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The trustees present their Annual Report the year ending 31st March 2021  

Structure, Governance and Management  

Our Governing Document is the “Constitution for St Mary’s Contact Centre March 2017”  

Trustee Meetings take place at least 4 times a year. 

The Charity Trustees are responsible for the oversight of the Contact Centre’s operations, together with the 

financial and legal aspects of the Charity.  

We are affiliated to the National Association of Child Contact Centres who audit our policies and procedures. 

Objectives  

The principal objective of Contact Centre is to relieve the needs of children separated from parents and / or 

other family members through divorce and family breakdown in Norwich and the surrounding area in 

Norfolk by providing a safe, friendly and neutral environment where children of separated families can 

spend time with their non-residential parents and sometimes other family members. 

A secondary objective is to enable the families to reach a point, where suitable, when they can arrange to 

meet outside of the centre and move on from needing the facility. 

 

Activities 



3 
 

In order to achieve the principal objective, which is set out above, the Contact Centre is open on Saturdays, 

bi-weekly, for parents to meet with the children that do not live with them.  The non-resident parent sits at a 

table with their child(ren) and they have the option of doing activities / games together.  Refreshments are 

also provided.  The resident parents are able to stay in a different room and also enjoy refreshments.   Some 

parents use the centre as a venue to meet and the non-resident parent then takes their child(ren) out. 

We aim to provide a range of games and activities suitable to the different ages of the children. 

Families can refer themselves via NACCC to the centre but most referrals come via solicitors, CAFCASS or 

Children’s Services. 

We employ a Contact Centre Co-ordinator whose role includes: 

• Receiving applications for use of the centre and interviewing potential customers 
• Overseeing the running of the centre when it is open and ensuring everything runs smoothly 
• Co-ordinating the volunteers who help with the running of the centre 

We have 12 volunteers.  They undertake regular training across a number of areas. There are many related 
training modules, including Domestic Abuse, Understanding Substance Abuse, and Managing Conflict, which 
are delivered on a three year rolling programme, following the programme provided by NACCC.   

The volunteers’ activities at the centre include the following: 

• Helping set up the centre and clear things away 

• Serving refreshments 

• Having an oversight of what is happening in the room where the families are meeting, helping with 
any queries or issues 

• Welcoming and interacting with the families and supporting the transition from the resident parent 
to the visiting parent. 
 

Families 

In the year 2020 – 2021 the Contact Centre was closed for much of the year due to COVID 19, with a brief 

period of opening for a few weeks before closing again.  A number of families made their own arrangements 

for meeting during COVID and this has enabled them to move on to not needing the centre anymore.  This 

has been a positive outcome from a difficult situation.  8 families were still registered with the centre and 

referrals were still being made during closure. 

Financial Review  

The Contact Centre raises the funds which it needs to carry on its activities through grant income, 

application fees and the sale of refreshments. 

The accounts for 1st January 2020 to 31st December 2020 are attached to this report.   

Future Plans  

At the end of March there were plans in place for safe re-opening of the centre, ready for when it was 

permitted. 








