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DIAL UK’s Mission
We aim to combat the poverty and
social exclusion faced by disabled
people and to promote their full
participation in society by facilitating
the provision of high quality disability
information and advice throughout
the UK.

Our Objectives are
• To encourage and support the

development and delivery of high
quality local disability information
and advice to disabled people
nationwide through the provision
of appropriate support services to
DIAL advice centres.

• To provide local disability
information and advice services
with accessible, inexpensive, high
quality reference information
utilising all IT media appropriate to
the 21st Century.

• To promote the coverage of the UK
with disability information and
advice services.

• To identify the causes of poverty
and social exclusion faced by
disabled people and to campaign
effectively to improve their quality
of life.

The DIAL Network

The DIAL (Disablement Information and Advice Line) Network is a
national network of 160 local disability advice centres.  DIALs help over
quarter of a million disabled people each year.

DIAL UK is the national organisation for the DIAL Network.
We provide a range of specialist support services to local groups.
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Rights Support
Advisers in the field of advising
disabled people who come to our
rights support team for help with
benefit or employment queries or
issues.

Campaigning for Change
We represent the views of disabled
people via our social policy group,
which is made up of DIAL Group
members, to influence legislation,
policy and service delivery.

Support for Managers
Our development team offer
management support to our members,
they audit and support DIALs to
achieve the DIAL UK Quality
Standards.

Keeping DIALs Informed
Our information team support our
members with the latest up to date
disability information, via mailings
and our national database.  Our
website has a members area with a
host of supporting features.

Training
Our training officer trains DIAL
advisers on a range of skills and also
helps DIALs find other suitable courses
run by other training providers.
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DIAL UK – Introduction

Specialist Support Services

DIAL UK was founded in 1981 when
there were 20 groups established in
the network.  DIAL UK was set up to
develop the network and had a staff
team of 2.  DIAL UK has grown
significantly and currently has a staff
team of 30 including 8 volunteers.

The membership has also grown from
strength to strength and now is a
nationwide network of 160 centres
across the UK.

DIAL UK supports its members with a
range of specialist support services.



DIALs are rooted in the community
that they serve and most rely heavily
on local volunteers.  Uniquely, the
network is run by and for disabled
people.  To qualify as a DIAL member
each group must have a majority of
disabled people on their
staff/volunteers and management
committee.

DIALs give free confidential
information and advice to anyone on
any aspect of living with disability.
Many DIALs can also arrange home

visits if required.  All information is
available in a range of formats, large
print, Braille or audio.  DIALs can also
ensure that a British Sign Language
interpreter is present if required.

Ever increasing numbers of disabled
people are going to their local DIAL
for information and advice.  This year
an all time high of 601,236 enquiries
from 412,044 clients were recieved.
This is an increase of almost 150,000
enquiries on the previous year.
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The DIAL Network

An example of the help that the
DIAL Network gives on a daily basis:

A local DIAL was contacted for
advice about a person with a
terminal illness who had been
turned down for Attendance
Allowance (AA).  An appeal had
been unsuccessful, being struck out
for non-return of a document.

Acting on behalf the client the DIAL
made further enquiries to the
Department for Work and Pensions
(DWP).  With the information gained
the DIAL wrote to the DWP asking
that the case be looked at again
under special rules.  The result –
Higher Rate AA was awarded and
backdated in full.

Independent Living Access Issues Signposting Benefits & Finance

Housing
Adaptations 3%

Access 4% Organisations 13% Benefits 30%

Equipment and
Personal 9%

Holidays &
Travel 3%

Publications 10% Appeals 8%

Social and
Voluntary
Service 5%

Transport &
Mobility 2%

Health &
Medical 2%

Finance 3%

Employment and
Education 3%

Leisure 1% Grants 2%

Consumer 2%

Breakdown of DIAL Enquiries



DIAL UK has continued to support the
network this year with the latest up
to date information, management
support and training events.

Visionary Design Award
In December 2002 DIAL UK received a
Visionary Design Award for our
website www.dialuk.org.uk
The award was in recognition of our
outstanding efforts to ensure that the
site is accessible to people with a
visual impairment.  The site is
designed to WC3, priority level 3 and
includes a text only version of the site.
The hit rate for the website has been
at an all time high of 176,358 for this
year.

Information support
• The information team has

continued to distribute our monthly
information service containing the

latest national disability related
information.

• 15 new adviser/user guides have
been issued to the network about
disability issues – with much
feedback from the network about
how useful the guides are.

• Our reception function answered
over 15,000 calls this year, helping
thousands of disabled people and
their carers to find their local DIAL.

Database
DIAL IT has had another frustrating
year and we have faced many
problems with its completion.  We are
currently working very hard to
complete it to the optimum
requirements before it is released.

Training

• Our Managing IT for Managers
training events have been a
resounding success. “Training
methods and approach were both
excellent.” “ Liked the simplicity of
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Highlights of DIAL UK’s year

Visit our award winning website at:
www.dialuk.org.uk



the presentation with the back up
of the detailed handout materials“
commented one DIAL group.

• Introductory training course on
AIMS (developed by LASA) to 9
DIAL’s

• 5 x 5-day core skills training
delivered to 9 DIAL’s

• 6 Social Policy training days were
well attended by DIAL advisers and
volunteers and complemented
throughout the year by 8
newsletters.  

Rights Support
• The Rights Helpline had another

successful and busy year – 249
advisers were advised and helped
with their queries.

• 21 Rights training courses were held
throughout the course of the year –
which were very well received.
1 attendee commented “clear and
concise, found trainers approach
very helpful.“

Management Support
• 96% of our network accessed the

management support function
offered by our development team.
DIAL groups are working hard and
by September 2003 we expect 10%
of the network to achieve level one
of the DIAL UK Quality Standards.

Conference 2002 – “Connecting
the Network“

In October 2002 DIAL UK held its AGM
and annual conference where DIAL
UK’s patron Dave Lee Travis awarded
long-standing volunteers from the
network a certificate and a pen.

Between the 15 volunteers present
they had worked a total of 152 years
for the network.

The conference presented an
opportunity for DIAL members to
network.  Two delegates commented
“Good to meet other DIALs“ and
“Lots on offer, hard to decide what to
attend.  Was not able to attend as
many groups as I would have liked.“

Social Policy – ‘A Bitter Pill’
Campaign
In November 2001 ‘A Bitter Pill’
campaign was launched in
collaboration with the DIAL network
Social Policy Group to highlight the
problems disabled people experience
with the reports and conduct of
Examining Medical Practitioners.  In
May 2002, after collation of evidence
from local DIALs we launched our
official report at the House of Lords.
This work is ongoing with
Schlumberger.  Since May on behalf of
the network we have responded to 7
government consultations that would
affect disabled people.
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(Left to right) Elizabeth Davies, Paul
Lynch, Lucy Birkinshaw, Andrew
McKay, Marion Youens, Andy Short,
Joan Petty, Jim Jordan and (front)
Bridget Hardy.
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Jayne Ogden – Information Volunteer
“I enjoy working at DIAL UK and
have learnt many new skills since
starting 3 years ago.“

Management Support

“My job as Assistant Director (Services
& Development) is varied, challenging
and fast-moving! There is so much
going on: internally, working with a
superb staff team to deliver and
develop our services to members;
with the network, coordinating the
YOUR voice membership review and
hearing first hand about members'
issues at regional meetings;
externally, working with national
partners on projects which benefit
DIALs and helping to ensure that the
disability advice voice is heard. I
really do feel privileged to work for a
network whose values and
motivation bring about such positive
change to the lives of so many
disabled people.“

Lucy Keeley – Development Worker
“The Quality Standards process is a
really insightful and positive way to
get to know and understand the
groups on a one-to-one level.“

Lorna Lewis – IQP Network
Co-ordinator
“I believe that the work I do with
DIAL UK gives me an opportunity to
impact positively on the lives of
disabled people.  I manage the
Development Workers at IQP who in
turn support advice groups including

DIAL UK member groups to improve
their services.“

“I enjoy working with groups who
have identified a problem, looking at
ideas and suggestions and working
together to come up with a solution
that best suits their organisation.“

“My role as Development Team
Manager is very challenging and
varied.  I work hands on with groups
to help them achieve the quality
standards but also manage my team
on a day-to-day basis.  It is rewarding
to work with groups and help them
achieve their goals.“

Training
Emma Hickman – Training Officer
“I enjoy the contact and interaction I
have with DIALs through my training
work and finding training courses to
suit DIAL needs.“

Jenny Shaw – Rights Support Worker
“Covering the Rights Helpline is the
most rewarding part of my work,
especially when the advice means
more money in the pockets of our
clients.“
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Tabby Collingbourne –
Assistant Director
(Services & Development)

Jane
Thomps

on

Fiona
Martin Fiona Martin –

Development Worker

Jane Thompson –
Development Team
Manager



“The first step to exercising your
rights is to know what they are. If
you don't, you may as well not have
them. It’s very satisfying for me every
time I help DIAL workers make a
disabled person's life a bit less
difficult.“

“I find my role as Social Policy Worker
both challenging and very rewarding,
in working directly with DIAL groups
to identify issues, representing the
views of the network at a national
level and working towards positive
improvements for disabled people.“

Core Team
Penny Gill – Fundraising and
Promotions Officer
“As fundraising and promotions
officer I enjoy the variety of my role
and the fact that I get to work with
all of the different teams at DIAL UK.
I particularly enjoy writing and
designing the annual report.“

“As a fundraising volunteer I'm
proud to be associated with an
organisation whose staff have
ensured that we always deliver what

we say we will. That has given us a
first class reputation with our
funders. The challenge for us all now
is to ensure we don't lose what has
been so hard to achieve.“

Sarah Whittaker – PA to Director and
IQP Administrator
“As PA to the Director and IQP
Administrator I enjoy working in a
supportive role, which in turn has an
direct effect on the services we
offer.“

“After 9 years working on DIAL UK
reception, I still enjoy signposting
thousands of callers to their local
DIAL.“

“My main priorities are the day-to-
day finances of DIAL UK. I enjoy
learning new skills and in the near
future DIAL UK is changing financial
systems, which I am looking forward
to getting involved in.“

“My job at DIAL UK is a twofold role
but I most enjoy the preparation for
the AGM and meeting and
interacting with our members groups
at the event.“
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Gerry Richardson –
Rights Support Worker

Roy White –
Fundraising Volunteer

Lucy Birkinshaw –
Social Policy Worker

Joanne Moulton –
DIAL UK Volunteer
Receptionist

Gwen Grayson –
Administration Assistant

Mark Hall – Database
Administrator &
Administration Assistant



Community Fund
Department of Health
Esmée Fairbairn Foundation
Henry Smith Charity

Lloyds TSB Foundation
New Opportunities Fund, The
Ellerman Foundation, The

Colonel Tom Hall Charitable Trust
Cotton Trust, The
Druck Ltd
Frognal Trust, The
Harold Smith Charitable Trust
Marsh Ltd
Michael and Ann Wix Charitable Trust
M J Gleeson Group Plc
Miss Jean Bisgood Trust

Mrs F.B Laurence 1976 Charitable
Settlement
Rufford Foundation, The
S & F Goodman
Sir Jules Thorn Charitable Trust, The
Six Continents PLC
Taylor Woodrow Charitable Trust
Tomkins PLC
Woodroffe Benton Foundation,The

Peter Clarke (Chair)
Elizabeth Davies
Keith Dixon
Bryan Flint (Vice Chair)
Bridget Hardy

Jim Jordan
Andrew McKay (Secretary)
Paul Ray
Mark Tennant
Marion Youens (Treasurer)

Funders

The contributions from the following funders allow
the valuable work of DIAL UK to be undertaken.

A sincere thanks to the following for providing us with the necessary
funds to continue with the Disability Reference Information Service.

The Council of Management are representatives
from local DIALs who govern DIAL UK.

Patron – Dave Lee Travis President – Baroness Masham of Ilton
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Front Cover: Sign Language photograph
James Sherman / courtesy of RADAR

Registered Office

DIAL UK
St Catherines
Tickhill Road
Doncaster
DN4 8QN

Tel: 01302 310123
Fax: 01302 310404

Email: enquiries@dialuk.org.uk
Web: www.dialuk.org.uk

Auditors

Glover & Co
Chartered Accountants
13-15 Netherhall Road
Doncaster
DN1 2PH

Bankers

NatWest Bank PLC
PO Box 26
12 High Street
Doncaster
DN1 1EJ

Charities Aid Foundation
Kings Hill
West Malling
Kent
ME19 4TA

DIAL UK is a registered charity and
company limited by guarantee

Charity Number 1059530
Company Number 2031829

This Report can be made available in alternative formats:
Braille, Large Print, Audio or Electronic.


