
Hannah has been in role for 18 months, and when
she joined she was clear from the start that she

needed VA support to help her with governance,
because they were entering a time of significant

growth.

She realised that getting a VA on board to support
both her and the Board with good governance was

vital to support with that growth.

www.theindispensary.co.uk

Hannah Telfer is the CEO for Vision Care for Homeless
People (VCHP), which provides eye care for people
experiencing homelessness or at risk of experiencing
homelessness. It’s been operating for 22 years and
works mostly through three service delivery models:

11 clinics across the UK.
Through Crisis at Christmas - an event which
supports homeless people.
A domiciliary trial where VCHP is visiting day
centres and hostels in the Yorkshire area.

About Hannah’s role and Vision
Care for Homeless People:

VISION CARE FOR
HOMELESS PEOPLE
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“Anna, our VA, is amazing. She’s incredibly organised, calm and
aware. Nothing is too much trouble. If I ask her to do something, 9
times out of 10 I don’t have to think about it in any way, shape or
form.

“Not only does she do the work for me, but she also keeps me on
track with governance during our bi-weekly meeting. So, I can be
sure to keep the board on track with everything that they should be
doing. A huge benefit for me is that I don’t have to get involved
with the detail around organising meetings. Anna just picks it up
and sorts everything out seamlessly, without me having to double
and triple check everything is going to be right. I can just trust it will.

“Her minute taking is exceptional. We've had some really difficult
board conversations and her ability to cut through the waffle is
genuinely incredible. There was one meeting where I thought, ‘Oh,
my word, how on earth is Anna gonna minute this?’ And she just did
it so brilliantly. In the past, it could have been six weeks before the
minutes were emailed out, but now Anna's on board, she gets them
to me within about two days, so the process is so much quicker.

Hannah explains how working with the
Indispensary has been vital to the smooth
running of VCHP

“Historically, doing the minutes for the
meetings would be my job. And I would be the
worst possible person to do it! It would take
me forever and it’s absolutely not my skill set.
It would also mean I’d be concentrating on
thinking about minutes and not participating
in the meeting in its full capacity.
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“Charity Trustees also have full time jobs, their work with us is additional to that.
So actually, clarity and simplicity of comms is absolutely key, and Anna
understands that. Her friendly demeanour when chasing up trustees when
they've not done what they need to do is second to none!”

“The biggest benefit for me personally is that it significantly frees up my
headspace. I don’t have to worry about the agenda or other organisational
details. I can just turn up to the meeting and answer any questions.

“And she really does go the extra mile for us. For example, she recently found us
a meeting venue completely free of charge, which as a charity is absolutely
amazing. It’s those little things that really are the icing on the cake. You can trust
that all those little details will be thought of and taken care of.

“She’s brought so much ease to mine and the other exec’s lives. Everybody needs
an Anna, but no one can have Anna because she's mine.”

Freed-Up Headspace &
Maximised Efficiency

Exceptional Minute-Taking &
Clear Documentation

Seamless Organisation

Anna’s Impact



www.theindispensary.co.uk

“The Indispensary really gets to know their clients and supports them in all sorts
of ways - for example, Joanne often tags me in Linkedin stuff that's useful for us.

“It feels like she’s part of our team, supporting us from the sidelines and cheering
us on. She instinctively knows how and when to check in, so there’s no extra effort
needed from me. She knows how often she needs to check in, and varies that
depending on what we need.

“It's an overall package of support, not just, “here's an assistant,” and I do
genuinely feel that.

“On the rare occasions when there has been a problem, Joanne has this ability to
deal with it so seamlessly, and as a result I trust her 100%. She’s fully invested in
the organisation as a whole.

“It's the skill set of the people working for The Indispensary which allows me to
delegate with confidence and reassurance that I know the job’s going to get
done, and done really well. In fact, they overdeliver. They do the job, and then
they’ll make an improvement to the process to make it better next time. They
really understand what VCHP is trying to achieve and how what they do plays a
role in that.”

I can trust that The Indispensary will have
exactly what we need, when we need it and
will be flexible to our requirements



The flexibility, knowledge and skills base that
The Indispensary has is invaluable to charities

Working with the Indispensary has also helped us
to improve our processes and ways of working
“Drawing on her previous charity experience, Anna has helped us set up new and
better ways of working. This has included creating a policy control document, so we
have far better governance from the Trustees’ perspective. This has enabled the
trustees to do more of the ‘trustee role’ and be less bothered with the admin side of
things. Therefore, I think they have more time to consider the impact for our
beneficiaries. As a result, there are significantly improved outcomes for our
beneficiaries in the long run.

“After coming on board to give us last minute support for the launch of one of our
new clinics, The Indispensary also helped us create a blueprint of what needs to be
done in the lead up to the launch of a new clinic in future. This will make it so much
easier to create seamless and high quality launches going forwards.

“So, not only did they help us deliver an exceptional event, they also have made sure
that we can repeat that again and again.”

“When we were launching our new clinic and the person who was working on the
project suddenly left, I was confident I could contact The Indispensary for help. We

didn’t have enough time to recruit, and we needed someone fast
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“Joanne brought Natasha in, who saw the project through to the end, bringing all
of her previous expertise and lots of fresh ideas.

“She was only here for a finite amount of time, but she just cracked on as if she
was a member of the team and had the ability to learn and be up to speed and

understand what I want before I could even articulate what I wanted.

“Despite the tight turnaround, it was the best launch we've ever done. That's
absolutely credit to Natasha, the work that she put into it, and the support she got

from The Indispensary team. She brought ideas to the table, took responsibility
for following them through and following up afterwards. It was just another level

of delivery.”

“If you've got to the point of thinking about
working with The Indispensary, just absolutely,
wholeheartedly commit to it.”

HANNAH TELFER
VISION CARE FOR HOMELESS PEOPLE

Would you recommend The Indispensary?

“It is a cost, but it is so incredibly valuable to have
that support. it's an absolute no brainer to bring
them on board, as you will get so much more out
of it than you can imagine. And ultimately that
will mean a better service and experience for our
beneficiaries, which is what we’re all here for.

“Whether that's in a project fashion or ongoing
support, I can't advocate enough how wonderful
it is as a service.”



“Also, working with an agency that specialises in charity work is
great, because they really understand how the sector works. And
I think that's really, really important. For example, updating the
Charity Commission with our end of year accounts. Anna
already knows how to do that. Whereas if it was an agency that
didn't specialise in charities, they'd be like, ‘Oh, well, I've never
done this before,’ and I’d have to spend time going through it all.

“So, that's a huge benefit. Everything I asked Anna to do, like: updating
charity details; updating trustees; removing people from Charity
Commission and Company's house. It's all just second nature and
nothing is ever a problem.”

Book a FREE discovery call and lift the
burden so you can recharge and
lead with more clarity and energy.

“You get a consistent service, and you don’t have to plan for any of
the responsibilities of running payroll or managing an employee. You
just have to pay the automated invoice that pops into your inbox,
which suits me perfectly. So actually, 10 hours of support really is 10
pure hours of output.

“I’ve found there to be so many benefits of
working with an external VA agency, rather
than employing directly”
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https://bit.ly/TheIndispensaryDiscoveryCall

Ready to use a Virtual Assistant?

https://bit.ly/TheIndispensaryDiscoveryCall
https://bit.ly/TheIndispensaryDiscoveryCall

