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As we enter the second year of our current 
three-year strategic plan, we wave goodbye 
to a particularly challenging 12-month period, 
dominated by Covid-19.

With Covid as our backdrop I could not be prouder of 
how well n-compass has adjusted and adapted to meet 
this challenge head-on!

We not only maintained service stability throughout the 
year but also continued to grow, with the introduction 
of four new services. We are delighted to now be 
providing the Bury, Staffordshire and Carlisle Carers 
Services, as well as the IMCA Advocacy Service for 
Tameside, Stockport and Oldham.

Alongside this we have maintained a laser sharp focus 
on our staff’s health and wellbeing throughout the 
year as homeworking became the ‘norm’. We have 
developed a range of wellbeing initiatives to ensure all 
staff feel connected to, and supported by, n-compass.

This effort was reflected in 91% of colleagues agreeing 
that n-compass was a great place to work through our 
2020 engagement survey.

Looking forward, it is very gratifying that our reputation 
as a ‘dynamic’ and ‘can do’ organisation has led to a 
substantial vote of confidence by Commissioners and 
other funders alike. We are bold and ambitious – and 
simply want to support more people across the North 
of England to stay well.

For 2021 - 2022 we have a determination to sustain our 
current contracts by continuing to deliver excellent 
services, and we will also look for opportunities to 
further increase our footprint across the North of 
England. Our paramount commitment remains to serve 
and support vulnerable communities.

This annual plan has been developed by both staff, 
Service Users and the Board to clearly articulate our 
ambitions for 2021 and beyond. We look forward 
to what will no doubt be a year filled with both 
opportunities and further challenges which, with energy 
and commitment, we will rise to meet and overcome. 

On behalf of the Board, I would like to thank our 
wonderful staff - their dedication, passion and 
commitment is what makes n-compass truly 
exceptional! 

This gratitude is particularly heartfelt as this will be my 
last Annual Plan. In the Summer I will be standing down 
as Chair, in line with the Charity Commission guidelines, 
as I have been a Trustee for nine years.

I am very gratified by the progress we have made 
together and believe that when Cathy Scivier, our 
current Vice Chair, takes on the role of Chair, the future 
is in very safe hands. 

Barbara Aird, Chair

CHAIR’S 
FOREWORD
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OUR OPERATIONAL 
PLANS FOR 
2021-2022
n-compass provides a range of 
services that support vulnerable 
adults and young people alike.

Rochdale
Oldham

Stockport

Bury

St Helens

Wirral

Tameside

Blackburn  
with Darwen

Carers’ 
Services

We deliver in: 

Bury

Carlisle

Cheshire East  
Lancashire

Rochdale

Staffordshire

Advocacy 
Services

We deliver in: 

Blackburn  
with Darwen 
Bury 
St Helens 
Tameside 
Oldham 
Stockport 
Wirral 

Counselling 
Services

We deliver in: 

Lancashire 

Wellbeing 
Services

Deaf Support 
and Connect 5 
Services  

We deliver 
across: 

Lancashire 

Volunteering 
Services

We have a 
vibrant and 
active volunteer 
community that 
supports all our 
services and 
includes social 
work students 
as part of their 
university 
placement 
programme

What a year! I do not think any of us will forget 
2020 in a hurry!

Yet despite the challenges we have all had to face at 
work and in our personal lives, from an n-compass 
perspective, I could not be more proud. 

I have been amazed and humbled by our colleagues’ 
continued passion and drive, and the way they have 
all rallied together in continuing to meet this year’s 
challenges, not being fazed nor beaten by them. 

I said to colleagues back in March 2020 when we 
went into the first lockdown, we would come out the 
other side fitter, stronger and with renewed energy 
and vigour. Well, we are certainly on track for that to 
be the case! 

Last year we supported over 25,000 adults and young 
people to regain control of their lives, providing hope 
and a renewed sense of purpose, in getting them 
back on their feet.

We promote resilience over reliance, by placing 
people at the centre of everything we do and 
delivering excellence by utilising individuals’ 
strengths to stay well.

This is achieved through a team of 147 passionate 
staff delivering over £5.3m worth of services across 
the North of England.

We have a strong social conscience. We employ local 
people and support over 20 social work students 
every year, some of whom move on to permanent 
employment with us.  So, by investing in our team, 
we grow our own talent!

We start this year in the second year of our new three 

year strategic plan, taking us through to 2023. Our 
aspiration is to continue to grow, innovate and remain 
a well-regarded provider of health and care services 
across the North of England. 

As part of this journey, we will continue to diversify 
our funding base, whilst maintaining and exceeding 
customer and commissioner expectations. Our focus 
on delivering excellent services and keeping Service 
Users at the heart of everything we do, will remain 
paramount.

This will be facilitated by further embedding our 
VALUES driven culture. We are a ‘people helping 
people’ charity and take seriously our role of looking 
after our staff, to ensure they can fulfil their full 
potential.

We want to continue to grow well, and this is our 
mantra moving forward.

• Grow our reach – through an increase in turnover 
and wider geographical footprint

• Grow our staff - through a healthy workplace 
culture

• Grow the number of people we support – helping 
to change more lives, each and every day 

Teresa Jennings, Chief Executive

MESSAGE FROM  
THE CHIEF  
EXECUTIVE 

We are organised into five main service areas:

NORTH 
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MERSEYSIDE

CUMBRIA

GREATER
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YORKSHIRE

DERBYSHIRE

STAFFORDSHIRE

LANCASHIRE
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Bury Carers’ Hub provides a single point of access 
for all adult Carers (18+) supporting another adult 
living in Bury.

 
TARGETS
We focus on delivering the following outcomes:

•  Developing and delivering Carers’ information and 
advice

• Delivering Local Community Support across the 
five Bury neighbourhoods 

• Developing Carers’ services that are right for 
Carers in Bury through co-design or co-production 
where possible

• Enabling respite for Carers

• Developing and delivering Befriending and Peer 
Support

• Influencing and shaping the system to reflect 
Carers’ views and wishes

• Delivering effective training and Carer awareness 
for Carers and professionals

The Carers’ Hub Rochdale provides a single point 
of access for all Carers including young and adult 
Carers in the borough of Rochdale.

 
TARGETS
We focus on delivering the following outcomes:

•  Identifying and support 765 Adult Carers

• Improving outcomes for 213 Adult Carers 
accessing one-to-one support

• Identifying and support 143 Young Carers

• Improving outcomes for 26 Young Carers 
accessing one-to-one support

• Recruiting 28 volunteers

• Supporting Adult Carers to access/maintain 
employment

• Delivering Adult and Young Carers activities 
throughout the year
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n-compass is one of the largest 
providers of Carers’ services in the 
country and we are leaders in the 
field identifying, supporting, and 
empowering previously hidden 
carers of all ages and from all 
backgrounds. 

CARE FOR CARERS 
This year thanks to funding from the Government and the National 
Lottery we were able  to offer one-to-one counselling across all 
our Carers’ services. The funding was in response to the Covid-19 
crisis. As the pandemic unfolded it became increasingly clear to 
us that whilst lockdown was challenging for everyone it impacted 
disproportionately on those with caring responsibilities. Qualified 
and experienced sessional counsellors provide talking therapy 
for up to six sessions focussing on increasing personal resilience 
and reducing anxiety and stress resulting from their caring role, 
compounded by the ongoing pandemic. 

To date we have successfully delivered this across all our areas 
of delivery, supporting in the region of 350 of the most in need 
households. We are working hard to identify further funding to 
support this vital work on an ongoing basis.

I am really happy to 
have met you and 
you’ve helped me 
to carry on, I really 
thank you. Your 
name is like an angel 
to me.”
ADULT CARER

Carers’ Assessments 

Specialist one-to-one  
and group support

Information, advice and 
guidance on a range of 
relevant matters

Support with contingency 
planning, including  
Peace of Mind 4  
Carers Plans

Support to access 
community and  
health  and wellbeing 
services

A 24/7 Volunteer  
Carers’ Help and Talk 
(CHAT) Line

Support for  
former Carers

Digital resources including 
‘Jointly’ the Carers UK care 
coordination app

Access to n-compass 
online Carers Community 
Network

Volunteer Befriending and 
Sitting-In services

Volunteering opportunities 
for Carers

We provide specialist support for Carers to improve their health and wellbeing, enabling them to continue 
in their caring role for as long as they choose. We provide a blended approach of face-to-face support and a 
digital online offer to ensure Carers always get the support of their choice when and where they need it.  

Support packages include:

Carers’ 
Services



Carlisle Carers provides assessment and support 
services for young and adult Carers in the Carlisle 
District of Cumbria. 

We deliver in partnership the countywide All Age 
Carers service with Eden Carers, Furness Carers, 
Carer Support South Lakes and West Cumbria 
Carers.

TARGETS
We focus on delivering the following outcomes:

• Identifying and support 367 Adult Carers

• Identifying and support 26 Young Carers

• Identifying and support 26 Parent Carers

• Completing 360 new Carers’ Assessments 

Cheshire East Carers’ Hub provides a single point 
of access for all Carers including young and adult 
Carers. 

The Service also runs an annual Carers’ Choice 
Grant Scheme which enables other community 
organisations and groups to provide Carers with 
a break from their caring role. We provide this 
service in partnership with the Alzheimer’s Society.
Carers are at the heart of this scheme and are 
responsible for reviewing and deciding on grant 
applications. 

TARGETS
We focus on delivering the following outcomes:

• Identifying and supporting 1,200 hidden Adult 
Carers

• Identifying and supporting 100 hidden Young 
Carers

• Distributing Living Well Fund grants to  
752 Adult Carers

• Distributing Living Well Fund grants to  
70 Young Carers

Annual Plan 2021-2022N-compass - Towards a Brighter Future
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Staffordshire
Together for Carers
Service

8

In January we were delighted to be awarded 
this all-age Carers service, which we will deliver 
in partnership with a number of different 
organisations to ensure the best outcomes for the 
Carers of Staffordshire. We will be working in the 
heart of the community drawing on the assets and 
strengths of Staffordshire’s communities. 

TARGETS
We focus on delivering the following outcomes:

•  Carers are provided with appropriate up to date 
information, advice and guidance

• Carers are identified and supported through 
awareness raising activities and by educating 
communities

• Carers’ physical and emotional wellbeing is 
enhanced through preventative support

• Carers have a life alongside their caring 
responsibilities

• Access to timely support which meets individual 
Carer needs

• Carers are supported to plan for the future

• Carers feel recognised and valued as experts in 
care

• Strengthen and build resilient, carer-friendly 
communities

• Children and young people with caring 
responsibilities have the support they need

The Lancashire Carers Service works across the 
county providing support and information to Adult 
Carers (18+). Our service is delivered in partnership, 
n-compass delivering in North and Central 
Lancashire and Carers Link Lancashire delivering in 
East Lancashire.

TARGETS
We focus on delivering the following outcomes:

• Identify 5,344 new Carers 

• 6% of Carers identified to be from BAME 
communities 

• 15% of Carers identified to be caring for someone 
with a mental health condition

• 100% of Carers to be offered a Peace of Mind 4 
Carers Plan

• Complete 4,008 new Carers’ Assessments

• Complete 100% of Carers’ Assessments within six 
weeks of referral

• Contact 100% of Carers to undertake a review 
within eight weeks of their Carers’ Assessment

• Contact 100% of Carers to undertake an annual 
review of their Carers’ Assessment within the 
relevant timescales

• Complete 90% of Carers’ Assessment reviews 
within the relevant timescales

Nobody ever seemed to care before,  
now I have support from a worker for myself  
and my children, who are Young Carers.” 
PARENT OF THREE YOUNG CARERS 
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Thank you so much for  
all your support, you were 
so thorough I felt for the 
first time someone was 
listening, I cannot thank you 
enough. I now have all the 
support  I needed in place. 
You have certainly made a 
difference to my life, thank 
you again.” 
CARER

Without your support 
I would have been lost 
and unable to cope.”
ADULT CARER

 11
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JORDAN’S STORY 
YOUNG CARER 

Jordan is a 12-year-old Young Carer who lives with, 
and cares for, his grandmother, Rita. Jordan heard 
about the service through school.  Whilst the Young 
Carers’ Practitioner was completing an assessment 
with him it became clear that because of Rita’s health 
she was struggling to supervise Jordan and tension 
was starting to build up between them. 

With consent, the Young Carers’ Practitioner 
completed a Multi-Agency Referral to Children’s 
Social Care and made weekly phone calls to Jordan 
to support him during lockdown. The referral enabled 
a more comprehensive package of support to be 
implemented for the whole family involving Children’s 
and Adults’ Social Care, the school and the Young 
Carers’ Practitioner. 

This Multi-Agency support identified that Jordan 
was having feelings of sadness, stress and anger as 
well as being frustrated at how he was seeing his 
grandmother change due to her illness. Jordan’s Aunt 
became more actively involved and welcomed the 
support that the Young Carers’ Practitioner and other 
professionals were putting in place to support the 
whole family. As a result, it was acknowledged that 
more support was required both for Jordan and Rita, 
and when Rita developed further medical issues the 
decision was made for Jordan to live with his Aunt.

The support the Young Carers’ Practitioner and 
other professionals provided has resulted in Jordan 
living in a safe and supportive environment with full 
supervision from his Aunt. Care Workers now support 
Rita, attending her home three times a day. Jordan 
and Rita now enjoy a good and healthy relationship. 

PAUL’S STORY 
ADULT CARER 

Paul cares for his wife who has a mental health 
diagnosis and age-related physical health issues. 
Paul, who is 72, contacted the Bury Carers’ Hub 
because certain aspects of his caring role was 
becoming too demanding and was beginning to 
impact on his own wellbeing.

Paul wanted some general information about what 
support he could access from Bury Carers’ Hub. 
He also wanted a referral to Adult Social Care for 
a statutory Carers’ Assessment and information 
regarding domiciliary care agencies.

n-compass completed a Wellbeing Assessment and 
worked alongside Paul to co-produce a Support Plan. 
The Carers’ Support Worker made Paul aware of the 
activities and support he could access at the Hub and 
advised him how to access information through the 
n-compass online Carers’ Community Network.  Paul 
now attends Bury Carers’ Hub Coffee and Chat on a 
weekly basis.  

Following the completion of a Statutory Carers’ 
Assessment, Paul was awarded a Carer’s Personal 
Budget to help towards gardening costs. A needs 
assessment for his wife was completed and a 
package of care is now in place. Care Workers visit 
twice a day, allowing Paul more time for himself and 
reducing certain aspects of his caring role. 

CASE STUDY CASE STUDY



Thank you so much for all your support, it’s been really 
helpful, and I really appreciate it -  I didn’t feel like I was 
getting anywhere before I rang n-compass and now I feel 
much clearer on where to go next.”

Advocacy is where our service 
delivery began and we are now 
in our third decade of delivering 
Advocacy support. All our 
advocates adopt a strength-based 
approach in order to achieve 
lasting and sustainable change for 
the people we work with. 

TARGETS
We focus on delivering the following outcomes:

•  St Helens – lean and flexible ways of working 
avoiding extended allocation timeframes 

• Blackburn with Darwen – five-day allocation 
timeframe/no extended waiting times

• Wirral - no extended allocation timeframes, 
delivering 36 hours of training to 50 professionals

• Bury - high priority cases allocated within 48 hours, 
all other cases within five days/no extended wait 
time

• Tameside, Oldham and Stockport IMCA - no 
extended allocation timeframes/four weekly 
Relevant Person Representative (RPR) visits/three 
day referral response 

I feel I would not have got 
such a positive outcome if  
I had not had the support of 
my advocate when dealing 
with social services. 
I would not have been able 
to express my wishes and  
I would not have understood 
what was happening.” 

Advocacy  
Services

Independent Care Act 
Advocacy

Independent Mental 
Capacity Advocacy

Independent Mental 
Health Advocacy

Rule 1.2 Representatives

Generic Advocacy 

Independent Health and 
Social Care Complaints 
Advocacy 

Deprivation of Liberty 
Safeguards and Relevant 
Persons Representative 

We empower individuals to become more involved in important decisions about their health and social care, 
building resilience and improving their ability to self-advocate in the future. We make sure their wishes, 
views, and feelings are communicated effectively to professionals. Our aim is to deliver excellence by 
integrating advocacy as best practice within the health and care sector and affiliated professions. 

We offer the full range of advocacy services including: 

?

Rukhsana had been admitted to hospital from her 
home address following a suspected stroke. At the 
point of referral to the Advocacy Hub, she had been 
deemed fit for discharge however there were concerns 
that she would not be able to safely return to her 
home. Rukhsana was referred for advocacy support as 
she had been assessed as lacking capacity in relation 
to where she should live.

The Independent Mental Capacity Act Advocate met 
with Rukhsana at the hospital on several occasions, 
unfortunately she was unable to voice her wishes 
and feelings on the proposed options. The IMCA 
spent time getting to understand her gestures 
and communication and was able to build a basic 
understanding of what would be important to her. 

The IMCA attended an initial Best Interest meeting 
where it was agreed that Rukhsana’s needs could not 
be met safely if she returned home. It was agreed 

that she would require residential care to ensure that 
her needs could be met safely. The IMCA asked that 
Rukhsana be assessed for any nursing needs and it was 
agreed that a continuing health care checklist would 
be completed. 

A nursing home that matched Rukhsana’s own home 
environment as much as possible was found and 
information relating to her preferences and interests 
were communicated to the care staff. Rukhsana is now 
residing in a nursing home that meets her needs and 
offers activities that she enjoys, and she is very happy.

The IMCA service involvement allowed Rukhsana’s 
views to be represented throughout the process. 
The IMCA was able to uphold Rukhsana’s rights by 
ensuring any decision made was in her best interest 
and was the least restrictive option available to 
her, whilst adhering to the guidance of the Mental 
Capacity Act and its Best Interest checklist.

CASE STUDY RUKHSANA’S STORY 
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We provide Counselling services 
to young people and adults in 
Lancashire through five different 
Counselling projects.

The Butterfly and Phoenix Project supports children 
and young people to improve their emotional health 
and wellbeing and reduce the risks of engaging in 
self-harming and/or self-destructive behaviours.

Trained Counsellors provide one-to-one counselling 
as well as risk and resilience group work sessions. 
Our work with children and young people helps 
them to identify underlying issues impacting on 
their emotional health and wellbeing, increase their 
awareness of ‘triggers’, and explore healthy coping 
mechanisms.

Counselling 
Services

It was really good how 
they help and don’t just 
tell you what to do. They 
give you ideas to help 
yourself. Also was really 
easy to connect with you.”
YOUNG PRESON

The support has been really good, thank you for keeping 
contact throughout lockdown.”
YOUNG PERSON

TARGETS
Support 100 young people from Fylde and Wyre and 
240 young people from Preston, Chorley and South 
Ribble areas.

80% of young people are supported to:

•  Reduce/cease self-harming/self-destructive 
behaviour

• Reduce/cease suicidal ideation if experienced

• Improve knowledge of triggers and issues 
underlying self-harm/self-destructive behaviours

• Improve knowledge of how to minimise risk whilst 
engaging in self-harm/self-destructive behaviours

• Increase self-esteem and positivity

• Reduce feelings of isolation 

I must say a massive thank 
you for all you have done for 
my daughter, she has really 
enjoyed her time with you. 
Thanks for getting us this 
far and all the support you 
have shown us, you have 
really helped us.” 
PARENT 

Joe was referred to the Butterfly and Phoenix Project 
via the pastoral team at his school. He was struggling 
with anxiety and panic attacks. He was in the final 
year of school and had a lot of worries regarding 
exams and the future. Joe described himself as being 
a perfectionist, often feeling overwhelmed by the 
expectations he had of himself, feeling like he was 
not good enough and putting pressure on himself to 
succeed. 

The counsellor worked with Joe to explore some 
of these expectations, inviting him to challenge his 
own thoughts and beliefs around perfection and his 
own expectations. The sessions were a mix of talking 
and more creative exercises. The counsellor worked 
with Joe to create a revision timetable leading up 
to his exams, inviting Joe to consider more realistic 
and achievable goals. Joe started to recognise the 
importance of self-care and time out, to allow space 
for the things he enjoyed as well as revision. Joe 
started to take part in hobbies that he had previously 
dismissed as not important.

 

Throughout the sessions Joe appeared more relaxed, 
and described feeling less pressure to be perfect, 
which helped to lower his anxiety. He was supported 
face to face within school and sessions were also 
carried out by video call due to the closure of school 
during the coronavirus pandemic. The counsellor 
was still able to work therapeutically online with Joe, 
often using creative exercises, including exploring his 
anxiety and behaviour through drawing and art. Joe 
had a greater understanding of his own expectations 
and learnt strategies to help him manage these in a 
more productive way. Joe described being kinder to 
himself and said he now communicates better with 
friends and family when he needs help or someone to 
talk to. 

Joe described feeling happier and more content with 
who he was by the final sessions and had a better 
understand of his anxiety. Joe was feeling more 
confident about the future.

CASE STUDY JOE’S STORY

 15

Annual Plan 2021-2022



CASE STUDY CHLOE’S STORY 
Chloe came to Butterfly and Phoenix after speaking 
to her school nurse about her worries in school and 
how she was feeling. Following an initial meeting 
Chloe met with her counsellor over six sessions 
and explored her thoughts and feelings, identifying 
triggers to her self-harm. Together they looked at new 
ways of coping, as some of the ways that previously 
helped were unavailable in lockdown. They explored 
why she felt so alone and what could be done to help 
her feel more connected with people. They talked 
about focusing on the positives and challenging 
negative thought patterns including looking at her 
current support networks and her friendship group. 
Chloe and her counsellor completed some work 
around empowerment and breathing exercises to 
help Chloe’s anxiety. At the end of her counselling 
support Chloe felt empowered and in control. Her self-
harming behaviour reduced, and she had established 
alternative coping strategies. Chloe felt less alone 
as she had built better relationships with friends and 
family and is now able to reach out and ask for support 
when she needs it. 

James was referred to the service by his school 
because he had been struggling to express his 
emotions and would bottle up his problems. James 
felt he had nowhere to turn. 

When James first met the n-compass counsellor 
at school they talked about his emotions and the 
things he was struggling with. James talked about 
how he found it difficult to make friends because 
he would get nervous.  Over a number of sessions, 
the counsellor talked about confidence-building 
techniques and how to safely communicate feelings 
to people he liked and trusted.

James built up his trust with the counsellor and he 
can now express how he feels. James  can now be 
himself and not worry about being honest which has 
helped build his confidence.

CASE STUDY JAMES’ STORY

Annual Plan 2021-2022N-compass - Towards a Brighter Future

Children in Need funding allows our Butterfly and 
Phoenix project to extend its reach and support 
more children and young people over a three-year 
period. 

The aim of the project is to de-stigmatise asking for 
help, increase an individual’s personal resilience, 
extend their network of support and work with 
other professionals to ensure young people receive 
more consistent support.

TARGETS
• Over a three-year period a minimum of 210 young 

people will have greater resilience and feel less 
need to engage in self-harming behaviour 

• To change how people view poor mental health 
and emotional wellbeing in young people, de-
stigmatising asking for help and creating an open 
dialogue around mental health needs

• Young people receive better and more consistent 
guidance and support from those around them

EMOTIONAL HEALTH AND 
WELLBEING SERVICE

We are part of a consortium, led by Child Action 
North West, delivering the Lancashire Children and 
Young People’s Emotional Health and Wellbeing 
programme. 

Our role is to work with young people aged 5-18, 
and their families, who are struggling to cope, 
offering various therapeutic interventions such as 
counselling.

TARGETS
• Support 120 young people and their families, 

where appropriate, across Lancashire

• A minimum of 70% of young people supported 
show an improvement in their health and 
wellbeing

My child has built up a 
really good relationship 
with their counsellor and 
looks forward to seeing 
them and hearing from 
them. They are getting 
so much out of it. I really 
appreciate it.” 
PARENT 

I enjoyed the phone 
session as it stopped 
me from feeling lonely 
while this Covid-19 is 
happening. It’s really 
easy to talk over the 
phone, I sometimes find 
it difficult face to face.” 
YOUNG PERSON 

It was helpful with 
the sheets of paper 
we wrote on because 
I found out what I 
thought, and I really 
liked that. She listened 
to me as well, like 
nobody did before” 
YOUNG PERSON 

You’ve helped me 
 so much.” 
YOUNG PERSON

 

16  17



N-compass - Towards a Brighter Future

 
 
 
 
 
 
 
 
 
 
 
 
 

CASE STUDY  
SARAH’S STORY  
Sarah was referred to The Haven and immediately 
she found it helpful to talk to somebody who, in her 
words, ‘gets it’.  All the learning about how she reacts 
to issues and how her own behaviour and responses 
work, helped her understand her own anxiety as 
well as how to manage it better. Sarah is making 
significant improvements and is now leaving the 
house more without her Mum, doing well at college 
and plans to work in the care sector or with children.  
There is still some way to go and Sarah is not anxiety 
free, but she now has the coping strategies and 
understanding to help herself and is so much stronger 
because of the sessions and the support she received 
at the Haven.

PRESTON HAVEN  
PROJECT

We have partnered with Richmond Fellowship to 
deliver ‘The Haven’ which covers Preston, Chorley 
and South Ribble. The Haven offers a drop-in 
service available to people aged 16+ who may 
be struggling socially and emotionally with life 
challenges or who are in crisis. 

I have learnt so much 
about myself and feel I can 
manage my anxiety much 
better now you have helped 
me understand what it is 
and why I have felt the way 
I have for so long; I feel like I 
am not going mad anymore.  
I have already noticed a 
difference in myself in the 
short time we have worked 
together and can now go out 
more on my own and start to 
live again.”
YOUNG PERSON

You have changed my whole 
perspective on mental health 
and the stigma around males 
talking about their feelings. 
As a young man myself, I will 
now tell any of my friends 
who are struggling not to 
think twice about seeking 
help and support after my 
experience with you, which 
has been such a positive one.” 
YOUNG PERSON

18  19



Wellbeing 
Service 

Our Deaf Support Link Worker has 
been in post since October 2017 
working with the Culturally Deaf 
in Lancashire.

There are significant barriers to accessing support and information faced by Lancashire’s Deaf Community 
and a vast number of organisations and services do not adequately meet their needs. This is mainly due to 
a lack of understanding of the needs of this community whose first language is British Sign Language (BSL) 
rather than English, and therefore traditional means of communication-  speech or the written word - are not 
appropriate. The work is generally delivered over several sessions on a one-to-one basis, in the home of the 
individual accessing the service. We also offer drop-in sessions across the county. The general aim of one-to-
one support over multiple sessions is to achieve a level of independence whereby future needs can be met 
through a session at a drop in.

Although the Deaf Link Support Worker has as caseload of over 50, she also dedicates time to raising 
awareness amongst key professionals on the barriers faced by the Culturally Deaf.

The role is funded by Lancashire County Council until December 2022 and we are currently working hard to 
secure additional funding to support this vital work.
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DEAF LINK SERVICE 
PARTNERSHIP WORKING  
Through our work supporting BSL users in Lancashire 
we identified barriers in accessing the Lancashire 
Police Service.  Progress has been made over the 
last two years with access to 101 reporting of non-
urgent crimes via sign-live remote interpreter service 
and access to 999 emergency calls using text via a 
preregistered phone. However recent work with a 
client highlighted the challenges of communicating 
with the Police during an ongoing case or for any 
unplanned communication. Even with the support of 
the Deaf Link Worker one of our clients was unable 
to communicate effectively with the appropriate 
officers which was having a negative impact on her 
mental health.

Through our existing relationship with the Lancashire 
Hate Crime Officer, we were able to quickly gain 
an understanding of the challenges the Police were 
facing in facilitating communication, and explore 
potential solutions. We were eventually able to agree 
a positive way forward for all concerned. 

BSL users in Lancashire can now communicate with 
the Police at any time by accessing the Sign Live 
interpreter service on their own phone and clicking 
on Lancashire Police in the directory. Access to a 
remote interpreter is immediate and free to BSL 
users. 

Cards will be made by Lancashire Police to be 
distributed to BSL users to explain their rights, which 
was a significant change in the process. 

The new process will become embedded over time, 
and we hope to build on it in the future.

SUPPORTING THE  
DEAF COMMUNITY =  
DEAF SUPPORT  
LINK WORKER

Our Deaf Support Link Worker has been in post since 
October 2017 working with the Culturally Deaf in 
Lancashire. There are significant barriers to accessing 
support and information faced by Lancashire’s Deaf 
Community and a vast number of organisations 
and services do not adequately meet their needs. 
This is mainly due to a lack of understanding of 
the needs of this community whose first language 
is British Sign Language (BSL) rather than English, 
and therefore traditional means of communication-  
speech or the written word - are not appropriate. 
The work is generally delivered over several sessions 
on a one-to-one basis, in the home of the individual 
accessing the service. We also offer drop-in sessions 
across the county. The general aim of one-to-one 
support over multiple sessions is to achieve a level 
of independence whereby future needs can be met 
through a session at a drop in.

Although the Deaf Link Support Worker has as 
caseload of over 50, she also dedicates time to 
raising awareness amongst key professionals on the 
barriers faced by the Culturally Deaf.

The role is funded by Lancashire County Council until 
December 2022 and we are currently working hard to 
secure additional funding to support this vital work.

CASE STUDY CASE STUDY

Since my mum died, I have had no one to 
support me and I am so frightened of all hearing 
services. Now I have you I am not frightened.
You’re the key that opens the barriers.”

The work that you are doing to give all BSL 
users a voice is so valuable. I can’t believe how 
much I have learned from you.”
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N-compass - Towards a Brighter Future

CONNECT 5 TRAINING 

Our Connect 5 training role is funded by Fylde and 
Wyre Clinical Commissioning Group. Connect 
5 training has been developed to give frontline 
staff in social health and care the confidence 
to have more effective conversations with the 
public about their mental health and wellbeing. It 
focuses on training staff to enable them to support 
their patients or clients to live well mentally, to 
better manage their mental health, increase their 
resilience and ultimately improve their wellbeing. 
Training sessions can last from half a day to three 
days and are offered to both statutory and non-
statutory agencies and staff teams. 

From May to October in 2020, 90 professionals 
received the training online with 97% reporting 
improved skills and confidence to discuss mental 
health and wellbeing issues within daily practice.

TARGETS
• Deliver 42 sessions 

• Train 336 professionals 

• Achieve 75% attendee evaluation response

• Achieve 80% improvement Mental Health 
awareness 

• Achieve 80% improvement in skills and confidence 
to discuss Mental Health and Wellbeing issues 
within daily practice 

• Achieve 80% satisfaction levels with delivery and 
materials 

I found the five areas model 
of mental health very helpful 
and it will be useful in my 
practice.
Just learning how to ask 
open questions and the 
questions around suicide 
were very valuable learning 
tools.”

Excellent two-day training 
course, reinforcing and 
adding to prior knowledge.”

Our volunteers are a key part of the 
team at n-compass and are vital 
to the delivery of all our services. 
Volunteers contribute a diverse range 
of experience, skills and knowledge to 
the organisation as well as providing 
us with additional delivery capacity. 
Without their assistance, we would 
not be able to support as many people 
as we do, or offer the same range of 
innovative solutions. 

We are well placed and committed to offering quality 
volunteering opportunities, as well as ensuring that 
new volunteers are trained to undertake their roles and 
are supported throughout their volunteering activity. 
We have a dedicated Volunteer Team and a reward and 
recognition process to ensure that we acknowledge the 
added value that volunteers bring to our organisation.

We are a member of Investing in Volunteering which 
underpins our aspirations around delivering an 
excellent experience for all our valued volunteers.

During 2020-2021:

• Over 160 volunteers provided regular support to our 
services

• Over 10,000 hours were provided by our volunteers

• 98% of our volunteers told us they were satisfied by 
the service they receive from the Volunteering Team 

• We were nominated for the Queen’s Award for 
Voluntary Service and are awaiting the outcome, 
which is expected in March 2021

CITIZENS’ INVOLVEMENT 
BOARD 

n-compass has a robust and meaningful Citizens’ 
Involvement framework which ensures that our Service 
Users are fully involved in informing changes to our 
service delivery models. This ensures that the services 
we offer are entirely relevant to the needs of those 
we support. A range of activities is in place, from 
evaluation of individual Service User feedback, regular 
Service User involvement meetings and our Citizens’ 
Involvement Board. Feedback received from service 
evaluation questionnaires and from Service User 
forums is shared with the Citizens’ Involvement Board, 
and informs the identification of cross-services and 
organisational trends and themes. Our Chief Executive 
attends all Citizens’ Involvement Board meetings and 
is able to consider information and recommendations, 
feeding back to our Senior Management Team and 
Board of Trustees.

Volunteering 
Service 
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SERVICE ACCESS  
AND CENTRAL  

SUPPORT TEAMS

n-compass is supported by a 
dedicated front-line Service Access 
Team who provide Service Users 
with information, support and 
signposting. 

All calls are handled by this team of well-
trained Advisors who take time to listen to 
issues that are impacting upon the individual’s 
health and wellbeing and offer appropriate 
advice and support. Our aim is to ensure that 
we offer advice and support in a holistic way 
rather than through a specific service-focused 
approach.

During 2020-2021 our Service Access Team 
dealt with 22,800 phone calls which equates to 
supporting 90 people each working day.

• We supported over 12,800 incoming calls

• We made over 10,000 outbound calls to 
Service Users

Our Central Services support comprises of 
dedicated Business Development, People 
Services, Finance, IT and Marketing and 
Communications Teams. The Central Services 
team has one primary aim – to support front 
line delivery so colleagues can focus on the 
Service Users they are supporting.

INNOVATION HUB  
Last year we established our very own Innovation 
Hub which has been meeting monthly since April. 
The thinking behind the Hub was to give staff the 
opportunity, space and time to think creatively and 
innovatively about how we deliver services and how 
we might do things differently to get better outcomes 
for the people we work with.  Our inspirational staff 
have come up with some wonderful initiatives so far 
including:

• Youth Voice Project - Service User involvement is 
key at n-compass and we already have a Citizens’ 
Involvement Board which includes former Service 
Users with whom we consult regularly. Our Youth 
Voice involves young people specifically who we 
know can play a key role in service design and 
delivery.   

• Digital Offer/ Digital Divide -The Hub considered 
how the new way of working was impacting 
on those who do not have the skills or means 
to access services digitally.  We conducted 
questionnaires with a range of clients, and this 
has informed how we will develop our digital offer 
going forward. 

• Putting HEART (health, environment, 
accessibility, research, teaching) in all our work 
We are currently looking at how we might develop 
a framework of the key things we consider when 
bidding for work and when we win new contracts. 
We are aiming to align with National Social Values 
Framework.
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n-compass is fully committed to its dedicated and talented staffing 
team. With their commitment, passion and ‘can-do’ attitude we are 
able to fulfil our Vision and Mission, to provide high quality services to 
the people we serve and support.

OUR FANTASTIC PEOPLE

What Our Staff Tell Us

GIVING SOMETHING BACK! 
Every year n-compass staff nominate a charity that 
they want to raise money for throughout the year 
through a variety of sponsored activities. For 2020 
staff voted to support Ruby’s Fund a Cheshire-
based charity that runs an inclusive sensory centre 
and social café for children and young people with 
additional needs and disabilities, and their families, 
carers and friends. They provide a safe stimulating 
environment giving individuals and groups the 
chance to explore and develop in an inclusive setting 
which is also ideal for therapy, relaxation, education 
and most importantly friendship and fun. Covid-19 
inspired us to come up with yet more innovative 
and creative ways to raise funds, such as virtual 
bike rides, raffles, walks, and even kayaking. These 
activities have resulted in our generous team raising a 
whopping £3650!

n-compass undertakes an annual staff engagement 
survey, which provides an opportunity for all staff 
to comment upon, and contribute to, the ongoing 
development of our organisation. We do this through 
the national Best Companies programme which 
allows us to benchmark our results against other ‘not 
for profit’ organisations nationally. So, we not only 
learn more about colleagues’ views on working for 
n-compass, but we also receive detailed feedback 
on how we compare to, and can learn from, similar 
organisations.

The pandemic has provided additional challenges 
in terms of the way we work and maintaining the 
good health and wellbeing of colleagues during 
these challenging times. We have adapted well with 
staff morale and productivity being maintained and 
specific support in place if required.

During 2020 we exceeded our ambitious 
organisational target, with some 91% of our staff 
agreeing that n-compass was a great place to work. 

I really like the way it is run 
and the concern for individuals 
and responsiveness to 
employee input, as evidenced 
through the year of Health and 
Wellbeing. I think our response 
to Covid-19 from a staff and 
user perspective has been 
exemplary.”

I enjoy how the organisations cares 
about me as an individual as well as 
my work contribution. I feel like I 
matter and that is really important.”

My organisation is full of loving, kind and caring individuals. I have 
never worked somewhere before where management have really 
taken care of their staff. However here at n-compass we are more 
like a family, we take care of each other and even management 
do everything within their power to ensure we are ok. Everyone is 
treated fairly and treated as equal individuals. We go the extra mile 
for ourselves and the people we work with and I think n-compass is 
truly amazing.”

Great communication, feel like 
everyone is involved, love the 
different working groups so all staff 
can work together.”
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At n-compass we value partnership working and proactively build 
relationships with like-minded organisations at the heart of the 
communities in which we work.  In 2020 we undertook our fifth annual 
stakeholder survey which included the views of stakeholders who 
were new to our service delivery.

PARTNERSHIP  
WORKING

We are committed to building upon these results 
and are proactively developing our social media 
strategy to communicate better with partners, 
in addition to producing quarterly stakeholder 
newsletters for more detailed information about 
recent developments and outcomes. 

Our partnerships are built on mutual trust and 
transparency. We are open to, and proactive in, 
developing new relationships that genuinely add 
value. 

n-compass have proved to be an exemplary provider throughout the current 
crisis. n–compass’ Lancashire Carers Service responded quickly to make sure 
unpaid and informal carers can get the support they need. Regular checks on 
carers, providing invaluable advice and support as well as an excellent online 
offer, and an all-round can-do attitude has meant that carers across Lancashire 
can count on the service to get through these challenging times. The service 
has worked extremely well with councils across Lancashire to deliver support 
to carers and we have been very impressed with their dedication, expertise, 
as well as their proactivity and flexibility in adapting to a changing situation. 
It’s been of great reassurance to commissioners and directors at the county 
council that carers in Lancashire is in such safe hands. They have responded 
to every task we’ve set them and the service has been a big part of our strong 
performance during the current period.” 

COMMISSIONER 

It’s really helpful being able to ring up 
and get advice and support quickly from 
people who understand the challenges 
being faced and are able to respond 
appropriately.” 

CARE HOME MANAGER 

I have reflected on my previous working 
with Deaf people and now have a better 
understanding of what Deaf people face. 
This has been the most interesting course 
that I have attended. Thank you.”  

ADULT SOCIAL CARE WORKER 

The advocate maintained all 
communication throughout their 
involvement. This enabled us to work 
together for the benefit of the individual 
and to reach the best possible outcomes. 
She was professional, empathetic to the 
situation and most importantly spent time 
with the person to ensure all their views 
and wishes were heard and their rights 
were upheld.” 

SOCIAL WORKER

What Professionals tell us 

BELIEVED THAT N-COMPASS  
WAS A GOOD PROVIDER OF  
HEALTH AND CARE 
SERVICES

AGREED THAT N-COMPASS 
STAFF WERE PROFESSIONAL 
AND ACTED WITH 
INTEGRITY

AGREED THAT THE OVERALL 
IMPRESSION OF N-COMPASS 
WAS POSITIVE

AGREED N-COMPASS 
DELIVERED WHAT IS SAYS IT 
WILL AND BY THE AGREED 
TIMESCALES

88 81

87 88

% %

% %

 The results showed us that:
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OUR BOARD

SENIOR MANAGEMENT TEAM

Heywood, Middleton and Rochdale
Clinical Commissioning Group

Barbara Aird 
Chair

Cathy Scivier 
Vice Chair

Hamish Hamilton 
Chair of the Audit 
Committee

Brian Watson 
Vice Chair of the Audit 
Committee

Teresa Jennings 
Chief Executive

Joanna Solanki 
Service Director

Stuart Whittle 
Finance Director

Martyn Robson 
Business Development 
Director (starts June 2021)

Ann Allcoat Hannah Woodcock Helen Carouzos
   

Janet Walton

Keith Bevan Dr Mandy Dixon
 

Sally McIvor 

OUR PARTNERS
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n-compass registered in England and Wales. Charity No. 1128809. Guarantee No. 06845210.

Tel: 01772 280030 
Email: admin@n-compass.org.uk
www.n-compass.org.uk
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 @_ncompass
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