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We feel that we can rightly say that we deliver responsive 
and high quality services which continue to be in place 
because of the commitment and enthusiasm of our staff, 
managers and volunteers who do a fantastic job, often in 
extremely challenging circumstances.   We try to be flexible 
and always keep our focus on what’s important – the 
people who need and use our services. 

Our staff have continued to work very hard, in trying to 
respond to the challenges of ever increasing demand as the 
number of frail elderly people and individuals with complex 
long term conditions requiring our services continues to 
increase year on year. 

We know that the people who use our services highly value 
what we do – our Customer Satisfaction rating was yet 
again very high at over 97% throughout 2018-19. 

New services continue to be developed to respond to 
local needs, for example the new autism service that we 
are delivering jointly with NAViGO. Some other services 
have grown including our IT service which has gone from 
strength to strength. We were also very pleased to see 
both the Telephone Triage and the Hospital Discharge 
Teams be expanded. 

We are very proud to have achieved some excellent CQC 
inspection results over the past year i.e. Intermediate Care 
at Home rated as Outstanding for the second consecutive 
time and The Beacon, Fairways, Linwood and Quayside all 
rated ‘Good’ in all domains and ‘Good’ overall. We have 
also yet again had successful validations during the year for 
ISO standard ISO 9001:2015.  

The year 2018-19 has been a time of consolidation for Care 
Plus Group following our previous acquisitions. 

A key feature during the year has been system working 
with the development of the North East Lincolnshire 
Alliance to take forward system working concerning 
integrated urgent care across the patch linked to 
developments at regional level through the Sustainability 
and Transformation Partnership (STP). As part of this we 
have continued to secure our place as a key organisation 
across North East Lincolnshire on a wider basis, influencing 
developments across a range of areas both within and 
outside of health and care. We are members of the local 
Development and Growth Board linking to the Economic 
strategy for the area; our Employability service continues 
to be part of the Humber Local Economic Partnership and 
we also continue to work with Grimsby Institute and local 
schools to support local young people and help maximise 
their aspirations and opportunities. We are also a member 
of the STP Executive group and North East Lincolnshire 
Place Board on behalf of the local health and care sector 
and have been part of the new developments over the past 
year concerning the Humber, Coast and Vale STP. 

We hope that you find our annual report for 2018-19 to be 
an interesting read and that it provides you with an insight 
into our key achievements and activities over the past year. 
Also, if you have any comments you would like to make 
after having read it, please let us know!

Welcome from the Board of Care Plus Group
Care Plus Group (CPG) has now been in operation as a Social Enterprise and Employee Owned 
business since 1st July 2011 when we were formed as part of the NHS Right to Request/
Transforming Community Services national initiative. 

Annual Report and Financial Overview 2018 - 2019 3



CQC ‘Outstanding’ and ‘Good’ ratings

As part of CPG’s Strategic Objectives, there is a measure 
to gain a minimum ‘Good’ rating in all CQC inspections.  
Throughout the last financial year, a number of services 
were inspected by the CQC and pleasingly all received 
either an ‘Outstanding’ or ‘Good’ Rating. 

In July 2018, the CQC rated the Intermediate Care at Home 
Service as ‘Outstanding’ for the second consecutive time.  

Intermediate Care at Home provides short-term personal 
care and intensive re-ablement services to people 
in their own home for up to six weeks. The service 
focuses on promoting self-care and independence and 
enabling people to reach/regain an optimum level of 
independence.  

The service was rated ‘Outstanding’ overall for being 
caring, responsive and well led and ‘Good’ for being safe 
and effective. 

During the inspection on 10th July 2018, the inspectors 
received outstanding feedback about Intermediate Care 
at Home.  The inspectors found ‘all comments from 
people who used the service, relatives, health and social 
care professionals were extremely complimentary and 
consistent stating they were really happy with the care, 
treatment and support the service provided.’  

The CQC report also praised the service for being 
‘exceptionally well-led’ and said ‘people were at the 
heart of the service’ and ‘staff worked in partnership with 
people, their families and other agencies to support them 
to reach their full potential.’
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Social Enterprise UK Awards Finalist 

In November, CPG was shortlisted in the 
Employee Engagement category at the UK Social 
Enterprise Awards. 

The Awards recognise organisations for their 
business excellence and contribution to society, as 
well as the achievements of people working at the 
heart of the sector.

CPG was shortlisted for our ongoing work to 
enhance and maintain our high levels of employee 
engagement and an atmosphere and culture in 
which staff have the freedom to speak up and 
shape the direction of the organisation.

Other CPG services rated during the period covered  
by this report are ‘Good’ in all domains as well as 
‘Good’ overall;

The Beacon, Intermediate Care Unit  Good  

Quayside Medical Centre    Good 

Fairways Care Home    Good 

Linwood Residential Detox and Rehab Centre  Good 
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The Top 50 list, complied by RM2 in partnership with the 
EOA, covers independent UK-registered companies that are 
at least 25% owned by their employees on a broad basis 
and UK subsidiaries of non-UK companies that are more 
than 75% employee owned.

Jane Miller, Chief Executive of CPG said:

“I’m delighted CPG has been named number 26 out of 50 
in the Top 50 Employee Owned organisations in the UK in 
2018. This is a significant achievement for us to be ranked 
so highly nationally.

“We were established as a 100% employee owned 
organisation from inception in 2011 and since then 
we have found that the involvement of staff in the 
development of the organisation has seen some fantastic 
improvements and innovations take place as well as 
helping us deliver superior business performance.

“As co-owners, staff are highly engaged and committed 
to our organisation and this shows in the consistently 
high “Friends and Family” test results, with recent results 
showing over 93% of staff are “likely” or “extremely likely” 
to recommend CPG as an organisation to receive care.”

CPG featured in the Employee Ownership Association’s (EOA) 2018 Top 50 Report as one of the 
fifty largest employee-owned companies in the UK, ranking at number 26 nationally. 

CPG features in the EO Top 50 2018 report 
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Introduction of Workplace
Workplace was lauched across CPG on 1st May 2018 as a 
new internal communications and collaboration tool. It is 
part of the CPG’s Strategic Objective of ‘Effective two-way 
communication across CPG’ and the target is to see 500 
users per month. 

As at 31st March 2019 there were 445 monthly active 
users, which has now increased significantly since the 
intranet was decommissioned on 1st May 2019. 

Workplace supports CPG’s Employee Ownership agenda 
by enabling all staff to have a voice. The platform allows 
all staff the opportunity to post content, react and ask 
questions on posts. The features also enable more staff to 
engage in events such as the CPG Connected events and 
AMM via Live Stream video.

Feedback from staff has been positive and uptake and 
usage is steadily increasing. 
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Adults with Autism and no Learning Disability (or 
Asperger’s Syndrome) have access to a much-needed 
service following the launch of a new Adult Autism Service 
for North East Lincolnshire.

Developed in conjunction with Mental Health Services 
and in response to feedback from people with Autism, 
their families and professionals who felt there was a gap 
in support for those over 18 years of age, the service is 
provided by CPG in partnership with NAViGO.

Dr Jayne Moran, Consultant Clinical Psychologist at CPG said:

“I’m really pleased we are now able to offer a complete 
diagnostic and support service for adults with Autism. This 
service is for people with Autism and no Learning Disability 
(LD) as their needs are very different to those who have 
Autism and an LD and is a much needed addition to local 
service provision”.

“By listening to feedback from people with Autism, 
we have changed the way we undertake diagnostic 
assessments.  As such, we have already halved waiting 
times for an Autism diagnosis in North East Lincolnshire 
over the past six months and have aspirations to reduce 
this even further.  

We have also increased capacity within the support 
services we provide so that we can now provide 
support for people who have mental health problems 
associated with their Autism as well as increasing people’s 
opportunities to meet like-minded people, make friends, 
and access local services.  This includes support to access 
Employment and we are excited to be working alongside 
people with Autism to continue to create opportunities for 
people to do the things they want to do and to develop the 
services they want and need.”

New service for Adults with Autism launches
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F4 IT Cyber Essentials  
Plus Certification 
CPG’s IT service, F4 IT Ltd, has been certified for 
the Government’s Cyber Essentials Plus scheme.

After passing the initial Cyber Essentials Basic 
assessment at the end of last year, the team have 
now undergone rigorous on-site testing from an 
independent security company to ensure that we are 
complying to the highest levels of Cyber Security.  

The external assessors were particularly impressed 
with the existing standards set by the team, and that 
the assessment was passed on the first attempt, which 
is very rare. 

F4 IT are now one of the first providers to the NHS 
and wider public sector to hold the certification and 
are 2 years ahead of the requirement for all NHS 
organisations to be certified by 2021.

As well as providing assurance for their customers 
and business partners, this is also a requirement for 
being able to bid for government contracts that involve 
handling sensitive and personal information or the 
provision of certain technical products and services.
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CPG is a 100% staff owned organisation. We are a 
Community Benefit Society Social Enterprise, a not for 
profit organisation and any surplus we make is reinvested 
back into the development and delivery of local health and 
care services. 

Throughout the past 12 months, we have embarked on 
an engagement programme aimed at explaining and 
understanding employee ownership. 

We have reintroduced the STAR (Staff Achievement and 
Recognition Awards) to recognise achievements of staff 
who have gone over and above their roles. The STAR 
Awards are open to all staff to submit nominations of 
colleagues and staff also get to decide the winner of the 
award by voting.  

As an employee-owned organisation we value the opinions 
of our staff. The answers staff give in the annual staff 
survey are really important in influencing change across 
the organisation. At the heart of the culture of being an 
employee-owned organisation is a level of transparency. 
We strive to promote transparency in all that we do, a 
principle central to the ethos of Employee Ownership. 

During the past year we highlighted 
examples of “We Said, We Did” to share 
what we’ve done with the results of last 
year’s staff survey. This campaign ran  
over Workplace and also included  
posters in offices.
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As an organisation we recognise that a highly trained 
workforce is vital to our success and for providing a high 
quality service. We place a high value on training and 
development of our staff; some of the highlights this year 
are included below: 

We have a target of 90% compliance on statutory and 
mandatory training. As at 31st March 2019 we exceeded 
this target and achieved 94% compliance (not including 
bank staff) against the 13 statutory and mandatory training 
requirements. 

CPG staff completed 4885 courses in 2018-19 and 
2683 eLearning packages. Our in-house Training and 
Development Team administered 566 courses in 120 
different subjects. 

34 members of staff were supported to attend Specialist 
Skills Post Registration Development (SSPRD) modules and 
programmes at Universities across Humber Coast and Vale.

1 full time and 2 part time members of staff were 
seconded to attend BSc Community Nursing. 

With the final year of a limited Support Staff Learning 
and Development Fund (SSLDF), we still managed to 
support 49 staff members with personal and professional 
development training. The subjects covered included: Food 
Hygiene and Level 3 Award in Education and Training.
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To understand what has been achieved by the Val 
Waterhouse Bursary including the impact on individuals 
we undertook an evaluation process for staff who were 
awarded the funding in 2017 and 2018. 

There were a total of 10 individuals who were awarded 
the bursary over the 2 years with 6 having completed 
their training /course prior to the evaluation process and 
a further 4 who are due to complete between March and 
May 2019. A further evaluation will be undertaken at that 
point.  The courses completed included:

• Best Interest Assessors Course 

• Problem Solving and Improvement course.

• VMware vSphere 6.5: Install, Configure, Manage

• Professional Coaching Diploma

• RCN IPC Module Professional Services Royal  
College of Nursing

• Also a number of short term courses  
have been funded

The consensus from the evaluations is that The Val 
Waterhouse Bursary is extremely helpful for staff to 
enhance their personal and professional development, 
they value the opportunity and staff have advised that they 
would not be able to fund these opportunities without this 
bursary.   From the comments given it is also believed that 
this has helped support them in the enhanced delivery of 
their role, ultimately benefitting service users.

The Val Waterhouse Bursary
At the Annual Members’ Meeting in 2014, the Val Waterhouse Bursary was launched in 
memory of CPG’s inaugural Chair. This was to provide additional funds for staff development 
compared to those available.  
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Professional Coaching Diploma

RCN IPC Module Professional Services  
Royal College of Nursing

David Mason, Behaviour Nurse Therapist and Emily Marshall, Senior Behaviour Support Worker 
from the Learning Disability Service were supported by The Val Waterhouse Bursary to complete 
the Professional Coaching Diploma. 

Liz James, Community Infection Prevention and Control Nurse 
was supported by The Val Waterhouse Bursary to attend a 
course in Infection Control being run by The Royal College of 
Nursing in London.

Emily said: “I’ve found the course an absolutely 
empowering experience. It’s taught me a lot about myself 
and also other’s expectations. I do a lot of one to one work 
with service users here and the course has allowed me to 
look at different ways to interact with people, to help them 
set goals and move forward on them until they find their 
own solutions. 

“The training has been inspiring and has improved my 
confidence and I was absolutely delighted when I found out 
I had been selected to receive the bursary.” 

David said: “I’m using the life coach training to support staff 
from Queen Street and I’ve had positive feedback about 

this. I’ve seen results with one individual who has become 
more confident in the decisions they make. Coaching is 
about the person themselves finding the answer rather 
than us telling them, it’s about helping them find their own 
way by asking the right questions. 

This training has benefitted the organisation as we now 
have two qualified life coaches working for us. We’re 
developing the staff within our teams by offering them 
problem solving support. We both supervise staff so 
we’re able to apply the principles we’ve learned in that 
capacity too.”

Liz said: “The Val Waterhouse Bursary allowed me to attend and successfully 
complete this course.

“I met and networked with likeminded people, it was interesting that I was the only 
Community based Infection Control nurse on the course. I have been able to update 
my competencies, ensuring I provide evidence based practice which benefits CPG.  
It has also improved my confidence in how I deliver training packages.

“Thank you for giving me the opportunity to attend this course.”
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Over the last year we have worked with York St John 
University to deliver bespoke Health and Wellbeing 
workshops for our staff. These have been extremely 
well received and the subjects included:

• Strengthening Personal Resilience

• Introduction to Mindfulness

• Freeing Yourself of Worry and Rumination

• Compassion Fatigue: The impact of working with 
people in distress

Leading care in the heart of our community14

Taking Care of You
Feedback from attendees

If I can put this into practice it will be very useful 
in everyday life.

I really enjoyed the course as it is something I’ve 
wanted to look into for a while.

Useful strategies for busy lives to help find 
balance.

Helped me cope with every day stresses and 
gave me some ideas to put into practice.

Nice to have some ‘me time’ and thanks for 
putting these on.

“

,,



The Council of Governors (CoG) is a legal element of the 
CPG governance structure and is a key link between CPG 
members and the Board of Directors. It comprises eight 
staff members, at least four of which are employed in a 
non-managerial role, four community members including 
a volunteer member and two North East Lincolnshire 
Councillors.

The CoG meet every two months to discuss current 
topics and internal and external matters affecting the 
organisation. All meetings are chaired by the Chairman, 
and attended by a Non-Executive Director, who provides 
feedback from their most recent service visit. The 
Chief Executive provides the CoG with updates around 
organisational strategy, issues and developments.

Governor Role

The Governor key roles include the recruitment of the 
Chairman and other Non-Executive Directors. The Non-
Executive Directors bring specialist skills to the group  
and ensure that the business is managed in a  
transparent manner. 

Other duties of Governors include:

• Advocates for voicing and presenting staff views / 
feedback to the Board of Directors

• Supervision and Personal Development Reviews (PDR) 
with the Chairman. 

• Vice Chair of CoG attends the main CPG Board Meetings.

• Presenting at the CPG Connected Events and Induction 
days, increasing awareness and promotion of ‘The role of 
the CoG’

In addition, during the last year the Governors have been 
actively involved in:

• Development and approval of the CPG Strategic Plan – 
‘What’s important to us’

• Updating of the Induction CoG presentation 

• Recruitment drive for new Staff Governors

• Training programme for Non-Executive Directors

• Formation of a working group to discuss issues  
including employee engagement and transparency  
with the Chief Executive

The Council of Governors are here to represent CPG staff. 
It is an opportunity for their views to be carried through 
to the Board of Directors. A full list of all Governors is 
available on the CPG website.

Any questions, queries or to suggest future agenda topics, 
contact a Governor directly in person, by phone, via CoG 
Workplace or via cpg.cog@nhs.net

Staff can apply for a Governor position and there are a 
number of roles up for election each year. All nominations 
are welcome and the successful candidates are announced 
at the Annual Members Meeting (AMM).

Annual Report and Financial Overview 2018 - 2019 15

Council of Governors



Leading care in the heart of our community16

Staff & Volunteer Features

Kerrie Pasquill-Johnson  
Diabetes Specialist Nurse

Since qualifying as a Registered Nurse in 1985 I have 
worked in many different specialities of nursing all 
over the country.  I originally became involved in 
diabetes care when I accepted a position as a Practice 
Nurse in 2006, not through choice but more that no 
one else would touch it with a barge pole - to say 
I didn’t have a clue is an understatement!  In for a 
penny in for a pound, I enrolled on lots of different 
diabetes courses and events and the more knowledge 
I gained the more I enjoyed working with patients 
diagnosed with diabetes.

I started working for CPG in 2015 when I accepted the 
position of Diabetes Specialist Nurse and I have never 
looked back. My main role is to provide specialist 
diabetes knowledge and advice to health care 
professionals, G.P.’s patients and carers in the primary 
care community through internal and external training 
courses and mentorship. 

Since being in post, I have developed the DESMOND 
structured education programmes for people with 
diabetes, their families and carers, and now offer this 
programme to all patients with Type 2 diabetes. The 
6-hour programme gives patients the knowledge and 
confidence to self-manage their condition.

CPG have given me both the support and autonomy 
to develop the role as required and North East 
Lincolnshire now has some of the best data in terms 
of outcomes for diabetes and my overarching aim is 
to maintain and continually improve on the quality of 
diabetes care within this area.



Annual Report and Financial Overview 2018 - 2019 17

Staff & Volunteer Features

Mauricia Truman  
Curzon Centre Volunteer

Mauricia, a Hairdresser throughout her career, came to the Curzon 
Centre as a volunteer as she enjoyed working with older people. 

The Curzon Centre in Cleethorpes offers day support services for 
older people including those who have a disability due to physical or 
mental frailty or have other care needs. The Centre supports over 
80 older people each week and has a team of 12 staff and 5 regular 
volunteers. 

Mauricia said: 

“Prior to retiring I worked in care homes, as a hairdresser but also 
working with the older people helping out with activities and trips. 
After I retired I soon decided I still wanted to do something with my 
time and came to The Curzon Centre as I enjoy helping older people 
and spending time with them. I’ve volunteered here for 6 years 
now, generally on a Tuesday and Thursday but I’ll help out on other 
occasions if I’m needed or at special events like Christmas Fayres. 

“As a volunteer I help out with the games like triominoes, 
bingo and jigsaws, talk to the older people or just listen 
to them and I’ll cover the hairdressing if the regular 
hairdresser isn’t available. As some of the people who 
come here have dementia, you do have to be patient and 
offer a listening ear and get into their world with them. 
Some people don’t want to join in with the activities, 
they are happy just to sit and watch.

“I enjoy coming here - helping people and the company 
but I also enjoy the social side of volunteering and have 
become friends with some of the staff and ex-staff from 
the Centre, spending time with them socially, going on 
trips and for meals out.”
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OTHER DIRECT 
COSTS

(DRUGS,  
DRESSING,  

NURSING BEDS  
etc.)

STAFF COSTS ESTATE COSTS

OFFICE &
OTHER COSTS

12% 79% 4% 5%

EXPENDITURE

Financial Overview
Care Plus Group Ltd

Audited Financial Accounts Year Ended 31st March 2019

SURPLUS BEFORE 
TAXATION 2018/19

£501,789

ACCUMULATED FUND

£1,315,483
INCOME FOR 2018/19

£21,425,444

TURNOVER
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Feedback

Staff FeedbackService User Feedback

96%98%
H H H H H

77%99%

99%100%

81%94%

74%100%

of staff employed by CPG 
would recommend it as a 
place to receive care and 
treatment. This has stayed 
above 90% throughout  
the year.

of service users described 
their experience of the 
services as either excellent 
or good.

of staff would recommend 
CPG as a place to work (this 
compares to 60% nationally) 
Results from NHS Staff survey.

of service users felt they were 
treated with dignity  
and respect.

of staff feel that CPG treats 
Service Users with dignity and 
respect.

of service users felt the 
care they received was high 
quality care.

of staff feel that their opinions 
and views are considered.

of service users  would be 
either Extremely Likely or Likely 
to recommend CPG to Friends 
and Family if they were in need 
of care.

of staff feel their work is valued 
by the organisation.

of service users rated the 
emotional support they received 
as excellent or good.

“ ,,Very helpful and considerate

“ ,,Outstanding staff who provide caring services

“ ,,They are very helpful and understanding

“ ,,The staff always know what they 
are doing

“ ,,Friendly working environment, good 
training opportunities.

“ ,,Good opportunities for 
training and developing



Care Plus Group
The Val Waterhouse Centre 
41 - 43 Kent Street 
Grimsby 
North East Lincolnshire 
DN32 7DH

www.careplusgroup.org
01472 266 999   
facebook.com/careplusgroup
twitter.com/careplusgroup

VALUES
Putting people first

Taking Responsibility

Working Together

Delivering Quality  
Services

Investing in Local  
Communities

PURPOSE
We exist to support  

people to achieve their best  
quality of life

VISION
To be leading  

care at the heart of  
our community

WHAT’S IMPORTANT  
FOR US

Customer-centred, safe,  
high quality delivery

Sustainability and growth

Staff who feel valued  
and are proud to belong to  

Care Plus Group


