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2021-22 Annual Report

Welcome to the Community One
Stop Shop 2021-22 Annual Report
We invite you to read through the following pages to find out more about our
services and how we have supported our community throughout the past year and
how we have evolved as a Community Project. Be sure to read through pages ()
which cover our Pantry, a particular success story over this past year.
The facts and figures of the past year are crucial in illustrating the reality of our work,
but it is within the stories of those who we support and serve that you will find details
of the impact we have, and our motivation to do what we do.

Contents
A word from the Chair ..................................
Project Manager's report .............
History of COSS
Achievements .......................................
Our Services
Advice ........................................
Employability ............................
Holiday Support Programme
The Broomhouse Pantry
Foodbank Services ....................
Calders Outreach Project ........
Fuel Bank
Volunteering .....................................
Thanks ...........................................................
Accounts ........................................................
Contact us .....................................................

Page 4
Page 5
Page 6
Page 7-8
Page 9-10
Page 11
Page 12
Page 13
Page 14
Page 15
Page 16
Page 17
Page 18

3

Project Manager's report
As I reflect on another year at COSS I am pleased to report that engagement with our community
continues to grow. The statistics in this report show the demand for our services has never been
higher and as the cost of living crisis continues to impact peoples lives, we are in under more
pressure to offer support. I am just pleased that we are there to help in whatever way we can.
This year is a milestone for us as we celebrate our 20th anniversary. The project opened in July
2002. Initially, the idea for advice provision in the area came from the community fruit and veg
shop that was located at 1 Broomhouse Market. Local people would visit the shop and discuss
various challenges they were facing and informal support would be offered. A planning group
was created and the service was launched under the name "The Broomhouse Empowerment
Project". As the years went by, our Project evolved to incorporate more and more services to
meet the needs of our community.
Starting as an Advice centre, we gradually added various services along the way. To date, we
have 11 distinct services at the Community One Stop Shop. Advice provision continues to be one
of our main priorities at COSS. To respond to the increased demand, we have launched our first
in-house Volunteer Adviser Training Programme to enable us to support more local residents in
these challenging times. We will always be there to offer good quality advice at a local location.
In this Annual Report, I invite you to read all about our Pantry, which is a
relatively new service that we offer at COSS. Our Pantry continues to
be an invaluable asset and we are looking at ways to be able to
increase capacity and support more local residents.
As always I want to close with a vote of thanks to the
amazing team of staff and volunteers here in
Broomhouse. They work so hard in
supporting the clients that come
through our doors and their
empathy, hard work and
knowledge
is an asset to this
community.

Carol Swan, Project Manager
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A word from the Team
We invite you to meet some of the COSS team, Cathy and Melanie, and one of our Partners, Charlotte
at Big Hearts. At COSS it is a team effort. We work with partners in the community to achieve the best
outcomes for the individuals and families we serve.

"The team of staff and volunteers at the Community One Stop Shop do so much
for the Community. They support families through the school holidays with
lunch packs, help clients get jobs and onto training courses, and provide
valuable advice and support on a wide range of issues. The financial gain
alone is deserving of celebration - over £300,000 of previously unclaimed
benefits and grants have been awarded to individuals and families and
injected into the community. I am pleased to be part of the Community One
Stop Sop Management Committee and to oversee the work they do to the
benefit of their service-users. I cannot praise the staff and the many volunteers
who give up their time to help others highly enough."
Cathy Fullerton, Councillor and COSS Management Committee Member
“It's really rewarding, it’s why I keep coming back. I felt quite powerless
with what’s going on in the world before coming here. My son had
volunteered here and it had been good for him so I felt it was
something I could do. I am acutely aware of how privileged I am
not having to worry about food or a roof over my head or
whether I can turn the lights on. So this feels like something I can
do. To help someone else feel better.
Selfishly, it’s also great to be amongst really positive people who are
also trying, in their own little way, to make the world a slightly better
place. I think that’s a good energy to be around."
Melanie L, on volunteering with COSS

"Addressing food uncertainties and holiday hunger is a key area of work
at Big Hearts. Our close partnership with the Community One Stop
Shop has played a vital role when we distributed thousands of
relief parcels during the pandemic, and it continues to make a
positive difference to the local families we support at the Hearts’
Stadium. Our joint matchday collection last November was the
biggest to date, with £5,584 raised and over 700kgs of food &
toiletries donated by football fans. We were delighted to see so
many people join forces to support the local foodbank associated
with the Club’s charity."
Charlotte Cailliez, Big Hearts Community Trust
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History of Community One Stop Shop
The Community One Stop
Shop has been running for
20 years. Here is an
approximate timeline which
shows when each service
was launched.

2002

Launch of Broomhouse
Empowerment Project later changed to
Community One Stop
Shop

2011

Employability advice
and support service

2012

Foodbank

2017

Calders Outreach
Project

2020
2021

Broomhouse Pantry

Do you have any information or stories on
the life of our Project? Get in touch, we would
love to hear from you!

Fuel bank and
introduction of
Community Table
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Key Achievements 2021-22
The following facts and figures are some of our main achievements throughout the past year.
You will find more statistics relating to each service in the following pages.

5116

At least

8,655
People fed

38

C-Card
Visits

2880

2600

Sanitary
products

11

Community
Table visits

Lunch
packs

3000

Volunteer
hours

Services

All services
accessed

632

15,434

Fuel
vouchers
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1888
Pantry visits

times

Our services
At the Community One Stop Shop, we strive to provide a holistic service for our clients and the
community. We understand that individuals often have more than one singular issue or concern
and we do our best to support their needs as far as we can. For example, our advice clients may
benefit from accessing the foodbank while awaiting a decision to be made on their benefit claim,
or an individual who is working with our employability worker might wish to take some school
holiday lunch packs to ease financial worries while going through professional development.
Throughout the last 20 years, we have gradually and sustainably increased and developed our
services to better meet the needs of our community. Here are all the services that the Community
One Stop Shop provides:
Advice Provision

Foodbank

Employability

Pantry

Fuelbank

Outreach

Holiday Support Programme

Community Table

Christmas Programme

C-Card
Library Trolley

"It makes you feel a bit more secure about life knowing
that the Community One Stop Shop is here. We are lucky
for having you. The Pantry is an extra bonus. You are
caring people. You're very much part of the community."

- COSS client
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Advice Provision
Shona is our Advice Worker and supports clients of the Community One Stop Shop with a range of
issues, including welfare benefit claims and appeals, benefit checks, housing matters, employment
issues and other matters. Here, she explains the trends she has observed within our advice service and
details how she helps our clients.
Across the 2021-22 session, we have supported clients with a mixture of telephone and face-toface appointments to allow for lockdown restrictions and clients' choice. A highlight of the year
for the advice service includes my role in supporting clients with Christmas gifts and toys. As I
work closely with families and our referral partners, including Link Living and PSL, I am wellplaced to refer children for the Christmas list and distribute the gifts.
As far as trends I have observed, there has been an increase in the number of PIP claims being
reviewed after this was suspended as a result of COVID-19 measures. This has resulted in an
increase in the number of clients requesting help to submit Mandatory Reconsiderations,
appeals and representation at Tribunal.
Although we are not usually able to represent clients at Tribunal, I have been in a position to
support clients at seven hearings through the video call format. Six of those Tribunal hearings
were successful which resulted in significant back dated payments for clients but only after
months of stress and anxiety.
Support with disability benefits continues to be our main focus. PIP claimants are currently
waiting up to 6 months for health assessment appointments, and when they get their
assessment, it is taking place over the phone which often causes increased stress for our clients.
An important part of my role as an adviser is to reassure and inform clients as they are faced
with significant waiting times.
Increasingly, I get feedback from our clients that they face difficulties managing their Universal
Credit online accounts. Reasons include individuals not having
consistent access to the internet, limited IT literacy, and health
issues impacting on their ability to log in regularly enough
to meet claimant commitments.
Looking forward, I expect to support with more
Scottish Child Disability Payment claims following
its introduction in October 2021. We hope to raise
awareness of various Social Security Scotland
benefits, including Scottish Child Payment and
the Best Start Grants, with our clients and the
wider Community as I am concerned at the lack of
awareness of this support. I also hope to build on
the already-close working relationships I have with
Community Link Workers, and Edinburgh Women's Aid
to enhance the support we can provide the community.
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Employability
Jade, our Employability Worker has been working with COSS since
2018. Here, she takes us through her observations over the 2021-22
session.
We continue to deliver employability support sessions by phone,
text, email, video call giving a fully flexible service tailored to the
clients’ needs. I have been providing our clients with a range of
support including giving the clients basic tools to find work, helping
with confidence, motivation, sourcing and applying for further
education and volunteering.
Since I joined the service, I have noticed significant change in the type of
support our clients require. It is now more difficult to find and secure employment.
Application processes have become more complex with some vacancies requiring assessments
to be carried out, several rounds of interviews and more stringent time-consuming security
checks.
Although it has been widely reported that there is an increase in job vacancies, I have found that
there is a decrease in the number of suitable roles for our clients. Due to caring responsibilities
for children and family members, our clients often require flexible roles that suit their limited
availability. I often liaise with local employers to gain information on the company's needs and
match my clients with any suitable positions.
Over the last year, there has been a huge Increase in client vulnerability and mental health
issues, as well as a rise in clients struggling with confidence in returning to the workplace. There
has also been a notable increase in clients who are from non-English speaking countries. Our
clients are keen to start work but do not have the level of spoken English to enable them to pass
an interview and meet health and safety requirements. Due to this there has been an increase in
our clients looking for support to apply for a ESOL course at college and assistance to find a
suitable volunteering position within the community.
We work in partnership with Westerhailes Job Centre, with face-to-face appointments being
carried out fortnightly. This partnership affords me the opportunity to meet with other service
providers and employers holding recruitment drives within the jobcentre.
Looking forward, we will be attending some exciting support events for our clients happening in
2022-23. We will publicise these events nearer the time on our social media channels. We will
continue to support our employability clients by providing access to the range of services COSS
has to offer. With the cost of living
Employability facts and figures
crisis and rising fuel costs, we are
increasingly aware of the
Our Employability worker carried out 478
obstacles our clients face,
supported sessions with clients across the
particularly when out of work or
transitioning into work or
whole year.
education.
44 clients were supported into both part

0

and full-time roles.
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Employability: Nata's Story
Nata* first reached out for support to find work. Although she had undertaken
employment in another country, she had only recently moved to Edinburgh so
had no work experience here and very limited geographical knowledge of the
area and familiarity of the job market. Nata had no CV nor any IT skills so she
was unable to apply for job vacancies.
We supported Nata to update her relevant Right to Work documentation so
that this did not cause any delays or issues with any job applications.
Due to Nata’s limited proficiency in English, We supported her by speaking on
her behalf over the phone when required.
Nata received regular support to find and apply for jobs. We showed her how
to navigate her way around job sites so she could search for vacancies at
home. We also spent time coaching Nata to help build her confidence and
prepare her for interviews. With our help, Nata found a suitable temporary
position which gave her work experience and various skills. This has now come
to an end so our goal is to now focus on finding her permanent work.
Given the client’s employment status, she faced food insecurity. We made sure
to support her with emergency food provisions from our foodbank when she
needed it. She also experienced social isolation, a common experience among
those who have moved from another area or country. We made sure to
signpost Nata to a local community group which she attended on a weekly
basis. This allowed her to connect with other women in her community and
ease the effects social isolation was having on her mental health.
*Name of client has been altered in order to maintain anonymity

Holiday Support
Our Holiday Support Programme runs during the school holidays.
Our aim is to support families at a time when they face increased
financial pressures.
In the 2021-22 session, we continued providing lunch packs
to local children. They are a way for us to support local
families by reducing financial burden, and acting as a
gateway to our other services which clients may not be
aware of.
In Summer 2021, we also provided a range of other support,
including swimming passes, free school uniform, stationary
packs and more.
We feel passionately about supporting the local economy so we
use local businesses where possible for the lunch packs and
activities.

0
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The Broomhouse Pantry
We launched The Broomhouse Pantry in partnership with Your Local Pantry in January 2021. It
operates on a membership basis and follows a co-operative model. Membership fees are put
towards purchasing food and household goods to the benefit of members. Members are able to
select at least 10 items from the Pantry shelves, with a retail value of between £20-£25, in return for
£3.50 per visit.
As well as a regular shop, Pantry members are also able to get a good chat with our staff and
volunteers. For some, the conversation they get from us is one of the few in their day.
After the Pantry was open for a year, we gathered responses via a questionnaire to gauge
feedback and identify areas for improvement in the Pantry. Pantry members provided great
feedback, some of which you will see in the following pages. The success of the Pantry is
mirrored in the statistical data below.
We noted a 74% reduction in foodbank use by Pantry members in the 2021-22 session. This
data reflects Pantry members who have had an active membership for long enough to gather
valuable data. When starting up our Pantry, we hoped it would provide a route out of poverty
and out of foodbank use for some. The reduction in foodbank use by Pantry clients shows us
that we are heading in our desired direction.
Looking forward, we want to continue to reduce foodbank use by increasing access to the
Pantry and reducing our waiting list. We hope to increase donations of food and household
items to the benefit of our members, and enable local companies to reduce waste by
redirecting their resources to our local community.

Pantry facts and figures
Members visited the Pantry
1888 times across the year
By the end of the year, we
increased membership slots
to 80.

0

We recently
introduced a library
trolley which sits
outside the Pantry
thanks
to a generous
donation from
Thistle Trade Group
Ltd.
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On the Pantry...
"It's taking the stress off managing on a budget and knowing I
can feed my family has helped my mental health"

"I can afford gas now, although I work it's a
hard stretch. The Pantry is a lifeline"
"You come in and you're part of the
community and you're getting a
blether. I like not having to go far. I
have COPD so I can't manage to go
very far for my shopping."

"It’s flippin’ brilliant!"

"The best thing since sliced bread for Broomhouse"

"You've been literally life changing
for me. Since losing my sight, I
couldn't shop in a regular shop
because I couldn't see. It is beyond
daunting. I couldn't even shop
online and it would take me too
long to go through a supermarket.
You've been amazing. I have lost
weight because of not being able to
shop or cook properly. I would have
lost more if it wasn't for you guys. Having
you so close by with the variety you have
available - it's humanising! You don't just get
the basics but treats too."

Foodbank
Our foodbank has been operating since 2012, and has developed in
response to increasing need along the years. Our foodbank has been
a crucial source of support for many in our community during the
Covid-19 pandemic and the aftermath of lockdown restriction with
over 2770 food parcels being given to those who needed it most in
the 2021-22 period through both the Broomhouse foodbank and
our Outreach Project.
This year, we have recorded a 28% reduction in foodbank use
compared to 2020-21, and a 6% increase compared with the
2019-20 session. The differences in foodbank use between the
two sessions can be attributed to the following:
The Pandemic, the measures which were put in place and the
financial insecurity it brought to our community meant more
households were in crisis during the peak of the restrictions.
Since restrictions have lifted, and more of our clients have been able to
return to work, some have required less crisis support.
Many of our clients have since became Pantry members, preferring the Dignified Food
Provision model that we follow and recognising that they can afford to contribute a small
amount to pay for their weekly shop. This has then reduced foodbank use in the past year.
Clients who face fuel poverty can access fuel vouchers through our fuel bank. Getting a
fuel voucher means clients are able to top up their meters and do not have to decide
between heating and eating.
Looking forward, we expect to see another rise in foodbank use due to the cost of living crisis
and rising fuel costs, primarily throughout the Winter
months. We will continue to provide crisis support
through our foodbank and outreach service.
Development of our Advice Provision, Pantry
and Fuel bank services is key in this year so
that we can continue to holistically meet
our clients' needs.

Foodbank facts and figures
We gave out 2770 food parcels through our
foodbank (2027) and Outreach project (743)
Our food parcels have fed approx. 6767
household members
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Food Bank: Gavin's Story
Gavin lives alone and works a full-time job. He has visited the food bank as a
client several times in recent months. In speaking with Gavin, he told us of how
he is struggling with the cost of living increase and finds that he does not have
much left after he pays his bills, tops up his meter and bus pass which allows
him to go to work. He is not eligible for welfare benefits.
Through the colder months, Gavin reports that he had to make decisions
between heating his home and buying food. He focused on measures which
would heat his body rather than using gas and electricity.
Here are some snippets of what Gavin had to say:
“Sometimes I feel there are people out there who need it more than myself.
But when I look at my cupboards and how bare they are, I need the help too."
“My mental health, I’ve never been so sad. I’m a happy guy, I like to leave my
problems at the door when I go to work but now all I think about is “how will I
get to work, how will I make it through the month?” It gets to you. You let it
build up and it hits you all at once. My mental health has taken a massive dip”
*Name of client has been altered in order to maintain anonymity

Christmas Programme
During the festive season, we provide a range of support for
families in our community. From giving toys and gifts to
children who would otherwise be without, to distributing
selection boxes and hampers, Christmas at COSS is a
busy time of year.

Christmas facts and figures
64 Hampers delivered (sponsored by
Mustang Sally's Golf Society)
300 Selection boxes
Over 130 children
given gifts
Supported local
Breakfast with
Santa event

Foodbank services
Through our foodbank, we operate additional services which work
alongside crisis food provision. These services include our
community table, C-Card services and sanitary product provision.

Community Table

Our community table sits outside our office and usually
contains any food or household items which are either
surplus, approaching a use-by date or which we cannot
prioritise in our storage areas. Anyone can take items from
the table, and beneficiaries do not need to be clients or in
crisis. It has proven to be a useful avenue to reduce waste
and to share food with the wider Broomhouse community.

Sanitary products
Thanks to donations and a regular supply from Cyrenians, we are able to have
a sanitary product distribution point at reception. Clients can take what they need without
having to have a conversation with staff, although they are always welcome to engage. Having
this permanent point, we are able to do our bit in reducing period poverty in our community.

C-Card point
We host one of the only c-card points in the South West of Edinburgh. As a
C-Card point, we give out condoms to anyone who requests them.
Looking forward, we hope to raise awareness of this
service and continue to provide fair access to
contraception for our community.

Facts and figures
38 C-Card visits
2880 Sanitary products given
out
At least 2600 visits to the
Community table
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Outreach
We operate the Calders Outreach Project from the Community
Flat which is located at the base of Dunsyre House. The Project
has been running since 2017 and throughout the Covid-19
Pandemic.
Throughout the 2021-22 session, we have continued to
deliver foodbank services as part of our Outreach work.
The Calders outreach Project also acts as a gateway to
our other services.
We changed the day of operating from a Wednesday to
a Monday. This change has allowed us to reach and
engage with new clients, who may have not been aware
of our service, or who may not have been available on a
Wednesday morning.
In total, we distributed .... food parcels through the outreach point
in the past year. Looking forward, we hope to provide additional services
at the Community Flat, allowing clients access to both the full range of COSS
services, and those of our Partners.

Fuel Bank
In the Autumn of 2020, we began working with the Fuel Bank Foundation and launched our Fuel Bank to
address fuel poverty. Eligible clients who have a pre-payment meter and who are at risk of disconnection
are provided with a fuel voucher which can be used to top-up their meter.
Throughout the 2021-22 session, we saw a rise in fuel voucher applications with our many of our
clients facing fuel poverty particularly in the Winter and at the onset of the Fuel Crisis. The fuel bank
works well in collaboration with our other services. We are in a position to ease financial stress by
providing both a voucher and food to a client who is on a low income or who is subject to benefit
delays or sanctions. Similarly, clients who are working with our adviser or Employability worker might
be able to benefit from a fuel voucher while awaiting a decision on a benefit claim, or while pursuing
work.

Fuel Bank facts and figures
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632 fuel vouchers were issued through our Fuel Bank
The fuel vouchers helped 1,537 household members,
comprising of 877 adults and 660 children

Volunteering at COSS
Willie is the COSS Volunteer Co-ordinator. Here, he takes us through his
observations of our volunteers. At COSS, we have a variety of volunteer
roles, from Foodbank Assistant, to Adviser, Driver and Admin Assistant.
Our volunteers are supported throughout by members of staff.
To help celebrate the twentieth anniversary of the Community
One Stop Shop it is only right and proper to show appreciation to
our brilliant volunteers and their daily contribution to the COSS
work schedule because without them this local project would not
be able to function in the way that it does.
As well as day-to-day activities, our volunteers support us with events
such as the Big Hearts Food Drive, and the delivery of the Christmas
Hampers. We truly could not do what we do without the support of our
volunteers.
We have 22 volunteers working with the Community One Stop Shop at the moment. In the
2021-22 session, our volunteers contributed around 3000 hours towards our services, clients
and community. This equates to a saving to the Project of around £31,000 if we were to pay
each hour according to the living wage rate. This figure only represents the financial value of
the hours contributed. To speak to the true value of our volunteers, it would take more than
this figure alone. We would gather the lived experiences of our clients, stories of the kindness
they have been granted by our team and the impact each
person has made. Only then, can we fully convey our
gratitude for each and every one who gave us
their time and energy in this past
year, and throughout the life of our project.
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A Vote of Thanks
Thank you so much to everyone who supported our work through this past year.
From individuals and families in our community, to our funders, to our partner
organisations, each and every one have contributed to our work in Broomhouse
and beyond. The following list of supporters, donors, funders and partners is not
exhaustive. Whether you are mentioned or not, please know we could not have
done it all without you.

M&S Rock Trust
Lidl Cafe Andante

Cash for Kids

Kindred

Link PSL

Westerhailes Job Centre

Forrester High School

Tesco

Sighthill Health Visitors

Fuel Bank Foundation
Big Hearts National Lottery Community Fund
SPACE and Broomhouse Hub
Morrisons

Health all Round BMG City of Edinburgh Council
Edinburgh Food Project
Lloyds Bank
Fareshare EGG Community Sainsburys
Provincial Grand Lodge of Edinburgh

Your Local Pantry
Foursquare
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Mustang Sally's Golfing Society

Edinburgh Spiritualist Church

Changeworks Edinburgh Women's Aid
Edinburgh's Giving Tree

Accounts
The Community One Stop Shop (SC049181) is a registered Scottish
Charitable Incorporated Organisation (SCIO). You will find charity
details, including information around our operations and full accounts
on OSCR, the Scottish Charity Regulator.
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Contact us
If you would like to get in touch with us or access our services, you can visit us at 3
Broomhouse Market, Edinburgh EH11 3UU. Alternatively, you can call or email using
the details below. To keep up to date with our latest services, follow us on social
media or visit our website.

0131 443 6223

cossinfo@ymail.com

Facebook.com/communityonestopshop
Twitter.com/cossfoodbank

@CommunityOneStopShop
www.coss-broomhouse.org.uk
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