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Context 
2020 - Pre COVID19 

 
In January 2020, The Wishing Well was embarking on a new trajectory with new trustees and non-executive 

Directors appointed to shape and steer the direction of the charity. Initial meetings and discussions had taken 

place about how the new trustees would engage with the operational team and support the growth and 

development of the organisation.  

 

In February 2020, a storm had damaged and flooded Jubilee House, the main centre of The Wishing Well, and 

although services were not significantly affected February’s Board Meeting was largely to discuss the work 

needed to ensure our facilities are safe and fit for purpose.  

 

By March 2020, with the support of the Prince’s Trust and Bentley Motors, Jubilee House received a full 

refurbishment and was in a position to welcome guests to a fresher, cleaner and safer facility. On the 12th March 

an Afternoon Tea event hosted the Board and gave them an opportunity to meet with Wishing Well colleagues, 

volunteers and guests. 

 

On the 16th March 2020, The Wishing Well suspended all contact-based services due to concerns regarding 

COVID19. We aligned all of our resources and temporarily changed our mission to reach as many vulnerable 

people as possible during the pandemic.  

 

On the 23rd March 2020, The UK went into national lockdown.  

 

This report details the impact of our response to the pandemic and the work done to reach vulnerable children, 

families, supported adults and older people in south and mid Cheshire.  

 

 

All information has been gathered through the administration tasks carried out for the reporting period 16th 

March 2020 – 31st December 2020. All images used have consent from the persons involved and real names and 

other sensitive data has been removed for the safeguarding and protection of the individual. 

 

 

“We temporarily changed our mission to reach as many 

vulnerable people as possible during the pandemic.” 
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Key Outputs 

 
54,047 Fresh, hot meals delivered to older people 

6,625 Phone calls received at Jubilee House to provide information, guidance & advice 

2,935 Friendship phone calls made to vulnerable older people 

948 Medical interventions carried out (inc. prescription pick up & hearing aid drop off) 

1251 Learners reached during  

824 Telephone calls made to vulnerable families 

593 Visits to vulnerable older people 

830 Education packs sent out for remote learning 

431 Christmas care packages for older people 

416 Social activities for supported adults 

413 Visits to vulnerable families  

452 Free food parcels for children during school holiday periods 

501 Zoom sessions with supported adults 

425 Care/activity packages sent out to supported adults 

211 Christmas gift packages for children 

203 Christmas eve boxes for children 

162 Shopping trips carried out 

120 Visits to our supported adults drop in sessions 

93 Physical activity sessions delivered during the pandemic 

65 Emergency food parcels sent out to vulnerable people  

15 learners became volunteers during 2020 
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COVID Timeline 

 
 
February Board Meeting highlighting risk of  
COVID 19 and potential impact 

Initial policies and procedures brought in to 
Minimize risk of infection and protect WW  

Colleagues and volunteers 
Wishing Well highly commended by Lord  
Lieutenant & High Sheriff of Cheshire at socially 
Distant event in March 2020 

Staff afternoon tea & March Board  
Meeting at Jubilee House 

16th March Wishing Well suspend  
contact based services and close  
Café and Bistro 

23rd March UK moves into national lockdown 
By April Wishing Well peak at delivering  
210 meals a day to vulnerable people 

In May Wishing Well receive a letter of thanks 
 from the Lord Lieutenant of Cheshire on behalf 

 of HM The Queen for COVID response 
In July lockdown restrictions are lifted and some  
services are able to return with new COVID 
secure measures in place 

In August The Wishing Well decides to continue 
 to suspend most contact-based services for  

Older People and Children & Families  
until 2021 

Scientists reveal that a second wave of the  
virus will affect the UK 

The Wishing Well provides free packed  
lunches to vulnerable children  

during October half term 
 

England moves into lockdown in November 
The country moves into a restricted  

tiered system in December 
The Wishing Well deliver Christmas gifts to  
hundreds of children, families  
and older people 

The country moves into national  
lockdown following Christmas 

The Wishing Well received national recognition 

as a UK Business Hero from the British Chambers 

of Commerce 

   The Wishing Well delivers its 50,000th meal 
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Becoming COVID Secure 

 

At the beginning of March 2020, The Wishing Well started to understand the concerns surrounding COVID19. 

However, like most, we were not prepared for what ultimately turned into a global pandemic. As things were, 

plans were already in place to refurbish both Jubilee House and The George’s Community Centre in 2020. The 

damage caused by the flood in February 2020 accelerated the need to invest in Jubilee House and a major 

exercise also took place at the George’s Community Centre in the summer months of 2020.  

 

The Wishing Well quickly engaged with our partners within the NHS and efficiently enforced a COVID secure 

policy that aimed to reduce the risk of prevalence of the virus. As a team we had to adjust to new measures that 

limited contact, increased social distancing, improved hand and personal hygiene and promoted new ways of 

productive working.  

 

The Wishing Well invested in hygiene stations and appropriate levels of Personal Protective Equipment. As well 

as this we used signage and floor markings to support colleagues and volunteers using the facilities. We engaged 

with colleagues and encouraged social distancing, working from home where appropriate and the need to 

maintain and/or develop excellent hygiene standards.  

 

Some of the measures in place required significant behaviour change – which, as with any change – can take 

some time to adjust to. Social distancing was and remains an uncomfortable practice and one that we still need 

to remind ourselves to be disciplined with. Hygiene levels are outstanding and our COVID secure policy, 

procedures and practices were highly commended by our health and safety audit carried out by Ellis Whitham 

in September 2020.  

 

As an additional measure, when some contact-based services returned in the summer months, we invested in 

thermometers and carried out health screening questionnaires and temperature checks upon entry to our 

facilities. These measures are still in place to lower the risk and protect employees and volunteers still operating 

on site.  

 

In addition to this, working practices and behaviour had to change too. Longer meetings were no longer held 

and where possible shorter discussions with key actions points raised becoming the norm. We identified that 

this could indeed be a positive taken from COVID where productivity levels can increase. We also had to pause  

team meetings, limit one to ones and group discussions and, for a period, Board meetings were held remotely.  

 

When on site tasks at Jubilee House, Pickmere and the Café were completed and cleared down, we actively 

encouraged people to get off site and where possible work from home. We acknowledge that for some people 

this disruption and change in work pattern has been uncomfortable and distressing. We continue to support 

individuals to ensure their wellbeing is our priority.  

 

Whilst delivering our response to COVID19, we can be pleased with the agility, resilience and adaptability the 

organisation and our people have shown to the pandemic. It has been a challenging year and tested everyone 

in different ways but the team has shone through during these most difficult times and can be very proud of our 

collective response.  
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Support for Older People 

 

In March 2020, those over 70 or clinically vulnerable were instructed to shield and self-isolate until the end of 

June 2020. The majority of our guests and friends who attended our lunch clubs, day care provision and 

afternoon tea events were informed that they must self-isolate during this period. Furthermore, most of our 

meal delivery customers were also instructed to shield.  

 

On the 16th March, The Wishing Well suspended all contact-based services for older people. Our day care clubs 

in Crewe, Nantwich, Sandbach and Alsager closed for an initial three-month period, in line with the Government 

timeline for shielding. As well as this, our Lunch Clubs held at Jubilee House and The George’s Community Centre 

closed. In line with Government guidance, The Wishing Well Café at Eagle Bridge and Bistro Pickmere 

Independent Living Centre also shut its doors.  

 

Our attention and resources were focused on the four key areas below by way of our response to provide 

community support to those most vulnerable during the pandemic: 

 

Meal Delivery Service 

 

Pre COVID-19 The Wishing Well was delivering approximately 100 meals a day to south Cheshire residents. The 

majority of these residents were older people living with a health condition. Within days of the decision to 

suspend the majority of services, due to our focus on promoting our meals, we had increased our delivery by 

50%. At its peak in the opening weeks of the UK lockdown, our meals service reached 210 people a day.  

 

Telephone Befriending 

 

The Wishing Well had a phone befriending service several years ago which ceased due to funding and 

sustainability issues. When we suspended activities, we knew that many people would struggle with loneliness 

and social isolation. The befriending service was brought back in to initially support those who attended our 

courses, day care provision and lunch clubs. It quickly grew, becoming a vital service for many vulnerable people.  

 

Shopping & Medical Pick Ups 

 

The early days of the pandemic caused high levels of anxiety and panic within our communities. Many people 

did not want to go out to the shop or local pharmacy. In the opening weeks of the pandemic we supported 

hundreds of local people by completing shopping trips and medical pick-ups. As online shopping services became 

more readily available, this service became a little less vital but we do still support those most vulnerable. 

 

Guidance & Advice 
 
COVID-19 has proven to be one of the most challenging and anxious times our community has ever faced. The 
Wishing Well has worked with several other local and regional organisations to ensure we can provide 
appropriate guidance and advice to local people. Through our services we have always tried to support local 
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people in a way that reassures them, offers support and reduces stress and anxiety. Support for Children & 
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Children & Families 
 

In November 2019 The Wishing Well established a new community-based youth club in Nantwich to complement 

existing provision for children and young people in Crewe. The new youth club, supported by Cheshire East 

Council and Cheshire Constabulary, had become a thriving new session and was demonstrating an early impact 

in tackling nuisance and anti-social behaviour. In March 2020, this youth club alongside the George’s Youth Club 

and all other contact-based services for children, families and young people were suspended.  

 

The hope was that these services would resume in the summer months and run alongside our usual, popular, 

summer activity programme. It became apparent that this would not be achievable and our immediate priority 

was to support families remotely through calls, visits and care packages.  

 

When schools returned in September, there was anxiety and caution within our communities. Furthermore, the 

impact of furlough and unemployment was beginning to take hold within some sections of the community and 

some families were becoming more vulnerable and closer to poverty. The true scale of the problem became 

clear by the October half term and it was at this time that The Wishing Well stepped in and stepped up to tackle 

holiday hunger by providing packed lunches to vulnerable and/or disadvantaged children.  

 

This project allowed us to gather more information on the families that were struggling and contributed to plans 

to ensure that no child that we reached went without a gift for Christmas 2020. By engaging with a range of 

partners and the goodwill and generosity of the general public, Christmas was delivered to those most 

vulnerable. In addition to this, many families received emergency support and food/care packages to support 

them into 2021.  

 

Beyond the short-term problems we were looking to solve lasting issues by engaging with families and working 

closely with our partners. We have now been able to design medium to longer term interventions that will 

support vulnerable families. When delivering food and care packages we will also be providing families with 

recipe books with advice and guidance on how to cook healthy food within a budget. Information is also provided 

on where the family can receive additional and tailored support. Furthermore, we will be providing education 

support for children who are being homeschooled with access to print facilities during the lockdown period.  

 

Our children and families programmes and activities will return to contact-based when it is safe to do so and it 

is our aim to expand this service to meet the increased demand for appropriate youth level provision. However, 

we will continue to prioritise the health and wellbeing of our people by ensuring our current provision remains 

non-contact. Whilst we recognise that the health impact of catching the virus for children and young people is 

significantly lower than for the older population, we are mindful that children and young people can transmit 

the virus throughout the community through their regular contact with others. Given the structure of our 

sessions it would not be appropriate to deliver these whilst still in the midst of the pandemic.  

 

Our immediate plan is to continue with our outreach initiatives, specifically those providing care packages, 

phone calls and support and advice services to vulnerable families in south Cheshire.  
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Supported Adults 

 

Our supported adults service has continued throughout the pandemic. It is possibly the area which has had to 

make the most adaptations to ensure we can continue to deliver a high-quality service for our guests. After an 

initial period of planning and consultation, the supported adults service was the last contact-based service that 

we had to move to remote based in late March. We consulted with parents, carer’s and the young people 

themselves to design an appropriate programme that would provide every one with the support they need.  

 

The service transformed into a remote based programme of activities ranging from Zoom calls, activity pack and 

picnic drop offs to regular phone calls and email discussions. Week by week we were able to keep in contact 

with the team whilst ensuring every one remained safe and well.  

 

As with many Wishing Well services, our Supported Adults programme is hugely reliant on social interaction, 

social experiences and getting together to have a good time and make memories. During the early summer 

months, following a review and thorough risk assessment of the service, we were able to start moving towards 

bringing the supported adults programme back to a limited contact-based service.  

 

Significant changes were made to ensure we could provide every individual with a safe and suitable space to 

return to The Wishing Well. We designated our George’s Community Centre as our Supported Adults Hub and it 

effectively became “their space”. The service finally passed the risk assessment in July and we were able to 

tentatively and COVID securely bring provision back on a 3 hour a day basis.  

 

The late summer weeks provided good weather and plenty of safe opportunities to get out in the sunshine as 

the team enjoyed trips out into Queen’s Park and other community spaces. We were able to carefully plan for 

day trips out and provide some brief moments of normality as the team enjoyed meals out, birthday celebrations 

and led walks though the woodland areas of Crewe.  

 

The autumn period provided new challenges as the weather changes meant that the team had to find new ways 

to keep safe within the indoor space at The George’s Community Centre. Until, unfortunately, again we had to 

adapt to deliver a remote-based service as lockdown restrictions came back in November and December.  

 

As with all of our services, our number one priority has been the health, safety and wellbeing of our people. The 

resilience and character of our Supported Adults and the Supported Adults team has been remarkable as delivery 

plans have changed often and almost always at relatively short notice.  

 

The key success has been that the Supported Adults service has been able to continue throughout the pandemic. 

We have been overwhelmed by the feedback received as we have tried every method to ensure that the 

programme of activities has kept people engaged, motivated and inspired. We know that when the time is right, 

the service will be in a strong place to move forwards with a range of health and wellbeing initiatives.  

 

We genuinely cannot wait until the day that we can welcome every member of the team back into our facilities. 
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Education 

 

Our education service has been significantly disrupted by the COVID19 pandemic. One of our most popular 

services that typically reaches approximately 1000 people every year has had to show significant resilience due 

to funding cuts and the transformation of the delivery team. However, this service has adapted to ensure we 

can continue to reach vulnerable learners who have valued the content that we have been able to deliver.  

 

In particular, many of the people we reached through the telephone befriending service were Wishing Well 

learners. Many of these people were experiencing levels of distress and anxiety and these phone calls provided 

many people with a level of comfort during this challenging time.  

 

Prior to the lockdown restrictions, the service was experiencing a period of real growth as new tutors joined the 

team with new courses being delivered reaching new learners. Furthermore, the service was experiencing a 

change behind the scenes as a new curriculum was being devised and phased into implementation to increase 

learning standards and service performance. 

 

The lockdown measures forced the courses and sessions to be suspended and effectively cancelled upon 

instruction from our commissioners at Cheshire East Council. This provided two initial problems for The Wishing 

Well as we were unable to deliver the courses that we know improves the health and wellbeing of the learners, 

whilst also losing the income from the contract.  

 

To add additional challenge, The Wishing Well also lost funding for the academic year 2020/21 which placed the 

service in a vulnerable position. However, the service bounced back significantly securing major funding from 

Cheshire Community Foundation, The National Lottery and Redrow to sustain the service. Furthermore, some 

of this funding allowed us to purchase key IT equipment that enabled the service to pursue online learning 

opportunities.  

 

Come the summer months, the service was almost set to return to some contact-based provision. However, 

there remained some concerns on the number of learners we could reach and the type of courses we could 

deliver. Unfortunately, the risks proved too high and the risk assessments were not passed.  

 

The service was able to make significant strides in securing a new curriculum with a specific wellness plan and 

focus on improving learner wellbeing. This curriculum built upon the early foundations of The Wishing Well 

education offer that set about to improve skills, confidence and wellbeing.  

 

By the autumn and winter months The Wishing Well was able to roll out Zoom Training and provide tutors with 

the tools to deliver courses online. This, coupled with a new Wishing Well YouTube channel ensured that the 

courses could be provided to people at home. This new resource may well be the medium to longer term plan 

for Wishing Well courses as we develop activity packs and learning kits for local residents.  

 

This development culminated in a range of quizzes and activity booklets being sent out to some 525 people 

during the Christmas 2020 period.  
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Physical Activity 

 

Our physical activity interventions have also been disrupted due to the pandemic. However, at times throughout 

2020 we were able to deliver or host the delivery of many hours of activity for children and older people.  

 

Having been identified as a key factor in improving public health and wellbeing, The Wishing Well prioritised 

physical activity as a key service back in 2017. Within every service we aim to have some aspect of physical 

activity whether this is boccia or bowls activities within our day care provision, OTAGO (seated chair exercises) 

for older people, led walks and swimming with our support adults or sport and play activities within our youth 

clubs. In addition to this, we host community groups and clubs to deliver specific activities such as gymnastics, 

dance and judo. 

 

Crucial to the ongoing delivery of sessions was the need to ensure our facilities were COVID secure and passed 

the appropriate risk assessments. In the early periods of the first lockdown and aligning to Government guidance 

we were unable to deliver or host the delivery of organised sport and physical activity. As we moved out of 

lockdown and into the summer months, we were able to cautiously bring back some interventions. Some of 

these informal sessions such as led walks and boccia for our supported adults were able to come back safely. 

 

In August we were able to open our doors at the George’s Community Centre for gymnastics, judo and a new 

dance provision. In addition to this we were also tentatively able to bring back OTAGO sessions for older people. 

The sessions were well attended and we were particularly pleased to see people adhering to the new COVID 

measures in place whilst enjoying the activities being delivered.  

 

Throughout the later summer and autumn months the physical activity provision was able to continue and we 

the service was bolstered by funding support provided by Sport England that aimed to get people moving more 

during the pandemic.  

 

However, by November, our provision was disrupted again as the country moved into a second national 

lockdown. Unfortunately, our services had to pause and the judo, gymnastic and dance clubs also had to close 

their classes.  

 

Although sessions and activities briefly returned in December, increasing anxiety in the community and the 

ongoing disruption meant that some sessions and clubs were affected and participation numbers were low. By 

the end of the year, and in line with Government guidelines, physical activity provision was again suspended 

until further notice.  

 

Our plans for 2021 are to ensure we have a programme in place to reach inactive people in the community. We 

know the impact of lockdown will have a negative impact on the health and wellbeing of so many people that 

we reach. By providing a range of opportunities to get active, The Wishing Well can play a key role in activating 

the local community.  
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