
Training for
Referral 

Agencies
(Introduction to Cardiff 

Foodbank and E-referrals)



1 Introduce you to the Foodbank, its staff, clients and supporters

2 Describe the role and responsibilities of Voucher Issuers

3 Guide you through the data system

This presentation will:



Cardiff Foodbank was founded in 
2009. We are a registered charity and part 
of the Trussell Network of Food 
Banks. We are one of approximately 39 
food banks in Wales and 427 food banks 
across the UK.

Other local food banks cover Cardiff Vale, 
Newport, Bridgend, Caerphilly and the 
Valleys.
In the last financial year, we distributed 

20,208 food parcels to people across the 

city which amounted to approx. 200 tonnes 

of food.  7,770 of these parcels went to 

children!!

About our food bank



We provide emergency support to local 
people who don’t have enough money for 
essentials by providing 3 days’ 
nutritionally-balanced emergency food.

We help connect people with additional 

support to address the reasons why 

there isn’t enough money coming in.

What does our food bank do?

We bring together experiences and 

evidence from our food bank with what 

other food banks across the Trussell 

network are seeing, so we can push for 

change.



Our clients are people who, 
through a wide range of 
circumstances including 
illness, benefit delays, an 
unexpected bill, or just 
insufficient income, find 
themselves with no money for 
food.

About our food bank



About our food bank
We operate via a central warehouse and 

offices in Cardiff Bay, plus eight 

Distribution Centres across Cardiff in:

CATHAYS

ELY GRANGETOWN

CENTRAL

LLANEDEYRN SPLOTT

ST. MELLONS TONGWYNLAIS



About our food bank

Our Team

We have 10 paid staff and 8 trustees who manage 

the strategic, operational and administrative 

aspects of the food bank. They are supported by 

over 200 volunteers who:

•pick up and deliver food

•sort and date donated food and collate orders

•run the distribution centres

•provide administrative support

•raise funds and organise food collections

•staff supermarket food collections



About our food bank

Our 

Partners

We also have many Partners who support us with:

•fundraising events

•employee volunteers

•food collections

•business advice

•finance



About our food bank

• Cardiff Foodbank is not state funded

• Our operating costs (e.g. warehouse 

rent, utilities, vans and staff salaries) are 

covered by donations and grants

• We welcome donations and ideas for 

fundraising



Non-perishable food 
is donated or bought

We depend entirely on donations 

from churches, businesses, 

schools, individuals, or through 

supermarket collections. Our 

website advises on current needs. 

Currently we can only accept long-

life, not fresh, food.

How we operate 



How we operate 

Volunteers sort 

and store the food

All food arriving at our central 

warehouse is weighed in and 

sorted by date ready for sending 

out to our distribution centres.



How we operate 

Frontline 
professionals give 
food bank vouchers 
to people in crisis

We partner with 180+ care 

professionals and agencies - like 

Health Visitors, Social Workers, or 

Housing Associations - who identify 

people in need and issue Foodbank 

vouchers.



⃰ Household is defined 

flexibly and includes 

anyone for whom the client 

is providing food in their 

place of residence. For 

example, one person may 

be supporting their children 

and their parents, or a 

sibling. For HMOs all 

residents/families need to 

claim separately.

Clients exchange their 
voucher for 3 days’ supply of 
food at the foodbank centre

Clients take vouchers to a food bank 

centre where they are redeemed for 3 

days’ emergency food for themselves 

and others in their household*.

The food allocated is nutritionally 

balanced, with dietary requirements 

and cooking facilities taken into 

account.



NOT JUST 

FOOD

Food banks take time to 

listen and signpost 

clients to further support

Clients are also given the opportunity to:
• Have some refreshments and a chat
• Be offered a listening ear
• Be signposted to a range of other support 

services
• Receive advice from the Council’s Money 

Advice Team
• Access other relevant, helpful information and 

support
• Receive other items e.g. pet food, sanitary, 

household and baby products (not formula 
milk)



The Role of the 

Referral Agency 

and its 

Voucher Issuers



REQUIREMENTS OF A REFERRAL AGENCY

One of our requirements for a 

referral agency is that the 

organisation (and person 

assessing the client) is able to 

recognise the clients’ needs and 

root cause of their crisis, and to 

have the support available to 

meet those needs and/or be able 

to signpost to an appropriate 

additional source of help.



HOW TO DECIDE: 

WHO QUALIFIES 

FOR FOOD BANK 

VOUCHERS?

• The client is in a state of actual food poverty, with little or no food and insufficient funds to 
purchase enough food.

• Their situation is the result of an identifiable, current crisis.

• If the client’s circumstances (finances, number of dependents etc.) are not already known to 
you, staff should make an assessment based on confirmatory evidence.

• The client has not already received 3 vouchers in the last 6 months.

• There is no minimum age to claim Food bank vouchers – if a young person is considered to 
be independent, they may make a claim.



HOW TO DECIDE: 

WHO QUALIFIES 

FOR FOOD BANK 

VOUCHERS?

• If more than 3 vouchers are needed, contact the Food bank to explain the support 

being given before issuing more. We are happy to support some clients over a 

longer period if there is nothing more they can do to improve their immediate 

situation and it is part of the ongoing package of care provided by the agency.

• Consider what other support could be given to help the client, e.g. connecting with 

a Food Pantry or Free Food Market, a referral to the Council’s Money Advice 

Team, Citizen’s Advice or other service. Foodbank staff will be happy to advise.

https://www.cardiffmoneyadvice.co.uk/
https://www.cardiffmoneyadvice.co.uk/
https://cacv.org.uk/


REASONS FOR REQUIRING 
MORE THAN 3 VOUCHERS

Examples:

• Client has no recourse to public funds (e.g. refugee/asylum seeker)

• Client has no access to their money (e.g. Domestic Abuse, Overseas Bank 

Account)

• Benefit delay/changes

• Debt - both Priority and non-Priority

• Significant disruption to earnings, e.g. ill health

• Unreliable income, loss of income or long-term insufficient income

• Exceptional and unexpected bill

This is a list of examples, and is not meant to be 

exhaustive - always put compassion before caution if you’re 

undecided.



IMPORTANCE OF 
ENSURING ACCURATE 

INFORMATION

Properly completed vouchers help to guard against 

fraud and confusion. They also ensure that the 

volunteers in the Distribution Centres don’t need to 

ask the clients difficult questions about voucher 

details. It is important to make the experience of 

collecting the food as smooth and stress-free as 

possible.

Data Usage: the information is collated on the 

Trussell UK database and can be used to bring 

about change on a national level, working to 

influence the UK Government and policy makers to 

ensure everyone has enough money to pay for the 

essentials.  

Having accurate information is vital as it is used as 

evidence of the problem.



THE DCS

(Data Collection 

System)

The database helps keep a track of how 

many vouchers people have had, 

changes of address or changing 

circumstances as well as information on 

the reason for the referral.

If we suspect that someone is misusing 

the voucher system we will inform you, 

and we request that you inform us if you 

become aware of or suspect any 

misuse.



Referral Agency 
Manager 

Responsibilities

Each organisation will have a 

registered ‘manager’ who takes 

responsibility for keeping Cardiff 

Foodbank updated with the 

following key information:

● Change of main contact/manager

● Inviting new users to the database

● Change of organisation name/address

● Closure of the organisation

● Mergers



ADDITIONAL 

INFORMATION

Please make a note of this web address, 

as it is not available via the menu on the 

Foodbank website. It contains 

information and resources for Referral 

Agencies.

www.cardiff.foodbank.org.uk/referral-agency 

http://www.cardiff.foodbank.org.uk/referral-agency


FOLLOW / CONTACT US
Cardiff Foodbank,

Unit G, Cardiff Business 

Centre,

Titan Road,

Cardiff

CF24 5BS
info@cardiff.foodbank.org.uk
(monitored Monday – Thursday)

vouchers@cardiff.foodbank.org.uk
(monitored Mondays and Thursdays only – use for voucher related enquiries)

cardiff.foodbank.org.uk

trussell.orgCardiff Foodbank @cardifffoodbank

mailto:info@cardiff.foodbank.org.uk
mailto:Vouchers@cardiff.foodbank.org.uk
https://cardiff.foodbank.org.uk/
https://www.trusselltrust.org/


Issuing an 
E-Referral 
Voucher 

A Step-by-Step guide for 
all voucher issuers.



Logging into the DCS

Access the Data Collection 
System (DCS) through URL: 
https://data.foodbank.org.uk/

https://data.foodbank.org.uk/


Step 1 – search for the client



Step 1 – New clients

Ask the client if they have ever had a food bank 

voucher before - if yes then they will have an 

account already.  If it comes up as no results, try 

searching with a different spelling or previous 

postcode (or NFA).  This should help you find them 

and their previous information.



Scroll down to check for alternative spellings or Address/Postcodes

If the client is found this way, continue with the 

process but edit the account rather than creating a 

new one.



• First name

• Surname

• Address/postcode or No Fixed Address (NFA)

• Year of birth

Create a New Client Account



Household structure questions
This is the usual number of people within that 

household - temporary members can be added later.

Enter number of people in age band
Do not enter their age directly 



Confirmation that you have successfully created a new account   

Check the details and edit if needed



If the client has changed 
address - you can edit the 

basic details. Just click 
on the button.

Editing Page



When more than 3 vouchers 

have been issued in 6 

months, this number will be 

highlighted in red

Click to find out 

more information on 

voucher history





Individual client 
ethnicity data is 

not stored on the 
client record. This 

is because it is only 
used for statistical 

reporting processes 
and is not available 

to view on an 
individual basis. 



liz@cardiff.foodbank.org.uk

ALL ABOUT 

YOU
Please make sure the telephone number is one that you 

are happy for clients to potentially call you on. 

This number will be displayed on a printed voucher. 

Use your work number not a personal one.

Please ensure this is entered.

Your email won’t be displayed on the printed voucher but it is 

very helpful for us if we need to get in touch with you.



“How many people is 

this food voucher for?”

This may include people who are 

only temporarily staying in the 

household.

This is only needed if the client is needing a delivery

We do not do deliveries.



Ask about specific dietary requirements - Food 

intolerances, Vegan, Halal, Medical (diabetes) etc. 

These can be added here.

Ask about other relevant information - what 

facilities do they have to cook/prepare food, do 

they need any non-food or other additional items 

to support them.

NB

Anything you write here will be 

visible on the printed voucher



“What is the source of 

income for the household 

from the following 

options?”



“What has happened 

which means you need a 

food parcel today?”

Up to 4 reasons can be 

selected from both this 

page and the next .



Please enter any other information that you feel would be relevant for us to know 

– this will not be visible on the printed voucher but will be visible to volunteers in 

our distribution centres.



“What would you say is the 

reason for needing long-

term or continued support of 

the food bank?”

NB

Ensure that you would be happy if the 

person being referred was given access 

to this information if they request it.

If this is looking like a long term 

issue – please call Cardiff 

Foodbank for further support and 

authorisation



Please double check

“Are you able to collect the 

parcel from the food bank?”

Don’t forget – we don’t 

deliver!

ASK

“How are you going to get home with the food 

parcel?”

There might be a number of bags depending on 

size of the household.

Add the name or details of a third party collecting the food parcel -

Could be a friend, relative, support worker etc.  

This information can help protect the client from potential fraud or 

abuse and ensure that they receive the parcel.



“Which foodbank centre is best for you to 

visit” Not just distance, but opening hours 

etc.

Tick the most relevant box – this is not 

set in stone – they are still able to 

attend a different centre if needed



E-69205-000190 - This is the code to give the client - It is a one time only code.  

Each additional parcel requires a new voucher and code.



The voucher is valid for up to 7 days and 

even then can still be redeemed on approval 

with valid reason for delay - if no valid 

reason, the voucher may be cancelled and 

another one will need to be issued.

This is just the ‘suggested’ foodbank centre 
- they can take this voucher to any centre as 

long as they accept e-referrals



Help and support

48

Cardiff Foodbank
vouchers@cardiff.foodbank.org.uk

https://cardiff.foodbank.org.uk/referral-agency
02920 484120

To find contact details for other food banks

in the Trussell network:

https://www.trussell.org.uk/emergency-food/i-have-a-food-voucher

Support available via the DCS.

Click either icon when logged 

in.

mailto:vouchers@cardiff.foodbank.org.uk
https://cardiff.foodbank.org.uk/referral-agency
https://www.trussell.org.uk/emergency-food/i-have-a-food-voucher


Thank you for watching this 
presentation

If you have any questions don’t 
hesitate to contact us
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