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Our Vision Our Mission

Adults with neurological 
conditions and their carers can 
access long-term, professional 
and peer support in the 
community, helping to manage 
symptoms, increase 
independence and live well with 
their condition.

We provide holistic therapy, 
social and emotional support 
tailored to the rehabilitation 
needs of adults with 
neurological conditions and their 
carers, empowering them to 
maximise their abilities and live 
life to the full.

Our Values

Professional Collaborative Inclusive

Caring Empowering
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Chair’s Report

Integrated Neurological Services Annual Report & Accounts 2023/24

It is with pleasure that I share with you this 
year’s Annual Report in its new attractive, 
easy to interpret and navigate format. In it, 
you will clearly see the increase in INS’s 
service provision to meet the increase in 
demand year on year. The demand for INS 
services is greater than ever as we see 
more people and more complex cases 
requiring in depth support for a wider range 
of conditions. 

We have strengthened further our clinical 
team and welcomed to INS, a new senior 
Occupational Therapist, as well as 
expanding the recruitment and deployment 
of volunteers who support group-based 
work. Specialist volunteers in other areas 
of expertise have also been successfully 
recruited including in IT support, website 
design and project management, 
contributing to a more visible, accessible 
and flexible INS.

The development of a multi-skilled and 
flexible team and the ability to work with 
partner organisations most effectively has 
enabled INS to meet a significantly 
increased demand and ensure sustainable 
growth within capacity.

During the period INS provided 1,509 one 
to one therapy and counselling sessions 
including 274 initial assessments 5,052 
Group attendances for 334 people 12,255 
Interventions for 747 clients and carers, 
135 Home visits to deliver assessments 
and therapies. The complexity of the 
service provision required to support clients 
is only increasing. 

Through the innovation of satellites 
(provision of services directly in the 
community where people need more neuro 
support) at Feltham, Brentford and Barnes, 
INS supported 160 people. 

You will see more of the services and 
some of the stories of the team and the 
service users within this Annual Report. 

The work of INS is dependent on securing 
funding which is provided from a number of 
sources: contracts, grants, donations, and 
fees from training provision. We thank our 
funders and donors. 

As we look ahead to the coming year the 
challenge of meeting the demand for 
services, experienced over this last year is 
likely to continue and increase, securing 
funding will be key to providing the 
resource to meet these challenges. This is 
at a time when there is greater competition 
for funds and donations. INS have 
successfully built relationships with funders 
and donors and this support is needed 
more than ever. 

In this last year, celebrating 30 years since 
the foundation of INS, donations have 
increased year on year by 30% through a 
diverse and enjoyable range of group and 
individual fundraising activities supported 
by staff, volunteers, sponsors and donors. 
The growth of these activities and 
donations more generally are part of the 
INS strategy to spread and grow the 
sources of financial support to continue to 
work sustainably. 

I would like to take the opportunity here to 
thank INS staff, volunteers, fellow trustees, 
partners, funders, and supporters for their 
continued loyalty and commitment to the 
work of INS. It is because of their 
dedication that INS is able to support our 
service users within the boroughs of 
Richmond upon Thames and Hounslow to 
live as independently as possible through 
the support of INS’s integrated approach. 

Anne Gowan
Chair of Trustees

“A local, friendly, caring and affordable provider of 

support and services for people with neurological 
conditions and their carers. I love the way I am greeted as 
a friend whenever I am there. By name and with genuine 
friendliness and care for me as an individual.”

5



Looking back – Strategic aims for 2023/24
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Demand and Complexity

Following our Strategy Day in August 2023, we identified the following as key priorities 
for the year 2023/24:

• Manage resources and demand from our increasing number of new service users 
to ensure sustainable growth within our capabilities.

• Develop a multi-skilled workforce which is adaptable, flexible and responsive to 
meet changing needs and demand. 

• Ongoing review of our service provision and delivery to increasing service users 
through building and training a team of full and part-time, permanent and 
temporary, therapists, staff and volunteers.

• Develop an adaptable working model for our ‘INS satellites’, to reach more 
people and provide accessible services in places where people need neuro 
support. 

• Increase partnerships with external providers to reach more service users, 
supplement our resources and provide wider expertise to the INS community.

• Develop our digital strategy to build skills and capabilities in technology, including 
a new website and IT systems, to help manage resources and achieve strategic 
aims. 

• Build and diversify current funding and resources to ensure financial support for 
strategic aims.

• Develop our profile with statutory services and act as an influencer on behalf of 
the INS community within local health service changes. 

In 2023 we received 278 referrals for both clients and carers, an 18% increase compared 
to a bigger growth in the previous year.

We continue to see a growing need for support for Stroke survivors in Hounslow, which 
represent 64% of referrals we receive from the borough. In Richmond, the primary neuro 
condition we support is Parkinson’s. 

For Richmond service users, the main referral routes are either through self-referral, the 
Community Rehabilitation Team, or family and friends. Most Hounslow service users are 
referred through voluntary organisations, such as the Stroke Association. Voluntary 
organisation referrals for Hounslow-based Stroke clients account for 14% of all referrals 
received. Other Hounslow service users are most often referred through the Community 
NHS Team, their GP, or by self-referral.

Service users who have been referred from other boroughs are most often referred via 
self-referral, or through a family member or friend. From April 2024, we have no longer 
been accepting new referrals from other boroughs. 

Top 20 terms used in ‘reason for referral’ section of referral forms. Word size is equivalent to 
number of times word appears throughout all referrals.



8 Integrated Neurological Services Annual Report & Accounts 2023/24 9

This year we supported 747 people with one-to-one therapies, group activities, support and 
advice, averaging around 16 interventions per person: a 16% increase in people supported 
compared to last year. The highest number of interventions an individual has received is 
123; an intervention can include one-to-one therapy sessions, group activities, professional 
referrals, case administration and provision of information and advice. 

We delivered 1,509 one-to-one therapy and counselling sessions (including 274 initial 
assessments), and 135 home visits to support individuals who would otherwise be unable to 
access support in the community. 1,509 

One to one therapy and 
counselling sessions 

including 274 initial 

assessments

5,052 

Group attendances for 

334 people

12,255
Interventions for 747 

clients and carers

135 
Home visits to deliver 

assessments and 
therapies 

10,780

12,236 12,255

Interventions per yearClients and Carers supported

593

412

506

160157 160

Throughout the year we supported 334 people with 5,052 group attendances, averaging 15 
group attendances per person.

To help increase our capacity, some of our groups are run by volunteers or with peer 
support, for example Working with Words, Local History and online discussion groups for 
conditions like Multiple Sclerosis.  

INS clients and carer 
interventions by borough 2022/23

INS clients and carer 
interventions by borough 2023/24

487 
Service users 

supported aged 60 
and older (65%)

225 

Enquiries logged and 
responded to

In 2023/24, we supported 747 people through…
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Although there has been an increase in the number of service users supported over the 
year, we have not seen the same growth in one to one or group interventions, which 
indicates our capacity is becoming an issue. Managing demand and capacity is one of 
our key priorities for 2025.

Support for service users in each borough continues to be similar between Hounslow 
and Richmond, with a small percentage from surrounding boroughs. However, we are 
currently only taking new referrals from Hounslow and Richmond, due to capacity 
issues. 

With an older population, in both boroughs, we are seeing an increase in people who 
have issues with cognition and a lack of co-ordinated services to deal with this. We 
have seen a rise in more complex referrals, with our small therapy team spending more 
time on professional referrals and case management, as well as providing therapy and 
rehabilitation. 

In some cases, there are no statutory services for the ongoing rehabilitation we provide. 
For example, there is no long-term service for stroke survivors available in the 
community, so a referral to INS for ongoing support would come after a short period of 
rehabilitation. With some other conditions, like Functional Neurological Disorder, the 
community team has no commissioned service to cover this, so our therapists have 
been liaising with other NHS services. We are supporting individuals living with more 
than 15 different neurological conditions.

The numbers of carers referred to us and supported has stabilised after an increase the 
previous year following the pandemic. However, we are seeing more carers who are 
experiencing severe stress, due to the complexity of support needed for their cared for 
person and we are helping them to navigate this support from statutory services. 

Clients supported by condition 2023/24

Traumatic Brain Injury

Stroke

Parkinson’s

Multiple Sclerosis

MND

Ataxia

Brain Tumour

Guillain Barre Syndrome

Head Injury

Huntington’s Disease

Multiple System Atrophy

Peripheral Nerve Injuries

Progressive Supranuclear Palsy

Spinal Cord Injury

Other conditions

        

   
  
 

  

  

  

 
  
 

    
   

 

      
  

  

  

 
 

  

 
  
 
 

 
  
 
 

 
 

 
      

  
 
 

    
  

 
 

 
  
 
 

 
  
 
 

Referrals by borough and condition 2023-2024

A carer and client take part in sports exercise activities at our Feltham satellite.



Our partnerships with local charities and organisations allow us to diversify our range of 
support and activities, and our strong links with local networks mean that we can 
ensure our service users are receiving timely and responsive support across the 
boroughs.

Move into Wellbeing
In the summer of 2023, we began partnering with Move into Wellbeing, a local charity 
delivering chair-based dance exercise sessions for adults with Parkinson’s and other 
mobility-related conditions. The group consists of a series of fun and stimulating 
exercises performed to music. The highly interactive group works on participants’ 
strength, coordination, balance, flexibility and dexterity, with all movements 
differentiated to suit an individual’s needs. The sessions are particularly beneficial for 
clients who are living with a secondary diagnosis of dementia.

10 people provided feedback for the Move into Wellbeing sessions at the start of 2024. 
All respondents thought the content of the group and the instructor were Excellent. 60% 
felt that attending the group Definitely improved their overall wellbeing (40% thought it 
Probably improved their wellbeing), and all participants felt they were Probably or 
Definitely exercising more frequently as a result of attending the group.
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Partnership Working

“There is such an air of positivity at INS, plus 

the staff are all so caring in every way, it is good 
for both my physical and mental wellbeing.”

One of two boat trips for INS clients and carers with the River Thames Boat Project in Summer 
2023, supported by student Speech and Language Therapists.

“I felt all participants were made to feel welcome - 
whatever their ability. We were encouraged to do our 
best. It was enjoyable. And just the right length of time.”

Otakar Kraus Music Trust
We continue to offer Music Therapy group sessions to our clients, delivered in 
partnership with Otakar Kraus Music Trust, running blocks online and in-person at INS 
in Twickenham. Having successfully run online music therapy blocks during the Covid-
19 Lockdown, we have continued to offer a hybrid model of music therapy, with some 
blocks run in-person and some online. Online sessions have continued to be a popular 
and therapeutic option for service users who aren’t able to access in-person sessions.

Queen Elizabeth’s Foundation for Disabled People (QEF) 
Since 2019 we have partnered with Queen Elizabeth’s Foundation for Disabled People, 
who deliver monthly driving assessment and adaptations advice clinics at our premises 
in Twickenham. 

We work with local organisations where we use or hire their venues to host our weekly 
satellite hubs: Age UK Richmond’s Barnes Green Centre, Age UK Hounslow’s 
Southville Community Centre, and The Musical Museum.



Carer Support

“Once you have left hospital, you are left in limbo and don’t know 

which way to turn, but INS was there and helped with forms and 
advice. They made life easier.”

This year we have provided information and advice, practical, and emotional support for 160 
unpaid family carers through a variety of services. Our carers mutual support group meets 
monthly, and provides a space for attendees to meet other unpaid carers for peer support 
and advice. Our counselling service supported 21 carers with an average of 16 sessions 
each. The sport and exercise and neuro-exercise groups held at our Feltham and Brentford 
satellite hubs give carers the opportunity to exercise with their cared-for family member or 
friend, and our Friday afternoon Open Gym session offers slots for carers to exercise with 
supervision, helping them to remain fit and healthy.

In February we hosted a Carers information session at Barnes Green Centre, in partnership 
with Richmond Carers Centre and Homelink Day Care, which was attended by 11 carers and 
clients.

To celebrate Carers Week in June, we hosted an information session at our satellite in 
Feltham, with talks from the Hounslow Service and Harrow Carers. The session was an 
opportunity to support existing INS service users and new people in the community, with 
talks on carers assessments and presentations from INS carers.

In July we held an online carers session, delivered by Rose Dent from Richmond AID, who 
gave a talk on the topic of benefits.

In early 2024 we worked with Richmond Carers Centre to gather feedback about local 
services for carers. The survey was answered by 16 carers who receive support from INS. 
100% reported that they feel they have been treated with dignity and respect during their 
time as an INS service user. 100% feel better able to provide support for their cared for, and 
100% feel they have been supported to maintain or improve their own health and wellbeing. 
94% agreed that they feel recognized and valued as a carer and feel better able to get the 
help they need, when they need it. All carers surveyed said they would recommend INS to 
other carers.
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The Team

INS has had a successful year pursuing its objective of recruiting experienced 
staff and increasing our bank team to flexibly respond to demand.

In this year we said farewell to Alex Sloan, our excellent permanent occupational 
therapist. Alex was a key member of the team, developing a range of groups 
including the mindfulness courses. Due to the development of our therapy bank 
we have been able to retain Alex’s skills and knowledge. We have been 
extremely lucky to recruit an experienced occupational therapist, Dr Richard 
Jefferson who brings a huge range of experience in working with people with 
neurological conditions in the community.

After maternity leave we welcomed back Marie-Anne Crowley, physiotherapist, 
and added an additional bank physiotherapist, Holly Wilkinson, to lead our neuro-
exercise group at our Brentford satellite.

As part of our ongoing development of the team, Paul Underwood became our 
permanent exercise lead, co-ordinating our exercise groups across 
the organisation.

In order to cover our growing range of groups across the satellites we have 
developed a bank group assistant role and have been joined by excellent 
additional team members.

For the first time we have taken Speech and language Therapy students from 
City University and physiotherapy students from London Met.

This year we were joined by Dr Richard Jefferson, occupational therapist, and welcomed back 
Marie-Anne Crowley, physiotherapist, after maternity leave.



Digital Infrastructure
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This year has seen significant progress in 
developing our digital strategy, with the 
support of two expert volunteers in IT and 
website development. 

Following the upgrade of our Salesforce 
CRM platform in 2022, in September 2023 
we terminated our website contract, and 
with the help of a volunteer website 
expert, we launched the first phase of our 
new website, which was tested by a small 
group of service users before launch. 

The new website is easier for users to 
navigate and for developers to edit, and 
has enabled us to introduce online web-
forms for client and carer referrals. Further 
developments are following in stages, 
including plans to create separate referral 
forms for individuals and professionals 
and more signposting and information. We 
plan to expand the website in collaboration 
with our service users to ensure that our 
website serves our community in the best 
way possible.

In January we upgraded our IT systems by 
replacing our out-of-date server with a 
cloud-based one, and updated some IT 
equipment to meet the increase in 
capacity and improve data security.
Strengthening our internal infrastructure 
and digital processes will help us be more 
sustainable and support service delivery 
across different venues. Recently, we 
moved to a new IT provider to help 
implement these changes and support us 
going forward. 

“Some years after I retired from my 
career as an Enterprise Software 
Engineer, I was keen to find 
somewhere I could use my skills to 
help a deserving cause. I found INS 
through the excellent Richmond 
CVS website.

Initially, I was able to advise INS 
during their migration from 
Microsoft Office Desktop to 
Microsoft 365, and the selection of 
a new IT Service Provider.

I now provide ongoing configuration 
enhancements to the INS 
Salesforce implementation, which 
is used for all customer facing 
activities. Personally, it has been 
interesting learning the Salesforce 
capabilities and very rewarding 
implementing changes that would 
otherwise be delayed waiting for 
external suppliers.

INS is doing wonderful work, and I 
am very glad that I can contribute in 
a small way to their operations.”

Patrick O’Hara, IT Volunteer

“Thank you to everyone at INS. You are a 

wonderful charity and wonderful people.”

Richmond Satellite
We have continued to deliver weekly 
physiotherapist-led group neuro-exercise 
classes at Barnes Green Centre, in partnership 
with Age UK Richmond to deliver the 
Community Independent Living Service (CILS).

This year we supported 30 people at the 
satellite hub who are living with a variety of 
neurological conditions such as Parkinson’s, 
MS, and Stroke, through exercise, 1:1 support, 
and information and advice sessions. 

Around 8% of our Richmond-based clients are 
Barnes residents, with 57% aged 70 and over 
and 11% aged over 80. Richmond is home to 
one of the largest populations of people aged 
over 75 years and living alone across the 
London boroughs, and the prevalence of 
neurological conditions increases with age, 
making the Barnes neuro hub a key resource 
for service users in the area.

Feedback from an evaluation survey for the 
weekly neuro exercise course, attended by up 
to 10 service users, included 100% finding the 
group instructor 'excellent' and 67% saying that 
attending regularly had 'definitely' improved their 
overall wellbeing. 

83% found that they were exercising more 
frequently and finding that attending the group 
was helping them work towards their goals. 
Comments about the group included: 'Kind and 
nurturing' and 'I very much enjoy the group'; 
while others appreciated 'the regular sessions 
and mix of exercises' and the 'mutual support’ 
offered.

Although many of our Barnes hub service users 
are able to access activities at our venue in 
Twickenham, we regularly collect and evaluate 
feedback to provide more accessible services in 
Barnes. This year we offered OT Fatigue 
Management sessions and a Carers Information 
and Advice session at the satellite, delivered 
with Richmond Carers Centre and Homelink 
Day Centre.

In September, the Barnes neuro-exercise group 
enjoyed a visit from Philip Barron, CEO of 
Richmond Parish Lands Charity, which included 
a professional photography session. We are 
very grateful for RPLC’s support, and we have 
been able to use the photos in many 
communications since, including our website 
and annual report.



‘Living Well’ in Feltham
In February 2024 we celebrated the second anniversary of our Living Well Hub at Age UK 
Hounslow’s Southville Community Centre in Feltham. The hub is our second satellite hub, 
delivering groups on Thursday mornings. Over the year the community of clients and carers at 
our Living Well hub has grown, and we have been able to offer a variety of activities over 43 half 
day sessions, including weekly neuro exercise and sports activities for 28 people, 36 
communication group sessions for 21 people, 19 initial assessments and 1:1 therapy sessions, 
social and peer support, and a variety of information and education sessions.

The weekly programme of activities is co-ordinated and supervised by Penny Cooke, our hub co-
ordinator, and supported by therapists, our exercise lead, and therapy assistants. We have also 
received invaluable support from 3 volunteers, who assist in the groups and social sessions.

We recently surveyed 8 people who have attended neuro-exercise and sports activity sessions at 
the Living Well hub. All respondents felt that the sessions had helped to improve their strength, 
stamina, and mobility. They all agreed that the sessions had helped them to work towards their 
personal goals, and they now perform similar activities at home in their own time.

We have continued to offer information sessions across our satellites in partnership with other 
organisations. This year at the Living Well hub we have hosted talks on bladder and bowel 
continence, and a carers health engagement session in partnership with Healthy Hounslow. 
Alongside hosting information sessions our hub co-ordinator has continued to provide 1:1 support 
for attendees, such as signposting to services and information gathering, or supporting people 
with more specific concerns such as helping with PIP health assessments.
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Case Study

X was referred to INS following a stroke. They received an initial assessment with 
our Occupational Therapist (OT), and together they identified that INS could offer 
support with their speech, walking, and mobility. They also wanted information 
about other support available such as financial support, and information about 
support for their carer.

X attended 1:1 sessions with our Speech and Language Therapist (SLT) to help 
improve their apraxia and aphasia, and joined the Local History and 
Communicate with Confidence groups. The 1:1 and group support X received 
helped them to become more confident in their speech and improve their word-
finding and speaking. Our SLT provided benefits advice and carer support 
information, as well as information about the Queen Elizabeth Foundation for 
driving support and assessments. 

X received 1:1 therapy with our OT. These sessions included education, orthotics 
advice, and exercises to help them work towards performing everyday activities 
independently. The OT provided information about the Dial-A-Ride service to help 
X travel with more independence.

Our Physiotherapist worked with X in 1:1 sessions to improve their walking and 
gait. they joined exercise sessions at an INS satellite, and the neuro-exercise 
group. X was able to come to information and advice sessions around a variety of 
topics at the satellite, including presentations from local social prescribers.



On 5th July 2023 we launched a pilot satellite group at The Musical Museum in Brentford 
to support our growing number of service users in Hounslow, especially those who may 
find it difficult to travel to Twickenham or are not able to come to our satellite hub in 
Feltham on Thursday mornings. The Brentford satellite group was officially launched on 
20th September 2023 and runs for a duration of 2 hours on Wednesday afternoons. 
Across 22 half days we have supported 32 clients and 11 carers through neuro-exercise 
group sessions, social support, and information and advice sessions with other 
organisations which have included 4 Parkinson’s Outpatients clinics and an education 
session on Neuropsychology in partnership with the Hounslow CNRT.

The exercise sessions are led by a Neurophysiotherapist who is employed to work solely 
at the satellite, and supported by the satellite co-ordinator and 3 volunteers. Recent 
feedback collected about the Brentford sessions has been very positive, with all 
attendees noting the benefits of meeting other people with neurological conditions and 
socialising with others whilst exercising to keep fit. For some, the group is the only 
regular in-person group they attend.

Some participants have found that engaging in sessions at the Musical Museum has 
empowered them to go out in the community in ways they may not have been able to do 
previously. During a feedback session at the satellite, a carer shared that exercising with 
her partner in sessions had given them the confidence to do more at home, and they 
were recently able to go on an independent outing together, which they hadn’t been able 
to do since her partner’s stroke.

‘Living Well’ in Brentford

“Being among such empathetic session leaders and 

likeminded people helps me stay positive, resilient, 
and determined.”

“I’m fully accepted just as I am which is 

very heartwarming and inclusive!”

In 2023/24 we supported:
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85 people at our Feltham Satellite

43 people at our Brentford Satellite

30 people at our Barnes Satellite
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Local History

“I started to attend the Local History group in August 2023 after a notice in 
the INS newsletter. I’ve had a strong interest in local history for many years, 
and this group really appealed to me. I began by attending, discovered how 
interesting and fun it is, and subsequently joined as a researcher and 
volunteer.

The atmosphere created in these small sessions is safe and non-
judgemental, and Emma Gale, the facilitator, is excellent at drawing people 
out. Many of the clients have speech problems from Stroke, Parkinson’s, 
Aphasia and other conditions that may make them hesitate to speak. 

Emma’s knowledge and her skill at gently urging them to contribute helps 
people relax, and the sessions – currently on local life in the Victorian 
period – are stimulating and highly enjoyable. Bravo Emma and her team. I 
hope Local History will continue well into the future.”

Local History attendee and group volunteer

In 2022 Emma Gale, our speech and language therapist (SLT), created the Local History 
group: a communication group with the goal of providing a supported environment for 
people with communication difficulties to learn and practice strategies to improve their 
speech and language, connect with the history of the local area, and gain confidence to 
communicate in their everyday life. 

The group is run in two blocks of 8 weekly sessions, which run bi-weekly, to accommodate 
demand. Topics have included local life in the Victorian and Tudor periods, and the Second 
World War. The sessions are delivered by the SLT or group volunteers, using a mix of 
images, video, and artefacts to stimulate discussion. For some sessions they have hired 
Discovery boxes from Richmond Museum, which contain objects and information 
surrounding the topics they have been learning about. 
The group encourages participants to engage in meaningful conversation and to share 
their own knowledge of the local area and generates opportunities for peer-to-peer 
discussion and support. This has been a successful model for many attendees; a client 
who attended the group has become a group volunteer and assists in the research and 
presentation of sessions. 

Feedback is consistently positive for the Local History group. In feedback collected in 
December 100% of respondents felt ‘comfortable’ in the group, 80% said they enjoyed the 
sessions, and 100% said they would like to attend another course of sessions.

Case Study
X  was referred to INS following a stroke. they suffered from aphasia and experienced some 
limited mobility in their upper limbs. They were interested in joining a communication group 
to build their confidence. Following an initial assessment with our speech and language 
therapist (SLT), it was identified that INS could support X with groups to increase their 
confidence in speaking and aid their communication. It was determined that INS could also 
offer X emotional support from professionals with an understanding of aphasia. their carer 
was identified as someone who would benefit from counselling.

X participated in the Communicate with Confidence and Local History sessions to improve 
their speech and conversation skills. Initially shy, over time X gained confidence and began to 
engage fully in the sessions, interacting with the other members regularly. In June 2023 all 
group members brought their carers to a session in celebration of Aphasia Awareness month, 
and X’s carer was able to attend. He has benefitted from the supported communication 
format of the groups, and their wellbeing improved as a result of their increased connection 
with others. 

X attended a wide range of other therapy and activity groups, such as Art and neuro-exercise, 
as well as 1:1 occupational therapy to improve their wellbeing, confidence, and fine motor 
skills. their carer attended counselling sessions and joined the carer’s mutual support group.

Integrated Neurological Services Annual Report & Accounts 2023/24

In March, attendees visited the London Museum of Water and Steam in Brentford to deepen their knowledge of the 
history of the River Thames.



Experiences Survey
We shared a survey with our service users to gather feedback about their experiences with 
INS. 73 people responded: 16 carers and 57 clients. 42 respondents live in Richmond, 24 
live in Hounslow, and 7 live in other boroughs. Of 73 respondents, 33% have been involved 
with INS for less than 1 year. 26% have been involved with INS for more than 5 years.

Participants were asked whether they agree or disagree that INS has helped them to do 
the following:

We asked participants what they think INS is especially good at doing. Many people shared that 
they feel INS is good at offering specific groups for different neurological conditions, as well as 
general support and creating a positive, inclusive atmosphere and providing a friendly, 
knowledgeable service.
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“Just being there, and locally - as another point of access to physiotherapists 
and people experienced in the problems associated with neurological 
conditions. It’s very unique in that regard - being specific but also being local. 
We’re lucky to have INS.”

97% agreed that they would recommend INS to others. 74% of people surveyed agreed 
that the support they have received from INS staff and volunteers has helped them to cope 
emotionally, and 59% of participants found that the support from other service users they 
have met through INS helped them to cope emotionally.

“(INS) Ensure their clients are ok and well at sessions, which makes it feel like 
you’re always in a safe space with a homey touch! Tons of positive energy!”

“(INS) has helped me to hope - to have a more positive outlook on my 
condition. It has also helped me to manage my relationship with my doctors and 
other clinicians and health professionals. And of course, my basic skills are 
improving - balance especially. And my voice and speech.”

We asked which services respondents are currently accessing, both at and outside of INS. 32% 
are currently accessing groups or services from other organisations, including Richmond Aid, 
Ruils, the Stroke Association, Homelink, and Richmond Carers Association.

The most accessed groups and services at INS were In-person exercise sessions (38), 
communication groups (19), and counselling sessions (16).

When asked if there is anything INS can improve on, offer, or provide more of, respondents 
gave a range of suggestions. Most commonly, people were interested in more frequent group 
sessions, and a wider range of Expanding Horizons activities such as a drama group, a politics 
group, yoga, a research-based group, creative groups and massage or nail painting activities. 
Carers were interested in online information and resources. We look forward to reviewing this 
feedback in depth to help guide our future service provision.



Events
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In May 2023 we attended the Richmond CVS Volunteer Fair, where we were able to meet 
prospective volunteers and share information about our services.

In July we arranged a boat trip on the River Thames for 20 clients and carers with the 
River Thames Boat Project. The trip was supported by Ruhi Grover, our Expanding 
Horizons Co-Ordinator, and 2 speech and language therapy students who were on 
placement.

Sarah Vines, our CEO, was invited to co-chair Hounslow Council’s celebration of 
International Day of Persons with Disabilities on 4th December, with the theme: 
“Transformative solutions for inclusive development: The role of Innovation in fuelling an 
accessible and fair world.”

In January and February, we attended Ruils’ free Community Health fair in Ham, and their 
Carers’ Community Health fair in Mortlake as stallholders. The fairs were an opportunity 
to meet with local organisations, and individuals in the further reaches of the borough who 
may not have heard of our services.

We were also able to attend multiple fairs in Hounslow throughout the year, including 
Health and Wellbeing Roadshows and the Isleworth Health in The Park fair. 

Sarah Vines, our CEO, and Penny Cooke, our Satellite Co-Ordinator, attended Hounslow 
council’s Voluntary, Community, and Social Enterprise (VCSE) Alliance network breakfast 
meeting in January 2024.

In January we hosted two sessions on bladder and bowel continence in the context of 
neurological conditions at our satellite hub in Feltham. Presented by Janice, Hounslow 
CNRT nurse, the sessions provided information and advice to 30 clients and carers.

Kayaking Group

In the summer we ran a block of kayaking 
sessions for a small group of service users, 
delivered by The Lensbury Resort. The 
sessions were led by The Lensbury’s 
qualified instructors and supported by our 
Exercise Lead. 

The sessions were very well received, with 
participants feeding back that they enjoyed 
the opportunity to take part in water-based 
activities in a supported environment. All 
survey respondents agreed that the 
instructors and sessions were excellent, and 
that the sessions had helped them to work 
towards their own goals. 

“From beginning to end I felt 

well supported and knew what 
was expected in the session. 
The whole event was well planned 
and executed by everyone 
involved. Such a thoughtful 
activity/event to show that even 
with a disability you can achieve 
great things.”

“The freedom once out on the 

water. The supportive staff from 
INS and the kayaking team. 
I realised an untapped form of 
exercise.”
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Fundraising
This year we are very grateful for the generosity of our local community and corporate 
supporters, who have raised £17,900.25 for INS, alongside donations of supplies and 
time spent volunteering with us.

We would like to thank the following groups, organisations and individuals for their 
support this year:

• Staff at Heathrow Airport raised £804 for INS over the summer, through Samosas 
and Sweets sales at their head offices.

• A team of staff at Airplus International UK completed a sponsored walk in support of 
INS, walking 26km from Putney Bridge to Hampton Court Palace, as well as holding 
bake sales at their offices, raising £1,971.25.

• Volunteers at the Good Gym have worked on multiple projects throughout the year 
to transform and renovate the garden space, clean the building windows, and 
refresh paintwork inside the building

• The D&M Facilities team spent a day volunteering at our Twickenham premises, 
painting one of the smaller therapy rooms.

• INS supporters Nancy and Emma ran the Exmoor Trail Half Marathon in support of 
INS, raising over £1,944.

• Advertising agency Jack Morton UK donated chairs and office supplies for use in 
our Twickeham premises.

• Twickenham Insurance broker, Sutton Winson, continued to support INS as their 
chosen charity this year through a donation of £330.

• Richmond Team Ministry supported INS through a donation of £135.

• St Margaret & Twickenham Townswomens Guild donated £65 to INS.

• INS Exercise Lead, Paul Underwood, ran the London Marathon, £2,029.

• As part of their process of winding up, South West London Stroke Club - Moving On 
members voted to transfer £10,622 in funds to INS.
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INS is very grateful to receive grants from a number of charitable Trusts and 
Foundations  to support our work.

During 2023-2024, INS was awarded grants from the following organisations:

• Barnes Fund
•  Basil Samuel Charitable Trust
• Bryan Guinness Charitable Trust
•  D’Oyly Carte Charitable Trust
• Dyers’ Company Charitable Trust
•  Geoff & Fiona Squire Foundation
• Girdlers’ Company Charitable Trust
• Hampton Fund
•  Heathrow Community Trust
• Hounslow Thriving Communities Fund 
• John Horseman Trust
• Lambert Charitable Trust
• Marsh Charitable Trust
• PF Charitable Trust
• Richmond Parish Lands Charity
• Sir Jules Thorn Charitable Trust
•  Souter Charitable Trust
•  Steel Charitable Trust
• Vandervell Foundation

Trusts and Foundations



In August 2023 we celebrated our 30th year of working to support local people living with a 
neurological condition and their family carers. To mark the occasion and raise funds, we organised 
The Big 30 Challenge: a sponsored challenge event open to all. To ensure the event was inclusive 
there were many ways to take part and help reach the challenge goal of 215 miles (the distance from 
London to Paris). Some people used the bikes and the treadmill on-site, whilst others walked or ran 
in their own time, completed a quiz, or took part in a French conversation challenge session. Over 
30 staff, service users, and supporters participated, raising around £4,000 including Gift Aid.

In June we were chosen to be the charity 
beneficiary for Richmond Bridge Club’s Café 
Bridge event: an annual fundraising day 
attended by around 200 people to raise 
money to support a local charity of the Club’s 
choosing. We were pleased to be able to 
support the event with a raffle, and the event 
raised £5,956. Thank you to our Trustee, 
Lew, who nominated INS for this opportunity.

We held our annual Quiz Night in 
November, which was attended by 75 
supporters who raised a total of £1,977.87 
through ticket sales, a raffle, and 
refreshments sales. Many thanks to Keith 
Severs,  Eleanor Kinnear, Alan and 
Beatrice Paton, Sara and other Friends of 
INS for their support, as well as volunteers 
Debbie and Michael.
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Looking ahead – strategic aims for 2024/25

INS continues our strategic development to make the charity as resilient and agile as 
possible, so we can respond to future challenges and ensure a secure and 
sustainable service. Following our Strategy Day in April 2024, we identified the 
following as key priorities:

• Manage demand for service users to ensure sustainable growth within 
capabilities for resources and funding.

• Develop a multi-skilled workforce which is adaptable, flexible and responsive to 
meet changing needs and demand. 

• Measure outcomes for service users and their journey through INS.

• Develop an adaptable working model for ‘INS satellites’ to reach more people 
and provide more accessible services.

• Increase partnerships with external providers to reach more service users, 
supplement our resources and provide wider expertise to the INS community.

• Develop our digital strategy to build skills and capabilities in technology, 
including INS website and IT systems, to help manage resources and achieve 
strategic aims.

• Build and diversify current funding and resources to ensure financial support for 
strategic aims.

• Develop our profile with statutory services and act as an influencer on behalf of 
the INS community within local health service changes.

• Develop a premises strategy to meet the needs of our future services.

Thank you to the local businesses who have supported our fundraising with raffle prizes this year. 
We are so grateful for your generous support.
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Administrative Details

Address
82 Hampton Road
Twickenham
TW2 5QS

Phone
020 8755 4000

Email
admin@ins.org.uk

Website
www.ins.org.uk

Registered as a Limited Company in England and Wales: 5292539 
Registered Charity: 1107273
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