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“I have never been as proud of communities as now, the way people have 

stepped up, communities and localness have been invaluable during this crisis, 

and I want that network of support to continue and grow."  
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Introduction 

This report is the result of analysis of a series of interviews with third sector organisations (TSOs) 

across the South of Scotland throughout May and June 2020, and a wider perspective gleaned 

through discussions with the sector and partners throughout the same period. The third sector 

interfaces (TSIs) across Dumfries and Galloway and the Scottish Borders worked together to host 

the interviews with the purpose of identifying common themes and lessons learned from the 

Covid-19 crisis.  

These themes have been translated into seven key principles and recommendations to inform 

the collective approach of Scottish Government, local statutory partners and the sector itself as 

we move forward together in this era of ‘new normal’. The principles and recommendations aim 

to support and empower the third sector across the South of Scotland as it emerges from the 

immediate crisis, begins its recovery, and plays its key role in helping to build the South of 

Scotland’s wellbeing economy. 

Two comments were made several times during our interviews: 

• There has been very positive partnership working during the Covid-19 crisis. 

• There is a hope that the positive partnership working will be sustained during the 

recovery period and beyond. 

These comments underpin the principles and recommendations in our report. 

Based on our research, we know that the third sector across the South of Scotland has 

demonstrated their agility and resilience admirably throughout the Covid-19 crisis. Whether 

‘hibernating’ and resetting their organisation to be purposeful in the future, or whether 

operating throughout the crisis to serve the immediate needs of communities, Third Sector 

Organisations (TSOs) across the South of Scotland reacted quickly and took a leading role in 

community resilience. In this time of crisis, the TSOs across South of Scotland have been a 

lifeline for many, and their drive and ambition to build a better future is clear, firmly cementing 

their key role in Scotland achieving its wellbeing economy. The third sector is the key to 

releasing the energy and strength within communities in the South of Scotland. 
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Principles and Recommendations 

The Covid-19 pandemic has provided an unprecedented opportunity to create lasting 

partnerships between the third sector, local communities, the statutory agencies and funders. 

Moving forward, our research suggests that the third sector has the ambition to be a vital 

person-centred service provider and a powerful partner in a recovering economy. The 

following proposed principles and recommendations will support the third sector to further 

build on its strengths and play its key role in building a robust wellbeing economy for the South 

of Scotland. 

 

PRINCIPLE 1: Nothing About Us Without Us 

We recommend: 

• Third Sector Interfaces (TSIs) maximise their role as the voice of the sector in all forums - 
community planning, health and social care, enterprise agencies and government, by 
championing the recommendations in this report and driving forward partnership working. 

• All agencies invested in the economy of the South of Scotland sign up to a joint 
communications approach via the Regional Economic Partnership to ensure that the right 
information gets to the right people at the right time.  

• The third sector and statutory bodies build on the successful joint work during the crisis to 
create balanced, genuine relationships with the TSIs as strategic, equal partners in 
decision making.    

• Where the third sector is expected to be a provider of service, the commissioning agencies 
involve the regional third sector (or the TSIs) in the design, development and procurement 
of that service. 

 
 

PRINCIPLE 2: Keep it Local, Keep it Place-Based 

We recommend: 

• Multiagency locality hubs are a proven success for joint working at community level. Local 
authorities, health and social care partnerships and South of Scotland Enterprise invest 
money and people in locality hubs. 

• South of Scotland Enterprise fund posts based in the TSIs to work with the locality hubs 
and the emerging agenda for the recovery of communities. 

• Statutory agencies recognise that people in communities are key to driving positive change 
and benefits within those communities. Existing and potential anchor organisations and 
communities are identified and supported by the locality hubs to address needs.    

• Statutory bodies acknowledge that the third sector has a unique ability to connect with 
the most vulnerable people in our communities, and should enable the third sector, via 
joint projects and funding in key areas such as community transport, employability, digital 
inclusion and community development. 

 
 
 
 



 

Page 5 of 26 
 

OFFICIAL 

 
 

PRINCIPLE 3: Beneficiaries Are at The Heart of Everything We Do 

We recommend: 

• South of Scotland needs a vision-led economic strategy which empowers communities. 
The third sector should be front and centre of the development of this strategy led by 
South of Scotland Enterprise. Adoption of an agreed model for measuring social return on 
investment should be included in the strategy. 

• The Regional Economic Partnership, through third sector representation, enables 
communities to make the most of their infrastructure and assets by influencing policies. 
For example on land planning, rates relief and asset transfer.  

• Anchor organisations and communities are supported by the locality hubs to assess assets 
for potential community gain. Fully-resourced locality hubs could facilitate a streamlined 
advisory service which allows communities to bring forward proposals in a development 
project. This service would provide support at all points of project development, including 
feasibility, project management and financing. 

• Statutory bodies move to a person-centred procurement model, as recommended by 
SCVO, that puts the needs of beneficiaries ahead of low costs.  

• TSIs and other third sector organisations reinvigorate their social enterprise strategies to 
increase the level of social enterprise participation in regional and local economies, in 
partnership with other agencies. 

 
 

PRINCIPLE 4: Financial Sustainability is Vital 

We recommend: 

• Scottish Government and other statutory bodies explore new funding models that enable 
the sustainability of third sector organisations and support the third sector to deliver its 
part in a robust wellbeing economy for the South of Scotland.  

• By taking a co-ordinated and strategic approach to the available national and regional 
funding regimes and there is more efficient use of funds with better outcomes for 
communities and the third sector. 

• South of Scotland Enterprise introduces a funding programme for community-based 
projects using the LEADER model. 

• In the current challenging economic climate, a strategic approach to the impact of 
windfarm community benefit funding becomes a priority for the statutory agencies 
including South of Scotland Enterprise. 

• Statutory bodies commit to longer term funding i.e. commission services from the third 
sector for multiple years rather than one year at a time.  

• Statutory bodies across the South of Scotland have targets of higher levels of inclusion of 
the third sector as key providers in a well-being economy. 

• TSIs and other third sector organisations initially focus on supporting third sector 
organisations to avoid a financial cliff edge by providing an enhanced advisory service.  

• TSIs provide innovation and business model development support to the sector in 
partnership with South of Scotland Enterprise.  
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PRINCIPLE 5: Volunteers are the Lifeblood of Communities 

We recommend: 

• South of Scotland Enterprise and other statutory bodies ensure that volunteering and 
volunteering support mechanisms are emphasised as component parts of the economic 
strategy, especially for young people.  

• TSIs ensure solid volunteering strategies are in place which define the role of volunteering 
as an employment pathway and enable a vibrant, supported volunteering community 
across the South of Scotland. 

 
 

PRINCIPLE 6: Digital Working is our Default 

We recommend: 

• South of Scotland Enterprise prioritises improvements to the digital infrastructure across 
the South of Scotland, in partnership with Borderlands. Social enterprises can be created 
with support from the TSIs to ensure the maximum community benefit from improved 
connectivity, including youth employment and skills development. 

• Statutory bodies develop a co-ordinated approach and strategy in partnership with TSIs for 
enhancing digital skills across the South of Scotland, involving third sector providers. In 
particular, development is required for building and nurturing contacts and networks 
digitally vs. in person. 

• TSIs strengthen the third sector via support activities, including how to improve digital skills 
and infrastructure, and health and safety for home working. 

• TSIs develop strategies and plans to support third sector organisations to keep their digital 
hardware, software and systems as up to date as possible, and their teams as digitally 
savvy as possible. 

 

 

PRINCIPLE 7: The Third Sector Are a Key Employer 

We recommend: 

• With approximately 5,000 people in employment (pre-Covid) in the third sector across the 
South of Scotland, statutory bodies recognise it as a key employer and provider of 
experience covering a diverse business spectrum including tourism, arts, hospitality and 
services including training, employability, health and transport.  

• South of Scotland Enterprise and the TSIs connect with the work of Scottish Government 
to understand and influence the role they can play in the design and implementation of 
a post-Covid youth guarantee scheme. 

• TSIs put in place a third sector employability forum for the South of Scotland to further 
enhance employment opportunities across the sector and help coordinate the targeted 
resources of national, regional and local agencies. 
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Summary of Key Actions 

 

No Action Lead 
Agency/Agencies 

1 Create a multi-agency joint communications approach via the 
Regional Economic Partnership 
 

REP 

2 D Develop and invest in multi-agency locality hubs 
 

DGC 
SBC 
TSIs 
H&SCPs 

3      Create dedicated TSI posts to support the multi-agency approach 
to economic and community development by locality hubs 

SoSE 
TSIs 

4 Develop an economic strategy which empowers communities 
and builds on the work of community anchor organisations 
 

REP  
SoSE 

5 Adopt an agreed model to measure social return on investment 
 

SoSE 
REP 
TSIs 

6 Develop and invest in joint projects to tackle priority needs - 
community transport, employability, digital inclusion, 
community empowerment 
 

CPPBs 
SoSE 

7 Refine current procurement practices to a person-centred model 
and include third sector input at all points 
 

DGC  
SBC  
H&SCPs 

8 Commit to a review of all local authority policies that impact on 
economic development such as planning and licensing to 
ensure maximum community impact 

DGC 
SBC 

9 Explore new funding models that enable the sustainability of the 
third sector 
 

SG 
DGC 
SBC 
H&SCPs 

10 Create a streamlined process for realising community aspirations 
from concept to delivery  
 

TSIs 

11  Create fresh, reinvigorated social enterprise strategies  
 

TSIs 
SoSE 

12  Adopt ambitious targets for inclusion of third sector agencies as 
real partners in service design and delivery 
 

DGC 
SBC 
H&SCPs 

13 Enhance the TSI funding advisory services 
 

TSIs 

14 Adopt a co-ordinated and strategic approach to available funds 
for priority areas such as digital inclusion or skills development 
 

DGC 
SBC 
SoSE 
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Summary of Key Actions 

 

15 Create a grassroots funding programme based on LEADER model  
 

SoSE 
TSIs 

16 Drive improvements to digital infrastructure and skills via a partnership 
approach with the third sector as enabler and provider  
 

REP 
SoSE 
TSIs 
Borderlands 

17 Support initiatives to strengthen third sector participation in the Youth 
Guarantee Scheme  
 

TSIs 
SoSE 

18 Include volunteering as a critical path to employment in regional 
strategies and skills development plans and third sector capacity 
building to support this. 

SDS 
SoSE 
TSIs 

19 Create a South of Scotland employability forum which recognises the 
third sector as a key employer and provider of work experience  
 

SoSE 
DGC 
SBC 
TSIs 
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Key Messages from the Covid-19 Crisis 

1. Third sector organisations (TSOs) across the South of Scotland responded quickly and with 
impressive agility to the challenges caused by the Covid-19 pandemic and nationwide lockdown. 
Both established and new TSOs have been key to the resilience efforts in communities, enabled 
by excellent community spirit and volunteering across the regions. Multi-agency partnership 
working enabled optimum responses, although our research suggests that such working was not 
in place across the entirety of the South of Scotland. 
 
2. In a number of communities, the lines between private, community and third sectors were 
blurred as some businesses started to provide free and/or adapted services to support their 
communities.  

 

3. Third sector organisations were enabled by their funders during the Covid-19 crisis and 
nationwide lockdown. Funders were quick to communicate to TSOs and let them know that pre-
agreed funds could be used throughout the crisis even if that meant that funds would not be 
used in exactly the way that was previously planned. In addition, Government-funded grants 
have been key, and the nationwide furlough scheme has helped TSOs manage cash flow 
throughout the pandemic.  
 
4. Volunteers were key to the resilience efforts. Numerous third sector organisations had to 

furlough most, if not all, of their paid members of staff to manage cash flow throughout 

lockdown.  Volunteers, often trustees, took on more active leadership roles to ‘keep the wheels 

turning’ and/or drive the resilience efforts. Thousands of local people across the South of 

Scotland volunteered their time, expertise and energies to work with their local community 

councils and TSOs to help support their communities throughout lockdown.  

 

5. Lockdown forced new ways of working for most, centred on digital capability and home 

working. However, not all TSOs across the South of Scotland had the skills, the hardware or the 

software in place to enable an easy transition. Many TSOs use ‘old’ hardware that doesn’t 

support all modern connectivity tools, and organisations’ digital systems are not all seamlessly 

networked for easy access from home. Digital skills across the sector are varied, and each of 

these challenges is compounded by the inconsistent and often temperamental digital network 

across the South of Scotland. 

 

6. There is a wealth of ambition across the third sector in the South of Scotland. Third sector 

organisations, inherently driven by their desire to do good for their communities, have already 

been thinking about, and planning their next steps to deliver benefits in the future. 
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Responding to the Covid-19 Crisis –  

Our Findings In Detail 

When considering their response to the Covid-19 pandemic and subsequent country-wide 

lockdown, TSOs across South of Scotland had to address three key questions. 

1. Can we deliver projects or offer services that are needed during lockdown? 

2. Can we deliver projects or offer services in a way that is legal during lockdown? 

3. Can we deliver projects or offer services in a way that is feasible and safe during lockdown? 

For some organisations, the answer to one or more of these questions was ‘no’, meaning that 

they had to effectively put their organisation and its goals into some form of ‘hibernation’ for an 

unknown period of time, whereas for others the answers were yes, albeit they knew they would 

need to figure out how to deliver safely and in line with Government guidance.  

Based on our research, TSOs across the South of Scotland can be categorised in one of four ways 

according to their situation at the start of lockdown and their subsequent response to the crisis. 

 

 

 

Those organisations who needed to ‘Hibernate’ tended to be those whose social aims were not 

immediately required for sustaining life. Some community centres and community trusts fell into 

this category e.g. Castle Douglas Community Centre Development Trust.  

Those organisations who needed to ‘Adapt and Deliver’ tended to have social aims that if not 

delivered would have a profound detrimental impact on service users’ lives. Organisations like 
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Loreburn Housing and The Dumfries and Galloway Befriending Project fell into this category, and 

while both of these organisations have delivered solid services throughout lockdown, neither 

felt that they were able to deliver all of the services that they really wanted to deliver.  

Those organisations who needed to ‘Upscale and Deliver’, like The Food Train, have been 

involved in delivering services that have been required for sustaining life. The Food Train in 

Dumfries and Galloway saw demand for their food shopping service increase by around 60% as 

the crisis hit. 

‘Resilience Groups’ have co-ordinated and/or delivered and/or enabled life-sustaining services 

such as food shopping, meal deliveries, medication collections and social connections for large 

numbers of, often vulnerable, people in their communities. A number of ‘Resilience Groups’ 

across the South of Scotland are either Development Trusts such as Moffat Town Hall 

Development Trust or A Heart for Duns, or Community Councils who were already in existence 

and had resilience plans in place. However, it should also be noted that a number of ‘Resilience 

Groups’ did not exist before the crisis. Such groups set themselves up in response to their 

community’s needs, again demonstrating the speed and agility with which the third sector can 

operate to enable positive outcomes for beneficiaries. 

Looking at each of these four categories we start to build a picture of the realities that were 

faced by the third sector across the South of Scotland at the outset of the Covid-19 pandemic, 

and while the specific situations and responses may have been different, we see that there are 

four common themes that affected all and will continue to affect all third sector organisations 

into the future. 

The themes are:  

 

 

(1) 

Dynamic 
Partnership 

Working

(2) 

Financial 
Viability

(3)

Volunteering 
and 

Community 
Spirit

(4)

New Ways of 
Working
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Dynamic Partnership Working  

Those organisations who chose to ‘Hibernate’ or ‘Adapt and Deliver’ their services throughout 

lockdown have largely relied on their own organisations, the various support information from 

TSIs, their funders, and the Government-funded grants that were made available to the sector. 

Those who urgently needed to ‘Upscale and Deliver’ or to become a ‘Resilience Group’, 

however, relied on much wider partnership working to enable their best responses.  

Partnership working across Dumfries and Galloway has been well regarded throughout the 

crisis. Third Sector Dumfries and Galloway was well connected into the local resilience planning 

across Dumfries and Galloway and worked as part of the Covid-19 Community Cohesion Cell that 

was led by Dumfries and Galloway Council. Ward workers connected well to the various TSOs 

and were praised by many for their efforts to aid in the crisis response. TSDG created a bank of 

over 1000 volunteers in the early stages of the crisis, meaning that these volunteers could be 

matched to areas of need with partner organisations across the region in a timely fashion. 

Organisations such as The Food Train, The River of Life Church, The Heathhall and Locharbriggs 

Resilience Group and Dumfries and Galloway Council all benefited from the addition of 

volunteers via TSDG.  

It is important to note that partnership working didn’t just involve the third sector and the 

statutory bodies – local businesses and other third sector organisations also partnered with TSOs 

to help with the resilience efforts where possible. Lines became blurred between the public, 

private and third sectors as communities knew that they needed to work together in such 

unprecedented times. 

 

The picture across the Scottish Borders with regards to partnership working appears to be 

quite different from that of Dumfries and Galloway, which highlights a key diversity in the 

South of Scotland. The third sector across Dumfries and Galloway and The Scottish Borders each 

look and operate differently in terms of Community Planning Partnership, TSIs and the 

commissioning of third sector partners.    While informal, micro-local and volunteer-led 

resilience responses on the ground were strong and effective in the Scottish Borders, the 

structural connection and communication between the TSI, statutory bodies and local TSOs 

appears more fragmented compared to Dumfries and Galloway. Some of the TSOs in the 

Scottish Borders strongly expressed that the resources of the third sector could have been more 

strategically deployed in the Scottish Borders, and would have welcomed a more coordinated 

planning and communication approach to supporting localised response. 

 

"What went well? Support from local business e.g. Magnox and The Crichton Trust who have given us 
their staff time and vehicles to help with increased service delivery.”  
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Dynamic Partnership Working  

 

Moving forwards, as the South of Scotland emerges from the immediate Covid-19 crisis, those 

third sector organisations, community groups and statutory bodies who have worked well 

together in partnership must continue to do so, holding beneficiaries at the heart of their work. 

Attention should be given by all parties to the areas where partnership working has been less 

successful, and steps must be taken to understand and address any key issues so that best 

outcomes can be achieved for communities and the economy consistently across the South of 

Scotland. 

 

See Principles 1, 2 and 3 and associated recommendations.  

 

  

"There have been missed opportunities for greater partnership design and delivery of a multi-partner 
response. The third sector is probably not being used to its full capacity to respond and contribute in a 
coordinated way. Normal business stopped in March, and there has been limited opportunities for the 
usual forums to take place for planning and strategic conversation between third sector and statutory 
partners. Without these forums there is not the opportunity for sharing of information, ideas and 
developing a joint vision and ambition for both response and recovery.” 
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Financial Viability  

In many cases, the loss of ability to trade meant that monies were required to manage cash flow 

and enable TSOs to do what they could do in the immediate term, and to survive in the longer 

term. Cost reduction and cash flow management became a focus for many. Findings from our 

research tell us that the Government’s furlough scheme was key to helping TSOs remove the 

burden of staff costs.  

 

For other organisations, the continued honouring of contracts from public bodies was essential to 

their ability to survive the lockdown and be in a good place to reset and recover in the long term. 

 

In general, the TSOs who took part in our research have praised funders for their quick action to 

communicate with organisations and to let them know that pre-agreed funds could be used by 

the TSO to keep things moving, even though it was recognised that the funds almost certainly 

wouldn’t be used exactly as planned. 

 

 

 

 

 

 

 

“The job retention scheme and the weather saved us initially. We called a full emergency Board 
meeting before lockdown which in hindsight was the best decision we made. We focused on cash flow 
and cost reduction rather than panic. So, we closed the week before lockdown, turned the heating 
right down… and met staff to talk to them about redundancy and paying them for at least the next 
month. Thankfully, we were able to furlough the staff before this point. Heating and staff costs are the 
biggest burners so we were able to turn them both down! The Corra Foundation funding scheme also 
helped at this stage as £3000 bought us another month.” 

“Survivability has been down to DG Council and Transport Scotland being supportive (financially and in 
other ways). Had they decided to stop honouring contracts to e.g. deliver school bus services (even 
though we weren’t delivering the services) then we would have been in trouble. We needed this 
revenue to still be here.” 

“Our funding is ok. The charities have been very good about coming forward at the beginning to say 
that they understand that we might not be using the monies as originally planned but that’s ok.”

“Our relationships with our main funders have gone well… We have been able to pay 30% of fees to the 
artists that we would have exhibited – as agreed with our funders.”
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Financial Viability  

Our research also tells us that the eventual injection of funds into the sector via the Third Sector 

Resilience Fund (TSRF) and other grants, such as the Small Business Support Grant and Pivotal 

Enterprise Resilience Fund, ultimately became lifelines for many. 

 

For those TSOs leading the way on resilience within their local communities, being recognised 

officially from a funding point of view as an “anchor” organisation became key to opening up 

options to access financial support from local and national government, and while there could 

be room for improvement in the future,  the processes for achieving funding have generally 

gone well. 

 

 

Moving forward, financial viability is top of mind for all TSOs and there are genuine concerns 

that certain organisations will not survive in the long term.  In the short term, organisations 

delivering commissioned services need their commissioning bodies to be supportive by way of 

additional funding where necessary to enable them to sustain any increased demand that the 

Covid-19 crisis has generated. Grant-reliant organisations need granting bodies to be operational 

and considerate of new grants as fast as possible. There is a clear sense that now could be a 

moment for structural and cultural change in how resources and budgets are deployed in the 

short to medium term at locality level to support resilient communities. New models of funding 

must be considered to genuinely enable sustainable, inclusive local economies. 

“Work by TSDG alerted us to the possibility of claiming additional grant monies. Whilst we were not 
eligible for the Small Business Grant we realised we may qualify for the £25,000 for leisure and 
hospitality businesses. We have become one of the first groups to be awarded this money and so we 
now know we will survive and this will help us to focus entirely on the future.”

“We were approached by DTAS to be an anchor organisation for the crisis, and it went through very 
quickly, which then meant we could get funding for groups delivering the resilience efforts.” 

“We needed to tap into funding which has been fairly successful but has been time consuming. We 
were impressed with the Scottish Government funding via DTAS, it was a simple form with one report 
required. We have a great relationship with our ward officer, but the council want to know weekly 
what the money has been spent on, which has frankly been a burden. It would be good to streamline 
and simplify all of the funding options and reduce the number of returns to the funders to ease 
pressures.”
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Many organisations look forward to a return to business in some form, although it is recognised 

that previous trading models (many of which are service models) will almost certainly require to 

be reset for the foreseeable future, leaving uncertainty about whether generated revenue will 

be enough to enable survival in the longer term. Support from Government and Statutory 

Bodies across the South of Scotland by way of a person-centred approach to procurement will 

be more important than ever to enable the third sector to build back better, minimise losses 

and secure the gains from the past months. 

 

See Principles 3 and 4 and associated recommendations. 

  

“The public response to COVID has been dependant on the voluntary sector. On-the-ground work from 
statutory agencies could be more robust. There needs to be much more engagement and more 
capacity building in communities. Cllrs and other politicians have been very quiet, we’re not hearing 
from them, and this is a gap to people who offer services. We have this strange situation where 
national politicians dominate the strategy, on-the-ground grass roots and neighbourhood responses, 
but where is the regional and locality leadership? We need a genuine will to restructure society to 
work at the level of communities and localities – public bodies have huge resources but they’re not 
deploying them in co-ordination . . . we need co-ordination, engagement & planning with 
communities.”
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Volunteering and Community Spirit  

With many members of staff furloughed from TSOs, organisations knew that they would require 

volunteers to help them deliver vital service offerings throughout the Covid-19 crisis. Large 

numbers of regular volunteers were older members of communities and so in the high-risk 

category for contracting Covid-19, which meant that TSOs had to put out a call for help more 

widely. Organisations advertised for volunteers using social media, and TSDG set about 

recruiting a bank of volunteers across Dumfries and Galloway who could be matched with areas 

of need as they emerged. No one knew what kind of response to expect from their calls for 

volunteers in such an uncertain time, but the people of the South of Scotland came forward in 

their droves, keen to help in whatever way they could.  

The willingness of people to volunteer spoke volumes about the true community spirit that 

exists across the South of Scotland – a sometimes untapped resource of passion, skill and drive 

to ensure their communities thrive.  

 

 

 

Moving forward, the third sector across the South of Scotland must ensure that they harness 

this new volunteering energy that has emerged. It is hoped that many of the regular volunteers 

from the pre-Covid period will feel able to return to their roles. However, it is understood that 

this may not feel right for all, and a potential second spike of Covid-19 cases may keep some 

volunteers away. Realities dictate that not all new volunteers will be willing or able to continue 

in the roles that they have held throughout the crisis as many of them return to work, and some 

organisations told us that they are anticipating that some of their trustees may start to opt out 

of their roles in the coming months, meaning that gaps are anticipated for strategic volunteering 

roles as well as operational roles. 

 

See Principle 5 and associated recommendations.  

“One thing that has emerged (throughout the crisis) is that we live in a supportive community. People 
have responded quickly to offer services – we have a zoom cafe, zoom book club, zoom quiz, people 
have put up challenges and found support e.g. looking for potato seeds and so on. There is a 
community here - that’s important."

“The volunteers have been great, they have been building up good relationships with local residents."

“I have never been as proud of communities as now, the way people have stepped up, communities and 
localness have been invaluable during this crisis, and I want that network of support to continue and 
grow."

“Most of our regular volunteers are shielding and many of the new volunteers are furloughed from 
work so we may have a period of time where people need to restart work before our regular volunteers 
are able to restart volunteering with us – we are keeping a close eye on this and trying to work towards 
addressing this as new volunteers come forward.” 
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New Ways of Working   

The Covid-19 crisis required people to embrace new ways of working, and it required them to 

embrace these new ways fast. In ‘normal’ times, when an organisation embarks upon a change 

programme, it often does so gently, ensuring that it brings their people along with them at an 

appropriate pace to ensure the change is embraced and embedded as smoothly and successfully 

as possible. The Covid-19 crisis did not allow for any gentle, smooth transitions into new ways of 

working. Organisations literally had to change their ways of working overnight. Digital home 

working, and enhanced health and safety measures had to be put in place with immediate 

effect. 

4.1 Digital Home Working 

For those TSOs who were able to keep working throughout the Covid-19 crisis, digital home 

working became the instant norm. The move has generally gone well where good working 

relationships, digital skills and infrastructure have been in place, and some TSOs are seeing the 

benefit of this model for the future. However, where digital skills and/or infrastructure have not 

been in place, the move has been more clunky and has required considerably more effort. 

The core challenges experienced by TSOs across the South of Scotland in making the overnight 

leap to ‘full scale’ digital home working were- 

 

Challenge 1: TSOs are often working with older hardware and software, meaning that systems 

were not optimised for best performance as lockdown was announced.  

 

Challenge 2: A number of organisations had outdated data management systems e.g. physical 

storage of databases vs. cloud storage, meaning that accessing data from home has been more 

of an issue.  

 

 

 

“We weren’t fully kitted up to do the digital working from home. We’re still not fully kitted up. We’re 
‘winging it’ on old equipment.” 

“Technology has been challenging. Our service management system is not in the cloud so it has been a 
challenge. We are still struggling with this. To get into the database you have to go through a VPN and 
then into the software, which unfortunately is very clunky so causing frustrations. We’re currently 
doing a data cleanse but we can’t do it in real time because our software runs so slow – it has made 
our data cleanse really inefficient. The system isn’t fit for purpose anymore. We’re planning now for 
how to address the system, however it will take time to move it.” 
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Challenge 3: Digital platforms for engaging with service users and communities were not all 

optimised since ‘old ways’ of working had relied more heavily on face to face contact. 

 

Challenge 4: Not all members of TSOs had digital hardware that they could use from home, 

meaning that those members of the organisation were less connected until solutions could be 

found. 

 

Challenge 5: Not all members of TSOs had the digital skills they needed to seamlessly adjust to a 

digital home working environment. It is believed that a large number of trustees, many of who 

are older adults, have been particularly affected by this skills gap.  

 

Challenge 6: The digital infrastructure across the South of Scotland is varied, with many places 

experiencing poor digital connections meaning that virtual meetings do not always run smoothly 

and general digital productivity is not optimised. 

 

Challenge 7:  Employees and volunteers can feel less engaged when working from home, and in 

some cases may feel somewhat isolated. In order to mitigate these issues, TSOs introduced ways 

of keeping everyone connected as best as they could. There is however a real risk here that 

leadership could become overloaded as internal communications and relationship management 

takes more time due to the loss of ad hoc connections in the office.  

 

Overall, the move to digital home working has gone fairly well for the third sector across the 

South of Scotland. There have been challenges aplenty, but TSOs have pushed through and 

found ways to make things work. Many of our interviewees mentioned that this shift in how 

they worked ultimately had a positive effect on communications and service delivery, though it 

should be noted that these comments were made in  

reference to pre-existing teams of people who largely all knew each other. In some cases, the 

move has led to TSO leaders starting to question optimum working models for the future.  

 

“Our website is not up to scratch for disseminating info, doing consultations etc. We’re not fully linking 
things to social media. i.e. our digital platform is not fit for purpose.” 

“Most Board members had not used Teams so we had to help out there (laptops for some) but we’ve 
made it work.” 

“We have a Zoom staff meeting every 2 weeks which we minute. On the in-between weeks we have a 
zoom coffee break together"
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Moving forward, digital skills and digital infrastructure must continue to be improved across the 

South of Scotland to enable all partners to play their role in a robust wellbeing economy. 

 

See Principle 6 and associated recommendations.  
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4.2 Enhanced Health and Safety Measures  

The Covid-19 crisis brought about immediate need for extreme infection control measures. TSOs 

working on resilience efforts had to have personal protective equipment (PPE) and had to 

adhere to 2m physical distancing (“social distancing”) from others.  

Acquisition of PPE was a challenge for TSOs in the early days of lockdown. As national efforts 

were understandably focussed on ensuring that our statutory health and social care staff had 

the PPE that they required for the frontline response to Covid-19, the third sector was initially 

the ‘forgotten army’ on the home front who had to find their own way forward. 

 

Sourcing PPE has thankfully become less of an issue over time as global supplies have increased 

and guidance on face coverings has become clearer.  

Social distancing has become ‘the new normal’ for real life interactions and TSOs had to quickly 

adapt their resilience services to adhere with the Government’s distancing guidelines. In some 

cases, TSOs had to go one step further to ensure the safety of all. 

 

Social distancing guidelines have also meant that large sized physical spaces have been key to 

enabling people to work together on resilience efforts. Community centres and Town Halls- 

where open- have been key to enabling the ‘Resilience Groups’ to lead resilience efforts, both 

virtual and real for their communities.  

 Moving forward TSOs are now carefully considering how they can make their physical spaces 

(outdoors and indoors) safely available for their communities in a way that generates revenue to 

sustain their organisation for the future. TSOs will need to ensure that they have appropriate 

infection control policies in place for their organisations, and that they can provide a safe 

working environment for their staff and volunteers. 

  

“We had issues sourcing PPE. We had to fight very hard for that. We do know that everyone was in this 
boat. Volunteers and family members of trustees made masks. Our Ward Officer was very supportive 
and everyone did what they could, but it was an issue...” 

“We worked closely with the community council to start a home delivery service for those people in the 
community who were isolating, and those in remote places. This was on top of us being open as a 
walk-in shop. However, it felt like it all began to implode – there was great pressure on a tiny shop, 
with some people not abiding by the government’s restrictions and guidance for social distancing. We 
ultimately closed the shop and moved to a delivery-only model as a volunteer service. For everyone’s 
safety, we had to get people off the doorstep of the shop.” 
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Looking to the Future 

The Covid-19 crisis presented an unprecedented challenge for the third sector across the South 

of Scotland, but the third sector across the South of Scotland delivered an unprecedented 

response. The drive to do good and improve lives in communities has shone from the sector 

throughout the crisis, and now that lockdown restrictions are starting to ease the sector is 

moving from the response phase into reset and recovery with renewed ambition and focus.  

As organisations consider resetting their aims and services to best meet the needs of 

communities living in a Covid world, they are now considering what they need to stop doing, 

what they need to do more of, and what they need to start doing. Many business models will 

need to change, and there is real concern that a funding ‘cliff edge’ will result in numerous 

organisations not being viable beyond the short term. However, with the right support and 

partnership working, the third sector across the South of Scotland, with beneficiaries at the 

heart of their work, are set up to be a key employer and powerful partner in the recovering 

economy. See Principle 7 and associated recommendations. 

The four themes that have been discussed in this report: (1) dynamic partnership working, (2) 

financial viability, (3) volunteering and community spirit and (4) new ways of working, must 

continue to be nurtured in partnership with Scottish Government, South of Scotland Statutory 

Bodies, regional Councils and statutory agencies  and TSIs to enable the sector to flourish and 

play its role fully in a robust wellbeing economy. 
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Glossary 

 

TSO Third Sector Organisation 

TSI Third Sector Interface 

TSDG  Third Sector Dumfries and Galloway 

DTAS  Development Trusts Association Scotland 

TSRF Third Sector Resilience Fund 

PPE Personal Protective Equipment 

SG.            Scottish Government 
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APPENDIX 1: Research Methodology 

A series of 1:1 interviews were held (via virtual means) between representatives of Third Sector 

Dumfries and Galloway (TSDG) and Scottish Borders TSI, and representatives of TSOs across 

Dumfries and Galloway and the Scottish Borders. 

Each interviewee was asked a series of questions, focussed on - 

• Lessons learned throughout the first couple of months of lockdown 

• The TSO’s plan for the short term (to approximately end of June 2020) 

• The TSO’s plan for the medium term (up to 31 December 2020) 

Each interview was summarised and analysed, and the findings used to inform this report. 

At the time of conducting this research, most TSOs were in the response phase of crisis 

management, with some starting to reset their position in preparation for an eventual recovery. 
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