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Resource 1
The Chime Charity is a ‘not for profit’ organisation based in Chime, a small market town in the east of England. The charity is managed and run solely by volunteers. Most of the volunteers are retired. They are highly
motivated to work for a successful charity. Up to now, the charity has raised money for local good causes by running a small charity shop, selling clothes donated by local residents.
In addition to running the charity shop, The Chime Charity has decided to open a food bank to tackle growing food poverty, in particular helping the increasing number of elderly and unemployed residents in the area. The
charity has received a growing number of offers to help, from local people interested in doing some charity work. The charity is planning to use volunteers to collect donated food from local residents and from farmers,
many of whom have already expressed a desire to help the local community. Both fresh and packaged food would then be made up into food parcels at the back of the small charity shop. It is expected that local social
workers, some of whom have already said they require help feeding people in need, will pass on the names and addresses of clients who require help. The food bank volunteers would then deliver a food parcel the next
day, free of charge.
To help with the launch of The Chime Charity food bank an initial change management meeting has been held. Unfortunately, the team of volunteer trustees have no real change management expertise. Below is a
summary of the main contributions and thoughts of those who attended this meeting.

Key:

verbal contribution

Our charity is not known
as a supplier of free
food parcels. How will
people know to ask for
them?

unexpressed thought

I wonder how we will
let social workers know
about the food bank.

We would need to
raise more funds if we
wanted to rent a
separate building to
store food donations.

Tara

Potential volunteers are
asking every day for
work to help the
community, we have a
real opportunity to use
this resource.

Mary

Trustee responsible for
Marketing and
Communications

Mohammed

We are going to need
a project champion to
manage this change,
currently we do not
have one.

Trustee responsible for
Volunteers

Trustee responsible
for Finance

Chair of Trustees

Laranya
Opening the food bank
is a great opportunity for
us to grow the charity
and help local people in
real need. There is
growing food poverty
here in Chime.

Trustee responsible for
Operations and
Logistics

We need transport to
deliver food parcels.
We could only afford
an old van.

Local farmers and residents
want to help people by offering
food. Do we need a campaign
to tell them how to donate?
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This new service will need
volunteers to be able to
handle food and keep client
details confidential. Being
sensitive will be important.
Not all of our volunteers are!

Sam
The charity shop is very small and filled
with clothes. There is little space there
to sort and store the food donations. I
am sure all the mess will impact on the
success of the charity shop itself!
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Resource 2
The Chime Charity food bank has now been operating for three months. The following document
has been put together for discussion at the forthcoming meeting of volunteer trustees.
3 month
Actual

3 month
Prediction

Number of food parcel donations

300

450

Number of food parcel requests

900

450

Number of food parcel deliveries

225

450

Van cost per parcel delivery (includes cost of
fuel, insurance and repairs)

£10

£2

30%

3%

Number of volunteers recruited

10

20

Number of volunteers leaving

8

2

Food parcel delivery data:

Human resource indicators:
Volunteer absenteeism

Informal feedback from volunteers working in the food bank:
•

“A lot of the volunteers are losing enthusiasm for the project. The food bank is getting a
bad reputation because it is not managed well.” Sheila

•

“We think it is a great idea, but it is very disorganised. A telephone has still not been set up
for the food bank; we use the shop one. It is not very confidential.” Renaldo

•

“I meet people all the time that do not know about the food bank or how to donate food to
us.” Jim

Comments made by local social workers:
• “We get a lot of requests for emergency food supplies in Chime and the villages around
here.”
• “Communication is very poor. Nobody at the food bank appears to be in charge, let alone
have any management experience.”
• “I visited the shop where they do the packing. The food hygiene practices were not as
good as they could have been.”
Informal feedback from people receiving a food bank parcel:
• “The food bank was late with my delivery and the volunteer was unfriendly and indiscreet.
Also, he nearly hurt his back lifting my box, it was too heavy and he did not know how to lift
properly.” Mr Law
• “The food parcel has been a lifeline for me. However, sometimes the charity cannot help
me because it has not had enough food donated or the delivery van has broken down.”
Mrs O’Reilly
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