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1. INTRODUCTION AND GENERAL REVIEW 

 

Our Lottery grant was awarded in 2019 and the main building work completed by December that 

year, so that we were able to open the new premises in time for Christmas trading. There was huge 

excitement within the community about the fantastic transformation of the shop in terms of 

physical environment and facilities, the main features being better light, sense of space and 

cleanliness, additional displays, new café and hub area and attractive external patio. While the 

primary aim of the project was for enhanced community cohesion and social impact, these physical 

features were important as a foundation on which we could build the social aspects, in particular 

generating enthusiasm about what we as a village could achieve and how we could enhance the 

already valued role of the shop in helping some of the more vulnerable local residents.  

 

Little did we know what would hit us a few months later in the form of Covid 19 and the ensuing 

lockdown. There have been both positive and challenging aspects to the situation, from which we 

have still not fully emerged. Like many local facilities we benefited from the general move of people 

to shop locally rather than risk exposure in large supermarkets – this was particularly true for elderly 

residents, who are the most vulnerable to serious effects from Covid and who were always one of 

our key social impact targets. In the first full month of lockdown in 2020 the shop takings doubled, 

and even 18 months later they are still well above pre-lockdown levels, as people have realised the 

value of our friendly and responsive service and continued to support us. Having the business on a 

sound footing and so much appreciated was an obvious morale booster for staff, volunteers and 

local residents and the whole ambience has been commented on by visitors.  

 

 

 

 

 

 

 

In the context of the pandemic, the extra space has enabled us to provide a safe and socially 

distanced service with plenty of ventilation, which would not have been possible in the original 

rather cramped shop premises. It also made a comprehensive and valuable home delivery service 

possible for vulnerable and shielding customers, as the café area could be used for packing and 

storing the delivery boxes. 

 

There were, of course, challenges,particularly the disappointment of not being able to move forward 

with development of the café and information hub as planned. The café was closed for much of 

2020 and early 2021, only able to provide takeaway services and then outdoor seatedservices. 

Making arrangements to provide safe services in the shop took an enormous amount of time and 

Quotes from visiting customers 

 

 “This is not just a normal village shop” 

 “This is a community centre that sells food” 

 “A wonderful relaxing café” 



was stressful for staff and volunteers. The number of volunteers able to work in the shop was 

considerably reduced, partly in order to keep numbers of people in the shop at a minimum and 

partly because many were vulnerable and/ or shielding. 

 

All this has meant that our social impact achievements to date have not completely been in line with 

the framework envisaged in our original proposal. However, we are confident that we have moved a 

considerable way towards our overall goal and the Big Lottery grant has made a huge difference in 

getting us to a better place. We have been able to support vulnerable members of our community in 

many ways and plans are evolving to take this further. It can be said that our social impact is 

currently at three levels: 

 

 Volunteers who benefit personally from feeling involved and useful, while also contributing 

to the functioning of the shop and café in a very substantive way 

 Vulnerable residents living alone who are not confident about going to bigger centres for 

their shopping, but who are comfortable coming to the community shop and enjoy the 

friendly ambience, possibly stopping to socialise and have a coffee and snack 

 More vulnerable people who have significant health and mobility challenges and who are 

unable to get out – they are often lonely, but can receive home deliveries and appreciate the 

contact this entails with shop staff and volunteers.  

 

Agreed objectives for the first year 

 

1. To extend the role of our volunteers, engage new volunteers, and utilise and share the skills 

of local people for the benefit of the community 

2. To use the new Community Hub to support community cohesion and involvement 

3. To monitor community needs and to build community capacity in response to those needs 

 

 

2. REPORT AGAINST KEY AREAS OF ACTIVITY RELATED TO OBJECTIVES 

 

The Covid situation and lockdowns meant we were not able to move as quickly with every task listed 

in the engagement plan under the three objectives, but we have been able to do a significant 

amount towards the overall objectives in particular areas, setting the foundations for further 

progress in the future. This section of the report is therefore structured under the key areas where 

we have been able to work, giving information about achievements, challenges and learning and 

indicating how we plan to take the initiatives forward. 

 

1. Role of volunteers 

 

The role of volunteers is as varied as the individuals who volunteer, ranging from those who are 

perhaps only recently retired from demanding careers, fit and active and wishing to contribute 

something, especially if they have a relevant professional background, to those who are themselves 

quite needy and vulnerable and for whom working in the shop/ café provides real emotional and 

social benefits, with all shades between. Some volunteers are very confident and clear about the 

role they can play, while others need more guidance from staff and other volunteers, but all 



contribute greatly to the overall success of the shop and hub, while also gaining considerably on a 

person level from the sense of involvement and purpose.  

 

At the height of lockdown, the number of volunteers workingin the shop was considerably reduced, 

partly because many were themselves vulnerable and/ or shielding and partly because of an agreed 

policy to minimise the number of people in the shop for safety reasons. This placed extra burdens on 

staff and those volunteers who were able to continue and meant that the sense of involvement had 

to be rebuilt when lockdown eased and people were able to begin volunteering again. Some former 

volunteers had lost confidence and needed more support, while others decided to step back 

permanently, for a variety of reasons. This opened the way for more new volunteers to come on 

board, some of whom were new to the village while others had simply not volunteered before. 

Again, initial guidance and support was needed. The number of volunteers currently stands at 

around 60 individuals, covering tasks that range from serving in the shop and café, home deliveries, 

sorting newspapers and other morning deliveries, to managing the garden planters and borders and 

handling publicity/ communications (Facebook and website).  

 

Support has been enhanced and formalised by the production of a volunteer pack (see text box for 

list of information included), a copy of which was distributed to all volunteers. All volunteers were 

also invited to a briefing session with opportunity for Q&A. Three people are available to talk 

through any particular issues on which individual volunteers may require guidance and support. 

Volunteers are provided with health & safety training and expected to complete a basic online food 

hygiene training if they are handling food. All staff are clear that volunteers can only be asked to do 

what they feel comfortable and confident undertaking. For example, some are happy to help with 

cleaning tasks (for which there is now a list), while others are confident using the till to serve 

customers. It is stressed that everyone benefits if volunteers feel valued and their limitations and 

preferences are respected. The staff team and management committee are also happy to receive 

suggestions from volunteers, many of whom have very useful skills and experience and creative 

ideas. The challenge is sometimes how to manage the ideas, decide what is realistic and ensure 

everyone feels listened to. 

 

 

 

 

 

 

 

List of contents of volunteer pack 

 

 Contact details for key support people 

 Brief history of the shop 

 Aims of the shop, including social impact 

 Role of volunteers and tasks with which they can help 

 Legal regulations (sale of alcohol and tobacco, lottery tickets, health & safety, fire risk 

assessment) 



2. Home delivery service 

 

During the first lockdown in 2020, 27 volunteers helped with deliveries to local residents who were 

shielding or isolating. Initially this represented an enormous logistical exercise, with customers 

telephoning their order to the shop, shop staff and volunteers packing items into boxes and 

volunteers collecting and delivering orders. It would simply not have been possible without the 

additional space provided by the expanded shop and café area. For many residents, their shopping 

delivery was an important piece of social contact, albeit at a distance. 

 

Where deliveries are still required, the system has gradually been simplified and mostly moved to a 

“personal shopper” model, whereby a customer is paired with a volunteer and contacts them 

directly with their shopping list. The volunteer does the shopping and delivers it immediately, 

removing the need for packing and storage space and staff time. This simplified system enables as to 

provide the support needed in the longer term, provided there are volunteers willing to help. Again, 

the social/ emotional benefits can be two-way, ie for volunteer and recipient and the system is 

practical, enabling someone to keep an eye on the welfare of vulnerable residents.  At present only 

five customers receive long-term full delivery service because of their extreme vulnerability (see text 

box) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

3. Community Hub Supporting Community Cohesion 

 

This is the area where we still have the most to do, mainly because this was the area subject to the 

greatest limitation due to the pandemic, but also because it was felt that establishing the café as a 

friendly place to meet, chat and enjoy food and drink was the priority and would provide a sound 

basis on which to build more targeted social impact activities. This we feel has been achieved and 

there have been many comments about how people enjoy the social space and the increasing range 

of light food available. Staff have put a good deal of effort into responding to requests and 

comments by customers, gradually expanding the food provided, for example hot home-made soup 

in winter and cream teas in summer, both of which have proved very popular. 

 

Details of long-term home delivery customers 

1. Lady A has no access to a car so is dependent on delivery in a very practical 

sense. 

2. Lady B is quite deaf and not coping, a regular delivery important to her in 

managing her life and feeling a sense of connectedness. 

3. Lady C can barely walk and has problems with her hands; she comes to the shop 

and a volunteer helps her to do her shopping so she gets an outing and social 

interaction, often also has a coffee in the café. 

4. Lady D is very needy, unable to walk, a carer helps her to organise shopping. 

5. Lady F has dementia but herdaughter trying to help her do as much as she can, 

simply writing a shopping list and getting it delivered gives her some sense of 

control over her life. 

 



The information hub now has a good selection of materials about local attractions, businesses and 

services and social support available displayed on notice boards and shelves. There is a business 

folder with information about local tradesmen, plus walking maps and information on local trails. A 

laptop has been donated for use by people who do not have one of their own, and staff or 

volunteers are available to help them search for any information they may need. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Many of the community who live alone and felt very isolated during the lockdown were grateful for 

the human contact offered through the home delivery service, which operated through the hub. As 

things have begun to return to some level of normality, these people have been able to come to the 

hub for coffee and a chat, initially sitting out on the patio during the summer, where they felt safe 

and relaxed. Our café coordinator sent information shown in the box below, illustrating the kind of 

informal and beneficial social interactions the café has enabled. 

 

 

 

A “friendship hour” has been initiated, to which a number of elderly people living alone were invited 

for an hour’s facilitated coffee and chat. Response was good and we plan to continue this on a 

Examples of materials information in the hub 

 

 Tourist information on local attractions, eg from Exmoor National Park 

 Information about local businesses providing crafts and produce  

 Independent local service providers, such a gardening and household maintenance 

 Information about the local driver service through which volunteers provide lifts to 

appointments or shopping trips etc at minimum cost 

 “Handy phone numbers” sheet aimed at new arrivals in the village 

 Information about local events 

“Myself and my volunteers spend a lot of time chatting to various people, who just seem to need 

someone to talk to. Our customers become more like friends as they keep coming back. Examples 

of some of our vulnerable regulars are: 

 RN is a frequent visitor and often meets up with friends as she lives alone and is 

beginning to suffer from memory and mobility problems. 

 AR comes in to do her weekly shopping. Her best friend is terminally ill so she often needs 

to see a friendly face someone to listen to while she has a coffee and a bite to eat. 

 BP loves to come with his carers as he was previously a very active member of the 

community until ill health and mobility issues prevented him from being independent 

 RM brings two friends to meet in the café for coffee and cake and a chat as they are 

unable to drive to meet each other any more 

 Two ladies come with their very nervous rescue dog, as they feel it is safe and relaxed for 

him while they socialise 

 Two different cycle groups meet regularly while on their exercise routes.” 

 



regular (fortnightly) basis. Examples of the circumstances of the people involved are shown in the 

text box. 

 

 

 

On Saturdays three young people help in the shop as youth workers. They are paid but always 

supervised and supported by a staff member. Their help with a variety of tasksis valuable, and they 

also benefit from the workplace experience and the learning and confidence built through 

undertaking work in a supported and sociable environment. We prioritise young people from the 

immediate area. 

 

4. Plastic free Exmoor 

 

This has been an unexpected development. One of our core aims has always been to minimise our 

environmental impact and to promote environmental awareness in the community by our example. 

We signed up as an ally to the Plastic Free Exmoor initiative, which is led by Surfers Against Sewage, 

providing evidence of the actions we were taking to minimise our use of plastic, in particular, single 

use plastics. This includes using paper bags rather than plastic for all loose goods, such as fruit and 

vegetables, installation of two milk refill stations, sale of re-usable shopping bags (proceeds to SW 

branch of Surfers Against Sewage), refills for water bottles, including entry on the national App of 

water refill stations. We have since also been accepted as a plastic free business champion in our 

own right. 

 

 

 

 

 

 

Participants in the friendship hour 

 

 3 people who had very recently moved in to an isolated part of the area: 

Mother (late 70s) with breathing problems (had oxygen tank) and associated disabilities. Had 

moved recently to daughter’s house from a town as unable to cope alone.  Was apparently 

very reluctant to come but enjoyed her time with us. 

Adopted mother of daughter (mid 60s?)hoping to run an alternative therapy business at her 

new home, very pleased with the experience  

Daughter (30-ish ex-Army) who drove them, was pleased to meet and talk with local people  

 Longstanding female resident M (90) who has recently been confined to her house and now 

unable to come out without a carer or friend, brought by recently widowed next-door 

neighbour.  M was very pleased to have different company and get out of the house for a 

purpose other than hospital appts etc.  

 J (70s) male neighbour, who very much enjoys company and talked with everyone 

 R (80s), female living alone, pleased to see different faces and reminisce with people she did 

and didnot know. 

  

 



FUTURE PLANS 

 

We plan to continue and enhance the activities mentioned above, with particular efforts to: 

 

 Host and encourage more local self-help group meetings 

 Arrange more friendship group meetings and events 

 Move forward with the idea of hosting some Duke of Edinburgh students as part of their 

community service, which we are currently investigating 

 Initiate and support digital self-help groups, which would require identifying someone to facilitate 

these 

 Look at ways to initiate a more structured Good Neighbour scheme. 

 

We will also look at providing support to at least two community projects in the next two years. 

Ideas so far considered are (1) assistance to the local youth club, which meets in the village hall and 

is highly regarded in the area and always in need of resources and (2) assistance to the driver 

service, which provides personally arranged transport for essential appointments and activities for 

those no longer able to drive or afford expensive taxis (there is no bus service through the village). 

 


