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WE’VE GOT
YOUR BACK
OUR PLEDGE TO OUR ARMED FORCES,
VETERANS AND THEIR FAMILIES, 2017-22

A LONG-TERM STRATEGY TO ENSURE
EFFECTIVE SUPPORT FOR THOSE IN NEED

Founded in 1885 by Major (later Colonel Sir) James Gildea,

Different age groups need different types of assistance. Elderly

Meanwhile, the current, uncertain economic environment, coupled

the Soldiers’ and Sailors’ Families Association was originally

veterans are more likely to be in need of mobility and self-care

with the reduction in revenue from MOD contracts, means that

established to support the wives and children left behind when

support. Among younger working-age veterans, however, a much

we face hard choices on what to sustain as we seek to adapt to

the men went to war. Now known as SSAFA, the Armed Forces

wider range of help is needed. We are increasingly assisting with

the new environment. Our traditional focus has been to respond

charity, we support current and former members of the Royal

issues such as financial hardship, mental wellbeing, housing, dealing

to established needs, but we have concluded that an element of

Navy, Royal Marines, British Army and Royal Air Force and their

with the authorities and employment. Interestingly, nearly all age

prevention or early intervention makes good sense as it should

families. Our mission is to relieve need, suffering and distress

groups report difficulties regarding friendships and social isolation,

reduce the eventual demand for our services in the long run.

amongst the Armed Forces, veterans and their families in

although the way they wish to build and sustain relationships is

order to support their independence and dignity.

different. Our research shows that, in addition to the traditional

SSAFA’s new strategy is designed to address these challenges

challenges of service life, service men and women and their families

while ensuring we remain focused on our core role. This is, and

Today SSAFA provides support to people on military establishments

are particularly concerned about the transition from military to

will remain, the provision of personalised support on the ground,

and in local communities across the UK and overseas. While we are

civilian life and the resources available to support them.

delivered through our volunteer network. Through a variety of means

6.2 million (2017)
4.75 million (2025)

such as case work, mentoring, in-service community volunteers or

immensely proud of our history we recognise that times are changing

Expected veteran community size

rapidly – and will continue to do so. The total veteran community

Demographic change is not, however, the only motivator for this

our prison in-reach programme, our volunteers provide support

will fall from around 6.2 million to 4.75 million by 2025, yet demand

strategic review. We have also considered many other political,

that is tailored to the needs of each individual that we help.

for our services continues to increase. Furthermore, the typical

economic and social issues, such as the changing regulatory

age of those in need of support is changing. Ten years ago,

environment in which we work and public expectations about

Our Pledge to the Armed Forces Community is our undertaking to

around 30% of the number of people in local communities

transparency, governance and impact in the charitable sector.

continue to provide lifelong support to those who are serving our

that we helped were under the age of sixty. Now, 61% of the

In an organisation in which volunteers play such a vital role

Nation, those who have previously served, those who will serve,

people we supported through case work are under the age

in delivering our core services, we need to understand the

and their families.

of sixty and we expect this number to grow.

implications of changing volunteer patterns and expectations
so we can continue to recruit from future generations those

To all such people in our Armed Forces community:

who wish to support the Armed Forces.

in your moment of need, we’ve got your back.

People that SSAFA have supported in
local communities under the age of sixty

30%
(2007)

61%
(2016)

Lt Gen Sir Gary Coward KBE CB and Lt Gen Sir Andrew Gregory KBE CB
SSAFA THE ARMED FORCES CHARITY

OUR PLEDGE

WORKING TOGETHER TO DEVELOP
THE MOST EFFECTIVE STRATEGIC PLAN

This strategy has
been developed
by drawing on the
experiences and
expertise of many
individuals and
organisations.

• We have researched the experiences of the

• We have conducted an internal engagement

serving community, veterans and their families,

programme to enable as many of our volunteers

and our wider working environment, to ensure

and employees as possible to contribute their views.

our thinking is evidence based.

Over 1400 individuals took part in surveys,
interviews and focus groups.

• We have collected the views of people who
have used our services to get feedback on
the support they received from us.

• We have also gathered the views of a wide range
of relevant external organisations including the
Ministry of Defence, the Royal Navy, the Army,
the Royal Air Force, charitable organisations,
benevolent funds and campaigning bodies.

We are very grateful to everyone
who gave their time so generously
and who has helped us to shape our
strategic plan for the next five years.

SSAFA THE ARMED FORCES CHARITY

STRONG PRINCIPLES
GUIDING THE WAY
FORWARD
Our Vision

Our Values

In recognition of their service to the Nation,

We are Understanding: Showing empathy;

SSAFA works to ensure that the needs of the

giving a helping hand to those in need and distress.

Armed Forces, veterans and their families are
met in an appropriate and timely way.

We are Committed and Professional: Being beneficiary-focused
in all we do; being accountable for our actions; being open and

Our Mission
SSAFA, the Armed Forces charity, exists to

transparent and acting in the best interests of people who use
our services or need our support.

relieve need, suffering and distress amongst
the Armed Forces, veterans and their families in

We are Fair: Being consistent in how we deal with people;

order to support their independence and dignity.

acting with integrity and not making moral judgements;
not discriminating; promoting inclusivity and diversity.
We are Courageous: Standing by what we believe when we need to
challenge accepted wisdom; trusting in our own ability; doing the right
thing, however hard; questioning actions not consistent with our values.
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THE KEY TO
OUR SUCCESS
What makes SSAFA unique amongst military charities is the
impact delivered by our volunteer network. We deliver personalised
support to those in need through a range of volunteer-led services.
To sustain this, it is vital that we maintain the enthusiasm and
understanding of our many supporters and the commitment
and capability of staff and volunteers. We will achieve this by
providing them with the skills and support they need and
by valuing and rewarding them.
To deliver our mission successfully and serve our beneficiaries in
the best way possible, we recognise that we need to adapt and
change, including developing a preventative, early-intervention
strategy for providing care. Across all our services, we seek to
maintain people’s independence and dignity.
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OUR
STRATEGIC
AIMS AND
HOW WE WILL
DELIVER THEM

UNDERSTANDING
NEED
We will ensure that we understand and
adapt to the needs of our beneficiaries.
• We will commission our own research and

IMMEDIATE PRIORITIES:

work with organisations both inside

We will develop additional support for service personnel

and outside the military sector to collect

making the transition into civilian life so they can reach

and analyse evidence about the current

their full potential.

and developing needs of our beneficiaries.

Our comprehensive 2016 report, The New Frontline,
recommended that additional services should be made

• We will introduce new ways to gather

available to vulnerable service leavers. We will work in

feedback from our beneficiaries and

partnership with the Ministry of Defence, the Armed Forces,

measure the impact and effectiveness

the Career Transition Partnership and other stakeholders to

of our services to inform future delivery.

trial new services.
We will invest in measuring the impact of our
work in order to better target our services.
We will enhance our ability to evaluate the impact of our
services on the individuals they are designed to help.
We will use the results to improve our services and
allocate resources effectively.
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EFFECTIVE
SUPPORT
We will alleviate suffering and distress by providing
appropriate, effective and timely support.
• We will continue to provide charitable

IMMEDIATE PRIORITIES:

services focused on advice, guidance

We will develop our local network so we can

and welfare support with our case

provide more support directly on the ground.

working service at its heart. We will

Our network of around 6,000 volunteers,

invest in developing our services to

including nearly 4,000 trained caseworkers means

meet the complex needs of working-age

we can reach individuals and their families directly

veterans and loneliness and isolation.

in their homes and communities. We will extend our
reach in military establishments so we can better

• We will also continue to support

support more members of the serving community.

the Armed Forces through our

We will also expand our support for our local branches

health and social care contracts

to enable caseworkers and other volunteers to meet

with the Ministry of Defence in

increasingly complex welfare needs.

10 countries, including the UK.
We will develop specialist services
for working-age veterans.
Extensive research and feedback from our volunteer
network shows that working-age beneficiaries need
additional, specialised support. We will develop our
capability in this area, including providing additional
training for our volunteer caseworkers at a local level.
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AWARENESS AND
UNDERSTANDING
We will strive to be respected,
known and understood
• We will invest in developing our brand
and providing informed evidence-based

IMMEDIATE PRIORITIES:
• We will continue to highlight the key issues

opinion to raise awareness of the key

facing working-age veterans and service

issues affecting the Armed Forces

leavers by using a robust evidence base

family and encourage people to

to draw our conclusions.

show their support.
• We will continue to invest in innovative
• We will continue to invest in innovative

campaigns like #GotYourBack that reach

ways to reach individuals in need,

out to the most vulnerable members of the

and the people who support them,

Armed Forces community and encourage

to ensure they are aware of our

them to access help.

services and how to access them.

OUR PLEDGE

SUSTAINABLE
RESOURCE
We will ensure we have people with the right skills and sufficient
time to deliver our services, underpinned by a sustainable income.
• We will invest to ensure that the
volunteer experience is as flexible

IMMEDIATE PRIORITIES:
• We will expand the support available to our

and rewarding as possible to attract

volunteer network to ensure they feel confident

the best people to the roles.

in dealing with more complex cases.

• We will continue to invest to widen

• We will ensure our resources are focused on the

our supporter base and increase

services where we can make the most impact.

our voluntary income.
• In an increasingly challenging financial
environment, we will explore new ways
to generate income with our individual,
corporate and other supporters.
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COLLABORATIVE
WORKING
We will work collaboratively within the
organisation and with external partners.
• We will develop the concept of
‘One SSAFA’ and ensure that our

IMMEDIATE PRIORITIES:
• We are proud to be a founder member of

values and ways of working are

the Veterans’ Gateway and will work with

embedded across the organisation.

the Royal British Legion, Poppy Scotland
and Combat Stress to recruit more referral

• We will lead where we are best placed

partners to be involved.

to deliver, and look to partner with or
signpost to other organisations (both in

• We will improve our signposting service to

and outside the military charity sector)

other organisations with specialist expertise

where they are better able to meet

so that individuals can access the most

beneficiaries’ needs.

appropriate support.

OUR PLEDGE

SSAFA is made up of
over 400 staff and around
6,000 volunteers who are
dedicated to providing
lifelong support to the
Armed Forces family.

THREE SERVICES
ONE CHARITY
ONE SSAFA

They bring a huge range of practical experience, professional

We will also invest in our employees,

expertise, personal insight and total commitment to their roles.

developing their expertise and enabling

We are enormously grateful to all of them – particularly to our

them to assist even more people. We will

volunteers who give up their time so generously to support

bring volunteers and employees together

our beneficiaries, raise funds and promote our services.

more often to work on projects, develop ideas

Volunteers are the lifeblood of SSAFA’s work and have been

and implement best practice in order to create

at the forefront of many of our services since our foundation.

the best possible outcomes for our beneficiaries.

As we implement our strategic plan over the next five years

We will also ensure that we continually review

we will bring all levels in the organisation together through the

our governance structures making sure they

concept of ‘One SSAFA’. We know that without our volunteers,

are in line with best practice and appropriate

we simply wouldn’t be able to operate, so we will explore new

for a charity of our size and scope.

ways to recruit and retain them, offering them more flexible
ways to support those in need.
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THE WORK
STARTS NOW
This is not a document of intent. It is a document of action. As you

At the same time, we are committed to developing a strategy

read this – our pledge to our Armed Forces, our veterans, and their

of early intervention, again through personalised support,

families – work has already begun throughout the organisation to

and to focus on processes and action that will support this.

ensure that we deliver on each of our commitments.

Providing help in the earliest stages of need can only be a good
thing, particularly in the transition from military to civilian life.

We appreciate that there will be challenging times ahead, but we
are fully focused on our mission and our pledge to “have the backs”

As the environment in which we operate becomes increasingly

of all those who have made sacrifices in order to serve our Nation.

challenging, the principles detailed in this document will ensure
that SSAFA continues to be an effective, relevant and trusted

We are committed to securing the future of SSAFA. Work is already

organisation focused on delivering the best possible personalised

underway to strengthen, support and grow our networks that help

support to those who find themselves in need. Indebted to their

us provide personalised support to those seeking assistance and

service, we are committed to be there for them.

to develop partnerships with other organisations.
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