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 2 | Why we’re here, who we are

Every SIX MINUTES in the UK,  
one more person loses their sight.

Every day, 250 more people join 
the 2 MILLION already living  
with sight loss.

And this number is set to DOUBLE 
by 2050.
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We are Guide Dogs.
And we’re here to help people with  
sight loss live the life they choose. 

Children and adults. Friends and family. Whoever you are,  
our expert staff, volunteers and life-changing dogs are here  
to help you:

Live actively. Our people and dogs can help you 
get out and about with confidence, going wherever 
school, work, or play takes you – and knowing 
that your sight loss won’t hold you back. 

Live independently. The advice and skills we provide will give 
you the freedom to live life on your own terms, in your own way. 
So you can achieve your hopes and ambitions and do all the 
things that make you… you.

Live well. Our experience and understanding can help you 
through the emotional challenges of sight loss as well as the 
practical ones, introducing you to an inspiring community  
of people and giving you the support you need to be your  
best self. 

The services we provide are life-changing, but many others 
need our help.

So, we need to do more. And we’ve got a plan.

By My Side is our five-year strategy to provide more services  
and reduce waiting times for hundreds of thousands more 
people by 2023.

Here’s what we’re doing – and how we’re doing – one year in. 



 4 | Our strategy at a glance

Our By My Side strategy: 

Today We support people on over 
200,000 occasions through a 
range of services, 15,000 of 
them by providing support 
face-to-face.

2023 We aim to support people on over 500,000 
occasions through a range of services, 23,000 
of them by providing support face-to-face.

Guide dogs 
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Our By My Side strategy is a massive step towards creating a better and fairer future  
for people living with sight loss. By 2023, we will change more lives than ever before.

That means

 MORE  dogs  
in service

 MORE  support 
and skills

 MORE  digital 
and phone 
support

More than double the number of people supported by 2023
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Supporting more 
people by 2023 
How can Guide Dogs more than double 
the number of people we support in just 
five years?
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The answer is by improving and increasing the services we offer.

Here’s a preview of what they will look like in 2023:

1. With our dogs
By 2023, our range of guide dog 
services will be broader, we’ll 
reach more people who need 
us and cut the time they have to 
wait for a dog. 

Not everyone will need a fully 
trained guide dog – and that’s 
why we provide other support 
dogs that can make a huge 
difference to someone’s physical 
and mental wellbeing. 

Some of our dogs have other 
jobs too. From parenting the next 
generation of guide dogs to 
being our public ambassadors – 
helping raise vital awareness and 
funds for the charity. 

And we care deeply about every 
one of them. 

 

Our guide dogs give people 
with sight loss the confidence to 
get out and about safely. From 
helping their owners get to work 
or university, or simply to a regular 
exercise class, they provide life-
changing practical support 
every single day. 

Our buddy dogs bring a canine 
friend into the lives of children 
with sight loss. By helping them 
build confidence in themselves 
and trust in their surroundings, 
these dogs have a hugely 
positive effect on a child and 
their family’s wellbeing.

Our companion dogs do the 
same for adults living with sight 
loss, improving their health 
and wellbeing, and ensuring 
they need never feel isolated 
again. We’ve seen how this 
support can help people 
change their lives – building 
new relationships and feeling 
more confident in themselves.

Dan has had a 
huge impact on 
our lives, not just 
as Logan’s buddy 
dog but as a family 
dog. We have all 
gained confidence, 
especially Logan. 
Dan has taught 
Logan responsibility, 
companionship 
and most of all - 
unconditional love. 
Tabitha, mum to 
Logan, aged 15

Our guide dogs Our buddy dogs

Our companion dogs



2. With our people
Our dogs are irreplaceable. But the services provided 
by our passionate and dedicated team are just as vital. 
And by 2023, our expert staff and volunteers will make 
an even greater difference to people affected by sight 
loss, including family and friends.

Together, we’ll offer:

More support 
For adults, our life-planning approach will help more 
people decide for themselves what support they’ll need to 
live the life they want – and build a plan to make it happen.

I can’t stress enough how invaluable the event 
was. As a new parent, you spend a lot of time at 
baby and toddler groups comparing your child, so 
just to be with other families in the same situation 
was great for us. Also, speaking to the experts and 
getting their advice on play ideas and how to 
access the right education support was so useful. 
Sophie, mum of Alma, and attendee at a Family 
Experience event

By expanding our sighted guiding 
service, My Guide, we’ll also help 
more people with sight loss do the 
things they love. Whether it’s going 
to football matches and going to 
the gym, or just having a leisurely 
stroll in the park, our specially trained 
volunteers will enable them to be 
more active and independent. 

For children with sight loss, our 
education service provides life-
changing advice and support. From 
helping their families to choose the 
right nursery, school or college, to 
working with teachers and special 
education staff on their behalf, 
we’re here to ensure children 
with sight loss have the same 
opportunities as everybody else.

We’re also here for the whole family 
through our Family Experience 
events. This is a special space for 
children and their families to get 
together, make friends and have 
fun in a relaxed environment, while 
getting expert advice from our 
children’s specialists.



More skills 
Guide Dogs is already the UK’s largest employer 
of orientation and mobility specialists for 
adults and young people, specialists that are 
dedicated to helping people live active and 
independent lives.

But we’re not stopping there. We’re looking to 
recruit more trainees so we can reach even 
more people who need us.

Why is this important? For people living with sight 
loss, our specialist one-on-one training can give 
them essential practical skills to do the things 
that matter to them – transforming what they 
can do and how they feel about themselves.

By working with our mobility specialists, young 
people and adults will learn vital lifelong skills 
that will enable them to get out and about with 
confidence. At the same time, our functional 
vision service will grow to help more people with 
sight loss make the most of their remaining vision.

3. Digital and phone
With vital information and more ways to 
access it, we’ll be there for more people 
than ever by 2023 – wherever they are, 
whenever they need us. 

This means:

Essential information. We’re growing our 
online information service to be interactive 
and answer questions in real time, with 
online assessment options, chat tools and 
‘how to’ guides. We’ll also be working 
together with other organisations like the 
RNIB to make sure you can always find the 
information you need.

Help finding it. We’ll help people access 
information and support using whatever 
technology suits them best. This includes 
developing a new smartphone app, 
social media support, and exploring how 
artificial intelligence can improve our 
services in future.

Advice and understanding. We will provide 
more specialist guidance to people with 
sight loss and their loved ones. Our listening 
service will bring adults with sight loss, 
as well as parents and family members, 
together to share stories, skills and tips.

They helped us put together a clear plan of everything we needed and 
worked with the local authority to make it happen. It was brilliant.  
Bernadette, mum of Mia, after calling the Guide Dogs Advice Line
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How we’ll get there – and what we’ve done so far 
Our 2023 targets are really exciting. But they’re also ambitious. 
So we’re making improvements and embracing innovation across the 
whole charity, from our training to our tech, our services to our sites.
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Here’s what we’ve got planned from 2018-2023 – and what we achieved  
in year one for people living with sight loss.

1. Smarter working 
Changing more lives
It takes patience and dedication to 
reach the high standards of our expert 
team and life-changing dogs. 

By using cutting-edge training like STEP 
(Standardised Training for Excellent 
Partnerships) and PREP (Puppy Readiness 
for Excellent Partnerships), incorporating 
Puppy Life Skills, we’ll make sure our dogs 
are ready and raring to provide the very 
best possible care and support for more of 
the people who need us. Right now, only 
around half of the puppies born each year 
will become guide dogs – but the launch 
of our ground-breaking Genome Project 
will help us identify which puppies have the 
DNA to become tomorrow’s guide dogs. 
That means more of the puppies we start 
training will actually make the grade. 

Our team will also work closely with other 
organisations in the sight loss, disability and 
ageing sectors to make sure our services 
always meet the highest possible standards.

Year one highlights
•  Around 700 people are enjoying new partnerships with a guide dog. Our STEP 

programme is being rolled out in nine new locations to support this work: Maidstone, 
Cardiff, Leamington Spa, Liverpool, Forfar, Atherton, Bristol, London and Reading. 

•  We’ve cut average waiting times for a guide dog by around seven weeks – 
and reduced the number of people waiting over nine months by 53%.

•  Guide Dogs is reaching more people than ever by recruiting 70 new technical 
staff into vital roles and investing in new face-to-face and digital resources. 
This year, the number of people affected by sight loss using our life-changing 
Skills, Information and Support Services has increased by over 15%.

Our cutting-edge STEP training prepares our dogs to provide the very best support



 12 | How we’ll get there and what we’ve done so far 

Greater impact
We work hard to make sure every donation has the biggest impact. 

One way is to use smart technology to make Guide Dogs more 
efficient – so we keep bringing vital services to more people. Digital 
technology will also enable us to measure how well we’re doing, so 
we can keep improving and make the right decisions along the way.

Year one highlights
•  From breeding the next 

generation of guide dogs 
to working with volunteers, 
we’ve been busy improving 
our processes – finding ways to 
remove bottlenecks and make 
things smoother. The result? 
More efficient ways of working 
will mean we can reach and 
support even more of the 
people who need us most. 

•  We’ve started the Digital 
Transformation of Guide Dogs. 
This project includes launching a 
brand new digital platform, which 
will make it easier than ever for 
people to get the support they 
need from Guide Dogs. And it’ll 
mean smarter technology for 
our volunteers and staff to use 
every day, so they can make 
the greatest possible impact. 

2.  Our people  
and places 

Inspiring and supporting 
staff and volunteers
We’re working to maximise 
and develop our culture of 
teamwork and inclusivity, where 
staff and volunteers are inspired 
by the incredible work we do, 
and encouraged by brilliant 
colleagues and leaders. 

Delivering ambitious strategies like 
this isn’t easy. It requires people to 
accept, challenge and embrace 
change. We want to make 
sure all our staff and volunteers 
feel heard and supported as 
we work together to create an 
even stronger organisation.

Year one highlights
•  We’ve launched our new volunteering strategy, ‘Inspiring 

Connections’, to help us welcome more volunteers, give 
them great experiences and support their managers to 
help them develop.

•  We are providing greater support for staff in a 
number of areas, including improved performance 
management processes, the next generation of clothing 
and dog-friendly vehicles for our frontline teams.
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Centres of excellence across the UK
We’ll create eight modern regional centres to support our teams out in the community.  
They’ll offer the space and facilities to host and train our dogs – and let them relax when  
they’re not working. And they’ll provide the best possible experience and support for 
people affected by sight loss. 

These will be inspiring and accessible places to work and visit for the people who use our 
services, our staff, volunteers and supporters. They’ll also showcase our passion for the 
work we do.

An illustration of Guide 
Dogs’ new regional centres

Year one highlights
•  More space. Better 

ventilation. Temperature 
control. Our new and 
improved Guide Dogs vans 
are already making life so 
much more comfortable 
for our dogs on the move. 

•  We’re creating a new South 
West regional centre in Bristol 
which will open in Spring 2020. 

•  We’re also working on an 
exciting new campus within 
the existing National Breeding 
Centre (incorporating our 
regional centre) – and 
will be seeking planning 
permission for the new 
regional centre in Redbridge. 

•  We are working to develop 
Leeds as a regional centre 
for the North East and 
merging our central office 
with Winnersh to create a 
new Reading centre.
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3.  Our voice and impact
Building our brand, growing 
awareness and raising vital funds
We want everyone to know who we are, what we 
do and how critical our work is.

This means developing our iconic brand – and 
using it to inspire even more people to use our 
services, get behind our strategy and support our 
life-changing work.

At the same time, we’re investing in our policy 
and campaigning work, speaking up for people 
affected by sight loss and creating a world where 
they can take a full and active role in everyday life.

Year one highlights
•  Powered by a successful TV advert, our brand 

campaign increased awareness of Guide 
Dogs among the public and drove a 100% 
increase in the number of people registering 
to volunteer. 

•  As part of our successful Access All Areas 
campaign, we held a mass lobby in Parliament 
and met over 240 Members of Parliament, 
to help stop guide dog owners being 
illegally denied access to public places.

A still from our successful 2019 TV advert

Our campaigning work helps people affected 
by sight loss take an active role in everyday life
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Funding our life-changing work
Did you know that Guide Dogs depends almost entirely 
on your generous donations? In 2018, almost all our 
funding came from members of the public. Without 
that support, we simply couldn’t do what we do.

Looking ahead, if we want to offer services to more of 
the people who need us, we will need to inspire even 
more people to support our charity. 

And that’s why we’re planning innovative and exciting 
new fundraising campaigns and products that will 
inspire more corporate partners and generous people 
like you to support Guide Dogs.

Our 2019 Walk Your Socks Off campaign raised vital funds

Year one highlights
•  You might be surprised to know that two out of every three guide 

dogs are funded by someone leaving us a gift in their will. This ‘legacy 
giving’ is an incredibly valuable way to support Guide Dogs – and, 
in early 2019, we launched a successful TV campaign to show how 
leaving a gift in your will can change lives for generations to come. 

•  In 2019, we launched an appeal to help redevelop our regional 
centres across the UK with improved facilities that will allow us to  
reach more people affected by sight loss. Keep a look out for the  
‘Changing More Lives’ appeal for lots of inspiring ways to get involved.

•  In 2019, we launched our ‘Walk your socks off’ campaign to attract 
new supporters and raise vital funds. The ask, to walk 100k steps in a 
week, was an overwhelming success and we’re looking forward to 
building on this in 2020.



Guide Dogs’ regional centres  

and community teams

Guide Dogs unleashed a whole new version 
of life for me. They gave me the confidence 
to pursue my ambitions and enjoy the things 
I love. When you support Guide Dogs, you’re 
changing someone’s life – someone like me.  

Ella Wadsworth, 21

Wherever you live in the UK, you can become part of 
the Guide Dogs family. Contact your local team or visit 
guidedogs.org.uk to get involved and help change the 
lives of people living with sight loss.
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