Closing Remarks
AOB
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1. Chair’s Opening Remarks
For the detail of the Chair’s Report, see
attached Report
SR spoke of just incredible growth has
been over the last year, even more so
even than in previous years. A doubling of
the paid staff and a growth in our whole
staff team across the entire service.
SR gave thanks for the wonderful work of
Rhona Blyth, retiring having been such a
huge part of Resolve over the last decade.
Many thanks Rhona
2. Minutes of the last AGM 2018
SR drew attention to the minutes of the last AGM (available for the meeting). These
were unanimously adopted.
3. Matters Arising
None
4. CEO’s report
JH highlighted the incredible expansion of Resolve in particular this year following yet
another year of hard work across the service. Following the successful securing of
significant funding from sources including the Big Lottery, Welwyn Hatfield Borough Council,
The Wheat Quarter, The Ministry of Housing The Henry Smith Charity and other funding
secured over the last twelve months the CEO worked to focus on the essential operational
deployment of our resources, launch and development of the new projects and long term
sustainability of Resolve.
JH gave thanks to Rhona from his own personal perspective and a small presentation was
made in honour of Rhona’s amazing contribution over the years.
See Attached Report for full details
5. Financial Report & Annual Accounts
The Treasurer outlined the state of finances for the year.
RR’s report outlines the various sources of income generated during the year totalling
£269,055 There were some outstanding grant applications awaiting decision, as is often the
case and ongoing.
Rent/building costs remain one of the largest revenue costs after staff costs for our centres

in Welwyn Garden City, Hatfield with our recently confirmed 10 year lease for
Queensway House and the revenue costs associated with hiring space/s for our
Hitchin Services.
Since the financial year to 2015 to 31 March 2016 we have seen a surplus year
on year arising from unrestricted income raised, reducing the deficit incurred in
2015/16. Once fully extinguished we would apply the surpluses generated each
year up to a maximum 2% of the income generated to reserves.
See Attached Report for details
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6. Adoption of Annual Accounts
The Annual Accounts for the year ended 31 March 2019 were available for the meeting. RR
confirmed they were assessed by an independent assessor and there are no issues being
reported at this time.
Total outgoings for the year were £266,187 showing Resolve finished the year 2018/19 in
surplus of £2,868.
See Attached Report
7. Adoption of the Annual Report 2018
The Annual Report for the year ended 31 March 2018 was available at the meeting. It was
formally adopted.
8. Chair’s Closing Remarks
SR thanked everyone for attending this year’s AGM.
9. AOB
None
Meeting Closed 3.45pm
Signed as agreed
Chair ………………………………
Secretary ………………………….

26th June 2019

Page 6

Chair’s Report
Yet another great year for the development of Resolve.
When I first became chair of trustees, we had no paid staff
and relied totally on volunteers. Now we have 15 paid staff
and three bases in Hatfield, Hitchin (Letchworth) and of
course Welwyn Garden City.
Perhaps the major
development has been the trust the local council has shown
in us as an organisation by putting Resolve at the forefront
of dealing with homelessness in the borough. By working
with our partners at the council and with the developers of
the Wheat Quarter, ZM Land and Capital we have
committed to provide a permanent night shelter in Hatfield
along with a café which will be named in honour of the late
Lynne Sparks mayor of Welwyn Hatfield. I am sure we are
all looking forward to the opening ceremony on Saturday 29 June.
Resolve won more awards in 2018/19. The Building Effectiveness Award - an
innovative development project to help the Hertfordshire voluntary sector to thrive. I
think we can all see why we won this award. The PQASSO Level 1 Quality Standard
Award; this validates Resolve as a quality service with accredited quality standards for
all to see.
None of the above would have happened without the tireless work of our CEO Joe
Heeney, our paid 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 year.
This year sees the retirement of Rhona our bookkeeper/accountant who has made an
enormous contribution to the development of Resolve. She will be greatly missed and
I wish to thank her personally for her work.
Steve Roberts
Chair of Trustees

~~~~~~~~~~~~~
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Secretary’s Remarks
I am very much the new member of the team having joined the
board of trustees of Resolve in the summer of 2018. My career
spans over thirty years in various roles in public and private
service industries before changing careers and spending the
last ten years supporting service users with health and
safeguarding issues. I live in Welwyn Garden City with two
grown up children.
I was attracted to support Resolve as trustee as from my past
professional work I am fully aware how substance / alcohol
misuse can affect individuals, their friends and their families. Prior to joining the board
of trustees I looked into how Resolve was founded and how far Resolve has come in
just ten years, it really is very impressive, more so when at times it appears that
funding is becoming more challenging to obtain.
In the past year alone Resolve has been awarded PQASSO standard and joint winner
of the years Building Effectiveness Programme - achievements to be very proud of
and mentioned in more detail elsewhere in this report. In addition, we have the opening
of the Hatfield night shelter and cafe to look forward to.
When working for an organisation such as Resolve I think it can be only too easy to
focus on the immediate tasks ahead and not appreciate just how far Resolve has
travelled in the past ten years. For an organisation like Resolve its not machinery or
'widgets' that keep the organisation moving forward its people, people like Joe and all
the Resolve team supporting each other and working for an organisation that they
believe in. So, as a trustee, I would like to express a big thank you and well done to
all at Resolve. I would also like to thank Joe and fellow trustees for supporting me in
becoming a Resolve team member.
Neil Steff
Secretary of Trustees

~~~~~~~~~~~~~
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CEO’s Report to Annual General Meeting 26th June 2019
Overview
It seems every year I start by saying how incredible the
last twelve months have been. Well this last twelve months
have been incredible! As we move into Resolve’s 11th year
of delivering services, we have seen the organisation grow
yet again, both in terms of capacity and service provision
with the start of 2019/20 seeing even greater growth in
place with the launch of Resolve’s Night Shelter, SPARKS
“Pay What You Can” Community Café and the expansion
of Resolve’s Homeless work, with yet further expansion of
Resolve’s work in North Herts all moving forward and at a
pace. Watch next year’s Annual Report for the
development of all of these projects.
Over the last twelve months we have consolidated on the work of Resolve of the first
decade of our work, as a VCS Service Provider for the county of Hertfordshire, now
well and truly embedded within the communities within which we work, across Mid,
East and North Herts. We continue to see growing numbers of people accessing
Resolve’s services across all areas of our work and are predicting even higher
numbers of people with our new projects/services coming online over the next year an incredible achievement from the whole Team. Thank You All.
Over the last year we have worked even harder on developing ever closer links with
our partner agencies and have seen this work bringing increasing numbers and range
of agencies together with Resolve in the pursuit of even better outcomes for people
accessing our services.
We have seen the Staff Team more than double in this last year with new
appointments and the establishment of our Senior Management Team, supporting the
CEO and Trustee Board - Gemma Reade Senior Project Manager at our Welwyn
Garden City Structured Day Service, Patricia Elliott Senior Project Manager at our
North Herts Structured Day Service, Dean Norris Senior Project Manager for our
Outreach/Homeless Day Services (Hatfield), Sarah Jamieson Senior Project Manager
Night Shelter (Hatfield) and Emma McKay Counselling Manager for all of Resolve’s
Counselling Services delivering services with new Staff joining the growing Team in
Kevin Halsey, Tracie Thoburn, Benedykt Marszelak – Shelter, Mark Davies and Ann
Paulik [Navigators] joining the Outreach/Homeless Team, working alongside the rest
of the delivery Staff Team; Key Workers Donna Robbie, Carol Symes, Lisa O’Neil,
Julie Roberts, Jethro Rowlands Acupuncturist, Jacquie Homonko our Clinical
Supervisor as well the wonderful Volunteers who have been a part of our services in
all of our centres, too many to name here and the Trustee Board for their work and
commitment over this last year.
26th June 2019
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Our Outreach Project based in Hatfield continues to grow and extend service
provision, yet again, taking on the role as lead street Team for the Welwyn Hatfield
[Borough Council] Housing First Project, a homeless/rough sleeper project aimed at
supporting people who are street homeless, sleeping on the streets [rough], or at risk
of these. We have seen the Hatfield Service expanding as a result of the amazing
support of funders and partners and due in no small part to the Resolve Team who
work tirelessly to promote the service and support the people who need it.
Our North Herts Day & Outreach Service has had an excellent year, cementing
themselves within the service provision for North Herts and building on the success of
the pilot project. We are not only reaching out but delivering structured group therapy
sessions, Key Work and one to one counselling from this project. Thanks to our
Partner Stevenage Haven for coming together to form a partnership aimed at tackling
homelessness within the district and working with Resolve to provide much needed
support services for their residents.
Our Welwyn Garden City Structured Day Service continues to provide high quality
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 our work of the last decade, since 2008.
We have worked on the set up of Resolve’s Night Shelter & Community Café. The
Shelter work began in 2018 and into 2019 with Resolve’s purpose built Shelter facility.
Our SPARKS “Pay What You Can” Community Café will provide a Community Hub
for the whole community and we look forward to reporting on the success of these
projects in our Annual Report next year.
An incredible growth of our Staff Team - At the 2018/19 year end, Resolve
employed 14 staff plus 3 sessional staff, with 10 counsellors and 14 volunteers in
various capacities, totalling 41 staff across the organisation as a whole. We have seen
a few of our student counsellors qualifying and so moving on in the last year while
seeing new people joining Resolve over the same period. Staff remain consistent
across all areas of the service.
Resolve achieved the PQASSO Quality Standard, this year and are
proud now to carry the re-branded Trusted Charity Mark which
confirms that Resolve has satisfied the standards required to carry
this Quality Mark for the next three years.
Resolve is also proud to have won the
Hertfordshire
Community
Foundation’s
Building Effectiveness Programme, alongside
Watford Workshop as Joint Winners of the Award.
A great achievement of which we are very proud
indeed. Well done to all of our peers on the
building effectiveness Programme for 2018/19.
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People accessing Services – Resolve saw increasing numbers of people accessing
our services. With ever increasing levels of complexity of issues affecting people, we
have seen our work intensify as we work to find 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
Numbers in Treatment as a %
independent living and in
general addressing the
issues people face that
might bring them to
8%
access
Resolve’s
17%
Alc
services.
56%

Chart
showing
the
issues affecting service
users accessing our
services
as
a
percentage of the totals.

19%

Alc & Non opiates
Non opiates

Opiates

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. This year
saw Elaine Hornsey and Lorraine Fraser from our Welwyn Service moving on to new
things, making way for new members of the Team to come into the Resolve family –
Thank you both. We have worked hard on growing service provision while keeping
standards high and providing incredible services and outcomes for and with our
beneficiaries. Resolve continues to grow as a service, as a brand 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. As always, our work continues.

1. Grants/Funding
1. Funding Work
Since April of 2018 we have continued to work on securing 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 secured funding that sees
the biggest growth in services and provision since Resolve first opened our doors.
We have applied for Grants and received funds from the following sources over the
period 1st April 2018 to 31st March 2019:
1. Big Lottery – Reaching Communities
The Big Lottery remains one of Resolve’s principal funders in the year
2018/19. With the final year of six years of funding coming to an end
and a new Big Lottery Grant for our North Herts Services beginning in
2018.
26th June 2019

Page 11

2. Lloyds Foundation Grant
Lloyds funding has been for four years from August of 2015 funding our
work at Hatfield for our Outreach project. Many thanks to Lloyds for
continuing to support our work.
3. Welwyn Hatfield Council and Hatfield Town Council
Grants were received from Welwyn Hatfield Borough
Council (WHBC) supporting our work both tackling street
drinking, associated ASB and homelessness with revenue
and capital funding. Resolve was contracted to deliver
services as partner of the Welwyn Hatfield Housing First Project from September
2017, this work continues. Additionally services through the new Navigator posts is
also underway as we end 2018/19 and go into 2019/20, funded through WHBC from
the Ministry of Housing.
4. Wheat Quarter Investment
Our new partner The Wheat Quarter, is supporting Resolve’s
work both through revenue funding and have committed to be
the primary funder of Resolve’s capital project, building our
SPARKS Community Café and Night Shelter provision in
Hatfield alongside the revenue funding provided by the WHBC.
5. Henry Smith Charity Grant
A new three year grant funding staffing costs for our Team in our
Welwyn Garden City Service sees our work continue with security
going forward as part of Resolve’s overarching funding strategy.
6. Fund Raising/income
£223,784 was raised through grants over the last year.
£6,977 was raised through other sources/fundraising activities.
£38,294 was received through kind donations.
7. Special Thanks - Donations
Special Thanks go to Austin’s Funeral Directors who chose
Resolve to be their Charity for the year of 2018 and raised a
staggering £4224.62. Thanks to Claire Austin for all of your
support over this last year and at the time of this report we look
to receiving the donation for funds raised over the last year.
We received a number of donations from individuals/organisations included in the
figures as well as those mentioned above.
8. 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 Big Lottery, Welwyn Hatfield Borough Council, The Wheat Quarter,
Hertfordshire Community Foundation and The Henry Smith Charity through these and
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other grants, donations and fundraising activities over the last year.

2. Administration
1. Office and Room Space
We continue to deliver services
from our Centre at The Woodhall
Community Centre where we
have been since 2008. We
continue to enjoy the support of
St. John of God who own the
building and utilise our spaces as
efficiently as possible in order
provide the highest level of
service utilising spaces to
maximise capacity. As the
Service 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.
Referrals continue to be regular from health professionals and 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.
We have a new 10 year lease for our Hatfield based service at Queensway House due
to the increase in services from this site and at the time of this report we are looking
forward to the opening of our new Night Shelter and Community Café which will be
reported in next year’s annual report.
Having delivered services from our site at Westmill, Hitchin for the last two years, at
the time of this report we are working on the move to new site in Letchworth that will
see the expansion of our North Herts Service provision. Watch next year’s report on
this.
2. 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 investigate new funding sources through
his contacts.
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Grant said, “Today’s Annual General Meeting is particularly
significant as Resolve celebrates its ten-year anniversary. It
really is remarkable to think of how far this brilliant charity
has come since its inception and the number of local people
who have been lucky enough to benefit from its services. It
feels like a long time ago that we scrambled to raise £500
just to keep RESOLVE alive.
I’d like to pay tribute to Joe and the whole team. It is thanks
to your hard work that has made Resolve such a success
and you should be very proud of the impact you have had
on so many lives.
It’s a real honour to be one of Resolve’s patrons and to witness how Resolve has
grown over the years and the support it provides to people suffering from drink and
drug problems in our area.
Keep up the great work and good luck for the next decade!”
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. Kelly Smith OBE
Kelly has had a very busy year professionally, however we
have been in contact and Kelly continues to be Resolve Patron.
This is very much appreciated. At the time of this year’s AGM
Kelly is abroad and so unable to attend the meeting.
I would like to sincerely thank Kelly for her efforts on behalf of
Resolve and for her support of Resolve and the work we do.
Thank You

3. Service Growth
Every year I am proud to be able to make this next comment and at this 2019 AGM I
am again confirming news on the incredible growth and expansion of Resolve and our
services. Over the last year Resolve has grown and expanded our service provision
even further from previous years. We deliver more group therapy sessions, one to one
counselling, key work sessions, all-day drop-in services, full body Acupuncture and
other support from three service centres than ever before having yet further
consolidated on the work of the previous decade.
The next ten year programme includes continued work in further developing the
service and continued work on delivering yet more services to ever increasing
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Make up of issues of people accessing
Resolve’s Treatment Services as
percentages. Trend of the last two years
sees an increase in alcohol & alcohol
combined with other drugs related
issues of people presenting at Resolve

numbers of people across
all areas of Resolve’s
work. 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 as just one
element
of
Resolve’s
sustainability strategy into
the future.

The whole team has worked hard to deliver a highly professional service 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.
1. 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, work-loads and resources easily. We have further
extended our Staff Handbook policies over this last year and continue to look at the
need and implementation of such other policies and procedures that may be required
in the execution of our work.
2. Staff Team.
All members of the Team work well within the service spaces. We have seen a few
changes over the last year as we have seen some staff leave and a new and increased
staff join our team seeing the largest staff numbers in Resolve’s History to date.
We continue to staff the service within the budget we have and work on securing
ongoing funding that will offer us the potential to increase staff both in terms of
numbers of staff and hours delivered.
3. Press and publicity
We have good links with local press and radio through BoBfm and continue to see our
work advertised and discussed within the News programme for the station. Our thanks
to Chris Hubbard and the Team for their work and news reports. Likewise we see
support from local press and article about Resolve’s work in the Welwyn Hatfield
Times. Again many thanks to the WHTimes Team for your support.
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4. Service Users’ Forum
We continue to work with Service Users through our Service Users’ Forum 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.
5. Future Plans
I am working towards securing further/continuation funding and new funding sources
for Resolve and other projects [of Resolve] to expand our service capacity and
capability.
The priority going forward is to ensure the ongoing sustainability of Resolve as a
service provider into the medium to long term, so that as many people as possible who
need our services know where we are, what services we offer and where they can
access services.
Family & Carer’s Support Services
Our Family Members/Carers Service continues to develop
as a service through the amazing work of the Team, special
thanks to Sandra Lansbury who has lead the Family Group
over the last year and since we started. We look to expand
this provision into North Herts over the coming year.
Through the whole staff team we are always looking at how
best to 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
Hitchin Service.

Sandra, Family Group
Lead Co-ordinator

Secure Future of Resolve
As part of my work I have been involved in a great many things over the last twelve
months specifically aimed at developing sustainable income streams, legacy and
succession planning for the service moving into the next ten years. In conjunction with
the Trustee Board we have worked on our plans from last year and how best we can
secure the necessary funding, not just on an annual basis but as a forward thinking
funding strategy in order to ensure that Resolve continues into the future not just
providing services as they are, but on building on our work year on year to support
ever growing numbers of people within the local and wider community.

4. My Thanks to the Team
I would like to place on record my admiration to the whole Resolve Team for the work
and personal sacrifice that each member puts in that has seen Resolve grow and
develop over the last twelve months in particular and indeed the whole of the last nine
years. 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 Rhona for the amazing
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work she does not only on our accounts, but in helping and guiding me directly with all
matters related to finance. She is not merely a person who does our accounts but an
essential part of our Resolve Team without whom I would most definitely not be able
to deliver on our funding strategy. Rhona has performed her last tasks with Resolve
having worked tirelessly with Resolve for almost 10 years Rhona now retires. Our most
sincere and hearty felt thanks to you and our very best wishes in your retirement.
Thank You.

5. 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 support our work 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.

6. Thanks to our new Landlord Welwyn Hatfield Borough Council
Having secured our new 10 year lease on the Queensway House unit in Hatfield that
will enable us to move forward with our Night Shelter and Pay What You Can Café I
would like to thanks the WHBC Team for supporting our work with this building. We
look forward to growing these services and providing the services we aspire to with
our partner WHBC.

7. 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 last twelve months. 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.
Joe Heeney, Chief Executive Officer
AGM 2019
~~~~~~~~~

Counselling Team
I have been managing the counselling team for about 18
months now. The counselling team currently consists of 9
counsellors including myself. Three are trainees, two of whom
have recently joined us. Between us we are currently seeing 18
clients on a one to one weekly basis in both the Welwyn and
Hitchin services. The work we do is open-ended but subject to
regular reviews and dependent upon the clients’ regularly
attending groups.
Going forwards I intend to recruit a qualified counsellor and
another trainee to deliver counselling from the Hatfield service.
Emma McKay, Counselling Manager
26th June 2019
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Welwyn Garden City Structured Day Service/s
My name is Gemma Reade and I am the Senior Project
Manager at Resolve’s Welwyn Garden City service. I have
recently taken up my post at Resolve, starting at the beginning
of March 2019. My professional background is primarily within
the criminal justice system and I have extensive experience in
working with vulnerable individuals in a variety of settings
including the substance misuse sector.
Resolve’s Welwyn Garden City Day Service provides
psychosocial interventions that consist of a mixture of
structured and unstructured group therapy sessions running
Monday to Thursday with our all day drop-in and acupuncture
services on a Friday. The groups cover a range of topics such as Relapse Prevention
and Coping Strategies, providing clients with the tools to work towards and maintain
abstinence.
Clients are allocated an experienced keyworker who provides support around issues
such as benefits, housing and referring to other services if required. Clients are also
offered the opportunity to engage with 1 to 1 counselling and complimentary therapies
such as acupuncture.
Clients facilitate a monthly service user forum where they make decisions around
activities they would like to run at the service. They are currently running a successful
cookery club, a monthly film night and are organising a day trip to the seaside in July.
They are also in the process of organising an art group which will be organised and
facilitated by themselves.
The service is staffed with 2 full time paid staff members and 3 volunteers. We also
provide short term placements for students from the University of Hertfordshire and
currently have a mental health student undertaking his 10 week placement with us.
This provides us with extra support with facilitating groups, provides the student with
experience of undertaking assessments, the one to one process and preparing and
facilitating groups.
We currently have approximately 42 live clients within the service, with half of those
presenting with alcohol as their primary substance. Between February 2018 and
February 2019, 77 clients accessed treatment at the Welwyn service, with 23
successfully completing treatment.
At present we are in the process of reviewing the programme structure and tightening
up procedures which will continue to provide new and existing clients the best
opportunity to achieve abstinence within our service. In the next few months, we are
hoping to identify new referral pathways to increase the number of clients accessing
services at Resolve, and to continue to strengthen partnership working and ensuring
the great work of Resolve is cemented within the local community.
I am excited about the coming year and being part of a dedicated team that places the
service user at the heart of everything we do.
Gemma Reade, Senior Project Manager Welwyn Garden City Service
26th June 2019
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Hatfield Outreach & Day Service
I am the Senior Project Manager for the Hatfield Outreach
Service. I first came to Resolve volunteering at Welwyn
Garden City in April of 2014. I took up a part time paid
position in Hatfield as a member of the Outreach Pilot
project in 2015. Since then the service has grown
immeasurably. Over the last year the project has run with a
paid staff and a volunteer Team of 6 people providing
support across the week. Additional funding has been
secured for 2019/20 and which we shall report on in next year’s annual report taking
the total Outreach work force including two Navigator posts to upwards of 10 staff.
Our work at Hatfield has developed over the years and we are now working in
partnership with Welwyn & Hatfield Borough Council to work to eradicate rough
sleeping in the borough. This work runs alongside our substance misuse services. It
is often the case that the homeless clients we work with also have substance misuse
issues.
Here at the Hatfield site we help our service users with a host of many different
services. We provide a drop-in service and one to one keywork sessions in which we
discuss their issues and ways we can help resolve them. We help with all matters
relating to benefits as well as working to resolve any housing issues they may have
including those who are homeless and sleeping rough and/or “sofa surfing”. We
actively go out into the community to engage with those who are experiencing
difficulties and encourage them to use our services. Homeless clients are encouraged
to come into our service. They are given something to eat and drink and we try to give
them clean clothes and anything that we can provide to help make them more
comfortable in their situation.
Through the Welwyn Hatfield Housing First Project we gather the information that the
council require and feed this back that the local authority can assess and action as
appropriate. We are actively involved in helping the rough sleepers move into
temporary accommodation which can sometimes lead to them being offered
permanent accommodation/independent living. Here in the unit we also offer a dropin café Style environment for anyone who wishes to access this. Teas, coffee, and
food is offered free to our homeless clients and those who are not, happily giving us
donations. We receive food donations from Tesco in Hertford and from Couzens
bakers in Haldens in Welwyn Garden City.
This past year has seen the service reach some amazing goals. We have been part
of the process of getting people off the streets and into accommodation. Some have
gone into temporary accommodation but with the knowledge that they are going to be
re-housed later. We have also seen several clients reach their goals of being clean,
sober and getting back into work.
There will be three projects all running from the same building. The community café
will provide people with little or no money to be able to get some food and a drink. The
café will be open to all on a pay as you feel basis. The night shelter will provide a safe,
warm and dry place for those that are currently rough sleeping. They will have the
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benefit of having shelter and support from the day service to help them move on and
reconnect with the community around them.
Resolve Hatfield is going through some major changes and I am looking forwards to
being part of the team that will be overseeing this new chapter in the life of Resolve.
With major building work being carried out here at Hatfield the future looks positive,
both for our clients and the service as a whole. This past year has been a good one
and I look forward to the coming year.
Dean Norris, Senior Project Manager Hatfield Outreach Service

~~~~~~~~~

Resolve‘s Night Shelter, Hatfield
I am the Senior Project Manager of the Night Shelter.
I am relatively new to the role, having started on March 4th
2019. For the first four weeks I was working as part of the
Hatfield Night Shelter. Whilst awaiting the completion of the
Resolve Night Shelter, I have been working with the Hatfield
Outreach Service learning about the services they offer to
service users.
Our work at the Night Shelter will be largely providing for the
service users basic needs. Security, warmth, food and
providing washing facilities. We will promote personal hygiene and ensure a
drug/alcohol free environment. We will have provision for 16 beds - 10 male and 6
female. All drug and alcohol and other counselling services will be provided by the day
service. I will manage 3 paid staff, 1 full time and 2 part time. We will also be supported
by a volunteer team whom I will also be responsible for.
Over the next year, my focus will be on establishing a successful structured service in
order to promote stability for service users and enabling as many as possible to be
rehoused, drug and alcohol free and employed.
This job role is a complete change of direction for me personally and I am looking
forward to the challenge of establishing this new service aspect of Resolve and being
integral in changing lives as part of the Resolve team.
Sarah Jamieson, Senior Project Manager Resolve’s Night Shelter
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North Herts Service
My name is Patricia Elliott I am the Senior Project Manager
of Resolve’s North Herts Service. I have been in the
position since June 2018. Previously I volunteered for
Resolve in Welwyn Garden City from February 2015 this
lead me to permanent paid employment within Resolve.
Here in North Herts we deliver a 5-day a week psychosocial
CBT based structured programme in line with Resolve’s
core beliefs and strategies. We also offer holistic and
creative therapy including art, music and mindfulness, with
acupuncture coming into the service from this year.
In addition to our structured programme we work closely
with the homeless, providing support including emotional,
financial, health and wellbeing and where appropriate signposting to a range of other
services and partners.
Resolve North Herts have been working tirelessly promoting our service to the local
community and professionals as we establish referral pathways. As Resolve’s North
Herts Service is relatively new we have found this to be challenging at times however,
as our work has become better known and we have developed those new partners
and referral pathways we are now seeing more people successfully complete
treatment, move on with their lives which in turn is seeing a considerable increase in
our referrals from a wide range of sources.
Resolve North Herts is staffed with 1 Full time Senior Project manager and 2 Project
Workers, supported by our wonderful volunteers. We have seen people volunteer with
us to gain experience and confidence enabling them to gain experience which in turn
has seen one such volunteer successfully secure a full-time position in the NHS.
To continue with our growing success and feedback from our beneficiaries and
stakeholders we have reviewed our location and believe that operationally and
geographically it would be prudent to relocate to Letchworth.
This year has been challenging both personally and professionally in my new role as
Senior Project Manager, I have been working with a wonderful Team and we have
worked extremely hard to make Resolve North Herts a recognised service and we are
now seeing our hard work and effort come to fruition.
I am looking forward to the coming year to strengthen Resolves’ position in North
Hertfordshire helping our Service Users gain everything they need in their recovery
journey and beyond.
Patricia Elliott, Senior Project Manager North Herts Service
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Treasurer’s Finance Report to the Annual General Meeting
26thJune 2019.
As Treasurer it is my pleasure to report on this year’s
financial operating performance ended 31st March 2019.
This has been a year of controlled growth for Resolve,
based on prudent financial management in support of the
strategic aims of our CEO, Joe Heeney and the Board of
Trustees to deliver our core services to clients from our units
at Welwyn Garden City, Hatfield and Hitchin. We have now
expanded our support to those impacted by the wider
consequences of drug or alcohol misuse.
Resolve is supported primarily through grants which includes Big Lottery, Lloyds
Foundation, The Henry Smith Charity, WHBC, Paradigm and Herts Community plus
the generosity of others through fundraising and donations such as the Wheat Quarter.
The greater certainty of income has allowed us to budget sensibly and with our strong
cash flow ensured we could deliver on our planned outcomes, which we believe has
been recognised by those financially supporting Resolve through last year and into
2019/20.
I am delighted to see income for the financial year increase to £269,055 a growth of
30% year on year and with expenditure of £266,187, this provided for a net retained
income of £2,868.
By working closely with the local community and the strong professional links forged
through the relentless drive and passion of our CEO Joe Heeney, we have not only
maintained the support from our key grantors, but established new funding donors.
This has allowed us to expand our service, so as at the financial year end, we had 14
paid staff.
In summary, this has been an excellent year for Resolve where the demand and need
for our service continues to be recognised and having celebrated our 10-year
anniversary it recognises the longevity of Resolves service to the community.
Finally, I wish to extend my gratitude to Rhona Blythe, who has played an important
part in the success of Resolve. Having volunteered her bookkeeping services nearly
10 years ago she has overseen the growth of the service, but has now decided to step
down. We will greatly miss her council, financial expertise, commitment and friendship.
Our total income in the year April 2018 to March 2019 is as per the Accounts Report.
In summary the report shows:
Major Grants/Income during the 2018/19 Year
Big Lottery Hitchin
£58,158
Big Lottery WGC
£50,255
WHBC
£32,188
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Statement of financial activities

Notes

Income
Donations
Fundraising
Total generated funds
Charitable activities
Grants
Total income

3

Expenditure
Fundraising
Charitable activities
Total Expenditure
Net income/(expenditure)

Funds brought forward
Net movement in funds
Total funds carried forward

4

Year ended 31 March 2019
Restricted
Unrestricted
income
funds
funds
£
£

Total
£

Year
ended
31 March
2018
£

2,794
2,308
5,102

-

2,794
2,308
5,102

4,265
1,639
5,904

50,169

213,784

263,953

200,882

55,271

213,784

269,055

206,786

364
52,039

213,784

364
265,523

142
201,782

52,403

213,784

266,187

201,924

2,868

-

2,868

4,862

(22,443)
2,868
(19,575)

-

(22,443)
2,868
(19,575)

(27,305)
4,862
(22,443)

There are no Transfers Between Funds or Other Recognised Gains and Losses in the year (2018: nil)
Note: Since the financial year to 2015 to 31 March 2016 we have seen a surplus year on year arising from
unrestricted income raised, reducing the deficit incurred in 2015/16. Once fully extinguished we would apply the
surpluses generated each year up to a maximum 2% of the income generated to reserves.
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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.
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, and cost at least £500. 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 its expected useful life as follows: Office equipment - 4 years.
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3. Income
Year ended
31 March
2019
£

Year ended
31 March
2018
£

Total

2,794
2,794

4,265
4,265

b. Activities for generating funds:
Fundraising
Waitrose/John Lewis Community Matters
Total

2,308
2,308

1,639
1,639

58,158
50,255
35,500
32,188
24,966
19,384
11,134
9,541
9,017
5,000
3,750
2,732
909
820
500
99
263,953

134,168
18,699
24,675
12,630
3,180
250
149
2,230
4,901
200,882

a. Voluntary income:
Donations
Welwyn Hatfield Mayor Charity Appeal

c. Income from charitable activities:
Hitchin Lottery
Big Lottery Grant
The Wheat Quarter
WHBC
Lloyds’ Foundation
Paradigm
WHBC Shelter
Haven
Henry Smith
HCF PCC
HCF Building Effectiveness
Lottery Development
Ministry of Housing
Training Income
HCC
Court Reports
The Funding Network
Other
Total
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4. Expenditure
Year ended
31 March
2019
£

Year ended
31 March
2018
£

96
268
364

84
58
142

181,322
15,249
11,546
57,406
265,523

130,671
9,422
33,659
27,778
201,530

300
300

252
252

Year ended
31 March
2019
£

Year ended
31 March
2018
£

168,275
10,748
2,299
181,322

118,652
10,743
1,276
130,671

Year ended
31 March
2019
Number

Year ended
31 March
2018
Number

7.3

5.0

a. Fundraising trading costs:

Local Giving/Just Giving Subscriptions
10th Anniversary Costs
Rotary walk
Total
b. Charitable activities:

Staff costs (note 5)
Other personnel costs
Service delivery
General overheads
Total
c. Governance costs:
Independent examiner’s fee
Total

5. Staff costs

Wages and salaries
Employer’s National Insurance Costs
Employer’s Pension Costs
Total

Average number of FTE employees in the year
1.
2.

All staff employed by the charity are engaged in charitable activities
No employee received remuneration / benefits totalling £60,000 or more
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6. Tangible fixed assets (Office equipment)

As at
31 March
2019
£

As at
31 March
2018
£

Cost
Brought forward
Additions
Disposals
Carried forward

2,373
2,341
4,714

3,410
(1,037)
2,373

Depreciation
Brought forward
Charge for year
Disposals
Carried forward

(1,797)
(592)
(2,389)

(2,046)
(484)
733
(1,797)

Net book value

2,325

576

As at
31 March
2019
£

As at
31 March
2018
£

99
36,184
4,540
40,823

99
1,259
1,358

As at
31 March
2019
£

As at
31 March
2018
£

Due within one year:
Trade creditors
Accruals & Deferred Income

712
136,511

2,473
51,465

Total

137,223

53,938

7. Debtors and prepayments

Due within one year:
Trade receivables
Grants Invoiced not yet received
Prepayments
Total

8. Creditors and accruals
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