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WE IMPROVE LIVES

The Silver Line continues to play a unique role for
older people throughout the UK. There is no other
single contact point for vulnerable, lonely or isolated
older people seeking information, friendship, advice
or a chat available 24 hours a day, 365 days a year.

“Too often in our busy lives
we forget that older people
need more than care;
they need connection.
A human voice or a kind
word can make all the
difference to someone
who is on their own or who
can’t get out the house.”

Our overarching priority remains provision of a simple
response to the intense pain of loneliness and isolation;
human connection any time, day or night, through a free
and confidential helpline specifically for older people,
and the opportunity of regular telephone befriending.

A YEAR OF SIGNIFICANT MILESTONES
■

■

■

Dame Esther Rantzen DBE
Founder & President
The Silver Line

2 millionth helpline call received on
Friday 13th July, 2018
Busiest day ever – 1,875 calls received
in 24 hours
5th birthday – 25th November, 2018

We also embarked upon the start of a change in
our service delivery model, the growth of which
will further build and embed robust foundations
for the helpline’s long term sustainability.
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OUR HELPINE RECEIVED
■

Average of 10,500 calls per week

The call volume trajectory at in excess of a new average of 10,500 helpline calls every
week in 2018 showed no signs of abating at the start of 2019. In March a record was set
for monthly call volume, with almost an extra week’s worth of calls compared to March
2017. Easter Day surpassed peak days over the Christmas and New Year Festive periods,
with 6,327 older people calling between Good Friday and Easter Monday – averaging
more than a call per minute. We frequently heard from those calling over the long Easter
weekend that family and friends had gone away for the four days leaving them home
alone. Bank Holidays throughout the year seem interminably long our callers often tell
us, and when combined with holiday occasions traditionally focussed on celebrating
with loved ones, it can be extremely challenging for older people who are alone.

■

48,766 calls in July

Call volumes in July surpassed this new record period once again with our busiest day
ever, 1,875 in a single 24 hour period and the highest number of calls to date at 48,766
in a month, a staggering 24% increase on the previous year. The extreme heat combined
with the summer holiday period when friends, family and some familiar community faces
temporarily departed, highlighted the year-round pervasion of loneliness for many older
people. Friday 13th July saw a further remarkable milestone, our 2 millionth helpline call.

Evenings, nights and weekends continued to generate the most
calls with almost 75% of all those received occurring during these
hours, and when other services outside of Samaritans and the
emergency services are shut. We never close.
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REVENUE
Our work with corporate partners was
recognised in July when we were shortlisted
for the 2018 Charity Times Award for Corporate
National Partner Champion with SAGA for the
breadth and diversity of our partnership.

We are extremely grateful for the ongoing support from players of People’s Postcode Lottery
which allows us to continue to demonstrate ourselves as a trusted and much-needed resource
that is reaching thousands of the most isolated older people all over the UK. The funding has been
invaluable in supporting The Silver Line’s Helpline and friendship services, helping us to improve
our quality of service, reach, and infrastructure, and not only providing practical and emotional
support for older people but as a consequence for their families and wider communities.
We have worked extremely hard to diversify our sources of funding, gradually reducing our reliance on
The Big Lottery a key source previously. With this funding finishing in early 2018, we have expanded our
current and new income sources, particularly in the last six months, coinciding with the celebration of our
5th birthday. Sources of corporate funding have increased, and crucially our focus on individual donations
has seen significant change, with the number of regular donors more than doubling in December alone.

Legacies 2%

Trading 1%

Donations 17%

Gift in Kind 6%

Major grants 31%

Corporate 25%

Trusts & Foundations
18%

The Silver Line relies entirely on voluntary donations, receiving no statutory
support. Sources of flexible, long term funding and innovative partnerships remain
critical to our work. The generous funding from players of People’s Postcode
Lottery has given us exactly that flex, providing 9% of our revenue.
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FUNDRAISING

We were delighted to be chosen as one of the charities for
receipt of funds from the high profile global ICAP Charity
Day in December, and were the only charity to receive the
support of a Royal Patron.
The attendance of HRH The Duchess of Cornwall gave the
perfect opportunity to invite supporter Andrew Smyth, finalist
of the 2016 Great British Bake Off, to make a birthday cake for
the Duchess to cut. We also enlisted help from Dr Hilary Jones,
The D-Day Darlings, The Sylvia Young Theatre School and
David Harper on the phones and to entertain the staff. Our 5th
birthday party served as the perfect catalyst to host our first
two major donor engagement dinners, one in London and one in
Manchester, for a celebrity filled musical “Silver Celebration” event
at The Actor’s Church, London, and for our supporters to hold
birthday parties all over the UK.
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PARTNERSHIP DIRECT IMPACT

CAPACITY & CAPABILITY

We continually look to improve our services and cost efficacy, and to ensure that we are optimally meeting older peoples’ needs.
We have moved Keeping in touch calls from London to Blackpool and they are being completed with a small staff team who have been
recruited from within the existing helpline resource there. We have trialled making these calls during the evening as well as during the
day but found that the older people we support respond more positively to calls during the day. When calling in the evening, we risked
interrupting evening meals and much-loved television programmes, whereas daytime calls are felt to break up the day and seen as an
activity in and of themselves.
Whilst callers ring the helpline for a variety of reasons including a chat, a listening ear, or help with information, others are desperately
lonely, distressed, confused, depressed and even suicidal. As growth in awareness of the service continued to spread, the number of
referrals from other helplines, and health and social care service providers grew dramatically in 2018, media activity and leaflets
having previously been the highest referral source. Within mental health services we are increasingly seen as an out of hours support
service and in many cases people need an empathetic response in the middle of the night as opposed to speaking to a social care
professional.

TV X

16,295

additional calls to the
helpline in 2018
We made

509

outbound
Keeping in touch calls
every week
We made

2,500
friendship calls
every week

HOW DID YOU HEAR ABOUT US

Radio X

Other helpline X

We provided

51,235

Online X
Newspaper X
Leaflet X
Heath or Social Care X

hours of telephone
friendship*

Friend or Family X
Our planned Caller Care service enhancement was successfully piloted and introduced. A core of Caller Care advisors have been
trained as specialists on every shift, and act as advisors to whom others are able to transfer frequent callers and more complex calls
to facilitate optimal care and support for callers, and in turn staff. These advisors monitor frequent callers, either by call volume or total
call duration (over seven hours per week). We have 488 callers on our frequent callers list, who made 5,745 calls for example during
one week of October lasting a total of 74,243 minutes. Our helpline advisors have found the introduction of Caller Care an important
and beneficial addition to the helpline; and they now proactively seek out assistance and advice from the Caller Care advisors and have
embedded this new resource into their ways of working. Caller Care also collaborates regularly with our Silver Connects, Wellbeing and
Friendship teams to provide tailored advice for specific callers and to identify signposting opportunities.

We recruited
and trained

275

new volunteers
We also matched

865

older people
with volunteer Silver Line
phone and letter friends
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* based on an average call of 30 minutes

ARTHUR’S STORY...
Arthur is one caller who is being supported by The Silver Line through Caller Care. He was previously the top caller to Lancashire Police, having phoned
939 times over three months. He is an alcoholic and puts himself in vulnerable situations when drinking, often resulting in him being the victim of crime.
When he is drinking, he becomes argumentative and abusive which gets him into further difficulty. He has been arrested and imprisoned in the past for
repeated calls to the Police. Upon release, he started abusing North West Ambulance Service’s phone lines. Since The Silver Line started working with him,
his calls to the Police and Ambulance Service have reduced considerably. Arthur has embraced the calls from The Silver Line as loneliness is a big part of
his life, especially when he’s sober.
The effect of the implementation of our new smaller team structure for advisors
at the helpline at the end of 2017, improved supervision and new Caller Care advisors
to properly understand need and respond to the often demanding nature of calls, with
an ultimate goal to reduce high levels of sickness to positively impact service levels
in 2018, has indeed been achieved. We have now reduced sickness to 3.76% which
is very low in comparison to other helpline environments.

Volunteer leads

Silver Circles

Christmas calls

As an expansion to our existing Silver
“We all have a com
Circles, we recently took over telephone
mon
bond and are very co
friendship groups (34) focussed
mfortable
talking with each ot
on veteran service personnel from
her”
Community Networks, with associated
John, a former fishe
rman
funding. This offered a guaranteed
income stream as well as opportunity
for growth with new untapped potential
through military support organisations. These new
groups enable regular contact for older people with similar career backgrounds
to converse in a group setting without needing to leave their own homes.

Silver Connects

Silver Connects our low level advocacy service, providing support for older people who
need additional help to navigate and access local services beyond straightforward
signposting and information as provided by the helpline, supported 790 cases.
These were completed with the assistance of a new addition to the service, volunteer
researchers, who completed 193 of the total cases, enabling Connects to grow to
meet demand without impacting paid personnel numbers.
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Our regionally based Volunteer Managers continued to offer monthly support to Silver
Line Friends and their matched older person, and completed on average 832 reviews
each. In December we began the recruitment of “volunteer leads” a new role to offer
peer support and management to other volunteers, which in turn will free up the
Volunteer Managers to support community based fundraising and outreach activities.
In December we also trialled a new system for callers who indicated that they
would like to receive a call on Christmas Day or during the Festive period. Until last
year these calls have been made by head office and helpline staff. We extended
the opportunity however to existing Silver Line Friend volunteers and received an
incredible response. More than 300 older people were called by volunteers during
this period which in turn released the helpline staff to answer more calls.

TOP CONNECTS CASE TYPES
■

Face to face befriending

■

Technology and education

■

Social activities

■

House repairs

■

Wellbeing support*

■

Housing issues

*Access to mental health services etc.

COLLABORATION

A key part of our future sustainability is introducing more volunteer roles,
particularly into the helpline. Building on our experience of working with
volunteers to deliver our telephone and letter friendship services, we began
exploration of new partnerships to allow the gradual rolling out of regional
volunteer hubs to support the growth in helpline demand during the day,
early evenings and during weekends. We are pleased to have secured a
partnership with NHS Property Services (NHSPS) to share facilities for
these hubs, using an approach similar to that of Samaritans and Child
Line. Using a mixed volunteer and paid staff helpline staffing model will
allow us to meet the high level of demand for our helpline, maintain a
robust and resilient service for the most complex calls at night, whilst
carefully controlling the associated costs of answering more calls.

Volunteer hub

96%

overall helpline service between
our busiest hours of 5-8pm with the
nine new NHSPS personnel volunteers

On 18 December 2018, our first volunteer hub based in an NHSPS
Stockport office opened for a helpline shift between 5–8pm. The nine
volunteers were all NHSPS personnel and had been fully trained at our
Blackpool office by our team at the helpline. These operational hours
are particularly busy and our aim for this inaugural shift was that older
people should perceive no difference in their experience when calling
The Silver Line whether answered at the hub or at the helpline. Whilst
all of the volunteers regularly deal with people in customer service
roles, the results exceeded expectations. With the addition of these
nine volunteers in Stockport we were able to reach an average 96% overall helpline service
level for these hours. The cost of operation during this period was also significantly reduced. These outcomes reinforce the
potential enormity of value of this new style of delivery at scale in the future in delivering a resilient and cost effective service.
We will open a regular evening slot in February 2019 with the next new hub planned for London shortly thereafter.
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We have continued to work with a variety of partners from across the older age sector, an example of which was during
March when the “Beast from the East” affected the AGE UK helpline in Ashburton. They asked to signpost all callers to
The Silver Line which is testament to working in a complementary way with the largest partner in the sector.
We have not undertaken a mass marketing campaign to date due to cost, our profile has previously remained low with
the general public as a result, and as with all new brands takes time to establish. We were recently able to pilot a direct mail
campaign, which was fully funded by our partner Saga. In July, The Daily Express offered to help drive public fundraising
with a short campaign, which although generating a completely unexpected and alarmist front page headline, demonstrated
clear public support for the charity through donations, numerous letters and a legacy pledge. In November and December
they chose the charity for a Christmas appeal, raising funds through a prize cruise text competition, promoting our new
celebrity ambassadors Dame Joan Collins and Gloria Hunniford, and featuring our new volunteer hub partnership with
NHS Property Services.

In 2018 we were pleased to work with a number of new celebrities both formally in their roles as Silver Line
Ambassadors, and also tactically as our friends to support events and fundraisers.

“I am pleased to become an
ambassador for The Silver
Line, a charity whose work
I admire, and which is greatly
needed. There is so much
loneliness and sadness in
this country for older people.
Many of them feel totally
isolated and often don’t
have family nearby to help
them. I feel fortunate to
have a wonderful husband
and family, but I know not
everyone has this. Many
older people feel they are a
burden, which is wrong.”
Dame Joan Collins DBE
Ambassador
The Silver Line
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ENABLED IMPACT
Outcomes for older people
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HAMPERS
In early December, thanks to our
partnership with N Brown, we sent
2,500 Christmas hampers to older
people in matched friendships for
the third year running. The effect of
this activity is demonstrated by the
hundreds of phone calls and letters
from older people who receive them.
“I would like to thank you on behalf
of my mother Tess for the lovely
Christmas Hamper she received.
She is 94, cannot walk unaided
and has been talking to David, her
Silver Line friend, for many years
at 4pm every Thursday which is a
bad time when my father passed
away. She really does appreciate
his call every week.”

A key element of our service continues to be our universal
accessibilty for older people. Irrespective of gender, geography,
income, background or ethnicity, The Silver Line provides a
listening ear and a friendly voice for all older people free of
charge. Our beneficiaries – particularly those with physical
illnesses or caring responsibilities – value that they can access
support easily from their own home. The assumption that
face-to-face relationships are the gold standard overlooks the
positive features of the alternative of the telephone, particularly
for people who do not thrive in face-to-face situations.
A report by Preston & Moore (Aug 2018) on The Silver Line,
“Ringing the changes; the role of telephone communication in
a helpline and befriending service targeting loneliness in older
people”, stated that the accessibility, low cost and relative
anonymity of telephone communication are huge benefits. It
found that callers appreciated that the helpline offered friendly
support as opposed to the client-professional relationship
available through some specialist phonelines. A common
frequently recurring theme from older people using the service
was that they felt “cared for” and “cared about”. Another
emerging theme was the “reach” of the helpline and befriending
services, not only enabling wide geographical reach but also
“social reach”, the ability to use a telephone to reach others
outside of their immediate social circle. This also facilitated
the discussion of sensitive issues more freely, the arm’s length
nature of the relationships allowing them to be more confiding.
Some older people also found the lack of visual elements
to the services made the environment more comfortable
for forming relationships. Individuals described themselves
as shy or embarrassed about their appearance, valuing
communication without a visual component. “It would be
awfully nice to meet someone in the flesh but it depends on
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what they are like and I’m a bit untidy these days”. “When you
see someone, you may be distracted by how they look or
what they are wearing, whereas in this instance everything
is judged by the voice.” Others embraced not seeing the
person they were talking to because “you are not seeing the
reaction. You may be more guarded if you could see them.”
The potential and perceived power of a simple telephone call
in alleviating loneliness is further corroborated in McCarthy and
Stone’s 2018 survey of 1000 over 65s across the UK which found
that 53% of those surveyed often feel lonely. Whilst traditional
communication was favoured by this group, 64% stated that a
phone call would make a real difference to their loneliness.
47% also chose not to discuss their loneliness with family.
Silver Line callers report levels of loneliness six times greater
than the general population in their age group and they are
twice as likely to live alone than non-service users. We have a
significantly higher percentage of callers in all age groups over
60 than the proportion in the UK population as a whole. Our
percentage of callers aged over 90 represents 21% of the age
group demographic. Each month 80% of helpline calls received
are from new people. Of those callers who do have a family,
72% rarely have a meal or go out with them.

DO YOU FEEL BETTER AFTER CALLING THE SILVER LINE?
Didn’t answer
7%

Very much 32%

Do not use it
21%
Not at all 2%
A little 10%
Quite a lot 28%

Evaluating changes and our impact on
loneliness continues to be complex
as feelings and perceptions vary
substantially for individuals, and are
highly influenced by changes in health
and circumstances. As calls to the helpline
are anonymous, we cannot routinely
collect data on wellbeing and loneliness
levels to track improvement. Case studies
and feedback through letters and calls
continually exemplify how valuable callers
find our services. In January 2019 we will
carry out our annual postal survey to all
older people in a matched friendship.

ENABLED IMPACT
Outcomes from volunteers

HAS YOUR VOLUNTEERING EXPERIENCE
MET YOUR EXPECTATIONS?
Not at all
1.05%

IN YOUR ROLE(S), DO YOU FEEL
YOU HAVE HAD AN IMPACT ON THE
OLDER PEOPLE WE SUPPORT?
Not at all
1.05%

A little
5.83%

A little
12.07%

Quite a lot
28.35%

Quite a lot
38.98%

Very much
65.22%

HOW DOES BEING PART OF
THE SILVER LINE MAKE YOU FEEL?
Fulfilled 46.19%
Frustrated 4.72%
Challenged 12.99%
Supported 25.85%
Let down 0.92%
Valued 58.79%
More confident 10.10%
Purposeful 51.18%
Happier 25.72%
Helpful 68.64%
None of the above 1.97%
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Very much
47.90%

WOULD YOU RECOMMEND THE SILVER
LINE TO OLDER PEOPLE THAT COULD
BENEFIT FROM OUR SERVICES?
Yes
99.21%

No
0.79%

ENDURING IMPACT

With the continued support of players of People’s Postcode Lottery, we can also have an impact on the
wider communities of the older people that we support. Families and carers tell us that they are grateful
for the regular friendship that we provide, and the helpline reassures them that there is always someone
available when they are at work, away or at night. Healthcare services have the potential to make savings
due to happier, healthier older people spending less time in doctors’ surgeries. Other agencies are
supported through our signposting, promoting their own sustainability but also providing outreach
help for other age related organisations.

97%

of our volunteers would
recommend volunteering with
The Silver Line to others

78%

of our volunteers said
they plan to continue with
long term volunteering

The volunteering opportunities not only benefit the charity, but also enable volunteers to experience their
own professional and personal development, increasing their confidence, social skills and knowledge.
Volunteers are drawn from all age demographics and the breadth of the UK and as we roll out the new
regional hubs nationally, communities will be able actively participate in not only supporting older people
but in creating a new local community activity which brings together varied demographics.

■

Viewed 1.5million times

And on a global platform our work is also having an impact. The links between loneliness, physical illness,
and functional and cognitive declines, and the importance of The Silver Line’s work providing emotional and
social connections led to the delivery of a TED Talk by our CEO Sophie Andrews at TEDMED 2017. The talk
was released to the public globally on March 9th 2018. It has been now been viewed over 1.5 million times.
The challenge is the potential scale of the problem. By 2050 one in four people in the UK will be
80 or over. With the immense pressures on a social care system stretched to the limit and a rapidly
growing aging population, The Silver Line is in a unique position to help and reflect the views of
older people to a wider audience, and to those who can help to improve and change the way our
society treats its oldest citizens. With a better understanding of the needs of older people amongst
the general public, we hope to engender a general increase in intergenerational interaction.
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“The Silver Line
has saved
my life. I couldn’t
have
gone on without
it”

THE DIFFERENCE WE MAKE – WENDY & GILLIAN’S FRIENDSHIP
Wendy, aged 74, first rang our helpline two years ago and has lived in her flat for 42 years. She has problems getting out because she gets devastating panic attacks.
She never married, and has no family of her own...
“That is why The Silver Line has been so wonderful. One night I was very depressed and crying, I rang the Silver Line and a lady said to me ‘You belong to the Silver
Line family now’. There are some really lovely, lovely people on that helpline, they’re so kind. I used to ring in the middle of the night, but now that more people are
ringing it’s even difficult to get through, but it’s so lovely to be able to speak about everyday things like hill walking, or the weather, I always feel better when I’ve been
talking to them. I feel I’m not alone any more, there’s always somebody who cares about me on the end of the phone.
A lady said would you like someone to ring you on a regular basis? So I did. Until they matched me with Gillian, somebody rang me once a week. I missed once and
I was so upset. And twice I’ve had parcels at Christmas, and I just burst into tears, it’s being noticed, being valued. Sometimes someone on the phone will say it’s been
so nice to talk to you, and having another human being, a warm human being makes all the difference. When I first rang the Silver Line I was terrified, I felt ashamed
that I needed help, I thought I should have coped better.
When I got the letter saying Gillian was going to phone I didn’t sleep, I woke up at 4 in the morning worrying about what she was going to think of me, I was really
worked up. But she rang, and oh she was brilliant, she was one in a million, gentle and understanding. And she admired the organisation of the Silver Line so much.
What I’ve got from Gillian, is trust. She said I’m never going to let you down. So I learned to trust. She encouraged me without pushing it, she always made sure she had
a funny story to tell me at the end of our conversations, and when things got tough for her I was able to support her a bit, and I was so pleased that I could listen to her,
that was real friendship to me. She would ring me on Christmas Day, and we would send each other cards, she painted hers, a squirrel one year, a flower the next,
she was a very giving lady.”
Tragically, Wendy’s Silver Line Friend Gillian died recently. Wendy’s tribute to Gillian...
“For 18 months I have had a very special friend. A friend who has phoned me every week without fail (except for the odd computer blip!). And as an extra there has
been a call on Christmas Day as well. This friend is my Silver Line telephone friend Gillian. When I first asked for this service I was in a very bad place indeed. I felt
alone, isolated and very down. Apart from time spent gardening my life was pretty joyless. And then it started to change.
I could not sleep the night before the first call, I was so apprehensive. I need not have worried. Right from the start I was put at my ease and slowly Gillian and I learned
more and more about each other. And amazingly we had so much in common. In particular I learned about her garden, her favourite flowers. She sent me photographs.
And I told her about the gardens at the flats complex where I live and where I help the gardeners who come once a week. Knowing how much I used to love travelling
the country, she sent me postcards from some of the places she visited on her coach trips. There was Prince Charles garden at Highgrove and a trip to Aldeburgh
where there is an unusual shell sculpture on the beach which I knew nothing about. These cards are still on the pinboard in my kitchen.
In time we supported each other through difficult times and shared the good. At some deep level I felt reconnected to the world again. I knew I had a friend who valued
my company as much as I did theirs. So, thank you Gillian. And thank you Silver Line for enabling us to connect. For bringing such richness into my life. This is helping
me realise that getting older can be a time for new experience, good experiences; different from the past but live-giving, life enhancing just the same.”
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THE DIFFERENCE WE MAKE – JACK TALKS ABOUT THE HELPLINE
His story in his own words:
“I am 96 now. I had been living alone for five years
since I lost my wife, Audrey. We had been married
for 65 years, she meant everything to me. I have
three sons, and I’m very proud of them all, but
they have their own lives now and I just see them
occasionally.
When I rang The Silver Line, I hoped I would hear
a voice from the outside world. I felt very cut off.
I was a prisoner of war on the Siam-Burma railway,
so I’m what they call a survivor. The memories of
the starvation and ill treatment never leave, they are
always there. It was horrific, degrading, it was just
luck I guess that I survived. I used to catch lizards,
and ate them, turned them into little pasties with
rice. What helped me was when I used to write little
playlets, and act in them, I used to play comic parts
in them and the lads enjoyed it.
I’m not mobile at the moment, I’m taken out once
a week in my wheelchair to go shopping. My fun
now is to laugh at myself, I used to entertain a local
group in Eastbourne for older people but it’s closed
down now for lack of funds.
The Silver Line makes such a difference. It’s
somebody to talk to, I just wish it was better known
than it is. There are people who need The Silver
Line but don’t know about it. There’s not another
organisation like it.”
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The continued support of
players of People’s Postcode Lottery
helps us to continue to provide a service which
for thousands of older people has become,
quite simply, a life line. Thank you.

15 The Silver Line – 2018 Impact Report for People’s Postcode Lottery

