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Objectives  What we need to focus on over the 

coming 3 years. 

 

 

 

Resolution of the Centre’s 
existing financial deficit position 

 

Tap into support from 
the business 
community 

The staff team to take up the 
challenge of raising a nominal sum 
per year ( with no consequences if 

not achieved) 

A designated worker 
to look at fundraising 

Budgets for capital 
items/expenses 

More emphasis on the 
finance sub 
committee   

Budgets for capital 
expenditure, repairs 

etc 

Exploiting the ‘small’ 
opportunities as well as the 
big. Putting out collection 
pots at all events ( poetry 

Jam, AGM etc) 

Being pro-active rather than 
reactive when making grant 

applications. Setting priorities 
for the year and make relevant 

applications as opposed to 
finding a fund and making up 

something to fit it. 

Greater focus on local giving 
campaigns and targeting our 

direct community 
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Service User 
involvement, co 
production and 
peer support. 

Co-produced 
courses and 

activities which 
promote further 
understanding of 

mental health and 
mental illness. 

Treating people as 
adults and with 

respect. 

Development 
and embedding 
of the Waddy 
Helper Role. 

A greater understanding 
of barriers to service 

users getting involved in 
governance and making 

appropriate adjustments 
to encourage 

participation as 
necessary. 

Actively involving service 
users in the review and 

updating of processes and 
procedures which with 

relate to them: e.g, code 
of conduct, induction 

procedures etc. 

Actively promote 
the stories and 
experiences of 

people with lived 
experiences to 

inspire, teach and 
console others. 

Regular focus 
groups to gather the 

views of service 
users. 

Introduction of 
Service User 

Reps.. 

Service User 
Involvement 
in working 

groups. 

Explore language and 
terminology – are people 

service users, clients, 
members etc? What do 
they want to be called. 

Treating people 
as adults and 
with respect. 
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Welfare 
Support 

Universal 
Credit 

Having good I.T 
systems and human 
resources to support 
the practical aspects 
of the claim process 

Having enough support 
in place to ensure 
support with the 

emotional impacts of 
UC. 

Making and maintaining 
strong connections with 

colleagues from  JOB 
Centre Plus, Local 

Authority and Welfare 
Rights to ensure service 
users have the support 

they need. 

Feeding back to the 
above colleagues 

but at a more senior 
level about service 
user concerns and 

issues. Making sure that 
service users are 
prepared for and 

supported through a 
difficult period of 

change and potential 
financial instability. 

All centre staff to 
have training and 
awareness of UC 

Look at and embed 
the role of digital 

champions 

Being ready for and able to 
support the wider emotional 

and mental health needs 
potentially created by the 

situation 
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Keeping what works running well 
- maintaining solid working 

relationships with NCD and DCC.  
Development of systems to 

monitor this good work we do 
and record outcomes. 

Working hard to 
maintain strong 

working relationships 
with New College 

Durham and Durham 
County Council Working with 

Wellbeing for Life 
to complement 
the Waddy Feel 
Good Service. 

Seek funding to 
maintain what 
we currently 

offer. 

Develop and embed 
the Waddy Catch Up as 
a means of monitoring 
progress and service 

user outcomes. 

Evaluate and record more 
regularly and proactively the 

benefits of groups and 
services on offer. Useful for 

grant applications and 
general promotion of the 

centre and its people and its 
work. 

Recognising, valuing and 
maintaining our 

independence as a 
Charity. We will continue 

to make our choices 
whist drawing on 

national and local policy 
and good practice from 

others. 

Getting through PQASSO 
in 2019. Learning from it 
and implementing new 

procedures. 

Good News stories to 
be publicised e.g. 

The Street. 

Greater 
promotion of the 
good work we do 

to raise our 
profile 

Making sure service users 
always have clear lines of 
communication to inform 
us about what works and 

does not. 
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Addressing and 
understanding 

the spiritual 
needs of service 

users.  

Working with URC 
placement student 

to explore the 
importance of 

spirituality with 
service users Making 

connections with 
faith centres and 
Chaplains from 

TEWV and St 
Chad’s College. 

Providing staff training 
in supporting people’s 

spiritual needs. 

Having staff 
trained in 

mindfulness 
techniques 

Asking service 
users what they 

need 

Offering focus 
groups to explore 
needs and ideas 

Looking more 
broadly – e.g. 
Yoga, Tai Chi 

Making contact with 
student ministers in 
training and offering 

placements 

Have a Trustee 
member with a 

specialist interest 
or expertise 
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Looking after 
the physical 

health of our 
staff and 

service users. 

Continuing to 
work with 

Wellbeing for 
Life. 

Further 
development of the 
Waddy Feel Good 

Service (WFGS) 

Continued 
funding of the 

WFGS 

More staff 
development 
sessions on 

physical health. 

Staff pledges 
perhaps as part of 

Appraisal.  

Better use of the cafe 
and with more healthy 

options 
Securing the 

cafe so it is more 
sustainable and 

can offer 
longevity. 

Looking at the next 
level of Better Health 

at Work. 

Psychological 
supervision  

for staff 

Flexibility in 
job description 

and role 

Look at 6 day 
working - terms and 

conditions -to 
develop. 

Use of animals 
(currently dogs) to 

create a more relaxed 
environment which is 
good for stress relief. 

Offering 
health checks 

for staff 
(possibly 

through WBFL) 
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Continuing to 
improve 

communication 
links between the 

centre and it 
audience. 

Waddingt
on Street 

Blog  
Waddington 
Street Pod 

Cast 

Looking into the 
use of apps 

Looking text 
services – to 

notify service 
users about 

things 

Local 
leaflet 
drops 

Staff/volunteers 
taking on 

ambassador roles, 
getting out and 

spreading the word 

More service user 
focus groups 

Improving I.T 
Systems for staff 

to ensure all levels 
of communication 
are enabled and 

maintained 

Use an outside 
agency or a part 
time worker to 

focus on this 
(cost implication 

however) 

Generally 
improving and 

raising the profile 
of the centre 

Better written 
Communication 

Writing articles 
about the 
centre/it’s 

work/mental 
health 

More links with the 
local media 

Greater 
communication 
and links with 

GP’s –Leaflets in 
surgeries etc. 

Text services etc 
for service users. 

Monthly public 
talks about 

mental health 
topics. 

Have a clear 
strategy and 
measurable 

targets. 
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Maintenance and 
further development 

of good quality 
support services  

Embedding the 
Waddy Catch Up 
and using it as a 

key tool to listen to 
service users, 

provide targeted 
support and 

explore aspirations. 

More 
training for 
volunteers 

More focus 
on peer 
support 

Signposting and 
working with key 
agencies; Welfare 

Rights, Job 
Centre Plus, 

CMHT, Rethink 
etc 

Addressing 
Compassion 

Fatigue 

Key focus in 
Staff Appraisal 

Support staff 
having more 
responsibility 

for training 
placement 
students. 

Support staff 
having an active 

role in the 
monthly 

support group. 

Looking at 
what other 

organisations 
do 

Asking service users 
what they need to 

support them. 

Service users 
developing 

staff training 
ideas. 
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Investment in the 
people who work in 
the business: staff, 

volunteers, 
trustees. 

Thank you 
events 

Training and 
staff 

development 

Staff development 
sessions – Internal 

and external 
training and 

information sharing. 

Specific staff session to 
discuss and explore 

ideas for the centre –
listening to staff. 

Opportunities for 
staff and 

volunteers to 
share views and 

ideas. 
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Being the voice of 
our service users – 

Feeding on concerns 
and challenging 

stigma and 
discrimination. 

Developing a 
series of monthly 
public talks which 
explore a variety 

of themes relating 
to mental health 

and illness. 
Being the voice 
of service users 
strategically and 

statutorily  

Using service user voice 
more in publicity 

Continuing to work with 
Stamp It Out and Time to 

Change. 

More public 
talks/presence in 

local venues 
Working with 

researchers/Durha
m University. 

Having 
research/article 
published etc. 

Keeping up to date 
with research and 

developments in mh 
to avoid 

perpetuating old 
fashioned ideas and 

practice. 

Doing more to raise 
awareness around 

problems beyond Anxiety 
and Depression e.g. 

Borderline Personality 
Disorder and Psychosis 

Challenging internal 
stigma by offering 
more awareness 

training to service 
users. 

Getting our message 
and work out there. 
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Appendix 2 
Waddington Street Centre Business Development Plan 2019/2022 

 

Smart Action Plan Objectives 
 

Key: Management Team (MT) Trustee Board (TB) Staff Team (ST) Volunteers (V) Service Users (SU) Working Group (WG) 

 
Year 1 Year 2    Year 3 

 

No Objective 
 

Actions required Responsibility and 
expected 

completion 

Review 
points 

 PRIORITY    

1 Resolution of the Centre’s existing financial 
deficit position 
 
 

 Tap into support from the business community 
 

 Greater focus on local giving campaigns and targeting 
our direct community 

 A designated worker to look at fundraising 
 

 The staff team to take up the challenge of raising a 
nominal sum per year ( with no consequences if not 
achieved) 
 

 Being pro-active rather than reactive when making 
grant applications. Setting priorities for the year and 
make relevant applications as opposed to finding a fund 
and making up something to fit it. 

 Exploiting the ‘small’ opportunities as well as the big. 
Putting out collection pots at all events ( poetry Jam etc) 

 Budgets for capital expenditure, repairs etc 

 More emphasis on the finance sub committee   

 Budgets for capital items/expenses 

 

MT 
 
MT 
 
MT TB 
 
 
ST V 
 
 
 
MT 
 
 
MT 
WG MT TB 
 
WG MT 
 
WG MT TB 
 

Sept 19 
March 20 

 
Sept 20 
March 21 
 
Sept 21 
March 22 

2 Service User involvement, co production and 
peer support 
 

 Co-produced courses and activities which promote 
further understanding of mental health and mental 
illness. 

 Development and embedding of the Waddy Helper Role 

MT ST SU V 
 
 
 

 
Sept 19 
March 20 

 



 

 
 

 

 A greater understanding of barriers to service users 
getting involved in governance and making appropriate 
adjustments to encourage participation as necessary. 

 Actively involving service users in the review and 
updating of processes and procedures which with relate 
to them: e.g, code of conduct, induction procedures etc. 
 

 Actively promote the stories and experiences of people 
with lived experiences to inspire, teach and console 
others. 
 

 Regular focus groups to gather the views of service 
users. 
 

 Introduction of Service User Reps. 
 

 Service User Involvement in working groups. 
 

 Explore language and terminology – are people service 
users, clients, members etc? What do they want to be 
called? 
 

 Treating people as adults and with respect. 
 

MT ST 
 
 
MT 
 
 
 
 
MT 
 
 
 
 
MT ST SU 
 
 
 
MT 
 
 
MT 
 
 
MT 
 
 
MT SU ST 
 
 
ALL 
 
 
 

Sept 20 
March 21 
 
Sept 21 
March 22 
 

3 Welfare Support Universal Credit 
 

 Having good I.T systems and human resources to 
support the practical aspects of the claim process. 
 

 Having enough support in place to ensure support with 
the emotional impacts of UC. 
 
 

 Making and maintaining strong connections with 
colleagues from JOB Centre Plus, Local Authority and 

TB MT 
 
 
TB MT ST 
 
 
 
 
MT ST 

 
Sept 19 
March 20 

 
Sept 20 
March 21 
 
Sept 21 
Mar 22 



 

 

Welfare Rights to ensure service users have the support 
they need. 
 

 Feeding back to the above colleagues but at a more 
senior level about service user concerns and issues. 
 

 Making sure that service users are prepared for and 
supported through a difficult period of change and 
potential financial instability. 
 

 All centre staff to have training and awareness of UC 
 
 

 Look at and embed the role of digital champions 
 

 Being ready for and able to support the wider 
emotional and mental health needs potentially created 
by the situation. 
 

 

 
 
 
 
MT 
 
 
TB MT ST 
 
 
 
MT ST 
 
 
TB MT 
 
 
TB ST MT 

 

4 Keeping what works running 
well - maintaining solid working 
relationships with NCD and DCC.  
Development of systems to monitor this 
good work we do and record outcomes. 
 

 Working hard to maintain strong working relationships 
with New College Durham and Durham County Council 

 Working with Wellbeing for Life to complement the 
Waddy Feel Good Service. 

 Seek funding to maintain what we currently offer. 

 Develop and embed the Waddy Catch Up as a means of 
monitoring progress and service user outcomes. 

 

 Evaluate and record more regularly and proactively the 
benefits of groups and services on offer. Useful for grant 
applications and general promotion of the centre and its 
people and its work. 

 Recognising, valuing and maintaining our independence 
as a Charity. We will continue to make our choices whist 
drawing on national and local policy and good practice 
from others. 

 Getting through PQASSO in 2019. Learning from it and 
implementing new procedures. 
 

 Good News stories to be publicised e.g. The Street. 

 Greater promotion of the good work we do to raise our 
profile 

 MT TB 
 
 MT ST 
 
 
MT 
 
MT ST 
 
 
 
MT 
 
 
 
 
TB MT 
 
 
 
 
 

 
Sept 19 
Mar 20 

 
Sept 20 
Mar 21 
 
Sept 21 
Mar 22 
 



 

 
 

 Making sure service users always have clear lines of 
communication to inform us about what works and 
does not. 
 

 

MT 
 
MT ST 
 
 
MT ST 
 
 
MT ST 

5 Addressing and understanding the spiritual 
needs of service users.  

 
 

 Working with URC placement student to explore the 
importance of spirituality with service users 

 Making connections with faith centres and Chaplains 
from TEWV and St Chad’s College. 

 

 Providing staff training in supporting people’s spiritual 
needs. 
 

 Having staff trained in mindfulness techniques 
 

 Offering focus groups to explore needs and ideas 
 

 Looking more broadly – e.g. Yoga, Tai Chi 

 Making contact with student ministers in training and 
offering placements 

 Have a Trustee member with a specialist interest or 
expertise 

 
 

 

MT  V 
 
 
 
MT  V 
 
 
MT 
 
 
MT ST 
 
MT 
 
MT 
 
MT 
 
 
MT TB 

 
Sept 19 
Mar 20 

 
Sept 20 
Mar 21 
 
Sept 21 
Mar 22 
 

6 Continuing to improve communication links 
between the centre and it audience. 
 

 Waddington Street Blog  

 Waddington Street Pod Cast 

 Looking into the use of apps 

 Looking at text services – to notify service users about 
things 
 

 Local leaflet drops 
 

 Keeping the website up to date 
 

 Staff/volunteers taking on ambassador roles, getting 
out and spreading the word 

MT SU 
 
MT SU 
 
MT 
 
MT 
 
 
 
MT SU ST  
 

 
Sept 19 
Mar 20 

 
Sept 20 
Mar 21 
 
Sept 21 
Mar 22 
 
 



 

 

 

 More service user focus groups 

 Improving I.T Systems for staff to ensure all levels of 
communication are enabled and maintained 

 Use an outside agency or a part time worker to focus on 
this (cost implication however) 

 Generally improving and raising the profile of the centre 
 
 

MT ST V 
 
 
MT 
 
MT 
 
 
 
MT 
 
 
MT 
 

7 Looking after the physical health of our staff 
and service users. 
 

 Continuing to work with Wellbeing for Life. 

 Further development of the Waddy Feel Good Service 
(WFGS) 

 Continued funding of the WFGS 
 

 More staff development sessions on physical health. 

 Staff pledges perhaps as part of Appraisal.  

 Better use of the cafe and with more healthy options 
 

 Securing the cafe so it is more sustainable and can offer 
longevity 
 

 Looking at the next level of Better Health at Work. 
 

 Psychological supervision  for staff 
 

 Flexibility in job description and role 
 

 Look at 6 day working - terms and conditions -to 
develop. 
 

 Use of animals (currently dogs and chickens) to create a 
more relaxed environment which is good for stress 
relief. 
 

 Offering health checks for staff (possibly through WBFL) 
 

MT 
 
MT 
 
 
MT 
 
MT 
 
MT 
 
MT 
 
MT 
 
 
 
MT 
 
MT 
 
MT TB 
 
MT TB 
 
 
MT 
 

 
Sept 19 
Mar 20 

 
Sept 20 
Mar 21 
 
Sept 21 
Mar 22 

 



 

 
 

 
 
 
MT 
 
 

8 Maintenance and further development of 
good quality support services  
 

 Embedding the Waddy Catch Up and using it as a key 
tool to listen to service users, provide targeted support 
and explore aspirations. 

 

 More training for volunteers 

 More focus on peer support 
 

 Signposting and working with key agencies; Welfare 
Rights, Job Centre Plus, CMHT, Rethink etc. 
 

 Addressing Compassion Fatigue 

 Key focus in Staff Appraisal 
 

 Support staff having more responsibility for training 
placement students. 

 Support staff having an active role in the monthly 
support group. 
 

 Looking at what other organisations do 
 

 Asking service users what they need to support them. 
 

 Service users developing staff training ideas. 
 

MT ST 
 
 
 
 
MT 
 
MT ST 
 
MT 
 
 
MT 
 
MT 
 
MT ST 
 
 
ST 
 
 
MT  
 
MT ST 
 
MT ST 

 
Sept 19 
Mar 20 

 
Sept 20 
Mar 21 
 
Sept 21 
Mar 22 

 

9 Investment in the people who work in the 
business: staff, volunteers, trustees. 
 

 Thank you events 

 Awards for Volunteers 

 Training 
 

 Staff development sessions – Internal and external 
training and information sharing. 

 Specific staff session to discuss and explore ideas for the 
centre –listening to staff. 

 

MT 
 
MT 
 
 
MT 
 
 
 

Sept 19 
Mar 20 

 
Sept 20 
Mar 21 
 
Sept 21 
Mar 22 

 



 

 

MT 

10 Being the voice of our service users – 
Feeding on concerns and challenging stigma 
and discrimination. 
 

 Developing as series of monthly public talks which 
explore a variety of themes relating to mental health 
and illness. 

 Being the voice of service users strategically and 
statutorily  
 

 Using service user voice and output (music/art) more in 
publicity. 
 

 Continuing to work with Stamp It Out and Time to 
Change. 
 

 More public talks/presence in local venues 

 Working with researchers/Durham University. Having 
research/article published etc. 

 Keeping up to date with research and developments in 
mh to avoid perpetuating old fashioned ideas and 
practice. 

 Doing more to raise awareness around problems 
beyond Anxiety and Depression e.g. Borderline 
Personality Disorder and Psychosis 
 

 Challenging internal stigma by offering more awareness 
training to service users. 
 

 Getting our message and work out there. 
 

 Getting involved with National Awareness Days; Mental 
Health Awareness Week, World Mental Health Day, 
Time to Talk Day etc. 

 Making use of Heritage days to promote the Centre 

MT 
 
 
 
MT 
 
 
 
MT 
 
MT 
 
 
MT 
 
MT 
 
 
MT TB 
 
 
 
 
MT 
 
 
 
MT 
 
 
MT TB 

Sept 19 
Mar  20 

 
Sept 20 
Mar 21 
 
Sept 21 
Mar 22 
 
 
 

 
 


