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First word from 
The Rt. Hon. Sir Nicholas Soames
MP. AFD Patron

I am very proud to have been a patron of Action for 
Deafness for many years.

I am always impressed by all the staff that I meet  
when I visit and the work that they do. I do most  
warmly congratulate them on providing such an 
outstanding service.

Here is the story of how AFD has such an impact  
on so many lives. 

CEO’s Introduction to 
the Impact Report - 
Jane Shaw
Measuring the impact of Action for Deafness (AFD) is essential as it informs 
its service users and donors about the effectiveness of its work, not only 
to show value for money but more importantly, to demonstrate how AFD 
enables and empowers deaf people. It also helps us to know what works 
well so that we can use that evidence to continuously improve our services.

How is impact measured?

AFD is a User Led organisation which tailors its support to suit individual’s 
needs. The initial assessment work that is done ensures that we understand 
each individual from the the very beginning allowing us to meet their needs. It 
is much easier to make things happen when you know what you are aiming for.

Success could be a service user returning to employment or volunteering 
with increased confidence or attending training sessions or social 
gatherings and making use of the communication support available.

Since AFD was founded in 1994, it has come a long way. It is more 
ambitious and determined than ever to reach its goal of enabling and 
empowering deaf people by providing convenient access to a full range of 
services. It is single minded in achieving these goals.

To keep updated on all future plans, follow AFD on Facebook and 
Twitter, visit the website www.actionfordeafness.org.uk or sign up to  
receive the newsletter, News & Views.
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Objects

To enable persons who are deaf, deafened, hard of hearing 
or deafblind and to provide them with opportunities for 
independent living by (without limitation) the provision of an 
information and advice service, Resource Centres and by the 
provision of grants.

Goals

Action for Deafness’ strategic goal, much in line with  
other organisations both public and private, is to support 
the concepts of Independent Living and Social Inclusion.  
AFD believes that by providing services for its client base, 
significant success is achieved in enabling those who are in 
some way vulnerable in our society.

This is achieved by: 

»» Providing an exemplary service to the client base at all times 

»» Ensuring the quality of staff necessary to deliver  
exemplary services 

»» Expanding and enhancing the services provided

»» Increasing income to provide the services

»» Building on and enhancing the reputation of the organisation 
with statutory bodies and with the client base
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The history of Action for Deafness
Action for Deafness (AFD) is a charitable company 
limited by guarantee that was founded in 1994 by deaf 
people, for deaf people in West Sussex. AFD is a not-
for-profit organisation and relies on various sources 
of income including contracts, grants and voluntary 
donations. All surplus is reinvested in services.

Original core funding came from West Sussex County 
Council and that contract stayed in place until 
November 2016. Additional contracts with the NHS 
provide additional resources and AFD also relies on 
grants, legacies and voluntary donations.

AFD was incorporated as a charitable company limited 
by guarantee in 2008 which coincided with major  
re branding. Over the years, AFD has expanded from a 
small charity with two members of staff into a medium 
sized organisation with a staff of more than 20 which 
delivers a wide range of services to its client base.

AFD was originally based in Elizabeth House, Haywards 
Heath and employed a General Manager and an 

administration assistant. In 1999, AFD moved to 
premises on Hazelgrove Road in order to have a retail 
presence. Funding came from West Sussex County 
Council for the provision of a Resource Centre in 
Haywards Heath from which services were delivered 
countywide. Funding from the Big Lottery in 2006 led to 
the opening of a second Resource Centre in Worthing.

In 2005, funding from the Department of Health was 
secured and the Volunteer service was launched.

In 2006, West Sussex Primary Care Trust (PCT) 
approached AFD to deliver adult audiology services 
to help the PCT meet the recently introduced 18 week 
waiting targets. A contract was put in place from  
1 April 2006 and AFD became a willing provider of NHS 
audiology services starting with one audiologist and 
one acoustic booth in Worthing. AFD’s audiology service 
proved popular and the contract was successfully 
managed. As a result, in 2008 West Sussex PCT agreed 
that AFD could deliver audiology services across West 
Sussex. AFD’s audiology service expanded to meet 

demand with 2 booths in Haywards Heath Head Office 
and two more booths in the newly enlarged premises in 
Worthing. AFD’s first Outreach Clinic opened in Steyning 
Health Centre in 2009.

As the NHS started to outsource clinical services, AFD 
was observed closely by decision makers and other 
providers nationwide. AFD was used as an example of 
how successful it can be for the NHS to work with third 
sector organisations to deliver exemplary care. The CEO 
was invited to address groups of commissioners and 
service providers around the country.

On 29th February 2012, Andrew Lansley (CBE, MP and 
Secretary of State for Health at the time) visited the 
Worthing Resource Centre to see the services AFD 
offers. Jeremy Paxman interviewed Mr Lansley at the 
Resource Centre for the evening’s edition of Newsnight.

In April 2013, the PCT ceased to exist and was replaced 
by Clinical Commissioning Groups (CCGs). In order to 
bid for the new contracts providers had to be qualified 
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and AFD became the first organisation in the Country 
to be accredited by the United Kingdom Accreditation 
Service against the IQIPS standards - Improving Quality 
in Physiological Diagnostic Services - in December 2012.

AFD secured contracts with three CCGs – Crawley, 
Horsham & Mid-Sussex and Coastal West Sussex - 
from 1 April 2013 and three new outreach Clinics were 
opened in Crawley, East Grinstead and Handcross.

In March of the same year, AFD relocated its Head 
Office in Haywards Heath to Sussex Road. The 
premises were fitted to a high specification with 
services users’ needs in mind. A grand opening 
was held on 31 July by Professor Sue Hill OBE, Chief 
Scientific Officer of NHS England.

An additional outreach audiology clinic was opened in 
Burgess Hill in February 2016 with a ninth in Henfield 
in June 2016. The clinic in Henfield is in a community 
development called Henfield Haven. It was set up by 
Henfield Community Interest Company and Impact 

AFD takes a holistic approach to hearing loss and 
has developed a full range of services and on-going 
support. AFD understands that hearing loss is a complex 
condition that can affect many aspects of a person’s 
life. There is no one solution to hearing loss – each 
individual’s needs are different.

For example, research shows there is reduced social 
inclusion for many people that lose their hearing, 
due to difficulty understanding speech, especially in 
background noise. This is a challenge that hearing aids 
have yet to overcome.

Lip reading is commonly used to help understand 
what is being said but this is very tiring and over time, 
it becomes easier to avoid social situations rather than 
struggle to understand others. Combatting this problem 
is a primary aim of AFD.

Throughout this impact report, each service that AFD 
provides will be analysed to demonstrate the impact it 
can have on service users.

Initiatives to provide facilities for the people of Henfield. 
AFD was invited to deliver services as part of this 
initiative and part of the building was re-developed to 
create a new audiology facility.

In April 2016, AFD secured a new contract with High 
Weald, Lewes and Havens CCG to provide adult 
rehabilitation audiology services and opened its first 
base in East Sussex at the Phoenix Centre in Lewes in 
May 2016. Hearing aid maintenance clinics are available 
at all outreach centres to provide aftercare and give 
further advice and support.

AFD also has two contracts with independent ENT 
providers to providers to deliver hearing assessments. 
This service is available at all AFD bases.
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The Personnel of 
Action For Deafness
AFD is a User Led organisation with a unique insight and approach to 
hearing loss. There are three groups of people in the AFD team: the 
trustees, the staff and the volunteers.

Trustees
The AFD trustees are also directors and are 
responsible for the governance of the organisation. 
Trustees must be members of AFD and are nominated 
and seconded by fellow members. The majority of 
trustees must have personal experience of deafness 
and the Chair must always have personal experience  
of deafness. Roger Hewitt is the incumbent Chair.  
There are 5 other trustees on the board.

Staff
The staff run the everyday operations of AFD. There 
are various roles in the organisation with audiologists 
completing all clinical task. Resource Centre staff 
work front of house providing advice, support and 
information. The management and administration 
staff work behind the scenes to ensure everything 
runs smoothly. Jane Shaw is the CEO and has full 
executive authority delegated by the Trustees.

Volunteers
AFD has a strong team of volunteers that assist with 
many of the services that AFD provides. The volunteers 
assist with hearing aid maintenance clinics, coffee 
mornings, fundraising events, patient participation 
groups and home visits. You can find out more about  
the volunteers on page 31.

All members of the team are vital to ensure AFD runs 
like clockwork and provides exemplary service, thus 
enabling the objectives of the organisation to be 
fulfilled on a daily basis.
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Audiology Service
AFD has secured contracts with 4 CCGs and 2 ENT 
providers, delivering NHS audiology services from 
9 sites. All locations are manned by highly skilled 
audiologists providing the best quality of service and 
results to the patients.

How does AFD’s provision
of NHS audiology 
services affect the 
experience of patients?
Since 2013, certain NHS services have been outsourced 
to qualified providers that meet the necessary criteria 
of the particular service provision. These providers 
are now commonly known as Any Qualified Providers 
(AQP). This gives patients a wider choice of provider 
which results in greater patient satisfaction as patients 
can choose which provider would best meet their own 
individual requirements.

In 2015, a patient survey by Monitor, an executive 
non-departmental body, asked patients across 
England whether having a choice of provider was 
valuable to them. The survey showed that between 
71% and 79% of patients found choice valuable (the 
results varied dependant on whether choice was 
offered). Monitor reported that patients felt they have 
control of their care and could choose the service 
that best suited them.

In the same report, Monitor found that for patients 
in areas with AQP availability, only 10% were offered 
the choice of audiology provider by their GP. This 
means 90% of patients that had the option of choice 
were not made aware of that. This was even worse for 
those aged over 80, as only one in 20 was offered a 
choice of provider by their GP. 

AFD became an AQP for adult hearing services in 2012 
and has been encouraging patients to exercise their 
choice for their NHS audiology service ever since. AFD 
gives presentations to GPs to raise their awareness of 
choice for patients.

“ This GP surgery has worked closely 
with AFD for many years. AFD has 
provided high quality training to our 
staff on numerous occasions and also 
attends our Health Promotion Days. Its 
services are excellent and we have 
very high satisfaction levels from 
patients that have been referred there. 
We find the service very accessible 
and responsive to patients’ needs.” - 
Dr Catherine Joslin, St Lawrence Surgery 

Partnership, Worthing.

AFD believes that raising awareness of the choice that 
patients have for their audiology service empowers 
patients to choose the right care for their needs.
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How would a patient
benefit by coming to AFD
for their NHS audiology
patient journey?

Once a patient has been referred to AFD (or any other 
provider) for audiology services they must have a 
hearing assessment and be fitted with new hearing 
aids (if required) within 36 working days. The graph 
below compares the waiting times of AFD against the 
average for all 3 West Sussex CCGs between January 
2015 and June 2016.

AFD had lower waiting times than the 3 West  
Sussex CCGs for 11 months out of the total 18.  
The rise in waiting times seen between October 
2015 and March 2016 reflected a significant rise in 
referrals to AFD. AFD worked hard to ensure the 
waiting times were reduced and this can be seen 
from April 2016 onwards.
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AFD

“ I attended AFD Haywards Heath following my GP’s referral. The appointment 
was within a week of my GP’s request and the hearing aid was fitted two 
days later. The service provided was exceptional, with clear and detailed 
explanations of the whole process and the audiologist took great care to 
adjust the aids to my needs. The quality of service provided throughout was 
outstanding and if this is an example which is repeated throughout your 
organisation, as I suspect, you have good reason to be proud.” – John

“ Super quick, super knowledgeable, super personable.” – Barbara
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When a patient is referred to AFD for audiology services 
they will start a 3 year patient journey. At the first 
appointment a full hearing assessment is carried out 
and if the results indicate the need for hearing aids, then 
a second appointment will be made to programme and 
fit the aids. Both appointments will be offered within 36 
working days of referral.

A follow up appointment will be made for approximately 
6 weeks after fitting to assess how the patient is coping 
with their hearing aids. AFD encourages patients to 
return to the Resource Centres as often as necessary 
for aftercare and ongoing support and all patients  
are encouraged to return to have their hearing aids  
re-tubed every 3-4 months.

AFD offers all new hearing aid users a fourth 
appointment for Communication Tactics Training (CTT). 
Patients are given advice on how to get the best from 
their hearing aids and tips for effective communication. 
Patients are encouraged to bring their partners, family 
members or friends along to improve communication 
with someone who has a hearing loss. The CTT course 
is just one way in which AFD provides total support for 
those with a hearing loss.

AFD recognises that the patient journey does not end 
at the follow up stage and provides support to the 
patient throughout the patient journey with a full range 
of services to ensure the patient feels as independent 
and as empowered as possible. These services include 
courses such as lip reading, introduction to signing, 
learning how to re-tube, trying the wide range of 
assistive listening devices in the Resource Centres and 
other services that AFD offers, as shown in the pie 
chart diagram opposite.

 Audiology 
Service

» Home Visits

» Aftercare

» Convenient locations

» Completed within
government targets

» UKAS accredited
Training

» Lip Reading

» Communication tactics

» And more…

Resource Centres

» Assistive listening devices

» Two fully equipped 
demonstration rooms

Transport facility

» Minibus to reduce 
social isolation Advice & Support

» Social Activities

»  Support throughout 
patient journey

»  And more…

Volunteering opportunities

» Maintenance clinics

» Communication support

» Befriending

» Fundraising
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What do patients say about AFD NHS audiology services?
For the majority of patients who come to AFD, hearing 
aids are prescribed for their hearing loss. As everyone’s 
hearing loss is different and experienced uniquely, the 
benefits of hearing aids will vary. To gauge how hearing 
aids might help, each patient is asked, at the first 
appointment, in which situations they struggle with their 
hearing. At the follow up appointment, patients are then 
asked if they have found the hearing aids to be beneficial 
in those situations.

This is known as a Client Orientated Scale of Improvement 
(COSI) questionnaire. On the next page is a breakdown 
of how patients reported hearing aids to have helped in 
various situations.

The results show hearing aids were described to help 
hearing in conversation, social activities, TV & radio 
and general hearing. However, hearing aids are not 
always beneficial for all situations such as the relief of 
tinnitus symptoms. AFD offers alternative support in 
those situations.

Although hearing aids can be of great help, many 
people who need them do not wear them. There are 
several reasons why this occurs: the stigma of wearing 
hearing aids, hearing aids not being comfortable, 
hearing aids picking up too much background noise etc. 
Many problems can be resolved with aftercare from an 
audiologist.

For many people, AFD’s fourth appointment, 
Communication Tactics Training (CTT), proves very 
beneficial. This fourth appointment helps family and 
friends to understand how hearing loss can affect 
a patient, as well as those around them. It explores 
people’s attitudes to wearing hearing aids and explains 
the major benefits of persevering with hearing aids, 
gently managing patients’ expectations.

CTT also covers the science behind the ear, different 
types of hearing loss and how hearing aids work. Having 
these areas explained helps patients to understand 
what hearing aids can and cannot do, therefore 
managing their expectations. 80% of patients who have 
attended the CTT course have found the course useful 
and 71% said that it has improved their confidence in 
managing and using their hearing aids.

98% of AFD patients said they found their overall 
care “Very Good”. The same patients reported that 
they chose to come to AFD due to recommendation, 
reputation or location. AFD delivers audiology services 
in convenient locations throughout Sussex to minimise 
travel and inconvenience for patients.

“I expected only a short discourse on how to use hearing aids. The 
[Communication Tactics Training] sessions turned out to be a full description 
on the various parts of the ear and on how to deal with poor hearing in 
dealings with others. It was very interesting and helpful. The workings of the 
outer ear were enlightening and mostly new to me. Re the eardrum, a doctor 
had told me once to ‘poke nothing in your ear smaller than your elbow’ Good 
advice! Most useful was on how to deal with others. Letting people know of 
hearing loss and how to compensate was good advice. It was also helpful 
when examples of problems were described and I could relate to them, 
showing it was not just me having difficulty.” – Harry

98% of AFD 
patients said 
they found their 
overall care 
“Very Good”.
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GENERAL 
HEARING

TINNITUS TV & RADIO
GROUP 

ACTIVITIES
SOCIALISING

TELEPHONE  
& ALERTS

CONVERSATION  
& SPEECH

BACKGROUND 
NOISE

Much 
Better 44% 50% 48% 25% 44% 13% 45% 40%

Better 43% 23% 45% 53% 47% 69% 49% 44%

Slightly 
Better 10% 9% 6% 20% 8% 13% 5% 14%

No 
Difference 2% 13% 1% 2% 1% 5% 1% 2%

Worse 1% 5% 0% 0% 0% 0% 0% 0%

Patients’ ratings on how their hearing aids have 
improved their hearing in certain situations

No. of attendees at AFD Coffee Morning
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AFD has also created a new Tinnitus Workbook which 
gives in depth explanations of tinnitus and useful 
techniques that can be used at home to help cope with 
it. Feedback from this workbook has been positive. 100% 
of patients who completed a feedback form found the 
tinnitus handbook easy to read and found the book 
helped them to understand tinnitus. Two thirds of the 

patients planned to use the book to monitor stress 
levels, sleep and overall effect of tinnitus. Two thirds also 
found the information had led to some improvement in 
their ability to cope with tinnitus.

These are early results from the Tinnitus Workbook and 
AFD hopes to see this trend continue and improve.

What other services does AFD provide during the 
NHS audiology patient journey?

Tinnitus Support

Even after the fourth appointment, some patients 
require further support. For those, there are several 
other services offered. One is a tinnitus support 
group. Tinnitus is defined as the sensation of sound 
with no external stimulus; that is to say we perceive 
sound with no external cause. One in 10 of the 
population suffers from mild tinnitus and there is 
currently no cure, only treatments to help manage 
the symptoms.

AFD’s tinnitus support group gives patients the 
opportunity to discuss their difficulties of living with 
tinnitus, their experiences of tinnitus and things that 
help them to manage the symptoms. Research has 
shown that tinnitus support groups can be helpful for 
some people to improve their general wellbeing and 
emotional health as well as their ability to understand 
and manage their tinnitus. Patients that attended the 
support group have found it very helpful.

Patients commented:

“I have found the group incredibly helpful being able to share experiences and simply to 
meet other people going through the same as me. It is good to know you are not alone. 
There have been a lot of shared experiences and some useful tips too.” – Sue

“I have found the meetings of the Support Group very beneficial. I have struggled with 
tinnitus for many years and although I have had helpful information from other sources, 
being able to exchange experiences in a group has been so good. You realise you are 
not alone and that there are people who really understand the problems. I’m sure that 
we all found exchanging tips for sleeping well, stress reduction, distraction techniques, 
extremely helpful. I really feel that a group discussion is the most valuable thing as there 
is instant support for each other.” – Dilys

“Thanks to this group course I have a better understanding of the diversity of tinnitus in 
how it effects in different ways. Sharing experiences with our group gave me food for 
thought, and I was able to use some of the advice given. I was in a far better place with 
dealing with my tinnitus at the end of the course than day one and thank you and all the 
group for helping me get there.” – Keith
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Hearing Aid 
Maintenance Clinics

AFD operates 8 regular hearing aid maintenance clinics 
which are run by a team of volunteers and are located 
in Crawley, East Grinstead, Burgess Hill, Steyning, 
Shoreham, Henfield, Hassocks and Lewes. These 
provide very good accessibility to aftercare for AFD 
patients, wherever they live.

4052 patients used the maintenance clinics between 
1 July 2015 and 30 June 2016. This aftercare is crucial 
to ensure hearing aids continue to work effectively for 
patients. At the follow up appointment 98% of AFD 
patients reported that they were using their hearing 
aids regularly. This percentage is higher than other 
audiology providers. This is believed to be due to the 
ongoing support that AFD provides.

Domiciliary visits

There are some patients that are unable to leave their 
home. For these patients, AFD provides domiciliary 
visits. No more than of 5% of the total of patients can 
be seen as domiciliary visits under the terms of the 
NHS contracts. AFD’s average is 4% demonstrating 
that AFD meets this target. It is important that those 
who are unable to leave their home are still able to 
access audiology services. AFD also offers home visits 
for re-tubing of hearing aids and demonstrations of 
assistive listening devices to further help those who 
are housebound.

Private Audiology

AFD offers private audiology services for those who do 
not wish to use NHS services. AFD always encourages 
patients to try NHS aids first but respects the wishes of 
those who prefer not to. AFD’s private audiology service 
includes a hearing test, discussion of which hearing aids 
would be most suitable and continuous aftercare. AFD 
offers private audiology services and hearing aids at a 
fair and reasonable cost.

In Summary

Approximately 11 million people in the UK have a 
hearing loss. It is estimated that by 2035 this will have 
increased to more than 15.6 million - 1 in 5 people. 
Between July 2015 and June 2016 AFD completed 3856 
patient journeys. It is predicted that this number will 
continue to increase as the population ages. AFD makes 
an impact by providing accessible audiology services 
quickly and professionally.

1Charity No:  1122579 Company No:  6205458

Tinnitus 
Workbook
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UKAS Accreditation
AFD was the first organisation in the UK to gain 
accreditation from the United Kingdom Accreditation 
Service (UKAS) against the IQIPS standards - Improving 
Quality in Physiological Diagnostic Services - for 
audiology services, in 2012. Accreditation has been 
reconfirmed every year since.

UKAS, an organisation recognised by the UK 
Government, assesses organisations that provide 
certification, testing, inspection, and calibration services. 
UKAS examines the competency of staff, the validity 
and suitability of methods, the appropriateness of 
equipment and facilities and the ongoing assurance 
through internal quality control.

UKAS assessed AFD against IQIPS, a programme 
which aims to improve service quality, care and safety 
for patients undergoing physiological diagnostics 
and treatment. IQIPS uses a self-assessment web-
based tool and an on-site assessment. Accreditation 
is awarded if the 26 standards across 4 domains are 
adequately documented in the web-based tool and 
adherence is demonstrated by all staff and volunteers 
on inspection.

The process must be completed annually in order to 
retain accreditation. 

What methods does AFD use to ensure continual improvement?

Feedback is key to improvement and is a direct way 
for service users to tell AFD exactly how they think the 
organisation is performing. AFD feedback can be given 
through forms (either hard copy or online), verbally, via 
email, through AFD’s website, or on iPads at the Resource 
Centres. By offering a range of formats, AFD makes it as 
easy as possible for anyone to provide feedback. The 
feedback received is analysed and discussed across 
various platforms.

One example of how AFD responds to feedback was 
from several service users who found the Hearing Aid 
Record Books easy to forget when getting batteries 
from the nearest maintenance clinic. As a result of that 
feedback, AFD created new patient cards which are credit 
card sized and can fit in anyone’s purse or wallet. These 
are now given to all patients along with the Hearing Aid 
Record books. Further examples can be seen on the “You 
said… We did…” posters on display at all AFD bases.

The Patient Participation Group (PPG) assists AFD to 
continually improve its services. The PPG is a group 
of service users and lay people who meet quarterly 
with staff members of AFD (including at least one 
audiologist). The meetings are open to all and 
patients are encouraged to come to the meetings and 
contribute to projects that may bring more benefit to 
AFD service users.

The PPG is an effective means of collecting feedback and 
discussing new ideas that could develop and enhance 
the patient experience.

AFD audits all aspects of its services monthly to 
ensure standards are being maintained across all 
areas of the organisation. The audits assess and 
review staff performance, adherence to policies and 
procedures, health & safety and premises. They are a 
valuable quality enhancement tool.

7820
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You said...
... that the feedback  

forms can take too long 
to complete

We...
... have created a more  

user friendly form  
at all our clinics

You said...
... there was no information 

telling patients that 
batteries can be posted

We...
... have placed information in  

our News and Views magazine 
and on the AFD website on  
how to get batteries by post

You said...
... a demonstration room for 

assistive listening devices 
would be useful

We...
... have created comfortable  

demo rooms at both of our 
main bases

You said...
... there were no services  

to help with social 
isolation for those  
with hearing loss

We...
... created a new minibus 

service and hosted several 
events that cater to all  
levels of hearing loss
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Resource Centres
AFD has two Resource Centres, one in Haywards Heath 
and one in Worthing. At these centres patients receive 
information, advice, demonstrations of assistive listening 
devices, supply of hearing aid batteries and can have 
their hearing aids re-tubed. Between July 2015 and June 
2016, 8461 patients visited Haywards Heath and 7820 
visited Worthing for these services.

Footfall in the Resource Centres has increased year on 
year. Between July 2014 and June 2015 an average of 628 

service users came to the Haywards Heath Resource 
Centres each month and 574 to Worthing. Between July 
2015 and June 2016, this increased to an average of 705 
per month in Haywards Heath and 651 in Worthing.

This increase demonstrates the need for Resource 
Centres. The Resource Centres are a perfect hub for 
anyone who has queries about hearing loss. For many 
patients, it is the first port of call when there are any 
problems with their hearing aids.
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AFD encourages anyone having problems with their 
hearing aids to visit one of the Resource Centres. 

As a person starts to lose their hearing,  
lip reading is used more to help understand speech.  
With the telephone, lip reading is no longer possible  
and therefore clarity of speech can be lost. Resource 
Centre staff will give tips on how to get the best results 
when using a phone whilst wearing a hearing aid.

Specially adapted phones are available for people 
with hearing loss that can be demonstrated and tried 
out at the centres. Other equipment may help with 
conversation, watching the television and alerting.

“Mrs S lives in Worthing. She is 86, lives alone and feels isolated as her family live 
far away. Mrs S has multiple health issues including carpel tunnel in left hand 
and her right side was affected by a stroke. She has a severe hearing loss. She 
has a mobile but cannot text nor hear on the phone well. Previously, Mrs S had 
tried private hearing aids and could not get on with them. She was very anxious 
about new hearing aids and wanted to try something simpler. The audiologist 
discussed a personal listening device as it is simple to use and asked a colleague 
to do a home visit. The audiologist was also concerned Mrs S could not hear the 
fire alarm. After speaking to Mrs S on several occasions to help ease her anxiety, a 
letter was written to her letting her know when we would visit.

Mrs S was very grateful for the device and simultaneously, we were able to assess 
if she required a louder or visual fire alarm. As we were aware Mrs S was feeling 
isolated, we encouraged her to come to coffee mornings in Worthing and to pop 
into the Resource Centre if she needed any more help.”

AFD was able not only to assist Mrs S with her hearing 
loss but also with her safety and social isolation. The 
Resource Centres are available to anyone who needs 
support and advice and, as the number of people with 
hearing loss increases the need for them has never 
been greater.

AFD works closely with West Sussex County Council 
(WSCC). Some deaf people are eligible to have equipment 
provided on loan from the Council, free of charge.
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Deaf Services
AFD Deaf Services are available to those who may need 
extra support. Most users of this service are those 
with severe or profound hearing loss and may be BSL 
users, but hard of hearing people also have full access 
to these services. Services provided include support 
for appointments or help on the phone, advice and 
signposting. Between July 2015 and June 2016 171 
appointments used AFD’s Deaf Services. Some service 
users require ongoing assistance whilst others just 
need one session depending on their needs.

On the right are some case studies of Deaf Services.

“The client was very emotional having 
lost her hearing unexpectedly in the 
left ear 6 weeks ago. The Ear Nose and 
Throat department at their hospital 
thought this was caused by a virus.

The client had recently returned to 
work as a chef but was struggling in 
noisy environments and felt that her 
whole life had been turned upside 
down. The client found it very difficult 
to hear when everyone in the family 
was talking.

The client’s husband contacted 
AFD. An email was forwarded to 
Deaf Services and an appointment 
was made for them. The family was 
advised to speak one at a time to 
allow the client to be included. The 
Communication Tactics Training 
session was mentioned and both the 
client and partner were advised to 
attend. The client was offered a follow 
up appointment after seeing the 
audiologist and was told to contact 
AFD if they had any queries. The 
couple were grateful for AFD’s help.

The client has since benefitted from 
a special type of hearing aid and is 
progressing much better than when 
first told of her hearing loss.”
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“A new client was referred by a 
hospital. The client was profoundly 
deaf, was wearing two hearing aids, 
had limited sight in the left eye and 
had balance and mobility issues.

The client expressed hatred of being 
lonely and not having anyone to sign 
with. The client disliked large groups 
due to loss of confidence but loved 
shopping and garden centres.

The Deaf Services Co-ordination and 
a volunteer worked out a rota to visit 
and befriend the client. The client was 
really happy because the volunteer 
used British Sign Language. It was 
explained what services AFD can 
provide to prevent social isolation with 
minibus trips, outings, games & clubs. 
The family was delighted that AFD had 
got involved.”

“I can say that AFD has never let us 
down whenever we needed support 
for personal matters, especially for 
important occasions like hospital 
appointments and social occasions 
such as our wedding 4 years ago! 
AFD supports us with communication 
support. I really value AFD’s support as 
does my husband.” - Christine

One long standing part of Deaf Services is the Darby 
& Joan club which AFD runs in Burgess Hill on the first 
Friday of each month. The club is a social gathering 
where clients congregate to play various games. A 
particular favourite is Bingo. Some members of the 
Darby & Joan club have described what the club 
means to them:

“I have attended the AFD Burgess Hill 
Darby & Joan club for a few years 
now. I enjoy coming as it gives me 
somewhere to meet others for a chat 
and to play games so I don’t feel lonely 
or fed up. It is good to meet others and I 
recommend it to everyone! I also enjoy 
doing the raffle and helping to raise 
money for AFD.”

“I am happy with everything at the 
Darby & Joan club. I enjoy coming and 
seeing my friends and playing games.”

“I have been coming to the Darby 
& Joan club for many years. I enjoy 
getting to talk to everyone and play all 
the different games. I think it is good to 
have a club for deaf people to go to.”
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AFD Training
AFD offers a varied selection of training courses all of 
which improve understanding, communication and 
independence. Hearing loss can create a sense of 
solitary confinement as it becomes increasingly difficult 
to hear speech, particularly in group situations.  
Lip reading has limitations and is very tiring.

Those who cannot hear well can find social gatherings 
challenging, potentially embarrassing and sometimes 
tedious. They do, therefore, become increasingly likely to 
withdraw and thus become socially isolated. If a person 
can communicate successfully and without stress, it can 
relieve the struggle of interaction and give confidence to 
be socially active.

Service Users’ Training
Lip reading courses are one of AFD’s most popular 
training opportunities (AFD runs lip reading classes 
in 4 different locations: Haywards Heath, Worthing, 
Burgess Hill and Steyning.) When hearing starts to 
deteriorate, visual assistance can be helpful when trying 
to understand speech. A good example is that in a noisy 
situation you will notice you have to face a person to see 
their lip pattern in order to determine what is being said. 
Without the visual clues, it can be hard to understand 
what is being said and confusion occurs.

This is why it is important for those with hearing loss 
to have whoever is speaking to them sitting in front of 
them so they can read the lip pattern and improve the 
clarity of what is being said. The lip reading course goes 
through coping strategies in more detail and explores 
lip patterns thus building confidence in the students. 
Students who attend the lip reading course in Worthing 
were asked how the course had impacted their lives. 
Their responses were:

“Made many new 
friends. Boosted 
confidence. Lots of 
useful information 
and it is good fun!”

“It has improved my 
confidence (and 
ability) – wish I’d come 
a long time ago.” 

“On a personal note, 
my self-confidence has 
been boosted no end.”

“Helps me to feel 
more confident when 
talking with others 
in small groups. 
I am focussing 
more on their lips 
and, I believe, am 
understanding more.”

AFD also has training opportunities for those wishing 
to learn sign language or to practise the skills they 
already have. The Introduction to Signing course offers 
a beginner’s guide to learning basic signs but without 
the pressure of exams. Communication clubs also run 
at Haywards Heath and Worthing which give those that 
have learnt signing at any level a chance to practise in a 
relaxed, informal setting.

“It is helping my BSL receptive skills and 
overall communication in sign. It is also 
really nice to meet others doing BSL 
study and I keep going back because 
the atmosphere is so welcoming and 
accepting. Nobody laughs at your 
mistakes which is such a confidence 
builder! I was nervous going in the 
first night but after the first few minutes 
haven’t looked back!” - Jo

“I enjoy coming to the communication 
club as we all get on well and have 
a lot of fun whilst learning. Although 
everyone signs at a different level it isn’t 
a problem as we manage to understand 
and be understood. I am not very good 
at signing as I forget the signs quickly 
so I prefer to watch the others signing as 
this often refreshes my memory. Through 
communication club I have made new 
friends, hearing and non- hearing and 
from all walks of life.” - Bruce

22



In 2016, AFD worked in Ardingly College providing Deaf 
Awareness and Introduction to Sign Language training 
to sixth form students. This proved very insightful to 
the students who commented:

“Useful, insightful and will give you a 
whole new perspective on an under 
appreciated condition.”

“I have loved learning sign language, 
it’s been so fulfilling and I am definitely 
going to pursue it further. The course 
has shown me how little the public 
know about deafness.”

AFD provides Deaf Awareness training to other 
organisations. Deaf Awareness training allows 
participants to learn more about living with a hearing 
loss and offers practical tips on how to communicate 
with deaf people. It benefits organisations to do Deaf 
Awareness training as it improves the accessibility 
and equality of their service. Having a more accessible 
service increases independence for those with hearing 
loss as they are confident the service provider will 
understand their needs. AFD has worked closely with 
the staff at Gatwick Airport delivering several sessions 
of Deaf Awareness training. These sessions have proved 
useful and educational to those who have attended:

“Informative and extremely interesting 
course which I think would be great for 
all staff members. Please do more like 
this and use [AFD].”

“Would love to be called upon to aid 
deaf passengers, as I now have an 
understanding of how scary an airport 
for deaf people can be.”

“This is an excellent course. It was very 
informative and very helpful. I will find 
this very useful in my workplace and 
indeed elsewhere.”

AFD will continue to offer Deaf Awareness training to 
raise awareness and understanding and to improve 
attitudes to those with hearing loss.

“AFD has provided Deaf Awareness 
training and contributed to 
undergraduate teaching of BSc 
Healthcare Science (Audiology) students 
at the University of Southampton for 
several years. They have always 
provided very high quality, professional 
training which is always highly rated 
and well received by students.” -  
Emma Mackenzie MSc, Undergraduate 

programme Lead: BSc Healthcare Science 

(Audiology), ISVR Hearing and Balance Centre, 

University of Southampton.A F D
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AFD Staff Training
It is not just service users who benefit from training. 
Staff, trustees and volunteers at AFD also undergo 
mandatory Deaf Awareness training. This training 
improves service delivery.

All Audiologists at AFD do Continual Professional 
Development (CPD) to ensure that they are up to 
date with the latest findings and reports within 
audiological science. Some examples of training in the 
Audiologists’ CPD include training sessions with various 
hearing aid manufacturers to see the latest hearing 
aid technologies, tinnitus counselling, hyperacusis 
masterclass and reflective practice. One AFD audiologist 
recently successfully converted their Foundation 
degree in Hearing Aid Audiology to BSc. The training 
opportunities for audiologists provide a wide range of 
skills and thus the best treatment to patients.

Non-clinical staff are also given opportunities to 
enhance their qualifications and skills that will benefit 
AFD services. Two members of staff recently passed 

their International British Sign Language Level 1 course 
to improve their confidence in delivering services to 
deaf BSL users. Another member of staff is currently 
undergoing training to become a lip reading tutor. There 
is a national shortage of lip reading tutors so AFD has 
sponsored this training so that lip reading classes can 
continue to be available in Sussex. Two members of staff 
had the opportunity to do an Otoscopy and Impression 
Taking course which has resulted in a more efficient 
process of fitting ear moulds.

AFD has sponsored three members of staff through 
audiology training and one more will embark on the 
foundation degree course, next year. AFD is also 
currently sponsoring an MSc Audiology student who 
will work with the organisation on completion of the 
course. By offering training opportunities AFD addresses 
the shortage of audiologists thus making more efficient 
audiology services available for service users.
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Fundraising
AFD is a charitable company limited by guarantee, 
a not-for-profit organisation which relies on various 
sources of income including donations and grants from 
other organisations. As with many other charitable 
organisations, statutory funding cannot be guaranteed 
especially in times of cuts across the public sector so 
voluntary income is vital to address this shortfall. AFD 
has raised funds in many different ways and has hosted 
several different events and activities.

Every year since 2014, staff members have taken part in 
a sponsored 10K run somewhere in Sussex; in Burgess 
Hill in 2014, in Worthing in 2015 and in Brighton in 2016. 
Those events raised an average of £600 each.

In Septermber 2014 and September 2015 AFD hosted 
a Charity Golf Day at Mid Sussex Golf Club. Charity golf 

events are widely used as fundraisers but what made 
the AFD Golf days special was the accessibility to the 
event for those with hearing loss, with speech to text 
reporters and BSL interpreters present on the day.  
The two events raised over £5000 for AFD.

On 25th February 2016, AFD hosted a Fashion Show 
showcasing jojo boutique of Cuckfield’s spring  
fashion collection. This was a collaborative effort 
between AFD and jojo’s boutique. Hairworks of 
Cuckfield did the models’ hair and Beauty Within of 
Cuckfield did the makeup for the models – both giving 
freely of their services. This event was also wholly 
inclusive and gave service users an opportunity to 
socialise and have fun. The event brought in over 
£1,000 and raised awareness of the organisation to the 
local community.

AFD gratefully acknowledges the generous support of 
Mid Sussex Golf Club, jojo Boutique, Hairworks and 
Beauty Within.

AFD was chosen as the Charity of the Year by Russell 
New for 2016. Russell New is a business, tax, and charity 
advice organisation based near Steyning, West Sussex. 
AFD would like to take this opportunity to thank Russell 
New for selecting AFD as its charity of the year and for 
the funds raised.

Donations are frequently received from service  
users. Between July 2015 and June 2016 over  
£13,000 was raised in this way. There are other  
ways people can raise funds for AFD such as  
leaving a legacy and becoming an AFD member.  
All of these provide vital funding.
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Communications tactics
AFD’s Communication Tactics Training (CTT) is key in 
giving more effective communication tips to hearing 
aid users. As mentioned earlier in this report, CTT gives 
new hearing aid users more information about how 
hearing aids work, their limitations and how to maximise 
their full potential. The training also demonstrates the 
importance of how to communicate well, giving tips that 
will help both the hearing aid user and their family and 
friends. The combination of hearing aids and the CTT 
gives those with hearing loss the best chance to improve 
their communication, thus reducing the incidence of 
social isolation.

Transport
Audiology and CTT focus mainly on the communication 
barrier. This is not the only factor that causes social 
isolation. For some people with a hearing loss, using 
public transport can be daunting. In May 2015, AFD 
purchased its first minibus to enable people to get out 
and about. The transport service is fully accessible to 
service users and bookings can be made by email, text, 
telephone or in person.

The minibus driver picks up the passengers from 
their home address and drops them off at the end 
of the trip too, which eliminates the difficulties that 
can be experienced at bus and train stations when 
announcements are missed. The Transport Service 
provides various trips every month but it is also 
possible to choose a location to go to for a tailor-made 
outing. The charges are minimal ensuring that cost 
is not a barrier. The minibus also takes carers and 
assistance dogs free of charge and is fully accessible to 
wheelchair users.

Reducing Social Isolation
For the last two years, AFD has put a lot of focus on 
the growing issue of social isolation of deaf people. 
This issue has been made more prominent by the 
media, particularly with the 2015 John Lewis Christmas 
Campaign which showed an elderly man living alone on 
the moon. Age Concern also did a survey in 2009 and 
found the number of older people who regularly feel 
lonely remains at about 1 million.

The charity, Campaign to End Loneliness, acted on Age 
Concern’s findings by iterating the research warning 
that loneliness and social isolation are as harmful as  
smoking 15 cigarettes a day (Holt-Lunstad, Smith, & 
Layton, 2010). Holt-Lunstad, Smith & Layton argued that 
people with a stronger social relationship had a 50% 
increased likelihood of survival.

This result remained consistent regardless of age,  
sex, initial health status and cause of death. Holt-
Lunstad et al. argued that efforts to reduce social 
isolation should not be restricted to small groups  
such as the elderly.

Why has AFD joined the cause against social isolation?
Hearing loss can cause a feeling of loneliness and 
isolation as it becomes harder for a person to hear 
speech, especially in groups. It can be very tiring to be in 
social situations as one may have to rely on lip reading 
to grasp the conversation, which can be demanding 
over long periods of time. It can also be embarrassing to 
continually have to ask others to repeat what has been 
said. This combination can lead to total withdrawal and 
hence social isolation.

AFD explored this topic in depth at its Autumn 
Conference in November 2015. Several speakers from 
different organisations spoke of the issues surrounding 
social isolation for those with hearing loss and how we 
need to work together to help relieve this problem.

One way to reduce social isolation is through effective 
audiology services and on-going support. Hearing 
aids can help those with hearing loss by increasing 
their hearing ability and therefore improve their aural 
communication skills. Dawes et al. (2015), found however, 
that there was a weak association with hearing aid use 
and increased social isolation. They argued that this 
could be due to hearing aids not being able to filter out 
background noise efficiently so therefore hearing aid 
users will avoid social situations such as restaurants, 
parties and clubs (Dawes et al. 2015).
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“The bus makes such a difference to 
many lives, mine included, enabling us 
to see and visit places of interest and 
beauty. We would not be able to make 
these visits without the continuing help, 
kindness and thoughtfulness of our 
driver. A very friendly chap who makes 
our trips very enjoyable. We all benefit 
from the social interaction, making 
friends and enjoying the company of 
each other. Thank you to AFD for the 
pleasure these trips give me.” - Anne

“I very much enjoy the trips every 
Friday. It gets me out of my flat and out 
to some very interesting places. I also 
get to meet new people and make new 
friends. Our driver is extremely helpful 
and helps us in any way he can.” - June

“I really look forward to Fridays when 
I get to go on the bus and see some 
lovely places. The bus has really helped 
me get out of the house and meet new 
people. I have made some really good 
friends which would not have been 
possible without the bus.” - Connie

“Having the minibus trips every 
Thursday is an absolute pleasure. The 
trips are always to such fantastic places 
of which I would have not been able to 
get out and see. It is lovely to meet new 
people and I have even learnt some 
sign language because of it. Many 
thanks for all your hard work.” - Alwyn
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Coffee Morning
In a further attempt to reduce social isolation, AFD 
launched a Coffee Morning at its Worthing base 
in February 2015. The Coffee Morning runs every 
Tuesday morning and is open to everyone. It is run 
by 3 volunteers who all use British Sign Language to 
ensure accessibility for all. Since it began, the Coffee 
Morning has had high numbers of people attending 
each week, needing a never-ending supply of biscuits! 
The highest footfall was in December 2015 when 84 
people attended.

The Coffee Morning also increased its provision 
during the summer months and half term breaks 
to give a social opportunity to those who attend 
training classes during term time. The consistency 
of numbers attending shows the need for social 
opportunities for those with hearing loss.

AFD also hosts larger events a couple of times a year 
which always have communication support making 
them fully accessible to service users. An Induction 

Loop, Speech-To-Text Reporting and BSL Interpreters 
are always provided. In February 2016, AFD hosted 
a fashion show with jojo’s boutique. All models were 
service users with varying degrees of hearing loss. 
This event did much to raise the confidence of service 
users and, by providing full communication support, 
gave service users a social opportunity that would 
otherwise have been inaccessible to them.
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Social media
Social media can be a powerful tool for those with 
a hearing loss and, along with email and SMS has 
transformed the way we all communicate now.  
AFD has a strong presence on social media including 
Twitter and Facebook along with its own website.  
Using these platforms, AFD is able to promote its 
events and services to a wider audience. AFD is also 
able to promote British Sign Language in this way and 
often uploads videos.

Between July 2015 and June 2016, AFD’s Twitter page 
has had over 140,000 impressions (number of deliveries 
of a post or tweet to an account) with a 43% increase in 
followers (1330 new followers) and 4,736 engagements 
(retweeting and or liking a tweet). AFD’s Facebook page 
had a 19% increase in followers over the same period 
whilst AFD’s website had over 28,000 visits. These large 
numbers demonstrate the wider audience that these 
platforms can reach.

Although Facebook, Twitter and a website do not 
directly assist with reducing social isolation, they can 
spread news of services that AFD provides and which 
are focussed on reducing social isolation. Social media 
also gives deaf people an opportunity to communicate 
with many others – deaf and hearing – on equal terms. 
AFD also uses its own newsletter, News & Views, and 
flyers to share news and promote events.

Summary
AFD works with other organisations to increase awareness 
of the social isolation of deaf people. Making more 
areas and events fully accessible will help to reduce the 
communication barriers that prevent those with hearing 
loss attending. It is important to remind others that social 
isolation is associated with increased mortality regardless 
of demographic factors and baseline health (Steptoe, 
Shankar, Demakakos & Wardle, 2013) meaning there is a 
global cause for everyone to help reduce social isolation.

The more that can be done to reduce social isolation, 
the more we will improve lives and reduce mortality. It 
will also create a positive impact on the NHS services 
in the long term as there would be less demand on the 
mental health services as fewer people would suffer from 
depression stemming from feeling lonely and isolated.

Further research is needed to see the impact that the 
services AFD provides has had on social isolation but 

AFD has already removed the barriers to its services 
in order to maximise impact. Other factors can impact 
on social isolation, for example poor health, but if all 
organisations remove as many barriers as they can, this 
will help towards the goal of minimising social isolation.

140,000 

impressions
19% 

increase in 
followers

28,000
visits

4,736 
engagements

43% 
increase in 

followers
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Community Links
AFD has always worked with many other organisations 
that provide community services throughout Sussex.

AFD has worked with West Sussex County Council 
(WSCC) since 1994. WSCC provided core funding from 
1994-2016 and although the contract terminated in 
November 2016 AFD will continue to work with WSCC.

AFD has a good working relationship with Clinical 
Commissioning Groups (CCGs) and GP surgeries.  
Four of AFD’s outreach audiology bases are in GP 
surgeries – Burgess Hill, Crawley, Shoreham and Steyning 
- and three are in community centres - East Grinstead, 
Lewes and Henfield.

AFD worked closely with Impact Initiatives and Henfield 
Community Interest Group to provide an audiology 
service in the Henfield Haven. The facilities in this centre 
were custom made and are eminently fit for purpose. 
Work began in late 2014 and, after a great deal of 
hard work from all concerned, the audiology service 
launched in July 2016.

Hearing Link has championed the “Let’s Loop the UK” 
campaign which uses volunteers to test installed hearing 
loop systems in various businesses. It is important 
that businesses have functional hearing loop systems 
installed and that their staff are aware of how the loop 
systems work to ensure the accessibility of those with 
hearing aids. AFD has supported this campaign by 
hosting several meetings in Worthing and also having a 
staff member included in their meetings.

Healthwatch is an organisation that allows people to 
speak about their health and social care needs, share 
their experiences and encourage service improvement. 
AFD has been working with Healthwatch West Sussex 
to find out how deaf and hard of hearing people 
experience their health service. Many people with 
hearing loss, across England, report the issues of 
communication with health services and it is even more 
for difficult  deaf BSL users.

AFD hopes that working with Healthwatch will offer a 
platform for many people with a hearing loss to discuss 
problems they have had or experiences both good and 
bad of other health and social care needs. This discourse 
may be able to bring change to issues that prevent those 
with hearing loss accessing health services.

From 31st July 2016, all NHS and publicly funded adult 
social care providers have to conform to the Accessible 
Information Standard. This standard ensures that 
people with disabilities or sensory loss are still able to 
understand information given to them. Healthwatch 
and AFD have worked together to provide a workshop 
to GP Practice Managers from GP surgeries across 
the county. AFD was able to give knowledgeable input 
about the ways to help improve communication and 
understanding for those with hearing loss.

AFD also contributes to other community 
organisations and charities such as Age UK, Mid 
Sussex Older People’s Council, Proactive Team, 
Crawley Older Person’s Forum, Crawley Community 
& Volunteer Service, Volunteer Action Worthing and 
Horsham and Mid Sussex Voluntary Action. These 
connections ensure that AFD keeps in touch with what 
is happening in the county and that deaf awareness is 
considered in new developments.
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Opportunites

Volunteering
AFD has always been keen to provide opportunities  
for service users.

AFD volunteers provide vital support and many of them 
are also service users. Some are fundraising volunteers, 
others assist at the hearing aid maintenance clinics and 
others with the Coffee Morning in Worthing. Between 
July 2015 and June 2016 volunteers contributed 1207 
hours towards AFD services.

Volunteers who are also service users can provide 
understanding, empathy and support to other service 
users. This is particularly apparent at the hearing 
aid maintenance clinics where volunteers use their 
own experience of deafness to assist with their 
role. Audiologists have all the clinical expertise but 
having someone who has experience of hearing loss 
themselves can give that extra bit of support and 
confidence to service users.

Some volunteers also serve on the Patient Participation 
Group (PPG) which meets quarterly with AFD staff to 
discuss ideas and projects that will continually improve 
AFD’s services.

Volunteers can offer a different point of view to  
staff about the needs of service users as they 
themselves may use services, so can spot areas  
that need more attention.

Some comments AFD volunteers have written about 
how they feel when volunteering for AFD and what is  
has meant to them:

Jerrin - Clinic Volunteer

“After completing my degree, I decided to take a year out to contemplate my next 
move. After doing some research into audiology I became interested in people 
with a hearing loss. In order to improve my knowledge and get some hands on 
experience I decided to be a volunteer for AFD.

It was easy for me to become a volunteer. I had previously worked in a nursing 
home and have always had a keen interest in helping others.

My role as a Clinic Volunteer in Worthing enabled me to support people who 
are wearing hearing aids and help them to get the best use out of them. Typical 
activities I carried out on a day to day involved changing the tubing, showing how 
to maintain and clean the aids. Demonstrating a small adjustment like cleaning 
the ear mould,  changing the tubing, or making sure the mould is fitting in the ear 
properly makes a huge difference to the person. These little things make life more 
pleasant for the patients and enable them to take part in conversations.

This experience taught me a lot of things about working with a wide range of 
people, adapting to different situations and being more confident. AFD provided 
various training courses including how to take ear mould impressions.

I cannot put it in words how grateful I am to have met these amazing people at 
AFD. Everyone was very helpful, I received great support and made some sweet 
and funny memories that I will cherish for a very long time. I would recommend 
anyone looking for a volunteering opportunity to approach AFD.”

31



Suzanne - Coffee Morning Volunteer

“Before becoming an AFD volunteer, I had low confidence and 
was not as sociable as I would like to be. I already knew Gerry 
(Deaf Services Co-ordinator) and she recommended I should 
become a volunteer with the Coffee Morning group in Worthing. 
The Coffee Morning runs every Tuesday in Rowlands Road and 
anyone is welcome to attend. Since I have joined, my confidence 
has improved and I even took part in the AFD Fashion Show in 
February 2016. I have never been in a fashion show before but it 
was a great experience.

I like seeing people coming to the Coffee Morning and knowing 
that they’re not at home alone. I talk to a lot more people than 
I would without being a volunteer and I enjoy the role. AFD is 
helping to reduce social isolation with the Coffee Morning and 
with the minibus trips. I would recommend AFD volunteering for 
those who need that boost in confidence.”

Liz - Trustee, Volunteer and PPG member

“As a service user, having a hearing test can be a daunting 
experience but at every level I have been impressed by the 
unique blend of professionalism and empathy shown by the staff 
at AFD. At my first appointment I felt relaxed and secure due to 
the audiologist’s caring and supportive approach. The hearing 
aids have had a significant positive impact on my life. Being 
able to hear clearly has increased my confidence and allowed 
me to fully participate in social situations. The aids have had the 
added benefit of reducing my tinnitus.

I decided to become an AFD volunteer because, as a hearing aid 
user, it was a wonderful opportunity ‘to give something back’ and 
make a difference to people’s lives. I enjoy meeting the patients 
who are appreciative of our service. The work is rewarding and 
knowing that I have been able to help someone makes me feel 
good too! I have gained a new range of skills and benefitted 
from the many training courses which AFD provides. The support 
offered by the staff, as well as other volunteers, is excellent.

I was very pleased to be invited to join the PPG as I felt that I 
would be able to contribute both as a service user as well as 
volunteer. I enjoy the camaraderie within the group which works 
together, discussing issues and sharing ideas with the aim of 
adding to the continuous improvement of AFD’s services.

As a trustee, I use the knowledge and expertise that I have 
gained from within AFD, as well as skills and experience 
acquired from outside the organisation, to fulfil my role. Working 
collectively with the other trustees and making important 
decisions is a responsibility which I take most seriously.

I am proud and honoured to be part of AFD. It is an inspiring and 
life changing organisation which has such a positive impact on 
people’s lives.”

I decided to become an 
AFD volunteer because, 
as a hearing aid user, 
it was a wonderful 
opportunity ‘to give 
something back’ and 
make a difference to 
people’s lives.
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Employment
In August 2016, Total Jobs released a survey called “Deaf 
Jobseeker and Employee Experiences Survey Report 
2016” looking at how people with hearing loss experience 
their employment. Only 47% felt they had received 
support and guidance from their employer for issues 
related to being deaf and 25% were reported to have left 
their job due to discrimination towards them. The report 
shows many areas that need improving to ensure fair 
accessibility and equality in the workplace for deaf people.

AFD can provide opportunities for employment to those 
with hearing loss and ensure equality and fair accessibility 
for all employees. There are currently three members of 
staff, including the CEO, who are deaf and one employee 
who has a dual sensory loss. AFD premises have been 
designed to be ideally suitable for deaf staff and service 
users. Triple glazed windows and acoustic tiles have been 
installed together with audio/visual alerts for the fire and 
panic alarms. Deaf awareness training is mandatory for 
all staff, volunteers and trustees and full communication 
support is provided at all meetings.

AFD also employs 2 children of deaf adults (CODAs), and 
several with signing skills.

AFD has provided office space and support to a deaf BSL 
man who runs an interpreting agency.

AFD is adept at spotting potential and offers excellent 
training opportunities for members of staff, thus 
enabling and empowering deaf people and those who 
work with them. The CEO started working as a volunteer 
and progressed through part time employment as a 
Volunteer Service Co-ordinator to become the CEO in 
2007. The Operations Manager and an audiologist both 
started as volunteers. One of the key administration 
assistants started as a volunteer, was offered 
employment as a Resource Centre assistant then 
progressed to Audiology Administrator. The impact of 
this approach has increased personal and professional 
confidence for many of the staff. Others have acquired 
exceptional skills and have taken advantage of training 
opportunities offered.

AFD can provide opportunities for 
employment to those with hearing loss  
and ensure equality and fair accessibility 
for all employees.
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Grants
AFD became a grant-making body in 2015.

Small grants are available to individuals or organisations 
for projects that will enable or empower deaf people. 
AFD has awarded grants of almost £40,000 to date for 
projects across England to provide funds and increase 
accessibility for those with hearing loss.

One grant was awarded to Yapton and Ford Village Hall 
which received funding for their new sound system, 
incorporating an inductive loop. Geoff Westcott, 
treasurer of the village hall, spoke of how the loop 
system has helped those with hearing loss to become 
more included in village events:

“My neighbour stopped coming to the 
hall as he found with his hearing aid he 
could no longer hear what was being 
said. But since the loop system has been 
installed, he comes regularly and can 
now hear everything!”

This is a good example of how AFD grants have 
improved deaf people’s lives by reducing social isolation 
and increasing accessibility.

A very different project that was supported by an AFD 
grant was the Freedom Programme with Cambridgeshire 
Deaf Association. The Freedom Programme is a domestic 
violence programme that provides information about 
domestic violence to victims and also abusers who wish 
to change their attitudes and behaviour. Before it received 
a grant from AFD, the Freedom Programme was not 
accessible for deaf BSL users as it used a hand-out which 
has a lot of text which was difficult for many deaf people 
to read and understand. The ideas and concepts within 
the programme are also not easy for a BSL interpreter to 
translate straight from the text. Instead, Cambridgeshire 

Deaf Association worked together with Peterborough 
Women’s Aid to create the first BSL run Freedom 
Programme in England. The results were positive and gave 
better awareness to deaf women about domestic violence.

“I believe that if more Freedom 
Programme courses were available, it 
would be of great benefit as it would 
allow deaf women to have equal 
access. Mostly importantly it’s all about 
language we understand and this 
enables us to give the best support to 
deaf women in need.

Freedom Programme is presented by 
two facilitators and a BSL interpreter. 
Having the course signed to us has 
made me feel equal to a hearing 
woman in the programme. They had 
posters of the types of behaviours and 
some role play helped to understand 
the difference in expression of 
behaviour as well. Every deaf person is 
different and this course matches their 
communication needs.” – Attendee of the 

BSL run Freedom Programme

34



“The Sussex Deaf Forum provides an opportunity for deaf 
people to come together on a regular basis to socialise 
and enjoy presentations on a wide variety of topics.

We are extremely grateful to AFD for the grant they have 
awarded to this project which enables us to provide 
fully qualified BSL Interpreters and an Electronic Note 
taker at every meeting. Without this financial support the 
Forum would be unable to fulfil its promise of providing 
equal communication access for all.

AFD has fully supported us through their funding 
process including the initial grant application and 
ongoing reviews. We have found the procedure 
to be straightforward and the paperwork is not 
overwhelming. We value the opportunity to have face to 
face review meetings with a member of the AFD grants 
team which makes the whole process more accessible 
and supportive.

Thank you AFD for supporting the Forum and for giving 
deaf people in Sussex an opportunity to meet, share 
ideas and see [the] speakers present information on a 
range of subjects.” - Stewart Bailey, Chair of Sussex Deaf Forum

AFD has awarded 
grants of almost £40,000 
to date for projects 
across England to 
provide funds and 
increase accessibility for 
those with hearing loss.

The Sussex Deaf Forum (SDF) was one of the first 
projects to receive a grant from AFD. SDF has monthly 
meetings which deal with different topics, varying from 
health to art and deaf history. What is special about these 
meetings is that there is full communication support so 
anyone is able to attend and able to understand. The 
forum uses the conference room at the AFD Head Office 
which is equipped with an induction loop for those who 
need it and projectors and screens to enable Speech-to-
Text Reporting. SDF ensures BSL interpreters are booked 
for those who are deaf BSL users.

The AFD Grant Scheme will continue to support other 
organisations and individuals who can demonstrate that 
their project will enable and empower deaf people. If you 
wish to apply for the grant scheme, please go to the AFD 
website to find out more.
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INCOME

TOTAL:

£1,946,150

£46,188 £2,000
£24,740

£1,101

£1,502,205

£1,753,054
£31,094 £12,702£9,197

EXPENDITURE

Charitable Activities
Other Income

Donations and Capital Grants
Other Donations

Trading Activities
Legacies

Investment Income

TOTAL:

£1,796,850

Charitable activities
Governance

Raising Funds

£360,719

NET INCOME:

£149,300

AFD Accounts
The charts on the right show an overview of 
the of the income and expenditure of AFD 
accounts from 1 July 2015 to 30 June 
2016. To see the full financial report 
and breakdown of the accounts, 
please visit our website.
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The future of AFD
AFD has expanded rapidly over the past few years. During the last 12 months, 
three new audiology bases have been opened in Burgess Hill, Henfield and Lewes 
and new contracts have been secured with High Weald, Lewes & Havens CCGs 
and 2 independent ENT providers. AFD will continue to expand the audiology 
service as required to meet demand in both East and West Sussex.

AFD will also continue to extend the provision of services and introduce additional 
support in response to service user needs. Clinical excellence and exemplary 
customer service will always be a priority and the service user experience will be 
of paramount importance.

Investment in equipment and facilities will continue and relocation of the Worthing 
base to a larger and more easily accessible premises is planned for 2017.

AFD will continue to audit and analyse its work and all its services to ensure high 
standards are maintained. Patient feedback will always be of vital importance 
along with the work of the PPG. AFD will also ensure that the exacting standards 
required for UKAS accreditation will continue to be achieved.

AFD will continue to reduce social isolation for as many deaf people as possible 
and will increase deaf awareness and the need for effective communication as 
widely as possible. Strong community links will be maintained and enhanced 
and new ones forged.

Last word from the
Chair, Roger Hewitt
AFD changes the lives of people with hearing loss. In 2015/16 AFD delivered 
more than 20,000 episodes of care to service users and completed almost 4,000 
audiology patient journeys. Every day AFD works to enable and empower deaf 
people to live independent lives and to make society a more inclusive place.

This is only possible through the hard work and dedication of our staff, trustees 
and volunteers. Thanks are also due to all our donors and local community 
groups who support AFD and help it to deliver these vital services.

Action for Deafness is making a difference to the lives of people with hearing 
loss in the UK.

Chair AFD
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