
Ten Year Review



The HILS Story

We are delighted to present our Ten Year Review. It has been  
a busy and exciting journey for Hertfordshire Independent Living 

Service (HILS). By developing our enterprising activities, turnover has 
grown significantly, enabling us to increase social impact  

and support almost 13,000 people every year. 

HILS Chief Executive, Sarah Wren                  HILS Chairman, John Turk

Hertfordshire Independent Living Service is a 
charitable social enterprise set up in 2007 to provide 
meals on wheels across Hertfordshire. From small 
beginnings with just seven team members, two 
vehicles, and one office, HILS has grown rapidly and 
now has 200 team members, 68 vehicles and four 
offices.  HILS is the country’s largest not-for-
profit meals on wheels service and offers 
a broad range of services.  Our values 
are fundamental to the way our 
organisation works and are based 
around the most important parts 
of our business: caring for and 
communicating with clients; 
working for the community; 
being cost-efficient and 
conscientious; and developing 
creative new services. 
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The relief of poverty, sickness, and 
disability by the provision of meals and 
services to people who are elderly, frail,  

ill, disabled, or otherwise in need

Over the last decade HILS has achieved 
some surprising things:

• We have delivered 350,000 litres of 
  custard – enough to fill a swimming pool.

• Our drivers have covered the equivalent 
  of 10 trips to the moon and back by car, 
  and 50,000 miles on foot to deliver  
 clients’ meals.  

• 130 clients have been receiving meals  
 for over seven years.

• We have delivered a total of four million 
  meals…and that doesn’t even include 
  teas and breakfasts. 
 

 “My mum was supported by you for  
many years, and the service you provided 

was the single most important thing in 
allowing her to stay in her own home, and 

that was what mattered most to her”.

The relief of unemployment

Up to 20% of our staff and volunteers have 
faced barriers to employment.
By offering extra support, many of our 
team members have been able to develop 
the resilience and skills to have an active 
professional life, which has contributed to 
their general happiness and wellbeing.

“The best thing about working for HILS  
is going home knowing that you’ve  

done something worthwhile.”

 “I love the sense of community,  
it’s like a little family!”

We have two charitable objectives  
which shape what we do and how we do it:



4

Offering good food and excellent service
What our clients think of our food and customer service is central to everything we do.  Since 

2007 we have been working with apetito to ensure every client gets food that is tasty, 
nourishing, and right for them.  With Hertfordshire County Council’s fantastic support to 

ensure that meals are affordable and available everywhere across the county.  Our dedicated 
community and support team members make sure that our service is reliable and consistent, 

and that our clients feel cared for and reassured as a result of our daily visits.  

As a result of receiving our  
services, HILS clients said: 

98%  -  My life is easier 

97%  -  My family has greater peace of mind

94%  -  I feel happier 

94%  -  It has helped me  
  stay living at home

93%  -  I am better nourished

90%  -  I feel less lonely 

89%  -  I feel healthier 

74%  -  I visit my GP less
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Meals on wheels is our first and largest service, set 
up with the help of Hertfordshire County Council, 
alongside several district and borough councils.  Since 
then, we have delivered four million meals, including 
250,000 tea and over 5,000 breakfast packs.  

We have also developed a Nutrition and Wellbeing 
Service, which offers targeted guidance about healthy 
eating and free health screenings in clients’ homes.  In 
just 18 months, our teams have conducted over 800 
in-depth health screenings and signposted people 
to over 30 different services. Our Advocacy Service, 
delivered in partnership with POhWER, also ensures 
that the most vulnerable in our community have 
access to the right information and advice to make 
good decisions about their health and welfare.

Since 2015 we have been expanding our services to provide wider support for our clients to 
remain healthy, happy and independent at home. With the help of our partners and dedicated 
team members, our activities now include a total of 16 different services, all designed to help 

our clients stay well and prevent the need for more costly residential or hospital care.

Keeping people healthy, happy,  
and independent at home

Our free Nutrition Boosts
Over the past few years, our dietitians, nutritionists, and community teams have identified 

hundreds of people at risk of malnutrition.  There are many reasons why someone may reduce 
their food consumption: with age, taste becomes less acute; people who feel lonely and 

isolated may feel less inclined to eat; or perhaps they are not physically or financially able to 
stock up their food cupboard and prepare their meals.  

In order to promote weight gain amongst this group, HILS has created an additional free food 
service for people at risk of malnutrition.  In just over a year, we have provided over 20,000 

free Nutrition Boosts – packs of tasty, high-energy food such as fruit pots with clotted cream, 
biscuits, and savoury scones.  This has helped many of our clients to get back up to a healthy 

weight and develop new eating habits to support them to age healthily.
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Our community centre in St Albans hosts 
upwards of 50 local groups every year, including: 
the Herts Belles WI group, Victim Support 
meetings, yoga classes, art therapy groups, a 
baby sensory group, Jive Swing dancing, baby 
sign language, chair-based exercise for the 
elderly, vintage fair, Pilates, children’s cooking 
classes, local residents associations, and much 
more.  HILS also runs a drop-in lunch club at its 
restaurant for elderly, vulnerable, and disabled 
people, Monday – Friday. This provides good 
food, support, advice, and friendship, to help 
combat social isolation in St Albans.  We also 
deliver shareable hot food to around 1,000 
other lunch club members annually. 

Our Dementia Fun Clubs have become so 
popular, that they are now running five days 
per week.  We have also teamed up with Age 
UK Hertfordshire, Carers in Herts, Hertfordshire 
Mind Network, POhWER, and other local 
organisations to deliver a brand new dementia 
support service called Hertswise.  This provides 
support, advice, and activities for carers and 
people living with dementia.  

Our Emergency Food and Grocery Pack Service 
provides a much-needed helping hand to 
people in difficult situations, or leaving hospital.  
With our partner, POhWER , we successfully 
delivered over 3,600 ‘helping hands’ in the last 
year alone.
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Les’ story told by his daughter
“Your Meals on Wheels service with its wonderful 
staff and top quality meals were a large part 
of his daily life since he lost his beloved wife 
Marj after 70 years of marriage in 2011. He 
looked forward the meals as much as he 
looked forward to the visit by the person 
delivering them and the conversations 
he’d have with them, the entire service 
meant a great deal to him and was always 
a great comfort over the years. Les may 
not have mentioned it to you but he used to 
deliver Meals on Wheels himself along with 
his wife Marj in the late 1980s or early 1990s as 
volunteers and I know that they both found it to 
be an extremely rewarding experience. ” 

Free welfare checks are an important 
component of our meals service, but we have 
also delivered 2,000 Pop-in Visits.  These ensure 
our clients are safe and reassure their families.  
HILS also runs a project with Hertfordshire 
Police, Fire and Rescue Service, and Trading 
Standards called Operation Sponge Pudding, 
where officers accompany meals teams on their 
rounds to meet our clients, and offer help and 
advice.

Working with Herts Careline since 2014, our 
Community Alarm and Telecare team has made 
over 6,000 visits to clients’ homes, where they 
have installed community alarms and pendants, 
door sensors, and other equipment designed to 
keep people safe.  Knowing that help is available 
at the press of a button offers a sense of 
security and relief to so many vulnerable people, 
their families, and carers. 
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Our free Hydration Packs
Since 2015, we have 
distributed over 2,000 free 
water jugs and leaflets on good 
nutrition and hydration, to tell 
people about the importance 
of eating and drinking well. 
Dehydration can lead to a 
number of health complaints 
(dizziness, falls, and kidney 
problems) and is associated 
with higher rates of avoidable 
disease and mortality. 

Older people often have a 
reduced thirst sensation and 
do not remember to drink.  
45% of clients screened by our 
Nutrition and Wellbeing Team 
told us that they did not drink 
the recommended daily fluid 
intake of six cups.

Using our resources to tackle  
health and social care challenges

As a social enterprise, success means ensuring that we keep 
delivering social good and remain financially sustainable.  
Expanding and diversifying our services has enabled us to build a 
more resilient business model with a number of income streams.  
This means we can continue to provide consistently good quality 
and reliable chargeable services, as well a range of free services to 
people who need them. HILS works with a range of health and social 
care partners to better support clients. 

With the number of local authorities offering a meals on wheels service having now dropped 
below 50%, HILS is determined to share this model which has proved to be so successful. Over 
the past 10 years we have not only become the largest charitable meals on wheels provider 
in the country, but also one of its greatest champions.  This is reflected through our work in 
Hertfordshire, our support for other areas trying to develop preventative services, and our 
vision for the future.

Aspiring to improve and  
spread the HILS model
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Building the foundation for greater impact

Improving our  
business infrastructure
• HILS has benefitted significantly from the input  
 of its new Chairman, Board members, and the  
 support of Social Business Trust (SBT).
 
• Working in partnership with SBT, HILS has  
 undertaken a strategic review, improved access  
 to management and performance intelligence,  
 and taken steps to develop our IT systems.  

Several new 
services under 
development 
to meet client 

needs

Multiple  
national and  
local awards  

won providing 
positive publicity

Developing  
wider services 
to keep people 

active while  
they age

Significant 
system and 

infrastructure 
improvements

LILS Camden 
launched in 
March 2017

Medication 
prompt service 

launched to 
support health 

partners

Pop-in service 
launched to 

support social 
care partners

Over 13,000 
elderly and 
vulnerable 

people served  
in 2016/17

Turnover of 
£3.7m
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• Looking at new geographies
HILS has demonstrated the effectiveness of linking a variety  
of services that tackle multiple aspects of ageing to provide  
a holistic and preventative approach.  We are currently looking  
at ways this can be implanted in other parts of the country on  
a ‘HILS in a box’ model.  

• Partnership-working
HILS works closely with a number of key partners including 
Age UK Hertfordshire; Carers in Herts; Herts Careline; 
Hertfordshire County Council; Hertfordshire Community 
NHS Trust; Hertfordshire Mind Network; Hertfordshire 
Police, Fire and Rescue Service, and Trading Standards; 
local GP practices, Social Business Trust; POhWER; and many 

other groups county-wide.

• An example of Best Practice
HILS has been held up as an example of best practice by commissioners and a number  
of partner organisations, including: as a case study of successful integrated commissioning  
by Healthy London Partnership; and as a new approach to falls prevention in the community 
by both East and North Herts and Herts Valleys Clinical Commissioning Groups. We also 
actively support new community meals groups with information and advice, hosting numerous 
delegations from councils across the country.

Sharing the HILS model


