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Chairman’s Foreword
As we say goodbye to our 20th
anniversary year we look forward
to a particularly significant year,
one which sees us setting our sights
not just on the year ahead but right
through to 2023.

Last year we experienced stability and growth in some areas, for
example re-securing the Carers Service in Lancashire and securing
new Advocacy and Carers Services in Bury along with the IMCA
Advocacy Service in Tameside, Stockport and Oldham. However,
we also experienced contract losses as a direct result of local
government austerity measures namely the cessation of our highly
successful Lancashire Wellbeing Service, which supported 11,000
vulnerable people each year. This was obviously a big blow to
us but I am immensely proud of the responsible and professional
way we worked within the health and social care system to ensure
a smooth exit. My thanks go to all the staff effected, for their
professionalism, continued passion for the job and their dignity
throughout.
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.
From an organisational point of view our approach was recognised
by achieving 13th position in The Sunday Times Top 100 Not for Profit
Organisations to work for in the UK; a testament to all our staff and
the leadership team. This was underpinned by Teresa Jennings, CEO
winning the North West Charity Director of the Year and n-compass
being highly commended in the Charity of the Year category.
For 2020 - 2021 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 the staff and Board
to clearly articulate our ambitions for 2020 and beyond. We look
forward to what will no doubt be an exciting year filled with both
opportunities and challenges which with energy and commitment we
will rise to and overcome.
On behalf of the Board I would like to thank our wonderful staff
- their dedication, passion and commitment makes n-compass an
exceptional charity!

Barbara Aird
Chairman

www.n-compass.org.uk
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Message from the Chief Executive
The last 3 years has seen n-compass
grow in terms of geographical
reach and we have continued to
thrive at a time when our operating
environment has become even more
challenging – and that was before
COVID19 came into all of our lives.

We have met this particular challenge head-on and quickly moved
all our work onto digital, phone and web based platforms ensuring
our service users were still able to quickly access our support, at a
time they needed us most. As an agile charity we were able adapt
to this new ways of working with passion and purpose and my huge
thanks go out to all my colleagues who have all been incredible
throughout.
We promote resilience not reliance, by placing people at the centre
of everything we do, delivering excellence by utilising individuals’
strengths to stay well. This is achieved through a team of 150
passionate staff delivering over £6.4m worth of health and care
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 – meaning we grow our own talent! We
start this year at the beginning of our new 3-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 achieve their full potential.
We want to continue to grow well, this is our mantra moving
forward.
> Growing our staff – through a nurturing and supportive culture
with the aim of being in the top 5 of the Sunday Times Top 100
Not-for-Profits To Work for by 2023

This is our next exciting chapter.

> Grow our geographical reach – further diversifying our funding
base and growing our turnover to £8m by 2023
> Grow the number of people we support – helping to change
more lives, every day. Ensuring our service users continue to
receive excellent support with a service user satisfaction levels of
95% or higher each year

4

ANNUAL PLAN 2020-2021

Teresa Jennings
Chief Executive

Our Operational Plans
for 2020-2021

DURHAM

CUMBRIA

n-compass provides a range of
services that support vulnerable
adults and young people alike.

NORTH
YORKSHIRE

LANCASHIRE

Blackburn
with Darwen
Bury

WEST
YORKSHIRE

Rochdale

Oldham
GREATER
MANCHESTER Tameside
Stockport

St Helens
MERSEYSIDE
Wirral

DERBYSHIRE
CHESHIRE

We are organised into five main service areas:

Carers’
Services

Advocacy
Services

Counselling
Services

Wellbeing
Services

Volunteering
Services

We deliver in:

We deliver in:

We deliver in:

Lancashire

Blackburn
with Darwen

Lancashire

A range of
support to help
individuals
improve their
wellbeing and
quality of life

We support
volunteers
including
several Social
Work students
as part of their
placement
programme,
across:

Rochdale
Cheshire East
Bury

Wirral
St Helens
Tameside

We deliver
across:

Oldham

Lancashire

Bury

Stockport

ALL of our
service areas

www.n-compass.org.uk
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Carers’ Services

n-compass provides
Carers services in
Lancashire, Rochdale and
Cheshire East
6
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The Lancashire Carers Service

Targets

The Lancashire Carers Service works across the county providing
support and information to adult Carers (18+).

Our contractual targets for 2020-2021 are:

Our service is delivered in partnership, n-compass delivering in
North and Central Lancashire and Carers Link Lancashire delivering
in East Lancashire.

> 6% of Carers identified to be from BAME
communities

Our service supports Carers to improve their own health and
wellbeing.
Support available includes:
3 Specialist 1-2-1 and group support
3 Information, advice and guidance on a range of Carer related
matters
3 1-2-1 and group Cognitive Behavioural Therapy
3 Magazines twice a year detailing local groups, activities and
courses
3 Carers’ Assessments
3 Support with planning for contingency or an emergency
3 Support to access community and health and wellbeing services
3 A 24/7 Volunteer manned Carers’ Help and Talk (CHAT) Line

> Identify 5,344 new Carers

> 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 during the period it is due
> Complete 90% of Carers’ Assessment
reviews during the period they are due

3 Digital resources provided in partnership with Carers UK,
including ‘Jointly’ a care coordination app
3 Volunteer Befriending and Sitting-In services
3 Support for former Carers
3 Volunteering opportunities for Carers, including volunteering for
the CHAT Line, Befriending and Sitting-In services
3 Carers’ Awareness Briefings to other professionals aiming to
increase the number of hidden Carers identified and supported
in Lancashire

www.n-compass.org.uk
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Eve’s Story
Eve said >
“If my neighbour hadn’t passed me your
number, I dread to think what could have
happened. The support I have received
from start to finish has been first class.
I now feel much better able to cope in
the long term”

What Carers tell us >
“I would urge anyone who is
struggling emotionally with their
caring role to try the group CBT. I
can honestly say that this has been a
lifesaver for me and was delivered so
empathetically yet professionally.”
“I have received full support and
been given helpful insight into caring
for my partner, I now have better
understanding of her condition and
feel better able to cope with caring. I
also know where to go for support in
the future.”
“The strategies I have learnt through
the emotional support I received have
empowered me to recognise my own
wellbeing and happiness. This has led
me to realise I can be independent
and mentally strong. I feel more
confident in making decisions about
my own wellbeing without feeling
guilty.”
“The support provided to me by
n-compass has been very beneficial
to me, it has helped me to understand
my caring role and find strategies to
cope. The support was delivered in a
very friendly and relaxing manner.”
“Knowing where to go for help and
being recognised for how much my
caring role can impact has been so
important to me and has helped my
own mental health. Thank you.”
8
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Eve contacted us in a state of despair. She cares for her father
Michael, 77, who has Vascular Dementia and numerous health
problems and her two children Kyle, 17, who has Crohn’s Disease
and daughter Georgia, 15.
Eve’s employers were not understanding of her caring role and
she felt anxious whilst at work and worried about Michael’s health
and safety. She had contacted social care as she felt unable to
continue working and caring. Michael then had a short term stay in a
residential home; he did not settle well and was disorientated when
he returned home.
Having considered residential care, Eve was put off when she saw
the impact of a short stay. Kyle was due to have surgery which meant
that Eve would be away from Michael for sustained periods of time
and her anxiety increased to crisis point.
We worked with Eve to establish what was important to her. To help
reduce her anxiety Eve wanted to maintain her employment, be there
for her children and continue caring for Michael at home.
Our Advisor identified the need for Eve to have a Carers’ Assessment
and allocated the case to a Carers Support Worker as a priority due
to Kyle’s forthcoming surgery. The Advisor also gave Eve access to
Carers UK digital resources detailing information about the Carers’
Assessments, her rights at work and assistive technology and
equipment. We also provided her with the number for our Carers
Help and Talk line so she could offload to a listening ear any time of
the day or night.
We met Eve at work one day to undertake a Carer’s Assessment
resulting in a support plan. This included an emergency plan, a
referral for group CBT to help manage anxiety, a template letter for
Eve’s employer suggesting how they could support her and a referral
to an Admiral Nurse.
We arranged for Eve to borrow assistive technology from social care
so she could monitor Michael’s routine and safety remotely. Eve
found this really beneficial and later purchased items to use in the
long term.
We contacted Eve six weeks later to review how she was feeling
and see whether her support plan was meeting her needs. Kyle was
recovering well from his operation and she had been able to visit
him frequently in hospital without the anxiety she previously felt.
The assistive technology meant she was able to focus on her work
and she had felt confident that Michael would be able to stay at
home. Eve said that her employer had offered her more flexibility
at work and overall she experienced improvement in her health and
wellbeing.

Rochdale Carers’ Hub
The Carers’ Hub Rochdale provides a single point of access for
all Carers including young and adult Carers in the borough of
Rochdale.
The Hub exists to ensure that Carers of all ages have access to
information, advice and a wide range of support services which
are designed to help Carers continue in their caring role for as long
as they choose and reduce the impact the caring role can have on
their own health and wellbeing.

Targets
> Identify and support 120 young Carers
> Identify and support 400 adult Carers
> Provide 40 Carers’ Awareness Sessions

Support available includes:
3 Specialist 1-2-1 and group support
3 Information, advice and guidance on a range of Carer related
matters
3 Support to access community and health and wellbeing services
3 Support with contingency planning, including an Emergency
Card Scheme
3 Newsletters three times per year detailing local Carers’ Coffee
and Chat groups, activities, courses and much more
3 Information and support to take a break from the caring role
including a volunteer led sitting in service and My Time Voucher
Scheme
3 A 24/7 Volunteer manned Carers’ Help and Talk (CHAT) Line
3 Digital resources provided in partnership with Carers UK,
including ‘Jointly’ a care coordination app
3 Support for former Carers
3 Volunteering opportunities for Carers, including volunteering for
the CHAT Line, Befriending and Sitting-In services
3 Carers’ Awareness Briefings to other professionals aiming to
increase the number of hidden Carers identified and supported
in Rochdale

www.n-compass.org.uk
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Frank’s Story
Maria says >
“I was a Carer for a large part of my life,
and I realised just how important it is to
be able to take time out for yourself. By
volunteering for the Sitting-In service I
can use my experience to support other
Carers and give something back. My
past experience and training from the
Hub has meant that the Carer I support
is comfortable to leave me to sit with his
wife. It is a lovely feeling to know that I
am trusted and able to help him spend
a few hours doing whatever he wishes.
Sometimes he chooses to stay at home
and I am able to offer a listening ear and
company. I feel very well supported by the
Hub in my volunteering role.”
Frank says >
“The Sitting-In service makes a big
difference to me as I know I have a
few hours each week to go out and do
the things I choose, and I feel really
comfortable leaving Elsie in the house with
Maria. I am happy that Elsie is happy and
always looks relaxed when Maria is here.
Thank you so much for this, it means the
world to me.”

“My life is one big tangled mess and I am
so glad my Carers’ Support Worker is here
to help unpick it with me.”
“A massive thank you for the pamper day
at the hospice. I can’t tell you how much it
meant to us Carers. Everyone was so kind
and lovely; the treatments were amazing,
and the lunch was delicious. We felt
wonderful afterwards, it was such a safe,
caring environment which will help us to
care better and for longer.”
“That phone call of support means
everything to me – thank you.”

Frank, 76, cares for his wife Elsie, 80. Elsie was recently diagnosed
with terminal cancer. She sees her doctor regularly to review and
manage her symptoms.
Frank provides personal care, administers medication, attends medical
appointments, prepares and cooks meals, cleans and provides emotional
support and reassurance. He is supported by Care Workers who attend
three times a day to make sure Elsie is comfortable, but this does not
give him time to go out of the house or to do anything for himself. He is
also supported by their daughter who travels over once a week to do the
shopping, the washing and change the beds. Frank was referred to the
Hub by a Macmillan nurse who is supporting the couple.
Our Carers’ Support Worker found there was time in the afternoons
when Elsie does not have care needs and sits looking out into their
beautiful garden. Our assessment identified that Frank was feeling low
in mood, socially isolated and exhausted, so our Worker highlighting
our Sitting-In service which would offer him short regular breaks from
caring. He was genuinely touched to be offered this service. Also, during
his assessment other support was provided, including an Emergency
Card and support to find a cleaner.
Maria, a Sitting-in-Service volunteer, has volunteered for various
organisations for more than 20 years. She decided to volunteer for the
Hub after caring for her mum and dad, who had passed away and was
keen to meet Frank and Elsie. Frank felt at ease with Maria being there
to keep Elsie company. After a couple of Sitting-In sessions Frank was
comfortable to leave the house. Elsie is non-verbal and communicates
with noises. When Maria visits, Elsie expresses happiness to see her.
Frank is now able to go to back to the golf club to catch up with friends
or to our Carers’ Coffee and Chats to socialise with new friends. Maria
enjoys reading to Elsie, enjoying the lovely garden views and trying to
communicate with her. Frank also enjoys chatting with Maria during
her visits.

What Adult Carers tell us >
“When I first came to see my
Carers’ Support Worker,
I thought ‘how is she going to
help me?’. By coming to the
sessions and getting things
off my chest it has helped my
mental and general wellbeing
and made me realise what I
need to do for myself. I now
feel I can cope better with
everything.”
“You listened to me, understood
my situation and helped me
through a difficult time.”

What Young Carers tell us >
“I don’t know what I’d do
without you, you always
help me if I have an
emergency!”
“Young Carers gives me
a break, time out and
friendships”

Cheshire
East carers’

HUB

Cheshire East Carers’ Hub
Cheshire East Carers’ Hub provides a single point of access for all
Carers including young and adult Carers.
The Hub exists to ensure that Carers of all ages have access to
information, advice and a wide range of support services which
are designed to help Carers continue in their caring role for as long
as they choose and reduce the impact the caring role can have on
their own health and wellbeing.
Support available includes:

Targets

Cheshire
East carers’

> Identify and support 1,200 hidden
Adult Carers
> Identify and support 100 hidden
Young Carers

HUB

> Distribute Living Well Fund grants to
752 Adult Carers
> Distribute Living Well Fund grants to
70 Young Carers

3 Specialist 1-2-1 and group support
3 Information, advice and guidance on a range of Carer related
matters
3 Support to access community and health and wellbeing services
3 Support with contingency planning
3 Newsletters three times per year detailing local Carers’ Coffee
and Chat groups, activities, courses and much more
3 Information and support to take a break from the caring role
including (subject to availability) access to a Carers’ Living Well
Fund
3 A 24/7 Volunteer manned Carers’ Help and Talk (CHAT) Line
3 Digital resources provided in partnership with Carers UK,
including ‘Jointly’ a care coordination app
3 Volunteering opportunities for Carers, including volunteering for
the CHAT Line
3 Carers’ Awareness Briefings to other professionals aiming to
increase the number of hidden Carers identified and supported
in Cheshire East
The Service also runs an annual Carers’ Choice Grant Scheme
which aims to enhance the ability of other community organisations
and groups to provide Carers with a break from their caring role
through the disbursement of grants. Carers are at the heart of
this scheme and are responsible for reviewing and deciding on
grant applications. We provide this service in partnership with the
Alzheimer’s Society.

www.n-compass.org.uk
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Naomi’s Story
Naomi said >
“Who knew there was all this help
available to parents like me with a child
with additional needs. Thank you so
much for helping me to feel happier,
I know where I can turn to for
information on services and for advice.
The Hub has been a godsend.”

What Adult Carers tell us >
“The gift of the Carers’ Living
Well Fund has made such a
difference to my confidence,
just having a professional
colour on my hair for a wedding
was so relaxing and saved
me trying to do it myself and
stressing.”
“I cannot thank you enough for your
support and kindness, long may
your service be available to other
Carers along with all the different
types of support you offer.”

What Young Carers tell us >
“I just wanted to say thank you so
much. My daughter was ecstatic
with her Carers’ Living Well
Fund! Our house is now covered
in glitter and craft things. One
extremely happy girl!”
“The bike purchased for my son
with the Carers’ Living Well Fund
has been fantastic. He uses it
every day for getting to and from
school. It has also helped him to
lose weight and get fitter. It has
been wonderful for him.”

12
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Naomi is 34 and cares for her daughter Annabella who is nine
and has Autism Spectrum Disorder with symptoms affecting her
learning, communication and routines.
Naomi provides personal care, administers medication, attends
medical appointments, provides emotional support and reassurance,
and liaises with school to arrange additional support. She has two
other children, Lucy who is seven and Jacob who is five. She is a lone
parent and works part-time. Naomi has seen her GP about feelings of
depression and has been prescribed medication to treat this. She was
signposted to the Hub by her friend to access advice on how to find
local support services for herself and Annabella.
Our Carers’ Support Worker met Naomi at her home to complete our
assessment. Together they co-produced a support plan for ongoing
1-2-1 support, which included:
3 Discussing talking therapies; this had been offered by her GP, but
Naomi was sceptical that this would help. However, after discussion
and further consideration she decided to self-refer
3 Contingency planning
3 Identifying services in our newsletter to help meet Naomi’s identified
needs. She was looking forward to attending our Coffee and Chats,
activities and courses on her days off when her children are in school
3 Providing information from other local organisations on services
and advice, specifically for parent Carers, including information on
available grants
3 Applying for a CEA Cinema Card
3 Information on the local Parent Carer Forum and their link to access a
Max discount card for the whole family
3 Information on a local organisation’s sensory room for Annabella
3 Naomi met the criteria for our Carers’ Living Well Fund to take driving
lessons and, ultimately, her driving test
3 Two further 1-2-1 support sessions, one at her home and one at
the local Children’s Centre, for emotional support and to maintain
momentum with accessing services
Our Worker contacted Naomi eight weeks later to review how she
was feeling and whether her support plan was meeting her needs.
She had attended her first therapy session and was surprised how
helpful it had been to talk to a practitioner. She had attended two
Coffee and Chat sessions and a pamper day, enjoying both the
company and the break. She commented that she is having more ‘up
days’ than ‘down days’ and feels better connected to resources and
people in her community. She has enjoyed a trip to the cinema and
a day out to the Sea Life with her friend and their families. Outcome
scores evidenced improvement in her overall health and wellbeing.

Coming
Soon
Bury Carers Service

Commencing from 1st June

From June 2020 we will be delivering the Carers Service in Bury.
Funded by Bury Council & Bury CCG, the aim of the service is
to ensure that Carers are supported to maintain their well-being
and to enable them to continue to care for as long as they are
willing and able. The service will focus on delivering outcomes
based around the following emerging themes in Bury:
Support available includes:
3 Developing and delivering Carers information and advice
3 Delivering local community support
3 Developing Carers services that are right for carers in Bury
3 Carers are clear on what is important to them
3 Enabling respite for Carers
3 Developing and delivering befriending and peer Support
3 Influencing and shaping the system to reflect carer’s views and
wishes
3 Developing and delivering training for carers

13
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Advocacy Services

n-compass provides
Advocacy Hub Services
across St Helens, Wirral,
Bury, Blackburn with
Darwen, Tameside,
Oldham and Stockport

Advocacy Hub Services

Targets

n-compass provides high quality advocacy across the North of
England using a strength-based approach, aiming to achieve
sustainable change for the individuals using our services.

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

The aim is to deliver excellence by integrating advocacy as
best practice within the health and care sector and affiliated
professions.

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

Our Advocacy Service is a free, confidential and independent
service safeguarding and upholding the rights of individuals,
including their Human Rights and rights under the Mental Health
Act, Mental Capacity Act, Care Act and other legislation affecting
their lives.

> Wirral - no extended allocation
timeframes. Deliver 36 hours of training
to 50 professionals

This is achieved via a single point of contact into strength based,
specialist or legislative advocacy, listening to, educating and
empowering the individual. The primary outcome is the effective
communication of individuals’ views, wishes, feelings and decisions
to professionals, delivered through a process that safeguards
vulnerable people, builds resilience and develops their ability to
‘self-advocate’ in the future.

> Bury - high priority cases allocated
within 48 hours, all other cases within
five days/no extended wait time.
> Tameside, Stockport and Oldham IMCA
- No extended allocation timeframes / 4
weekly Relevant Person Representative
(RPR) visits / Respond within 3 days to
referrals

Isabella’s Story
The statutory principle of wellbeing lies at the centre of the Care
Act 2014 ensuring that the local authority has a duty to ensure
people are actively involved in identifying their own needs,
developing their care and support plans and leading their own
reviews. Independent Care Act Advocacy (ICAA) is provided
under the Care Act and is a statutory service that supports
and represents people who have substantial difficulty in being
involved and have no one appropriate to support them.
Isabella has a learning disability and was living at home with her
mum, she was displaying behaviour that was challenging and very
aggressive. Safeguarding had been raised due to mum threatening
her, as a result of a breakdown in the caring role.

What Service Users tell us >
“I didn’t know where to turn or what
else to do. My Advocate helped me to
see through the fog and work out what
choices and rights I had”
Service User, Wirral
“I found it really comforting to speak to my
Advocate. She gave me a boost to help me
to speak up for myself.”
Service User, St Helens

During this time Isabella was admitted to hospital where she was
deprived of her liberty, and was subsequently admitted under the
Mental Health Act.

“My Advocate helped me to be
listened to and get back to my own home.
I am now doing the things I want to do and
if it hadn’t been for my Advocate, I would
still be in a care home”
Service User, Blackburn with Darwen

While Isabella was in hospital our Advocate supported her to
understand the terms of the Deprivation and then continued to
support her under the Care Act when she was discharged back to
the family home, until other accommodation could be found.

What Professional Users tell us >

While Isabella was back home with mum, the Advocacy Service
supported her to achieve her wish to go to a day service, three days
a week, which she has previously excelled at and really enjoyed.
Prior to this Isabella was spending much of her time in bed and
lacked the motivation to do anything.
Isabella has since moved into her own flat with her own tenancy and
support from Care Workers. There were some initial difficulties, but
she worked with the Advocate and care provider to iron these out.
She is starting to become more independent, with support from
others around her, and has made an extraordinary amount of
progress over the last few months.

“A very prompt service.
I am very impressed”
Professional, Blackburn with Darwen
“The IMCA was very professional and
clearly evidenced the Service User’s wishes
and feelings in regard to the
specific decision.”
Professional, Wirral
“The Advocate was very professional,
knowledgeable and supportive of the
Service User as I completed a
Care Act Assessment”
Professional, St Helens
www.n-compass.org.uk
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Counselling Services

n-compass provides
Counselling services in
Preston, Chorley
and South Ribble,
Fylde and Wyre
16
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We provide Counselling
services to young people and
adults in Lancashire through
three different strands of
Counselling support.

The Butterfly
and Phoenix Project
The Butterfly and Phoenix Projects support 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 1-2-1 counselling as well as risk and
resilience group work sessions. These interventions support children
and young people to identify underlying issues impacting on
their emotional health and wellbeing, increase their awareness of
‘triggers’ to, and risks associated with, self-destructive/self-harming
behaviours, explore healthy coping mechanisms, increase selfesteem and confidence and improve emotional health and wellbeing.

Children in Need
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 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
> Support 100 young people from Fylde and
Wyre and 240 young people from Preston,
Chorley and South Ribble areas.
> Some 80% of young people are
supported to a planned ending to:
• Reduce/cease self-harming/
self-destructive behaviour
• Reduce/cease suicidal ideation if
experienced
• Improve knowledge of triggers and
issues underlying self-harm/selfdestructive behaviours
• Improve knowledge of how to minimise
risk whilst engaging in self-harm/selfdestructive behaviours
• Increase self-esteem and positivity
• Reduce feelings of isolation

Targets
> A minimum of 210 young people (over
a three-year period) will have greater
resilience and feel less need to engage in
self-harming behaviour areas.
> 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 areas.
> Young people will receive better and more
consistent guidance and support from
those around them as a result of this work.

www.n-compass.org.uk
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Sam’s Story
Sam said >
“I am a lot more confident and I don’t
really worry that much anymore.
I can recognise my worries now.”

Sam, a 16 year old girl, was referred via her school. She was
experiencing suicidal thoughts of not wanting to be here anymore
and self-harming every other day.

Her Teacher said >
“Thank you for providing such a
wonderful service for so many of
our students, we rely so much on the
service.”

Over the sessions, together with her Counsellor she explored her
thoughts and feelings, and identified triggers to her panic attacks,
self-harm, low mood and suicidal thoughts, how she was before
her negative thoughts and low mood, and how she is now. She was
supported to explore these differences to help her identify when
her life changed. This allowed the her to realise what she had been
through and her reasons for self-harming.

Her anxiety was causing panic attacks, she felt a constant low mood
and was also trying to manage the stress of exams.

The Counsellor also did some work on challenging negative thoughts,
to help identify triggers and put a plan in place to help reduce
anxiety. They also used Mindfulness techniques to help reduce stress.
At the end of her support Sam ceased self-harming, established
alternative coping strategies that suited her, had a reduction in panic
attacks and had an improvement in her overall emotional well-being.

Emotional Health
& Wellbeing Service
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Targets

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.

> Support 120 young people and their
families, where appropriate, across
Lancashire

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.

> A minimum of 70% of young people
supported to a planned ending show
an improvement in their health and
wellbeing

ANNUAL PLAN 2020-2021

Jack’s Story
Jack said >
“I enjoyed my play therapy sessions
and wished they could have gone on
for longer. Before play therapy I was
nervous, but afterwards I felt happy.”
His Parent said >
“Thank you for everything, my son’s
behaviour is definitely now less
challenging and less controlling.”

A play therapy approach was used with a young boy aged six,
accessing weekly sessions, over a period of six weeks. During that
time, Jack produced artwork, used social stories, Play-Doh and clay to
explore his inner world. He was able to share why he was angry with
his mum.
Strategies for supporting Jack included learning breathing techniques.
Our Counsellor explored how he would start telling his mum and dad how
he was feeling; by taking some deep breaths, doing his best to be calm
and trying to remember that mum and dad loved him very much. The
Counsellor explored relationships with mum and dad. Jack felt he spent
more time with his dad which he enjoyed, but now he would like to be
with mum, and he wanted her to have more time with him.
As play therapy concluded, Jack felt happier and his relationship with his
mum was beginning to be re-built. They were having more time together.

Preston Haven Project
We have partnered with Richmond Fellowship to deliver
‘The Haven’ covering 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. As an experienced provider delivering young people’s
counselling services, n-compass provides 16-18 year olds with age
appropriate support.

Louise’s Story
Louise said >
“I feel more in control of my life,
thank you so much.”

Louise was a 16 year old college student looking for emotional support.
She was a looked after child living with foster parents and was referred
to the Haven by her GP, as she had been experiencing anxious feelings,
and low mood due to stressful life circumstances.
Initial sessions focused on setting goals and identifying strengths. She
enjoyed art projects and had been very successful with these in school.
Our Counsellor invited her to create and donate a piece of artwork to
the Haven with the aim of improving her overall wellbeing as well as
positively contributing to the service.
Goals set were to improve her low mood, increase her understanding of
her anxiety and explore coping strategies.
Psychoeducation was used, normalising anxiety, its physical and
emotional effects and identifying cognitive distortions, perfectionism,
black and white thinking, emotional reasoning, catastrophising,
magnification and minimisation.
Cognitive restructuring improved her overall mood and had a positive
impact on her self-esteem.
Louise was also able to identify her difficulties and was able to work
successfully with support from the Haven Worker and ultimately improve
her overall wellbeing and use the skills learned to manage stressful
situations.
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Wellbeing Services

n-compass provides
Wellbeing services in
Lancashire

n-compass Wellbeing Services
comprise Deaf Support and
Connect 5 Training

Deaf Support Link Worker
Our Deaf Support Link Worker has been in post since October
2017 working with the Culturally Deaf in Lancashire, supporting
them to achieve access to relevant services.
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 sufficient.
Although this role works with 50+ open cases it is also imperative
to dedicate time to raising awareness of the barriers faced with
professionals in these organisations so that a level of independence
can be achieved for individuals who cannot communicate without a
BSL interpreter.
The work is generally delivered over a number of sessions on a
1-2-1 basis, in the home of the individual accessing the service.
Single sessions are also delivered in the home but generally these
take place in one of the drop-in sessions we operate. The general
aim of 1-2-1 support over multiple sessions is to achieve a level of
independence whereby future needs can be met through a session
at a drop in.
The role is funded by Lancashire County Council until December
2022 and we are currently trying to draw down funding from other
sources to increase capacity.

www.n-compass.org.uk
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Vera’s Story
Vera said >
“I thought that I would be homeless! I
had nothing and nowhere to turn until I
received support from this service.
I am no longer frightened everyday
about what is going to happen to me.”

What Services Users and
Professionals told us >
“I was going in circles with no hope
but now I am excited to move to my
new flat!”
“I am really grateful. It was like the
Worker themselves was deaf and
understood.”
“The help I received meant so much to
me. I had thoughts of suicide but now
feel more positive.”
“I have reflected on my previous
work 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.”
“Can I just say how fantastic your
session with the champions was – the
feedback was brilliant and clearly
got a lot of people thinking about
how we can be more inclusive across
the organisation. It has given us all a
lot of ideas for improvement and the
feedback really captured that.”

Vera is a 53 year old, who is a Culturally Deaf BSL user with very limited
literacy skills who was referred to us after attending the Interpreter
Drop-in Service with needs too complex for them to address.
She had recently lost her job and been bereaved of the partner she had
lived with for 12 years, who was also Culturally Deaf. She was now facing
eviction as her home would be inherited by her stepdaughter with whom
communication had broken down. Although Vera understands BSL, her
signing is basic and there is an acquired learning difficulty due to the
lack of information available in BSL. Although she had tried to access
services, she had faced barriers as she was a BSL user. With the loss of
her partner to support her, she had been left without medication, facing
homelessness, and unable to manage her Benefits. At initial assessment
showed she was distressed and emotional. She was encouraged to
recount what had happened and to sign openly. Tasks were prioritised
and completed, ensuring that appropriate services where notified of her
partner’s death and her change in circumstances. Focused and high-level
support was provided to avoid crisis and a referral was made to adult
social care for an assessment for funding for regular communication
support. Communication with her stepdaughter was facilitated and
although she was sympathetic to the situation, she gave Vera a deadline
for her property to be vacated.
Progress was made quickly and Vera was supported to access her GP,
DWP, adult social care, housing, the funeral director and utilities. The
adult social care assessor was deaf aware so funding for support was
agreed quickly, however the appropriate BSL agencies had limited staff
and were not able to deliver this within the timeframe. Our Deaf Support
Link Worker therefore continued to provide support until this was
resolved. Our Worker liaised with Vera’s partner’s daughter and ensured
that she was kept informed of progress; this led to her being more
flexible, allowing Vera to stay in the property until she had the support in
place and could source a new rental property.
Vera now feels empowered. She knows her rights and knows that she will
receive the support needed to facilitate her future service access needs.
This leaves her with peace of mind and time to grieve her loss. All the
businesses involved were aware of the errors that they have made and
started taking steps to prevent this happening again.

Connect 5
Training

Connect 5 Training
Our Connect 5 training role is funded by Fylde and Wyre
CCG. Connect 5 training has been developed to give frontline
staff in 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.

What Connect 5 Trainees tell us >
“ Very informative, look forward to
the next session.”
“ Very well delivered and
informative.”
“ Good training look forward to
completing levels two and three.”

From July to December in 2019, 150 professionals received the
training with 96% reporting improved skills and confidence to
discuss mental health and wellbeing issues within daily practice.
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Volunteering Services

n-compass provides
Volunteering services
across all of our
service areas
24
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We support all our volunteers
through a dedicated volunteer
team. As we continue to grow,
we want to ensure that the quality
all our volunteers experience is
maintained to the highest standard.
There are various ways in which
people can volunteer at n-compass.

Citizen Involvement Board
n-compass has a robust and meaningful Citizen 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 Citizen Involvement Board.
Feedback received from service evaluation questionnaires and
from service user forums is shared with the Citizen Involvement
Board, so it can inform the identification of cross service and
organisational trends and themes. Our Chief Executive attends
all Citizen Involvement Board meetings and is able to consider
information and recommendations, feeding back to our Senior
Management Team and Board of Trustees.

Service Volunteers
Volunteers are vital to the delivery of all our services. They provide
us with additional capacity as well as bringing a diverse range of
experience, skills and knowledge to the organisation. Without their
assistance, we would not be able to support as many people as we
do, or offer the same range of innovative solutions.
Many volunteers also join to extend their social networks, make new
friends, enjoy meaningful experiences, and utilising their skills and
talents for the benefit of others. Volunteers have also found that their
role with us has supported their prospects of future employment
both within, and outside, our own organisation.

During 2019-2020:
> 100 volunteers provided regular support
within n-compass
> Volunteers devoted over 7,000 hours to
n-compass
> Through our annual volunteer satisfaction
survey – 91% of our volunteers agreed this
was a great place to volunteer and that they
have had a great and rewarding experience

We are well placed and committed to offering quality volunteering
opportunities, ensuring that new volunteers are properly trained
to undertake their roles and are fully supported throughout
their volunteering activity. We have a well-regarded reward and
recognition process to ensure that we acknowledge the added value
that volunteers bring to our organisation.
We have successfully secured the ‘Investing in Volunteering’ standard
which underpins our aspirations around delivering an excellent
experience for all our valued volunteers.

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

During 2019-2020 our Service Access
Team dealt with over 40,000 calls,
which equates to 188 calls for each
working day!

This could be through services provided by n-compass and/or
through signposting to other local quality provision. Our aim is to
ensure that we offer advice and support in a holistic way rather
than through a specific service focused approach.

> We supported 24,000 incoming
telephone callers

ANNUAL PLAN 2020-2021

> We made 16,000 outgoing calls to
Service Users

Our Fantastic People
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, providing
high quality services to the people
we serve and support.

n-compass undertakes an annual staff 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 received detailed feedback on
how we compare to similar organisations.
We were awarded their highest accolade of Three Stars – meaning
they consider n-compass demonstrates an ‘extraordinary’ level
of engagement with staff. What a wonderful reflection on how
we work, the pride we have in our services and colleagues’
commitment to our Vision.

And it doesn’t stop there…
> We were also listed in ‘The Sunday
Times Top 100 Not for Profit
Organisations to Work For in the
UK’, a list of the great and the good
in our sector published annually. In
2019, on our first attempt, n-compass
achieved 13th position, nationally!
> We also set ourselves a target of
90% of staff agreeing that n-compass
was a great place to work, which we
achieved.

www.n-compass.org.uk
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What Our Staff Tell Us

Gareth from our Counselling Team
recieving the Star Colleague award

Our IT team got festive at
the Christmas Staff Briefing

Some of the n-compass team at the North West Charity Awards

Some of the n-compass staff taking
part in the CEO Bike Challenge to
raise money for charity

Some of the Wirral Advocacy Team
completing the Wirral Coastal Walk
for our Charity of the Year Helplink

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 2019 staff voted to support HelpLink a Wirral-based
charity that provides transport, shopping and friendship to those who
need it, supporting over 750 people each year through a network of
volunteers.
We were able to raise a whooping £2600 through a variety of
activities including cake bakes, sponsored walks and bike rides.
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“n-compass is a great organisation
to work for and be supported
by. I have worked for several
employers and n-compass is by
far the best! I feel like a valued
member of a family who are all
dedicated, empowered, proactive
and knowledgeable. We all have
a vocation and are supported by
Teresa and the Board of Trustees
to work to our full potential to
support the more vulnerable people
in our society.”
“I love that n-compass truly cares
about providing a valuable service
to the people it supports. I love
that n-compass really values its
staff and rewards them in many
different ways. n-compass is
a great place to work because
Teresa, our CEO, and SMT are
so inspiring and approachable,
sharing their great vision for the
future of the organisation. The team
camaraderie within n-compass is
second to none. I’ve made some lifelong friendships working here.”

Partnership Working
We are partnership orientated and proactively
build and strengthen relationships with likeminded organisations. In 2019 we undertook
our fourth annual stakeholder survey which
included the views of stakeholders who were
new to our service delivery.
The results show that:

94%

believed that n-compass was a good provider of health
and care services

100%

agreed that the overall impression
of n-compass was positive

93%

said that queries were dealt with positively and efficiently

100%
100%

agreed that they understood how
to refer people into n-compass
services

agreed that n-compass staff were professional and acted
with integrity

We are committed to building upon these results and have
started to use social media more proactively to communicate with
partners, as well as producing quarterly stakeholder newsletters to
keep people up to date with 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.

What Professional tell us >
“n-compass is a very professional and
extremely well organised Charity with
a person-centred approach to service
delivery. I have found it an absolute
pleasure working alongside them in the
delivery of the Carers’ Hub to Cheshire
East Carers and have seen the positive
impact they have all made”.
Commissioner

www.n-compass.org.uk
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Our Partners

Heywood, Middleton and Rochdale
Clinical Commissioning Group
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Our Board

Barbara Aird
Chairman

Cathy Scivier
Vice Chairman

Hamish Hamilton
Chairman of the Audit
Committee

Brian Watson
Vice Chairman of the
Audit Committee

Hannah Woodcock

Helen Carouzos
			

Janet Walton

Jonathan Church

Dr Mandy Dixon

Senior Management Team

Teresa Jennings
Chief Executive

Joanna Solanki
Service Director

Paul Howes
Business Development
Director

Ed Livesey
Finance Director
(Company Secretary)
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n-compass Head Office
1 Edward VII Quay
Navigation Way
Ashton on Ribble
Preston
Lancashire PR2 2YF

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

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