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In 2017/18

Our social purpose
Our vision

We’re here to improve
people’s lives – and create
possibilities for them.

Guinness Care became a stronger, safer, and better business. We transformed our organisation
to deliver more consistent, responsive services to customers. We opened a new, first-of-its-kind
Integrated Extra Care scheme (Quayside), and we made great progress in developing our Care at
Home Cheshire service for privately funded customers.
We also delivered a diverse range of activities that
promote wellbeing and independence. We completed
our Housing and Dementia Project Evaluation and
learned that we are changing the way our people
think about dementia.
Having achieved an impressive 91% customer
satisfaction rating this year, we know how
important it is to listen and respond to feedback –
and we’ll continue to do so. This year, we aim
to improve our technology offer, and we will keep
recruiting, developing, and rewarding great people,
who go above and beyond to improve our
customers’ lives.

Of course, we are still working in an uncertain
environment. Increasing demand for services at
a time of reducing public funding continues to place
considerable pressure on care and support providers.
We welcome the Government’s announcement on
Supported Housing Funding, and await with interest
the publication of the Social Care Green Paper. Both
of these will have an impact on our services.
However, as we start our new five year strategy –
Guinness 2023 – we look forward to a period of greater
stability, ambition, and focus on our social purpose.
We have an exciting future ahead and look forward to
creating even more possibilities for our customers.

Peter Cotton
Chair

Guinness Care is a subsidiary of The Guinness
Partnership and one of the leading providers of
care and support in England. We offer a variety
of services for customers of all ages, with a
focus on older people, learning and physical
disabilities, dementia, and complex needs.
We believe that care is a service as well as a
response to a need, and our services enable
people to choose to live as independently, happily
and healthily as possible.

customers

10,000

hours of care, each week

Our targets for 2018/19:
• Great service –
92%+ customer satisfaction

Live Well at Home and
Independent Home Life Services

• Great homes and growth –
private payers’ income of 24%

In 2018, we merged our subsidiaries Live Well at
Home and Independent Home Life Services into
Guinness Care, helping us become more connected,
consistent, and ultimately to deliver the best possible
care and support to our customers. We continue to
be the corporate trustee for Devon Sheltered
Homes Trust (DSHT).

• Great place to work –
employee engagement of 75%+

Paul Watson
Managing Director

10,000

• Great business –
operating margin before property costs of 6%

Contents
Our social purpose

3

Raising our profile in the community

16

Customer satisfaction survey – 2018

5

Our customers’ voice – listening and responding

6

How people are connecting with us
on social media

16

We’re listening – complaints

7

Progressing our people plan

18

Our customers – engagement and diversity

8

Our progress as a dementia-friendly organisation

9

Learning and development
our learning academy

19

Cost and quality – how did we do?

20

Summary of our finances
for the year ended 31 March 2018

• Caring… putting individual wellbeing at the heart
of what we do

21

Guinness Care
Executive Team and Board

• Accountable... for the services we provide, and
responsible for ourselves

22

• Respectful… of individuality, privacy and dignity

Quayside paves the way for a new style of living 10
Creating possibilities for privately
funded customers

13

Health and Wellbeing in Independent Living

14

Health and Wellbeing building communities

15
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The year ahead
2018/19

Our values are at the core of our social
purpose. They underpin our services,
language, culture and behaviours, and
guide our people in the great work they do.

• Ethical… and professional – our reputation is key

23

• Dedicated… we want to exceed expectations
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Customer satisfaction
survey 2018

What our customers say about us

Our service

87%

would recommend
the service to
friends and family

Our staff

95%

feel our staff
are caring

91%

are happy
with the service
they receive

90%

agree that our staff
have the right skills
to support them

Safeguarding

94%

95%

agree that staff think
feel safe with the
about their privacy service they receive

Responsiveness

89%

are happy with
how staff respond
to changing needs

92%

are happy with how
our staff listen and
address concerns

Value

92%

think their service is
good value for money

Survey response rate
422 customers responded

Things that we can improve:

100
90
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0

30%
Supported
Living

10

30%
Day Care
services

20

33%

Floating
Support

30

Care at
Home

40

4

55%

60

Sheffield Foyer

%

69%

like more choices
17% would
over the care they receive
they’d like more help
25% said
accessing healthcare
like more staff
25% would
available to assist them
more say in how the
27% want
service is run and improved

Service
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Our customers’ voice
listening and responding
Our customers’ feedback is invaluable: it tells us
what we’re doing well, and what improvements
they’d like to see.
In 2018, we:
• Conducted our fourth independent survey for
customers across Care at Home, Floating Support,
Day Care, Supported Living and Sheffield Foyer
(see page 5 for the results). We asked questions in
line with the Care Quality Commission’s Key Lines of
Enquiry, and will use the results to inform positive
change in our care and support services.
• Distributed our first complaints infographic to our
customers, highlighting our performance around
complaints management, as well as key learnings
and what we will do to deliver great service. It shows
our customers that we listen to, and value, their
feedback (see page 7).

Customer feedback

They have made my life
so much easier and I am
much happier. They have
made life worth living.

We’re listening
How we’ve responded to

your feedback
about Guinness Care and
the services we provide

You told us you wanted better…
communication of changes to your services
scheduling of your preferred call times
training and competency of care staff
consistency of staff who deliver your services

They’re caring and helpful,
and easy to talk to.
The activities are really
fun and enjoyable.

During 2017/18, we received

138 complaints

In 2017/18 we have…
Published a new complaints leaflet
to explain the ways in which you can share
feedback about our service

You contacted us by:
Updated our systems to reflect your
preferred call times, your contact details,
and how you like us to keep you informed

8 days
10 days
0

2

(maximum
target allowed)

4

6

8

10

On average, we resolved
complaints in:
CQC regulated services

In 2018/19 we will…

24 days

Continue to respond to your complaints and
concerns on time

28 days (maximum
target allowed)
0

5

10

15

20

25

Focus on strengthening our customer service
30

Days – response rate

Non CQC regulated services

8 days
10 days
0

2

4

Provided ongoing training for staff to
ensure they are competent, knowledgeable,
and treat you as a valued customer

Make it easier for you to contact your local office
if you have a concern or need advice
Proactively learn from our mistakes, embedding
any changes across all our services

Improve the ways that we keep you informed
(maximum
target allowed)

6

8

10

about changes to your services

Reduce our use of agency staff and improve
consistency of staff who deliver your service

Days – response rate
6
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Our customers

Our progress

We celebrate diversity across our staff
and customers, and encourage activities
and events which improve social connections,
communication and engagement.

Four years ago, we made a commitment to become Our Housing and Dementia Project report shows
a dementia-friendly organisation, and we’re making that by raising awareness, we’ve reduced the stigma
excellent progress.
around the condition, and are now seeing permanent
cultural changes across our workforce, leading to a
In 2017/18, we:
more personalised approach to supporting our
customers with dementia.
• Completed the evaluation of our Housing and
Dementia Project
We will continue to support these customers,
• Published a new booklet, ‘Dementia and Guinness’ enabling them to live independently for as long as
possible. Being dementia-friendly has become part of
• Opened our new dementia-friendly Extra Care
our everyday business and our aim now is to continue
scheme, Quayside
capturing and sharing these best practices.
• Renovated Duncan Cooper House, Havant,
to be more dementia-friendly

engagement and diversity

as a dementia-friendly organisation

• Bringing people together for the Royal Wedding
and The Great Get Together

Active listening to colleagues
and customers grows a collective
power of those with different
viewpoints, generating better ideas
for inclusivity and harmony that
goes beyond compliance.

• Fundraising for charities such as Alzheimer’s
Society and Macmillan

Denise McCurdy,
Diversity and Inclusion Champion

Key activities from 2017/18 include:

• Celebrating 100th birthdays with support from
our 100 Club
• Holding seated dances and reminiscence
sessions to support our customers living
with dementia
• Community outreach projects with local food
banks, schools and conservation groups
• Celebrating our schemes’ anniversaries and history

Learning from North Manchester Sisters
Charity organisation North Manchester Sisters
delivered 13 community coffee mornings at
Broadoak Court, Manchester to 40 members of the
community. The sessions brought together a mix
of gender, age and heritage, with nine languages
spoken across the group. The initiative helped our
customers and their neighbours to develop community
links across different faiths and backgrounds, as well
as contribute to health and wellbeing.

• Celebrated Dementia Action Week and
World Rocks Against Dementia
• Ran our #MyPledge campaign to showcase
what dementia means to our staff

• Ensured staff completed at least three hours’
training relevant to their role

Becoming a Dementia Friend
has helped me understand the
day to day realities of dementia,
and how our customers might
feel frustrated if they don’t
receive the right support.

• Continued to signpost information, and share
knowledge at key industry events.

Lisa Welling,
Care and Support Enabler

• Applied meaningful activities and best practice to
deliver person-centred care

• Encouraged staff and customers to support the
Alzheimer’s Society’s Dementia Friends campaign.
We now have over 1,400 Dementia Friends and
11 Dementia Champions.

By advocating the Dementia
Friends programme, we’re helping
to change perceptions about
dementia within the workplace
and our local communities.

1,400

Dementia Friends

Credit: GoSkydive
8 Great service

11

Dementia
Champions
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Quayside paves the way
for a new style of living
Our services for older people are an important part
of our new Guinness 2023 strategy and our newest
Extra Care homes at Quayside really bring our
aspirations into being. We opened our new £13m
state-of the-art scheme in Totnes, Devon, and in
November 2017 our first customers moved in.

Award-winning design with dementia in mind

A new style of living for over 55s

Quayside’s homes and interiors are aligned with
dementia-friendly design guidelines. Digital telecare
is supported by apps, and tailored care services
accommodate residents who may need additional
support.

Quayside offers 60 self-contained apartments (half are
for shared ownership, half are for affordable rent) that
feature open-plan living, fitted kitchens and walk-in
showers. Communal facilities include a Bistro, salon,
pamper suite and activities room, as well as beautifully
landscaped gardens.
Advanced digital technology will allow customers to
video call neighbours, see visitors, or communicate
directly to on site staff in seconds, using an easy-touse touchscreen wall panel. Personal smartphones or
tablets can be paired with the system for full mobile
connectivity and reassurance around the home.
A fresh approach to commissioning arrangements
As our first fully integrated Extra Care service, Quayside
brings together the delivery of housing management
and care into a single team that is accountable and
responsive to our customers’ needs.
Our core Wellbeing service is funded by service
charges paid for by customers, who have greater
choice over their care. This allows our service to promote
wellbeing and independence, activities and events, and
scheme security during evenings and weekends. A
dedicated 24/7 staff presence means we are optimally
placed to respond to unforeseen care needs.

10 Great homes and growth

Named ‘Best Specialist Residential’ in the 2018
Devon Building Control Partnership Building Excellence
Awards, Quayside was developed in partnership with
Devon County Council, South District Hams Council,
the Department of Health, and Homes England.

While I am active for my
age, there’s a digital alarm
system in the apartment so
it is much safer for me.
Mo, 78,
Quayside resident

In May 2018, local MP Dr Sarah Wollaston officially
opened Quayside at an event attended by Guinness
Board members, customers, local councillors, health
and care workers and the many teams involved in the
build and design of homes and delivery of care services.

This new, integrated approach to
extra care changes lives, and I’m
delighted to see Quayside open,
accessible to the community and
to hear so many compelling and
positive stories from residents.
Dr Sarah Wollaston MP,
Chair of Health & Social Care Select Committee
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Creating possibilities

for privately funded customers
In order to ensure a sustainable future,
we must transform and grow our business.
In 2017/18 we initiated a new strategy to deliver
services to privately funded customers, and
Guinness Care at Home Cheshire is set to
launch in Autumn 2018.
We believe in more than a ‘one size fits all’ approach.
Our Care at Home Cheshire customers will be able
to tailor their care package to their needs, with full
flexibility over the length and frequency of their visit
and a choice of services, from personal care
and shopping, to telecare and companionship.

Our targets:
by 2019

by 2023

24%

50:50

of Care at Home
income to be
privately funded

split between
Local Authority
and privately
funded care hours

We’ll also be working with Guinness Property
to develop a new dedicated handy person service,
making it easier for our customers to get DIY jobs
done around their home, whether that’s fixing light
bulbs or doing minor adaptations.
By diversifying our services to those whose needs
and/or income don’t qualify them for Local Authority
funding, we will be a stronger business. We will be
ready to take on our sector’s challenges and fund
our wider social purpose – to improve the lives of
as many customers as possible.

12
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Health and Wellbeing

Health and Wellbeing

in Independent Living
With an ageing population, there is increased
pressure on health and social care services.
Research shows that improving health and
wellbeing, including reducing loneliness, can
help to relieve this, and as a social care provider,
we are well placed to make a difference.
In 2017/18, we appointed two Health and Wellbeing
Coordinators (North and South) to develop opportunities
and partnerships that embed health and wellbeing
across our Independent Living services.

building communities

New Health and Wellbeing Match Fund
In order to overcome the funding challenges identified in
our survey, a new grant programme has been launched
to assist with organising events, hosting activities
or purchasing items that promote the Five Ways to
Wellbeing in our Independent Living schemes.
Staff can apply themselves or on behalf of customers
for up to £200 in the financial year, which they need
to match with the same or higher amount of external
funding.

Community connectors
In partnership with Health Connections Mendip, our
Frome-based staff have become community connectors.
They signpost wellbeing activities to local community
members, and have trained customers as volunteers in
our Phoenix House scheme.

Royal wedding

2018 survey

In May 2018, our royal
wedding campaign aimed
to reduce loneliness. Over
40 schemes received funding
towards celebratory gatherings
to bring customers together.

The Health and Wellbeing team asked staff what
activities are currently taking place in their schemes, how
they are funded, and what challenges are presented.
75% responded:
• 52% had heard of ‘Five Ways to Wellbeing’
• 89% said cost was a barrier to activities
• 292 regular activities were taking place
(weekly, fortnightly or monthly)

Arts and crafts

• 218 ad hoc or seasonal activities have
been arranged

Residents at a scheme in Brackendale,
Blackburn, get together every week for a
craft session, and are regularly joined by
members of the local community.

Reminiscence sessions

Pet therapy

Are a great way to encourage connections
between people from different backgrounds or
cultures, as well as those living with dementia.

Many residents have previously owned
pets. Visits by animal centres and farms are
calming and help them re-live past memories.

Five Ways to Wellbeing

Connect

Be Active

Take Notice

Keep Learning

Give

Spend time
developing
relationships with
family, friends,
colleagues and
neighbours.

Take a walk, go
cycling or play a
game of football.
Find an activity that
you enjoy and make
it a part of your life.

Being more aware
of the present
moment can
positively change
the way you feel
about life.

Learning new skills
can give you a sense
of achievement and
a new confidence.

Do something nice
for someone. Say
thank you. Smile.
Volunteer. Giving
can be rewarding
and helps create
connections with
others.

14 Great homes and growth
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Raising our profile
in the community

As we shift towards increasing our privatelyfunded care, we’ve widened our marketing
efforts to attend selected regional events.
These provide a new opportunity to raise our profile
in the local community, and to talk with potential
customers about our services.

How people are connecting
with us on social media
Maintaining a strong online presence allows us
to stand out to existing and future customers,
their friends and family, potential staff, and the
general public.
In 2017/18, we:
• Launched a new Instagram channel to
expand our digital reach
• Reached 800+ followers on Twitter
• Supported several campaigns including
Dementia Action Week’s #MyPledge
• Posted 11 job vacancies leading to 88 direct
responses
• Created a dedicated Facebook tab for recruitment
• Integrated our Live Well at Home social media
channels into Guinness Care

16 Great homes and growth

our Facebook page has

900 +fans
an increase of 300%
from last year

in 2017/18
our content reached an average of

83,500

people

per month

with an

11%

engagement
rate
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Progressing

Learning and development

our people plan
We have continued to implement new and
existing initiatives that promote recruitment,
retention and achievement in our workforce.
In 2017/18, we:
• Streamlined our recruitment process, providing
bespoke support to align our values and
candidates’ job expectations. We held recruitment
events in Havant, Cornwall, Devon, and Gloucester,
with a 24% increase in applicants and 479 new
starters. We also developed a ‘Career Pathway’
to highlight progression opportunities in care.
• Continued to respond to feedback from our staff
surveys. We completed a market review of salaries
in care, and awarded an additional adjustment to
our pay in 2018.
• Refreshed key health, safety and wellbeing
knowledge, including fire safety and lone working,
and provided advice on free flu vaccinations for
care workers. Mental Health First Aiders organised
activities (such as massages or time outdoors)
to promote workplace wellbeing and positive
mental health.

our learning academy

• Focused on inspiring our leaders, introducing
pilots for a two-day Management Development
Course, and holding a 50-strong Leadership
Event in May. We introduced a new Team Brief to
improve information sharing during meetings.

The first full year of our Update Workshops
has seen attendance increase by around 20%.
We have rolled out new End of Life training,
and updated our Health and Safety session
which has led to improved incident reporting.

• Continued to recognise staff achievements,
presenting over 80 individual internal awards.
Our Learning Academy team were finalists in
the 2018 Housing Heroes Awards.

In 2017/18 our Learning Academy continued to see
successful results across the broad range of learning
& development delivered to our staff, including
Induction Programmes, Update Workshops and
specialist Adult Social Care subjects.

• Promoted our Staff Forum as a place for
employees to share their views and help to shape
decisions made by our business.
• Completed reports on gender pay gap and
diversity. With 88% female staff, we aim to
increase the number of men in Guinness Care
alongside customer needs. 85% of our staff have
completed diversity training, and we continue
to recognise campaigns including LGBT Month,
Women’s Day, World Religion Day and
The Great Get Together.

• 100% of delegates would recommend their
course to others
• 99% said their trainer was effective

During my career in the care
sector I have worked for several
companies. The induction training
provided by Guinness exceeded
any other company’s programme.
Debra Jones,
Registered Manager – March 2018

• 98% agree the course met its objectives
• 680 training days to 6100 learners
• 57% of eligible staff holding or working
towards an RQF in Health and Social Care
• 58 trained assessors
• 71 care certificates completed this year

• Launched our ‘More at Guinness’ benefits portal
with nearly 2,000 views across lifestyle benefits
pages. Over 100 members of staff have accessed
our Employee Assistance Programme for
confidential guidance and support.

Our Staff Forum is an important and rewarding part of our
People Plan. We encourage open dialogue about everyday
issues that affect staff, influencing positive decisions
around policies, uniforms and employee benefits.
Karen Shimwell,
Chair of Guinness Care’s Staff Forum

18 Great place to work
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Cost and quality

Summary of our finances

how did we do?

We want to be one of the best service providers
in the housing and care sectors, one of the best
employers in the country, and generate surpluses
so that we can continue to develop new services
that help our customers live independent, happy
and healthy lives.
To help us achieve our goals, we measure our
performance against targets relating to cost
and quality.

for the year ended 31 March 2018

14.7%

100 %

of Care at Home
income attributed
to private payers
in 2017/18

Income 2017/18
Income

of complaints were
responded to on time

£m

Care and support services

6.6

Rent and service charges

4.3

Services provided to others

3.7

Residential home fees

2.6

Donations

2.2

Other income

0.2

Total income

19.6

Our performance at 31 March 2018
Key performance indicators

Target

Actual

Commentary

Great service and homes
Emergency repairs completed
on time

Expenditure 2017/18
Income

100%

99.2%

Although improved on last year, Guinness continues
to work with suppliers to improve performance.

Great place to work
Agency staff as a percentage of
total staff costs

6%

Percentage of our staff who have
been with us longer than a year

75%

8.5%

72.2%

Care recruitment is highly competitive across the
sector. We have implemented new processes to attract
applications from a greater number and quality of
candidates to boost recruitment activity. Improved pay
and reward schemes have been implemented to increase
retention in 2018/19.

Great business
Percentage of rent lost due to
empty properties

1.1%

0.8%

Performance has improved following a reduction in
how long properties are left empty between tenants.

Cumulative private payer
income compared to total
Care at Home income

10.5%

14.7%

A good end to our first year as shown by the new
performance target.

£m

Staffing costs

13.2

Property costs

4.4

Service costs

1.4

Impairment costs on care homes

1.2

Loss on disposal of properties

0.5

Other costs

0.4

Interest payments

0.2

Total expenditure

21.3

Net deficit

(1.7)

Net deficit for the year amounted to £1.7m. This is primarily explained by the
divestment strategy in relation to residential care homes. Actual losses on disposal in
this area amounted to £0.5m. In addition to this, the company made an impairment
charge of £1.2m in respect of homes that will be sold in 2018/19.

Quality assurance and compliance
Overall compliance with Care
Quality Commission Standards

100%

80%

For continuing services most are rated “good”, two
locations required improvement.

Complaints responded to on time

100%

100%

We continue to carefully manage complaints in order to
ensure response times are met.

Quality Assurance visits completed
by our staff (for regulated services)

100%

100%

Regular visits are made by our Quality Assurance
team in order to ensure services are compliant with
CQC regulations.

20 Great business
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Guinness Care

The year ahead

Our Executive Team is responsible for managing
Guinness Care’s activities, overseeing our
strategies, plans and day-to-day work, and
making sure we deliver excellent care and
support to our customers.

With the launch of Guinness 2023, we have a clear
plan for the next five years to achieve our vision.
Our new strategy places greater emphasis on
social purpose and our people, whilst promoting
our brand. We look forward to a more stable
period, where our people can continue to invest
in Guinness and be excited about the future.

Our Executive Team

2018/19

In 2018/19, we will:

Paul Watson,
Managing
Director

Paul Love,
Director of
Finance

Vicky Horsley,
Director of
Care at Home

• Listen, consult and respond to our customers’
needs, and review our customer engagement
strategy. We’ll keep improving our standards of
care and support and ensure services are safe
and sound.

Lynn Lewis,
Sharon Ault,
Director of
Interim Director of
Independent Living People and Quality

• Develop our new service offer for older customers.
We’ll also refresh our day care services and
services for people with learning disabilities.
• Grow our care at home business by expanding
our private payer strategy, and forge strategic
partnerships with health and care agencies.

• Evolve our technology offer and learn from pilots
• Implement our People Plan and hire great people
who share our values. We’ll continue to expand
our Learning Academy, and inspire success across
our teams.
• Promote our employer brand, values and culture,
offer a safe and happy working environment, and
equip our staff with the tools they need to deliver
great service.
• Implement a positive growth plan supported
by robust planning and support functions, while
staying responsive to external changes.
• Deliver strong business performance by
streamlining processes, increasing efficiencies
and embedding Value for Money. We’ll improve
our data integrity, ensuring that we protect
personal information.

Our Board
The Guinness Care Board is responsible for our
governance as a charitable organisation. They
safeguard our effectiveness, proper running and
help to ensure we meet our overall purpose.

Peter Cotton
(Chair)

Nick Apetroaie

Amanda CareyMcDermott

Jim Dickson

Dr Claire Feehily

Chris Wilson

Linda Sanders

Mike Petter

Catriona Simons

Paul Watson
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Shena Winning
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great service
great homes
a great place to work
and a great business

30 Brock Street, London NW1 3FG
wecare@guinness.org.uk | 0300 123 0705
www.guinnesspartnership.com/care-services
Guinness Care and Support Limited is a charitable
Community Benefit Society No. 30337R Registered in
England, a Registered Provider of Social Housing No
L4497, and regulated by the Care Quality Commission.
Registered in England and is Registered Provider of
Social Housing No. 4729.

