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Switchboard's mission statement 
We are Switchboard, the LGBT+ Helpline. 

 
We are a safe space for anyone to discuss anything, including sexuality, gender identity, 
sexual health and emotional wellbeing. 

 
We support people to explore the right options for themselves. 

 
We aspire to a society where all LGBT+ people are informed and empowered. 

 

 
Switchboard's values 
We are: 
• non-judgemental 

 
• inclusive 

 
• committed 

 
• empowering 

 
• supportive 

 
• informed 
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Directors' report 31 March 2025 

The year ending March 2025 has been one of consolidation and strengthening for Switchboard LGBT+, as we 
built upon the foundations established during our 50th anniversary year. Our commitment to adapting, learning, 
and evolving remains at the core of everything we do, ensuring that our services continue to meet the needs of 
our community whilst maintaining the highest standards of governance and operational excellence. 

Governance and Organisational Development 

During 2024/25, we made significant progress in strengthening our governance framework and operational 
capacity. We implemented several key governance improvements, including a strategic decision to move to 
bimonthly trustee meetings with virtual meetings as needed, allowing for more focused oversight whilst 
enabling our dedicated staff team to concentrate on operational delivery. 

We began a comprehensive policy refresh project, working with external legal advisors Mishcon de Reya to 
ensure all our policies reflect current best practice and legal requirements. This work, which started in 2024/25, 
will be completed in 2025/26. 

We officially adopted a new Code of Conduct, developed and led by our EDI group, strengthening our 
commitment to maintaining an inclusive and supportive environment. 

Our rota working group made valuable recommendations, including limiting simultaneous shifts and adjusting 
minimum commitment reporting, improving both volunteer experience and service delivery. 

We recognised the need to strengthen our senior leadership capacity and hired a Chief Operating Officer, 
reflecting our commitment to supporting sustainable growth and operational excellence. We also completed 
comprehensive salary benchmarking across all roles to ensure fair and competitive remuneration for our team. 

Operational Excellence and Service Enhancement 

We experienced remarkable growth in our staff team, expanding by four new positions. We created new roles 
including Head of Volunteering and Training, Head of Fundraising and Communications, Communications 
Lead, Volunteer Training Lead, and Volunteer Community Lead, whilst promoting existing staff to leadership 
positions. 

Building on our strong volunteer base, we continued to refine our recruitment and training processes. We 
launched our new learning hub, providing online, on-demand training resources that enhance accessibility and 
flexibility for our volunteers. We introduced new identity-based Core Acceptance Training cohorts specifically 
for over-50s and trans/non-binary volunteers, ensuring our training meets the diverse needs of our community. 

We enhanced our Core Acceptance Training programme and strengthened our volunteer support structures, 
resulting in improved rota coverage across all communication channels. Our commitment to volunteer 
wellbeing remained paramount, with new protocols implemented to better protect our volunteers from 
inappropriate contacts. 

We made significant investments in our technology infrastructure and data systems, improving our ability to 
track service impact and make evidence-based decisions about service development. These improvements will 
support our continued growth whilst maintaining the high-quality, personalised service our community values. 

Our safeguarding framework received particular attention, with enhanced procedures implemented across all 
communication channels, including new threat-to-life protocols. New safer recruitment protocols were approved 
during 2024/25, with rollout scheduled for 2025/26. These developments ensure we maintain the highest 
standards of protection for both our service users and volunteers. 

Financial Governance and Sustainability 

Important developments occurred in our financial governance, supported by our new Treasurer who 
strengthened our fundraising and financial processes. We implemented enhanced financial oversight 
procedures, including outsourcing our finance function to Finance Box, and established new budget policies 
requiring robust fundraising strategies to support operational costs. These measures have strengthened our 
financial position and improved our long-term sustainability. 
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Our approach to fundraising continued to diversify, with successful corporate partnerships and individual giving 
programmes supporting our core services whilst we maintained our commitment to never charging service 
users for support. 

Board Development and Leadership 

We held an Extraordinary General Meeting to address strong interest in joining our Board, successfully electing 
four Trustees, including those with expertise in fundraising and safeguarding/operations, among other skills. 
This brought us to a full Board for the first time in several years. 

The establishment of focused working groups, including our Ratification Working Group, has enabled more 
efficient decision-making with volunteer engagement, whilst maintaining thorough oversight of key policies and 
procedures. 

We said farewell to our Treasurer Ken Smailes and welcomed Joe Miller to this vital role, ensuring continuity in 
our financial governance and strategic oversight. 

Our Board development programme ensured all Trustees received comprehensive induction and ongoing 
training, supporting effective governance and strategic oversight of our growing organisation. 

Public Engagement and Recognition 

We achieved several milestones in public engagement and recognition. We received an award from Diva 
magazine, acknowledging our contribution to the LGBTQIA+ community. We attended 17 Pride events, 
demonstrating our continued commitment to visibility and community presence. 

We celebrated our 50th anniversary at Pride in London, leading the parade with expanded spaces and joined 
by RuPaul’s Drag Race UK star Tia Kofi and members of the cast from "I Kissed a Girl," marking this special 
milestone with our community. To commemorate our anniversary year, we published a poetry anthology 
featuring poems written in response to Switchboard, capturing the personal impact of our work. 

We released our third annual impact report, "Listen Up!", offering insights into the needs of our service users 
and helping to shape policy discussions. The debut of "The Callers" short film provided another platform to 
share our story and reach new audiences. For the third year running, we attended RuPaul’s Drag Con UK, 
expanding our presence in diverse LGBTQIA+ spaces. 

Looking Forward 

As we move into 2025-26, we are well-positioned to continue expanding our reach whilst maintaining the 
quality and accessibility that defines Switchboard. Our strengthened governance framework, enhanced 
operational capacity, and improved financial controls provide a solid foundation for sustainable growth. 

We held a strategy away day to begin developing our next charity plan, ensuring our future direction reflects 
both our rich history and the evolving needs of the LGBTQIA+ communities we serve. 

We remain committed to ensuring every LGBTQIA+ person knows that Switchboard is here for them, 
regardless of where they are in their journey. The investments we have made in our infrastructure, policies, and 
people during 2024-25 will enable us to meet increasing demand whilst continuing to provide the confidential, 
non-judgemental support that has been our hallmark for over 50 years. 

Switchboard remains as committed as ever to supporting our community. As we look forward to our 52nd year 
we are excited to continue growing and evolving to meet the ever-changing needs of the LGBTQIA+ 
communities we serve. 

 

 

X Pedisich Co-Chair  

Date of approval: 2025-12-22
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Independent examiner's report 31 March 2025 

 

I report to the Trustees on my examination of the financial statements of Switchboard LGBT+ (the charity) for the year 
ended 31 March 2025.  

Responsibilities and basis of report 

As the Trustees of the charity you are responsible for the preparation of the financial statements in accordance with 
the requirements of the Charities Act 2011 (the 2011 Act). 

I report in respect of my examination of the charity’s financial statements carried out under section 145 of the 2011 
Act. In carrying out my examination I have followed all the applicable Directions given by the Charity Commission 
under section 145(5)(b) of the 2011 Act.  

Independent examiner’s statement 

Since the charity’s gross income exceeded £25,000 your examiner must be a member of a body listed in section 145 
of the 2011 Act. I confirm that I am qualified to undertake the examination because I am a Licensed Accountant and 
Member of the Association of Accounting Technicians (MAAT), which is one of the listed bodies. 

Your attention is drawn to the fact that the charity has prepared financial statements in accordance with ‘Accounting 
and Reporting by Charities: Statement of Recommended Practice applicable to charities preparing their accounts in 
accordance with the Financial Reporting Standard applicable in the UK and Republic of Ireland (FRS 102)’ in 
preference to the Accounting and Reporting by Charities: Statement of Recommended Practice issued on 1 April 2005 
which is referred to in the extant regulations but has now been withdrawn. 

I understand that this has been done in order for financial statements to provide a true and fair view in accordance 
with Generally Accepted Accounting Practice effective for reporting periods beginning on or after 1 January 2015. I 
have completed my examination. I confirm that no matters have come to my attention in connection with the 
examination giving me cause to believe that in any material respect: 

1. accounting records were not kept in respect of the charity as required by section 130 of the 2011 Act; or 
2. the financial statements do not accord with those records; or 
3. the financial statements do not comply with the applicable requirements concerning the form and content of 

accounts set out in the Charities (Accounts and Reports) Regulations 2008 other than any requirement that 
the accounts give a true and fair view which is not a matter considered as part of an independent examination. 

I have no concerns and have come across no other matters in connection with the examination to which attention 
should be drawn in this report in order to enable a proper understanding of the financial statements to be reached.  

 
Finance Box Limited  
Steven Case (MAAT) 
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Statement of financial activities Year to 31 March 2025 
(including an income and expenditure account) 

 

 
 
All recognised gains and losses are included in the above statement of financial activities. 
 
All of the charitable company's activities derived from continuing operations during the above two financial 
years. 
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Balance sheet 31 March 2025 

 

 
 

 
For the financial year in question the company was entitled to exemption under section 477 of the 
Companies Act 2006 relating to small companies. No members have required the company to obtain 
an audit of its accounts for the year in question in accordance with section 476 of the Companies Act 
2006.  
 
The Directors acknowledge their responsibility for complying with the requirements of the Act with 
respect to accounting records and for the preparation of accounts. These accounts have been 
prepared in accordance with the provisions applicable to companies subject to the small companies' 
regime. Approved by the Directors and signed on their behalf by: 

 
 

  

 

X Pedisich Co-Chair   

Date of approval: 

Switchboard LGBT+ (Company Registration No. 02098685 (England and Wales)) 

2025-12-22
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Statement of cash flows Year to 31 March 2025 

 
 

 
 
 

 
 

The charitable company held no long term debt at any time during the year ended 31 March 2025 and the 
year ended 31 March 2024. 
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Principal accounting policies Year to 31 March 2025 

 
 
 

The principal accounting policies adopted, judgements and key sources of estimation uncertainty 
in the preparation of the financial statements are laid out below. 
 
Basis of preparation 
These financial statements have been prepared for the year to 31 March 2025 with comparative 
information provided in respect to the year ended 31 March 2024. 
 
The financial statements have been prepared under the historical cost convention with items recognised 
at cost or transaction value unless otherwise stated in the relevant accounting policies below or the 
notes to these financial statements. 
 
The financial statements have been prepared in accordance with Accounting and Reporting by 
Charities: Statement of Recommended Practice applicable to charities preparing their financial 
statements in accordance with the Financial Reporting Standard applicable in the United Kingdom 
and Republic of Ireland (Charities SORP FRS 102), the Financial Reporting Standard applicable in the 
UK and Republic of Ireland (FRS 102) and the Companies Act 2006. 
 
The charitable company constitutes a public benefit entity as defined by FRS 102. 
 
The financial statements are presented in sterling and are rounded to the nearest pound. 
 
Critical accounting estimates and areas of judgement 
Preparation of the financial statements requires the Directors to make significant judgements and 
estimates. 
 
In the financial statements, judgements and estimates have been made in estimating the useful 
economic life of tangible fixed assets in order to determine the annual depreciation charge and in 
apportioning governance costs. 
 
Assessment of going concern 
The Directors have assessed whether the use of the going concern assumption is appropriate in 
preparing these financial statements. The Directors have made this assessment for a period of one 
year from the date of approval of these financial statements, and have considered the impact of the 
current economic climate on the charity's operations. 
 
The Directors acknowledge and recognise the potential and continuing impact of the cost of living 
crisis on the charity, its beneficiaries and on wider society. However, it is not anticipated at the 
current time that the overall financial position of the charity will be adversely affected or its financial 
solvency threatened, the performance in the last 12 months demonstrates the long term viability of 
the charity. 
 
The Directors are of the opinion that the charitable company will have sufficient resources to meet 
its liabilities as they fall due. 
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Principal accounting policies Year to 31 March 2025 
 
 
 

Income recognition 
Income is recognised in the period in which the charitable company is entitled to receipt and the 
amount can be measured reliably and it is probable that the income will be received. Income 
comprises donations and legacies, income from fundraising events and interest receivable. 
 
Donations are recognised when the charitable company has confirmation of both the amount and 
settlement date. In the event of donations pledged but not received, the amount is accrued for 
where the receipt is considered probable. In the event that a donation is subject to conditions that 
require a level of performance before the charitable company is entitled to the funds, the income is 
deferred and not recognised until either those conditions are fully met, or the fulfilment of those 
conditions is wholly within the control of the charitable company and it is probable that those 
conditions will be fulfilled in the reporting period. 
 
In accordance with the Charities SORP and FRS 102 volunteer time is not recognised. 
 
Legacies are included in the statement of financial activities when the charitable company is entitled 
to the legacy, the executors have established that there are sufficient surplus assets in the estate 
to pay the legacy, and any conditions attached to the legacy are within the control of the charitable 
company. 
 
Entitlement is taken as the earlier of the date on which either: the charitable company is aware that 
probate has been granted, the estate has been finalised and notification has been made by the 
executor to the charitable company that a distribution will be made, or when a distribution is received 
from the estate. Receipt of a legacy, in whole or in part, is only considered probable when the 
amount can be measured reliably and the charitable company has been notified of the executor's 
intention to make a distribution. Where legacies have been notified to the charitable company, or the 
charitable company is aware of the granting of probate, but the criteria for income recognition have 
not been met, then the legacy is treated as a contingent asset and disclosed if material. In the event 
that the gift is in the form of an asset other than cash or a financial asset traded on a recognised 
stock exchange, recognition is subject to the value of the gift being reliably measurable with a 
degree of reasonable accuracy and the title of the asset having being transferred to the charitable 
company. 

Income from fundraising events is accounted for when the charitable company is entitled to the 
income i.e. usually on the day of the event. 
 
Interest on funds held on deposit is included when receivable and the amount can be measured 
reliably by the charity; this is normally upon notification of the interest paid of payable by the bank. 
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Principal accounting policies Year to 31 March 2025 

 
 
 

Expenditure recognition and basis of apportioning costs 
Expenditure is included in the statement of financial activities when incurred and includes the 
attributable VAT which cannot be recovered. 
 
Resources expended comprise the following categories: 
 

a. Expenditure on raising funds includes those costs associated with generating donations. 
 

b. Expenditure on charitable activities comprises expenditure on the provision of information 
and support via a telephone helpline and website. 
 
Governance costs, comprising the costs of governing the charitable company and ensuring it meets 
its statutory reporting obligations, are allocated across expenditure categories in proportion to the 
costs incurred. The majority of other costs are directly attributable to expenditure categories and 
any other apportionment between headings is negligible. 
 
Tangible fixed assets 
All assets costing more than £500 and which have an expected useful life exceeding one year are 
capitalised. 
 
Depreciation is provided at the following annual rates in order to write off each asset over its 
estimated useful life: 
 

• Freehold property 

• Furniture, fittings and equipment 

• Computer equipment 
 

3.33% on reducing balance  

straight line over 5 years 

straight line over 3 years 

Freehold Property (Unrecognised Valuation) 
 
The charity owns the freehold property at 1 Penton Street, N1 9PT, which is used in furtherance of 
its charitable activities. 
 
The property is included in the balance sheet at historical cost less accumulated depreciation and 
impairment, in accordance with applicable accounting standards. 
 
For information only, the trustees note that the property was independently valued at £1,100,000 
as at 15 September 2025.This valuation is not reflected in the balance sheet, and is disclosed solely 
to provide additional context to the readers of the accounts. 
 
 
Intangible fixed assets 
Intangible fixed assets relate to software and the website. Costs are capitalised when they are 
incurred and meet the capitalisation criteria. 
 
Amortisation is provided at the following annual rates in order to write off each asset over its 
estimated useful life: 
 

• Website    straight line over 3 years 
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Principal accounting policies Year to 31 March 2025 
 
 
 

Debtors 
Debtors are recognised at their settlement amount, less any provision for non-recoverability. 
Prepayments are valued at the amount prepaid. They have been discounted to the present value of 
the future cash receipt where such discounting is material. 
 
Cash at bank and in hand 
Cash at bank and in hand represents such accounts and instruments that are available on demand 
or have a maturity of less than three months from the date of acquisition. 
 
Deposits 
Deposits represents balances held with third parties in deposit accounts. Short term deposits have 
maturities of over three months from the date of acquisition but less than one year and long term 
deposits have deposits over one year. The balances are held at cost. 
 
Creditors and provisions 
Creditors and provisions are recognised when there is an obligation at the balance sheet date as 
a result of a past event, it is probable that a transfer of economic benefit will be required in 
settlement, and the amount of the settlement can be estimated reliably. Creditors and provisions are 
recognised at the amount the charitable company anticipates it will pay to settle the debt. They 
have been discounted to the present value of the future cash payment where such discounting is 
material. 
 
 
Fund accounting 
Funds held by the charitable company are as follows: 
 

• The general fund comprises those monies which may be used towards meeting the 
charitable objectives of the charitable company and which may be applied at the discretion 
of the Directors. 

• The tangible fixed assets fund represents the net book value of the charitable company's 
tangible fixed assets. 

• The designated funds are monies set aside out of general funds and designated for specific 
purposes by the Directors. 
 

• The restricted funds are monies raised for, and their use restricted to, a specific purpose, or 
donations subject to donor imposed conditions. 

 
Further explanation of the nature and purpose of each of the designated and restricted funds is included 
in the notes to the financial statements. 
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Notes to the financial statements Year to 31 March 2025 
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Notes to the financial statements Year to 31 March 2025 
 
 

 

 
 

 
 

 
 
 

The average number of employees during the year was eight (2024 – seven). 

Two employees earned more than £60,000 per annum (2024 - one). 

The Directors comprise the key management personnel of the charitable company in charge of 
directing and controlling, running and operating the charitable company on a day to day basis as 
well as the Chief Executive Officer. No Director received any remuneration for their services as 
Director, the Chief Executive Office received remuneration of £70,200 (2024 - £69,701). 

 
No Directors (2024 - five) received reimbursement of their expenses as a director totalling £0 (2024 
- £1,200). The payments were in relation to reimbursement for travel expenses and incidental costs 
for supporting training courses. There were no other related party transactions in the year (2024 - 
none). 

 
 

8  Taxation 
Switchboard LGBT+ is a registered charity and, therefore, is not liable to income tax or corporation 
tax on income derived from its charitable activities, as it falls within the various exemptions available 
to registered charities. 
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Notes to the financial statements Year to 31 March 2025 

 
 

 
 

The Directors are of the opinion that the open market value of the charitable company's freehold property is in 
excess of its net book value. However, the Directors do not believe that the cost of quantifying the difference is 
commensurate with any added benefit that would be gained by a user of these financial statements having access 
to such information. 
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Notes to the financial statements Year to 31 March 2025 
 

 

 

 
 

 
 

 
 

 

The tangible fixed assets fund represents the net book value of the charitable company's tangible 
fixed assets. The fund has been created in order to emphasise the fact that the assets are 
fundamental to the charitable company's activities and are not readily realisable, 
i.e. they do not represent liquid resources available to the Directors. 
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Notes to the financial statements Year to 31 March 2025 

 
 
 

 
 

Designated funds are decided on by the Directors in the light of the charitable company's future 
commitments and strategy. 
 
• Diversity fund 
The diversity fund comprises monies set aside to enable the charitable company to fund work that improves 
the diversity of the organisation, as this is recognised as a key priority and cannot be ignored even when 
money may be tight. 
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Notes to the financial statements Year to 31 March 2025 
 
 
 

 
 
 
 

19 Members' liability 
In accordance with the charitable company's Memorandum of Association, every member of the 
company undertakes to contribute to the assets of the charitable company if it is wound up during 
the time that they are a member, or within one year. Such contributions are to be applied towards 
payment of the debts and liabilities of the charitable company contracted before the time at which 
they ceased to be a member, the costs, charges and expenses of winding up of the same, and for the 
adjustment of the rights of the contributors amongst themselves. The contribution that may be 
required shall not exceed £1. 
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