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Local people helping local people



What are Volunteer 
community Hubs and why 
were they set up?

In early March Horsham District Council linked 
up with 27 volunteer led community hubs 
across the district.  The hubs were created 
because of the challenge that COVID-19 
presented in every neighbourhood to access 
help with shopping, medication collections 
and friendly phone calls, particularly for those 
who are vulnerable and isolated with no other 
support. (‘hub’ is a term we use to describe 
a group of people working together, not 
necessarily a physical place).

Local people helping  
local people

Each of the 27 hubs is different. Each have 
developed in a way that best meets their 
community’s needs. Those coordinating hubs 
range from charities, community groups, 
churches, Facebook groups, parish councils 
and individuals, as well as four run by 
Horsham District Council staff, with volunteer 
support Horsham District Council developed 
dedicated contact details for the public to 
register as a volunteer or to request help. This 
information is passed onto the relevant hubs. 
A team was set up to be on call to answer 
any queries or questions from the public, 
partners, agencies, volunteers or hubs. 
Each hub is linked with a Horsham 
District Council Liaison Officer. They 
keep in touch to talk through any 
concerns or to share information 
and good practice. Every week 
each hub provides data so 
that there is an overview and 
understanding of the community 
response.
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Horsham Hub is based on a street by street volunteer model. A person asking for help is linked with a volunteer. The 
volunteer will then continue to provide support to that person rather than come back through the Hub. Only new requests 
for help are counted in the data.
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Horsham District Council  |  Horsham District Community Volunteer Hubs 1

You would like access to 
information, advice and 
support.

We set up a telephone number just for Hubs, 7 days a week: 
07933 727651.

We set up an email just for Hubs: HubSupport@horsham.gov.uk

We created a new role called Liaison Officer. This is where an 
HDC staff member is a dedicated link between your Hub and the 
Council. We created a new newsletter just for Hubs, where we 
update Hubs with information and changes.

you said we did

Outcome
Hubs have told us they feel supported and informed

Volunteers were struggling 
with prescriptions collections 
from pharmacies eg the 
amount of time volunteers 
were standing in queues.

We appointed a Pharmacy Liaison Officer who contacted all 
hubs to understand the bigger picture across the district and 
to find good practice, sharing this with everyone.  Where there 
were specific issues the Pharmacy Liaison acted as a mediator 
between pharmacies and hubs.  Kim Roberts (Pharmacy 
Liaison) is still available to contact – Kimberly.Roberts@
horsham.gov.uk

Support

Pharmacy

Some residents are confused 
about options for arranging 
medication collections eg 
pharmacy delivery services 
or hubs. Sometimes the 
turnaround time needed for 
prescriptions can cause a 
pressure point for hubs to 
resolve quickly.

We are in contact with doctors surgeries and Local 
Pharmaceutical Committee (LPC) to better understand how the 
system works and to communicate to pharmacies/surgeries the 
role of hub volunteers. We are working with LPC to provide clear 
options that will resolve this issue. Information cards are being 
developed and will be with hubs soon to help guide residents on 
options for medication collections.

you said we did

Outcome
A number of partnership arrangements with pharmacies and 
hubs have been developed.

you said we did

Outcome
Residents know where to go to for help with prescription 
collections. Residents don’t run out of medication.

mailto:HubSupport@horsham.gov.uk
mailto:Kimberly.Roberts@horsham.gov.uk
mailto:Kimberly.Roberts@horsham.gov.uk
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Hubs needed funds to support 
volunteering and community 
response.

We spoke with all hubs about finance needs and set up links to 
bank accounts for each hub to receive funds. We worked with 
Donorfy and The Hub Beeding to launch the Horsham District 
COVID-19 Appeal. We worked with a professional fundraiser 
who gave her time free of charge.

you said we did

Outcome
£10,000 starter target is well within sight. 
22 hubs receiving funds.

Finance

You wanted advice on how 
to help residents pay for 
essential items.

We created a Financial Guide to help hubs talk to residents 
about ways to pay for essential items.

you said we did

Outcome
Hubs have more clarity on the pathways to follow when 
someone doesn’t know how to pay for items.

You wanted help with 
looking for and writing grant 
applications.

We linked a number of hubs with our Grants & Funding Officer, 
Jane Ishmael, and sent links to a number of small grants 
available for community groups providing COVID-19 related 
support eg. Police Property Act Fund and WSCC Micro Grants.

you said we did

Outcome
Hubs have the opportunity to access small pots of funds and 
can ask for 1:1 support in bid writing.

Retail Info

You wanted more information 
about which shops were open, 
deliveries etc

Based on the great work in Storrington who created a list of local 
retailers, we sent each hub a list of shop collection and delivery 
information for their own area.
Example: Cowfold

you said we did

Outcome
Hubs have an easy quick-look support guide.

https://donorfy.com/
https://www.horsham.gov.uk/community/coronavirus-community-support/donate-to-the-community-support-appeal
https://www.horsham.gov.uk/community/coronavirus-community-support/donate-to-the-community-support-appeal
file:///G:\Community%20Safety\COVID-19\Finance\Coronavirus Volunteer Hub Financial Guidance FINAL.pdf
mailto::jane.ishmael@horsham.gov.uk
https://www.storrington.org.uk/coronavirus-covid-19/
file:///C:\Users\catharine.fuller\AppData\Local\Microsoft\Windows\INetCache\Content.Outlook\Hub shop Collection and Delivery list\Cowfold Hub.pdf
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Your volunteers were being 
questioned about the number 
of shopping trips they were 
making.

We sent each hub a volunteer ID authentication letter to show 
they were shopping as a volunteer for those self-isolating, and to 
use if they were stopped by other authorities, eg Police. We also 
shared this ID letter plus each Hubs individual ID, with the Police 
so they are aware. 

you said we did

Outcome
Volunteers have an easy way to prove why they are out and 
about in lockdown.

Signposting/Services

You wanted to know more 
about services that can help 
people eg. debt, mental health

We set up a telephone number just for hubs, 7 days a week: 
07933 727651.

We set up an email just for hubs: HubSupport@horsham.gov.uk
to talk to us about any concerns or to give advice on other 
services. We set up an online directory called What support is 
available to me.

When we get new information we sent out Hubs Update 
Newsletters or emails to hubs.

you said we did

Outcome
Although this is a fast paced and ever changing picture, there 
are several ways that hubs can get support for themselves or 
from us.

Food poverty

Food Bank criteria (three 
days of food every 14 days) 
was not adequate for some 
families in financial crisis due 
to COVID-19.

We worked with Horsham Matters to agree that hubs can make 
referrals for seven days’ worth of food every seven days for 
residents in food poverty due to COVID-19 until their benefits 
start. We created a special referral form for hubs and HDC staff 
to offer help: Hubs Food Bank HM Referral COVID 19

you said we did

Outcome
Working with another service to adapt to needs as they arise.

file:///C:\Users\catharine.fuller\AppData\Local\Microsoft\Windows\INetCache\Content.Outlook\Broadbridge Heath\Volunteer ID authentication - BRO21815.docx
mailto:HubSupport@horsham.gov.uk
https://www.horsham.gov.uk/community/coronavirus-community-support/coronavirus-available-support
https://www.horsham.gov.uk/community/coronavirus-community-support/coronavirus-available-support
file:///G:\Community%20Safety\COVID-19\Food\Hubs Food Bank HM referral COVID19 - FINAL.docx
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Weekly report

Every week you will let us 
know your headline data and 
statistics.

Every week we review all the info and data being sent in to us 
from the hubs. We respond to any immediate issues, liaise with 
our partner agencies where appropriate with the things that have 
been raised and analyse trends in order to forecast what help 
will be needed for the future.

Thank you to everyone who gives us statistics. The more we 
know of what is happening in each hub, the better we can 
respond to this crisis together.

you said we did

Outcome
A weekly understanding of what is happening on the ground 
for each hub so we can quickly respond to any issues in order 
to mitigate any urgent crisis, plan for the future and share 
good practice.

Horsham District 
COVID-19 Appeal

 A local fundraising software company – 
www.donorfy.com in partnership with The Hub 
Beeding and supported by Horsham District 
Council, have set up an appeal for residents to 
contribute to the work of the hubs, as well as 
supporting local charities providing COVID-19 
related services eg. food bank.  

So far over £8,000 has been raised and given 
proportionally to hubs. Small donations build 
up, so please help by sharing information 
on this appeal with your local social media, 
networks and contacts.

….what a relief to be able 
to talk to someone, and listen 

to the worries and concerns and 
be able to help me.  Thank you for 
ringing every week, and checking 
I am ok, it has helped my family 

relax a little, knowing there is 
someone else to help.
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Thank you for 
helping me and 

others in my situation.  
Pure and genuine 

kindness.

I am so so 
overwhelmed with the 

support they (wardens) have 
given over the last few days.  

Love this community and I truly 
believe if we can all help each 

other we will get through 
this crisis.

The 
volunteer who 

did my shopping 
is an absolute 

angel

I’m truly 
grateful right now 

for this loving and caring 
community.  How can we 
ever repay those that are 

helping us either by collecting 
things or even just a private 

message to see if 
we’re okay.

Thank you for 
sorting this out 
so quickly…
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Hub spin off projects

As hubs learn more about their communities 
there are some creative projects and new 
community initiatives being launched. Here is a 
quick flavour of a few:

• Making face masks for volunteers to 
government specifications. 

• Craft packages for free school meal families. 

• Micro food package support projects. 

• Community transport partnerships with 
surgeries. 

• New community websites and newsletter. 

• Online community quizzes, puzzles, 
hobbies and social networking. 

• Brownies and Guides writing letters to 
members of the community who are 
isolating. 

Positive Outcomes 
from Hubs that outlive 
COVID-19

• New community groups are being formed 
that will continue to support local people 
post COVID-19. 

• Volunteering is on the rise, especially 
in younger people. Horsham District 
Councils’ Voluntary Sector Support team 
are working hard to continue engaging with 
new volunteers, introducing them to other 
community volunteering opportunities. 

• Community spirit is very strong and people 
are getting to know their neighbours better. 
This will have a positive effect on those who 
are lonely. 

• Local people helping local people is the 
best model. The Hubs prove that a local 
community response does meet need in a 
fast, positive and efficient way, making use 
of local services and support. 

• Understanding our communities better. We 
have a greater knowledge of where those in 
our district live who might continue to need 
additional support.
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Is this the future?

Can we cultivate the good will and 
community spirit to forge stronger 
communities in the future?

Take a look at the Volunteer Horsham District 
website: https://www.horsham.gov.uk/
voluntary-sector-support

The COVID-19 Response Team are actively 
looking at ways to continue to provide support 
to hubs and local communities. 

Back in early March we were in Phase 1 - the 
emergency response.  

Now, we feel we are in Phase 2 - hubs set up, 
running smoothly and generally meeting need. 
The future is what we are calling Phase 3 - 
looking at what needs to be incorporated in 
communities in the short and long term. This 
is involving many voluntary and statutory 
organisations and is an ongoing conversation 
which will include hubs every step of the way.  
We are relying on you to tell us when there are 
issues so we can help find solutions.  

We understand that each hub is different and 
we are already aware that some hubs may 
not be able to continue for the long term. It is 
important that we work with each hub on an 
individual basis to ensure continued support to 
residents who need it.   

The response 
from volunteers to support 

those in need throughout this crisis has 
been amazing. Not only have residents 

across the district responded in a way we 
could have never anticipated, we have also 

seen an increase in younger volunteers. In many 
cases charities and community groups are run 
by active retirees, and this crisis has seen a 

great response from young people interested 
in volunteering and community support. We 

hope that this will continue and we are 
working hard to link all volunteers with 

opportunities into the future.

Quote from Tricia Youtan, Horsham District 
Councils Cabinet Member for Community 
Matters & Wellbeing

Some hubs are already planning for the 
future needs of their communities as we try 
to understand the true impact of COVID-19.  
These plans include initiatives to provide 
information and support on issues such as 
debt, financial issues, mental health and 
employment support, friendly neighbourhood 
schemes and more community events.

As we all move forward we are taking a lead 
from WSCC who are preparing to deliver the 
hub model until December so that continued 
support can be provided by local communities if 
there are spikes in infections eg. second wave 
or increased self-isolation from track and trace.

Finally

Saying thank you just doesn’t seem adequate.  
Many of you have put your lives ‘on hold’ in 
order to help others; many of you have given 
not only time but also finances to ensure others 
have what they need to thrive. Being on call 
and coordinating hubs is a logistical challenge 
especially when sourcing items is not always 
straightforward. The creative and initiative ways 
that hubs have faced and found solutions to 
challenges is awe-inspiring. 

Thank you from all at HDC 

https://www.horsham.gov.uk/voluntary-sector-support
https://www.horsham.gov.uk/voluntary-sector-support

