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What is a Quality Account?  
Every year, all providers of NHS healthcare are required to produce a Quality Account to inform the public about the quality 
of the services they provide.  It follows a set structure to enable direct comparison with other organisations. 

It enables us to share with the public and other stakeholders: 

 What we are doing well. 

 Where we can make improvements in the quality of the services we provide. 

 How we have involved our stakeholders in evaluating the quality of our services and determining priorities for im-
provement over the next 12 months. 

 How we have performed against our priorities for improvement as set out in our last Quality Account. 
 

 
Care Plus Group is an organisation working in communities across North East Lincolnshire.  We are a social business that 
provides health and social care services to people across North East Lincolnshire to help improve the health and             
wellbeing of individuals and enrich their lives. 

Care Plus Group is a Community Benefit Society – any profit we make is reinvested back into the development and delivery 
of health and social care services ensuring we can constantly evolve and develop the services we offer to our communities. 

Care Plus Group provides services right across the communities of North East Lincolnshire, covering Grimsby, Cleethorpes, 
Immingham and the surrounding villages.  Our services are diverse and are entirely about care and supporting those in 
need in our community.  Care Plus Group Services include the following: 

Primary Care Quayside and Open Door 

Community Nursing and Complex Care Nursing 

Specialist Supportive and Palliative Care Services 

Specialist Nursing Services 

24 Hour Health Triage Service 

Community Urgent Care Service 

GP out of Hours Service 

Crisis Response Service 

Hospital Discharge Team 

Intermediate Care at Home 

Cambridge Park Rehabilitation and Re-enablement Unit 

Discharge to Assess Beds 

Community Cardiology 

Hope Specialist Services – Respiratory COPD and Falls 

Community Occupational Therapy & Rehabilitation 

Adult Learning Disability Service including Intensive Support Team  

Adult Autism Service  

Adult Attention Deficit Hyperactivity Disorder (ADHD) Service 

Adult Learning Disability Day Service 

Day Services for Older People 

Transport Service 

Health and Wellbeing Collaboratives 

Employability Services 

F4IT 

 

 

“Thank you for the love 
and care the staff showed 

my  
father during his  

final days and hours.”  
 

Cambridge Park  
Rehabilitation & Reablement Unit 

Welcome to Care Plus Group 



 

 

Statement from the Chief Executive  

 

This past year has been the toughest year Care Plus Group and many health and care services 

globally have ever experienced.  Nevertheless we have endured and succeeded through this 

and can rightly be proud of the role we have played as part of the local health and care sys-

tem.  The unprecedented onset and duration of the COVID-19 pandemic early in 2020 and re-

lated lockdowns and impact has been very significant for shaping our priorities and delivery 

over the past year.  In spite of the pandemic we have also continued to see the delivery of 

good quality services evidenced in continued high customer satisfaction ratings which is to the 

absolute credit of all staff and managers.  

 

From the outset our staff worked tirelessly with the most vulnerable in our local communities across North East Lincoln-

shire whilst trying to support colleagues across Care Plus Group to ensure that services were able to continue to be deliv-

ered in spite of the challenges presented.  There were initial challenges for many of getting used to wearing PPE full time 

when at work, many concerns and ill health for individuals and increased stress and challenge for staff of working in this 

environment.  

 

Our ability to respond over the past year has not only been as a result of our fantastic frontline staff working in local com-

munities but also as a result of all other colleagues working behind the scenes to make their job as easy as possible e.g. 

F4IT who delivered a massive push to enable people to work flexibly, immediately, on a full time basis. 

 

We have always prided ourselves on our ability to innovate and again this came to the fore with different ways of working 

being introduced.  New ways of working were quickly implemented – staff working flexibly and from home and working 

with others as part of a local system.  New ways of delivering services were introduced e.g. for people with autism and via 

the HOPE service such as via Zoom quickly became very familiar and successful with very positive feedback from the us-

ers.  A new residential rehabilitation unit Cambridge Park was opened very quickly to support the local response to COVID

-19.  

 

Moving through the progress of the pandemic our attention then turned to our role in supporting the vaccination pro-

gramme.  Open Door impressively quickly became a local centre for delivery of the vaccine for people across North East 

Lincolnshire, especially through its outreach work and work with many of our seldom heard communities. Usual roles 

were re-prioritised and our Community Nurses and other nursing colleagues volunteered many hours of their downtime 

from their day jobs to support the biggest vaccination programme for generations.  

 

The outstanding and unflinching response of all CPG staff to respond to the pandemic for over a year now has been truly 

awe inspiring and humbling.  I would like to thank all Care Plus Group staff for what they have done over the past year 

and what they continue to do both in respect of tackling the impact of the virus and in their ongoing roles.  

 

 

Jane Miller 

Care Plus Group Chief Executive  



 

 

Statement of Assurance from the Board 

The directors are required under the Health Act 2009 and the National Health Service 
(Quality Accounts) Regulations to prepare Quality Accounts for each financial year. 

 

In preparing the quality report, directors are required to take steps to satisfy themselves 
that: 
 

 The content of the quality report meets the requirements set out in the NHS supporting guidance for quality            
reports 2020/21. 

 The content of the quality report is consistent with internal and external sources of information including: 

-  Board minutes and papers for the period April 2020 to March 2021 

-  Papers relating to quality reported to the Board over the period April 2020 to March 2021 

-  Feedback from Commissioners  

-  Feedback from Governors 

-  Patient Feedback for April 2020 to March 2021 

-  Staff Feedback for April 2020 to March 2021 

-  CQC reports across the organisation 

 The quality report presents a balanced picture of the performance over the period covered. 

 The performance information reported in the quality report is reliable and accurate. 

 There are proper internal controls over the collection and reporting of the measures of performance included in 
the quality report, and these controls are subject to review to confirm that they are working effectively in         
practice. 

 The data underpinning the measures of performance reported in the quality report is robust and reliable, con-
forms to specified data quality standards and prescribed definitions and is subject to appropriate scrutiny and 
review. 

 The quality report has been presented in accordance with NHS Improvement’s annual reporting manual and sup-
port guidance. 

 

The directors confirm to the best of their knowledge and belief they have complied with the above requirements in pre-
paring the quality report. 
 

Colin Childs 

Chairman of the Board  

“Can’t fault the care and also the respect and 
consideration I received from every single mem-

ber of your team.” 
 

Community Nurses Feedback  



 

 

Quality Priorities for 2020 - 2021 

Care Plus Group continues to play a key role in the delivery of health and social care in North East Lincolnshire, working 
with our partners to ensure that services are personalised for all individuals, meeting their specific requirements. 
 
As in last year’s Quality Account, Care Plus Group’s priorities for the coming year have been grouped under the five quali-

ty dimensions reflected in the NHS Outcomes Framework.  This allows us to demonstrate our goals, and what we need to 

do to achieve these targets.   

 

Quality Dimensions: 
 

 Preventing people from dying prematurely 

 Enhancing quality of life for people with long-term conditions 

 Helping people to recover from episodes of ill health or following injury 

 Ensuring that people have a positive experience of care 

 Treating and caring for people in a safe environment and protecting them from avoidable harm 

 
The Quality Account also splits our priorities between those agreed with our Commissioner and those identified as part of 
our own Strategic Objective Framework. 



 

 



 

 

Audits  

Audits Completed 2020-2021 

Audit Type Completed 

Clinical 8 

Non-Clinical 7 

ISO 7  
(reviews only) 

External  0 

CQC 7 

Overall Total 29 

Audits Scheduled 2020-2021 

Audit Type Scheduled 

Clinical 39 

Non-Clinical 14 

ISO 9 

External 1 

CQC 17  
(over 2 year period) 

Overall Total 80 

A range of clinical and non-clinical audits are undertaken each year within Care Plus Group.  Audits include those required 
to fulfil national requirements, those required to ensure internal compliance, those resulting from Serious Incident                       
Investigations and those that have been locally agreed with our commissioners.  

During the 2020-2021 audit year, the majority of audits were put on hold due to the pressures placed on all services as a 
direct result of the worldwide pandemic Covid-19.  However, as restrictions lift and the climate eases a recovery plan is in 
place through the Quality, Regulation and Improvement Team with priority being placed on resuming clinical audits as per 
the 2021-22 Audit Schedule. 

Financial Audit  

An independent audit of our financial statements for the year ended 31st March 2021 is currently being undertaking.  
Therefore, we will not have the results until the external audit is completed, where they will then present this to the 
Group’s Finance and Audit Committee in mid-August 2021. 
 
They are conducting the audit in accordance with International Standards on Auditing (UK) (ISAs (UK)) and applicable 
law.  They are independent of the society in accordance with the ethical requirements that are relevant to our audit of 
the financial statements in the UK, including the FRC’s Ethical Standard.  

Commissioner Agreed Priorities (CQUINs)  2020 - 2021  
 

It was confirmed that CQUINS were suspended for 2020-2021 and until further notice, therefore there is no data 
analysis for CQUINS to report.  

“The team are all angels, brilliant and fantastic,  

patients would be lost without them.” 
 

Community Urgent Care Service Feedback 



 

 

“Very friendly staff and excellent care throughout”. 
 

Stroke Service Feedback 

 

ISO QUALITY 9001:2015 

Successful ISO Quality 9001:2015 External Audit 
 

On the 18th and 19th September 2019 we successfully achieved our 3 year recertification through the external 
audit undertaken by the British Assessment Bureau for ISO Quality 9001:2015 which resulted with no non-
conformance or observations.   Since the recertification annual surveillance audits remain on hold due to the 
Covid-19 worldwide pandemic and the pressures placed on all NHS funded services. 

 

Recertification Audit Objectives: 

 to confirm that the management system conforms with all of the requirements of ISO 9001:2015; 

 to confirm the scope statement represents the organisation's certified activities on the Certificate of Reg-
istration; 

 to confirm that the organisation has effectively implemented ISO 9001:2015; 

 to confirm that the Management System is capable of achieving the organisation’s policies and objec-
tives; 

 to review links between the internal audits, management reviews and continuous improvement. 

 

Care Plus Group now has the following ISO Quality 9001:2015 Scoped Services within the remit of the registra-
tion, with exciting plans to extend scope further: 

 

 

 

KP01 Intermediate Care at Home 

KP02 Community Urgent Care Team 

KP03 Discharge Team  

KP04 Telephone Triage Service 

KP05 Cambridge Park Rehabilitation & Reablement Unit 

KP06 Macmillan Team  

KP07 Haven Team  

KP08 Community Nursing Teams 

KP09 Employability Services  

Why is this important to Care Plus Group? 
 

ISO 9001:2015 is an international standard dedicated to Quality Management Systems (QMS).  It outlines a frame-
work for improving quality and a vocabulary of understanding for any organisation looking to provide services that 
consistently meet the requirements and expectations of its patients, service users and other relevant interested 
parties.  It provides us with the strategic tools we need to gain a competitive advantage through safe, reliable and 
trustworthy services. 



 

 

Data Protection and Security Toolkit 

Individual Data Security and Protection Toolkit returns have been submitted for the following organisations in line with the 

NHS contractual requirements and have all met Level 2 compliance: 

    Care Plus Group 

   Primary Care - Open Door 

   Primary Care - Quayside 

   Fairways Care Home 

 

Recertification Audit Objectives: 

 to confirm that the management system conforms with all of the requirements of BS EN ISO/IEC 27001:2017; 

 to confirm the Scope statement represents the organisation's certified activities on the Certificate of Registration; 

 to confirm that the organisation has effectively implemented BS EN ISO/IEC 27001:2017; 

  to confirm that the Management System is capable of achieving the organisation’s policies and objectives; 

 to review links between the internal audits, management reviews and continuous improvement. 

 

Scope of Certification: 

 the protection of information for the delivery of I.T. support services and storage of data for clients in North East                   
Lincolnshire; 

 services are managed from a single location; data is stored within a primary remote data centre and a secondary  
remote data centre connected by a high capacity link supporting replication between the two;  

 the boundaries of the ISMS are defined within the physical locations and the end points of the internal and external 
networks controlled by F4 IT Ltd.; 

 the technology supporting the services consists of physical files servers, firewalls and supporting MPLS network          
elements. 

 

In addition to the above F4 IT also gained the ‘Cyber Essentials 
Plus’ accreditation in August 2020 and are scheduled for a       

reassessment in August 2021. 

 

ISO 27001 Information Security Management Systems  

Excellent External Audit Results — F4 IT 

F4 IT underwent an external audit remotely in January 2021 for ISO 27001 recertification and we are 
proud to announce that we achieved an excellent result with no areas requiring improvement or 
non-conformities identified.  

This certification helps assure that Care Plus Group's IT systems and data are being managed to the 
highest standards of IT security. 

“Staff adapting to 

Zoom Meetings in the 

pandemic”. 
 

Adult Autism Service 



 

 

Duty of Candour  

Despite our best efforts, mistakes occasionally happen. Although there are numerous safety checks to en-

sure that these do not affect service users, sometimes these systems breakdown and service users may be 

harmed whilst in our care.  In the very unlikely event that this happens, we are committed to being open 

and honest with our service users and their carers and relatives.  We will always share our understanding of 

why the incident happened and how we plan to reduce the chances of the same mistake happening again.  

3011

3

2
1 1 1 1

Duty of Candour 2020/21 - Service

Community Nursing Cambridge Park Intermediate Care at Home

Open Door Community Urgent Care Team Macmillan- Specialist Palliative Team

Telephone Triage The Haven Team



 

 

Care Quality Commission (CQC) 

We are proud to say that out of all of our CQC registered services which have been inspected, they are either 
currently rated as  “Outstanding” or “Good”.  
 
For the period 01.04.2020 – 31.03.2021 Care Plus Group completed 7 internal mock inspections with full re-
ports compiled with plans of action.  This internal process supports overall service improvements, if needed 
and prepares the services for the external inspections carried out by CQC. 
 

 

“Came for my vaccine today, it was very good, eve-
ryone was lovely and the nurse was gentle.  I was 

even walked to the door, I am an old lady in a wheel-
chair and I was treated with dignity and respect, 

they spoke to me and not my carer”   

 
“You have absolutely marvellous staff, all smiling, 

super courteous and welcoming. There was love and 

welcome on every face.  I bless you all from depth of 

my heart. Keep up the hard work.” 

 

Primary Care — Open Door  



 

 

 

 

Care Plus Group undertook its annual Staff Survey over a period of six weeks between the 4th January 2021 and the 15th 
February 2021, with a return rate of 31.16%.  As in previous years, a full report has been produced and will be shared with 
all staff across the organisation. 
   

Some very positive feedback was received from staff reflecting on a particularly challenging year, with many praising the 
support received from their colleagues and managers during the Covid-19 pandemic.  There were obvious challenges for 
staff when being redeployed elsewhere, however this was essential for service delivery in unprecedented times.   

Below is a selection of results: 

69.84%  of staff often or always look forward to going to work 
78.88%  of staff said they were often or always enthusiastic about their job 
80.24%  of staff felt they receive they respect they deserve from their colleagues 
87.30%  of staff were happy with the support they receive from their colleagues 
89.73%  of staff felt their role makes a difference to service users 
81.43%  of staff felt that their immediate line manger values their work 
80.24%  of staff said that their manager could be counted on to help them with difficult tasks 
93.65%  of staff agreed that Care Plus Group takes positive action on health and wellbeing  
88.84%  of staff said that care of patients/service users is Care Plus Group’s top priority 
 

Below are just some of the positive comments from the 2020-2021 Staff Survey: 

Staff Survey 

“I thoroughly enjoy working for such a 

wonderful organisation. I feel very lucky 

to be part of Care Plus Group” 

“I am proud of the way that both my service 

and Care Plus Group in general have risen to 

the challenge of the pandemic” 

“I feel that the CPG has been a brilliant, 
flexible and supportive employer in recent 

months that have been very challenging 
for all” 

“Throughout this year my 
line manager has been avail-
able and supportive. I have 
been very grateful for this 

level of support” 

 

“The support from Care Plus Group has been 

great, support throughout the 9 years I have 

worked for the company in both my job and my 

personal life. I could not have asked for any 

more” 



 

 

Staff Survey — Friends and Family Test Feedback 

The mandatory NHS Staff Friends and Family Test questions were also included as part of the Care Plus Group 

Staff Survey.  Staff were asked how likely they would be to recommend Care Plus Group to family and friends as 

an organisation to work for, and as an organisation to receive care or treatment from. 

Here are the results: 

83.67% 

Of respondents either ex-

tremely likely or likely to  

recommend Care Plus Group 

to friends and family if they 

needed care or treatment 

70.12% 

 Of respondents either extremely              

likely or likely to recommend Care 

Plus Group to friends and family 

as a place to work 

“The support from Care Plus Group has been great, 

support throughout the 9 years I have worked for the 

company in both my job and my personal life. I 

could not have asked for any more.” 



 

 

Workforce Race Equality Standard (WRES) Data 

WRES Questions 
White White BME BME 

Not  
Disclosed 

Not  
Disclosed 

Count % Count % Count % 

Percentage of staff experiencing harassment, bullying or 

abuse from patients, relatives or the public in last 12 

months. 

40 16.39% 0 0.00% 4 57.14% 

Percentage of staff experiencing harassment, bullying or 

abuse from staff in the last 12 months. 
44 18.03% 0 0.00% 2 28.57% 

Percentage believing that CPG provides equal opportuni-

ties for career progression or promotion. 
156 63.93% 1 50.00% 6 85.71% 

In the last 12 months have you personally experienced 

discrimination at work from any of the following? 

(manager/team leader or other colleagues) 

8 3.28% 0 0.00% 0 0.00% 

Since 2015 all NHS organisations have been required to demonstrate how they are addressing race equality issues in a 
range of staffing areas through the Workforce Race Equality Standard (WRES).  The WRES was introduced to ensure em-
ployees from black and minority ethnic (BME) backgrounds have equal access to career opportunities and receive fair 
treatment in the workplace. 
 
NHS providers are expected to show progress against a number of indicators of workforce equality as part of contracts on 
an annual basis.  This is partially achieved through analysis of results for specific questions included within the Staff Survey.  
 
The main purpose of the WRES is:  
 
 to help local and national NHS organisations and other organisations providing NHS Services to review their data 

against the nine WRES indicators,  
 to produce action plans to close the gaps in workplace experience between White and Black and Ethnic Minority 

(BME) staff, and  
 to improve BME representation at the Board level of the organisation.  

 
In the Workforce Race Equality Standard (WRES) August Report – Care Plus Group 2019/2020: the overall workforce = 761 
staff.  Information between 01/04/2019 – 31/03/2020 on recruitment is as follows: 
 
 
 
 
 
Relative likelihood of White staff being appointed from shortlisting compared to BME staff (0.21/0.14) is therefore 1.5 
times greater.  A detailed analysis has been undertaken of those BME applicants shortlisted and not appointed.  This high-
lights that 4 applicants withdrew or failed to attend for interview, 8 candidates did not meet the criteria for the role which 
was evidenced at interview, there were better candidates on the day for 5 of the roles and 1 vacancy was withdrawn.  
 
The 2020-2021 WRES data from the Care Plus Group Staff Survey is as follows: 

*Percentages are calculated using the number of respondents in each ethnic group, not the total number of survey respondents.  



 

 

Service User Experience  

Each quarter, a survey is sent out to a selection of Care Plus Group service users to gather their opinions.  Their views are 

then ultimately used to improve our services.   

Service user feedback was generally excellent during with 2020-2021.  Here are the highlights: 

 96.75%  of service users rated their overall experience of the service provided as good or very good 

 94.92%  of service users would recommend Care Plus Group to family or friends who needed care 

 98.19%  of service users said they were treated with dignity and respect by Care Plus Group staff 
 
Below are some examples of positive service user comments and the service it relates to, given in the past year: 

 
 Always caring and if you're having problems with any exercise, the staff change it to one that suits your ability – 

Hope Respiratory Service 

 Your service was very impressive – Hope Falls Service 

 Without the support, I don’t know where I would be today – Macmillan Living With & Beyond Cancer Team 

 You are always helpful – Carers’ Wellbeing Service 

 Very efficient, no waiting. Didn’t feel rushed and felt staff were easy to talk to – Community Cardiology 

 Very helpful at all times, when I ring or visit. Well done to all staff – Quayside Surgery 

 From start to finish it could not have been better – Community Urgent Care Team 

 Nurses are always polite, friendly, cheerful, efficient and respectful – Community Nursing Panacea Cleethorpes  

 The nurses that came to me were very professional and considerate. I am very happy with the treatment I received – 

Community Nursing Meridian Health Group  

 At every stage through my treatment I was informed not only of my treatment but also given encouragement regard-

ing my healing – Tissue Viability Service  

 Always shown respect and dignity - was even able to have a joke which made me feel at ease and not embarrassed 

to ask anything – Continence Service 

 Great communication and expert advice from all staff involved. Nothing was a problem and the service given was 

over and above expectations – Haven/Marie Curie  

 I feel I received the best support possible – IST 

 Always on hand to help, very caring professionals – Macmillan Specialist Palliative Care Team 

Customer satisfaction has 

been consistently above the 

95% target throughout the 

year. T here has been little 

variance in score during the 

last two years, as illustrated 

to the right.  



 

 

Complaints 
As an organisation dedicated to providing high quality care, Care Plus Group regards complaints as valuable opportunities 

to learn lessons and improve our services.  During 2020-2021, we received a total of 62 complaints across all services.  51 

of these were informal complaints and the remaining 11 formal.  The three most frequent causes for complaint were: 

 Staff attitude / behaviour 

 Clinical treatment 

 Other reasons 

Compliments 
A total of 630 compliments were received and recorded during 2020-2021.  The Quality, Regulation and Improvement 

Team can only extract data that has been recorded within the Datix system, therefore if services fail to record them on the 

system they will not be included. 



 

 

On behalf of North East Lincolnshire Clinical Commissioning Group (NELCCG) we would like to thank you for the oppor-

tunity to review and comment on the Care Plus Group Quality Account for 2020-2021.   

We share the sentiments expressed by Jane Miller in appreciating and thanking all staff for all their continued hard work 

and dedication during an exceptionally challenging year.  The way in which the organisation and staff have adapted to 

working differently is commended by the CCG.  We recognise that in 2020-2021 many healthcare organisations, along-

side Care Plus Group, needed to reduce burdens on staff in order to release staff to care for patients.  We welcome the 

organisations plans to reinstate more clinical audits and good governance processes to refocus quality assurance and 

quality improvement mechanisms.   

It is positive to see that the service user and staff feedback received by the organisation continues to share good experi-

ences of utilising the services.  However, for future accounts it would be helpful to understand how the learning from 

negative experiences are addressed, where thematic areas emerge from upheld complaints.  We note that staff attitude 

and behaviour, as identified in the complaints the organisation received, is an area for Care Plus Group to work on in the 

coming year.   

 We confirm that to the best of our knowledge the report is a true and accurate reflection of the quality of care deliv-

ered by Care Plus Group, and that the data and information contained in the report is accurate. 

 

Lydia Golby 

Deputy Director of Nursing and Quality  

North East Lincolnshire Clinical Commissioning Group 

 

Comment from North East Lincolnshire 

Clinical Commissioning  Group 



 

 

How to Provide Feedback on the 

Quality Account 

 

Care Plus Group welcomes any feedback in relation to the contents of the Quality Account.  We hope 
we have made it as easy as possible for you to contact us by offering as many options as possible. 

 

If you have any issues, questions, concerns or recommendations in relation to this report, please contact 
the Care Plus Group Quality, Regulation and Improvement Team via any of the methods below and we 
will ensure that the most appropriate person responds to you as quickly as possible. 

  

In Writing: 

Quality, Regulation and Improvement Team 

Care Plus Group  

The Val Waterhouse Centre 

41-43 Kent Street 

Grimsby 

North East Lincolnshire 

DN32 7DH 

 

Email:   CPG.CareplusAssure@nhs.net 

Telephone:  01472 266966 

Webpage:    www.careplusgroup.org 

Facebook:   https://www.facebook.com/careplusgroup 

Twitter:   https://mobile.twitter.com/CarePlusGroup 

mailto:CPG.CareplusAssure@nhs.net
https://www.facebook.com/careplusgroup
https://mobile.twitter.com/CarePlusGroup

