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Alongside this growth, we continued to maintain a laser-sharp focus on our staff’s health and wellbeing
throughout the year.
This effort was reflected in 81% of colleagues agreeing that n-compass was a great place to work through
our 2021 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 2022-2023 we have a determination to sustain our current contracts by continuing to deliver excellent
services, and to 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 in consultation with staff, service users and the Board to clearly
articulate our ambitions for 2022 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 makes n-compass the exceptional
charity that it is!
This gratitude is particularly heartfelt as this is my first annual plan since
taking over as the Chair last Summer.
I am very proud of the progress we have made together and know that
with the continued support of our fantastic Board, Senior Management
and staffing team, we will drive forward with purpose and passion in
supporting more people to stay well.

Cathy Scivier, Chair
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A MESSAGE FROM
OUR CHIEF
EXECUTIVE
I do not think any of us will forget 2021
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 prouder.
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.
Last year we supported over 24,306 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 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 170 passionate
staff delivering over £6.5m worth of services across
the North of England.
We have a strong social conscience. We employ local
people and support over 25 social work students
every year, some of whom move on to permanent
employment with us – we like to grow our own talent!
We start this year in the third year of our current
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. We have just started to
discuss our next strategic plan, which will articulate
our ambition from 2023 through to 2026.

OUR
OPERATIONAL
PLANS FOR
2022-2023
n-compass provides a range
of services that support
vulnerable adults and young
people alike.

CUMBRIA

NORTH
YORKSHIRE

LANCASHIRE
WEST
YORKSHIRE

Blackburn
with Darwen

St Helens
Liverpool
Wirral MERSEYSIDE

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.

DURHAM

Rochdale
Oldham
Bury
GREATER
MANCHESTER
Tameside
Stockport
DERBYSHIRE

CHESHIRE
Cheshire
East

STAFFORDSHIRE

We are organised into five main service areas:

We want to continue to grow well, 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

Carers’
Services

Advocacy
Services

Counselling
Services

Wellbeing
Services

Volunteering
Services

• Grow the number of people we support –
helping to change more lives, everyday

We deliver in:

We deliver in:

We deliver in:

Bury

Blackburn
with Darwen

Lancashire

Deaf Support
delivered in:

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

Carlisle
Cheshire East
Teresa Jennings, Chief Executive

Lancashire
Rochdale
Staffordshire

Bury
Cumbria
Liverpool
Oldham
St Helens
Stockport
Tameside

Lancashire
Connect 5
delivered in:
Fylde and Wyre

Wirral
4

5

Annual Plan 2022-2023

DIGITAL
TRANSFORMATION
WITHIN OUR SERVICES
The pandemic focussed our minds and accelerated our digital
transformation journey. In March 2020 we introduced a digital online Carers Community Network.

The Community Network helped me feel
connected and reduced my stress during
lockdown.”

Carers Community Network saved my
sanity several times when no-one else
could help.”

CARER

CARER

Just wanted to feed back about yoga nidra, I’m absolutely loving it! Several
times during the last few weeks the instructor has incorporated a couple of
images and feelings that are more challenging or negative, but I still really
enjoyed it and I think it’s really valuable to be able to deal with the negative
as well as the positive in that setting. I understand that that might not be easy
for everyone, but I found it really helpful. I have had COVID and have been a
bit under the weather, but it really helped me on some of the days when I was
struggling as well. It’s also a lovely community and really supportive and I’ve
really enjoyed being part of that again so wanted to pass on my thanks to all of
you at the carers service for enabling that and to the instructor for providing the
service.”
CARER

Since its launch the Carers Community Network has attracted a lot of attention and won some
impressive accolades. We won the Tech4Good Award in the Community Impact category, and
we were shortlisted in the HSJ Awards in the System Led Support for Carers category, which is
something we are very proud of.

We could not have anticipated then the demand for this way of accessing and engaging with our
carers services. We have created a vibrant on-line carers community with nearly 2000 active users,
which is growing by 15% every month!
We see activity on this platform 24/7 – it provides a listening ear to carers by carers, information
advice and guidance, access to many of our on-line activities which includes coffee and chats,
quizzes, exercise classes to name just a few things. New friends have been made and we see
membership from carers across the North of England. 73% percent of users said it helped them look
after their own wellbeing.
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I wanted to email you to let you
know and to say thank you so
much for your help and support
over the last months. It has
helped so much talking things
through with you, having a
different listening ear and you
helping me to understand that
some of the emotions that I was
feeling about having to care for
Dad were completely normal”
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Carers’
Services

Our carers services exists to ensure
that carers of all ages have access to
information, advice and a wide range
of support services designed to help
carers continue in their caring role
for as long as they choose reducing
the impact the caring role can have
on their own health and wellbeing.

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

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

Support available includes:
• Specialist 1-2-1 and group support
• Information, advice and guidance on a range of
carer-related matters
• Support to access community and health and
wellbeing services
• Support with contingency planning
• Newsletters twice a year detailing local Carers
Coffee and Chat groups, activities, courses and
much more
• Information and support to take a break from
the caring role
• A 24/7 volunteer-staffed Carers Help and Talk
(CHAT) Line
• Digital resources provided in partnership
with Carers UK, including ‘Jointly’ a care
coordination app
• Digital Carers Community Network
• Volunteering opportunities for carers, including
volunteering for the CHAT Line
• Support for former carers
• Carers Awareness Briefings to other
professionals aiming to increase the number of
hidden carers identified and supported in Bury

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

Our contractual targets for 2022-2023 are:
• Identify and support 280 adult carers
• Demonstrate 70% improved outcomes for carers
who access the Hub
• Provide 2 student placement opportunities
• Recruit and engage 4 new volunteers
• Provide 800 hours of volunteering support

Our contractual targets for 2022-2023 are:
• Identify and support 760 adult carers
• Improve outcomes for 231 adult carers accessing
1-2-1 support
• Identify and support 131 young carers
• Improve outcomes for 26 young carers
accessing 1-2-1 support
• Recruit volunteers by offering opportunities for
residents to get involved
• Support adult carers to access/maintain
employment
• Deliver 125 adult and young carers activities,
including non-term time

CARER
8
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Staffordshire
Together for Carers
Service
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.
Our service supports carers to improve their
own health and wellbeing.
Support available includes:
• Carers assessments
• Specialist 1-2-1 and group support
• Information, advice and guidance on a range of
carer-related matters
• Local groups, activities and courses
• Support with contingency planning, including
Carers Emergency Card
• Support to access community and health and
wellbeing services
• A 24/7 volunteer-staffed Carers Help and Talk
(CHAT) Line
• Digital Carers Community Network
• Volunteering opportunities for carers, including
volunteering for the CHAT Line, groups and
activities
• Support for former carers
• Carers Awareness Briefings to other
professionals aiming to increase the number
of hidden carers identified and supported in
Carlisle
Our contractual targets for 2022-2023 are:
• Identity and support 367 adult carers
• Complete 27 carers assessments for those
parents whose child has a disability
• Identify and complete 28 carers assessment for
young carers

Cheshire East Carers’ Hub provides a single point
of access for all carers including young and adult
carers.
Support available includes:
• Carers assessments
• Specialist 1-2-1 and group support
• Information, advice and guidance on a range of
carer-related matters
• Support to access community and health and
wellbeing services
• Support with contingency planning
• Newsletters three times per year detailing local
Carers Coffee and Chat groups, activities,
courses and much more
• Information and support to take a break from the
caring role including access to a Carers Living
Well Fund (subject to eligibility)
• A 24/7 volunteer-staffed Carers Help and Talk
(CHAT) Line
• Digital resources provided in partnership with
Carers UK, including ‘Jointly’ a care coordination
app
• Support for former carers
• Volunteering opportunities for carers, including
volunteering for the CHAT Line, Befriending and
Sitting-In services
• 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. The service is
delivered in partnership with The Alzheimer’s Society.
Our contractual targets for 2022-2023 are:
• Identify and support 1,200 hidden adult carers
• Identify and support 100 hidden young carers
• Distribute Living Well Fund grants to 752 adult
carers
• Distribute Living Well Fund grants to 70 young
carers

10
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Staffordshire Together for Carers Service
works directly with individual carers to discuss
their concerns and needs and design a tailored
personalised support package.
Support available includes:
• Support to access an assessment of needs called
a ‘Statutory Carers Assessment’
• A dedicated support worker offering 1-2-1 and
group-based support
• Information advice and guidance on a range of
matters relevant to the caring role
• Support to access community resources,
networks, and services
• Support to take a break from caring, including
befriending and peer support opportunities
• Support to develop emergency and contingency
plans and support with future planning
• Training and skills development opportunities
• Newsletters four times per year detailing local
groups, activities, and training
• Access to online digital Carers Community
Network helping carers to connect with one
another
• Access to 24/7 volunteer-staffed Carers Help and
Talk (CHAT) Line
• Volunteering opportunities as ‘Friends of
Staffordshire Carers’
For young carers we also offer:
• Support to identify what could make a difference
to them and their family’s lives
• Support to help communicate their wishes and
feelings
• Help to access support in school and college
Our contractual targets for 2022-2023 are:
• 100% of carers referred are contacted within
three working days
• 95% of young carers (who express a preference)
are offered access to peer support and a break
from their caring role
• 90% of carers (who express a preference) gain
employment or are supported to do so through
the provision of training, volunteering, or work
placement opportunities
• 95% of carers are offered support to develop
contingency/emergency plans
• 100% of carers have the opportunity to take part
in the development of the service

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. Our service supports carers to
improve their own health and wellbeing.
Support available includes:
• Carers assessments
• Specialist 1-2-1 and group support
• Information, advice and guidance on a range of
carer-related matters
• 1-2-1 and group Cognitive Behavioural Therapy
• Magazines twice a year detailing local groups,
activities, courses and much more
• Support with contingency planning, including
Peace of Mind 4 Carers Plan
• Support to access community and health and
wellbeing services
• A 24/7 volunteer-staffed Carers Help and Talk
(CHAT) Line
• Digital resources provided in partnership with Carers
UK, including ‘Jointly’ a care coordination app
• Digital Carers Community Network
• Volunteer Befriending and Sitting-In services
• Support for former carers
• Volunteering opportunities for carers, including
volunteering for the CHAT Line, Befriending and
Sitting-In services
• Carers Awareness Briefings to other professionals
aiming to increase the number of hidden carers
identified and supported in Lancashire
Our contractual targets for 2022-2023 are:
• 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 during the
period it is due
• Complete 90% of carers assessment reviews
during the period they are due
11
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You don’t know how you have
helped me and I don’t know how
to thank you. No one has asked me
to think about me and my needs.
Usually, I say I’m fine and managing
but you were able to make me
open up and tell you what I was
struggling with and after that call I
felt relieved and supported - Thank
you so, so, so, much”
CARER

CASE STUDY
EDITH’S STORY

CASE STUDY
THOMAS’ STORY

Edith is 72 years old and cares for her husband Roy,
who has health complications. Edith was referred
to the Carers’ Hub Rochdale and was contacted by
an n-compass support officer who met with her and
discussed the challenges she was facing.

Thomas was the sole carer for his mother, who had
bowel cancer. When Thomas was first referred into
Bury Carers’ Hub, his mother had just been admitted
on end-of-life care but had refused all support. This
left Thomas to provide all the practical, physical, and
emotional help for his mother. In his words, “There
are all these services and people coming forward to
offer support to mum, but what about me?”

During the initial contact, Edith told the support
officer that she was at a breaking point with all the
responsibilities and was struggling with her mental
health. She was relying on her son to support her, but
it was identified that he also needed care and could
not provide Edith with the help she required.
Through their conversations, Edith and our support
officer agreed a support plan that would enable Edith
to access additional help from local services. It was
also decided that Edith’s son would be referred for a
carers assessment in his own right.

I didn’t have friends at Young Carers,
but now I have come to the meal for
Christmas I am friends with 3”
YOUNG CARER

12

During the discussions, it became apparent that
Edith’s home was making her caring role more
difficult, so they agreed to make a referral to Housing
Options for Older People (HOOP). The support
officer also identified that Edith was feeling isolated
and lonely and arranged for her to join a local support
group and referred her to the n-compass CHAT Line.
Edith is now registered on the housing list for
supported accommodation, and her son is getting
some additional support from his own support officer.
Edith told her support officer that she is sleeping
better, her mental health is also improving, and she
has gained the confidence to deal with her situation.

Thomas began working with the n-compass Carer
Information and Support Officer on an initial plan
which included practical support plus 1-1 sessions to
give him the emotional support he needed.
The Carer Information and Support Officer referred
Thomas for a statutory carers assessment and
notified Thomas’ GP about his caring role. They
also referred Thomas to the Local Energy Advice
Partnership (LEAP) to help with his bills and identified
a solicitor to help with the legal matters. Thomas was
supported to plan for the future and continued to
receive emotional support through 1-1 sessions.
Thomas has now received a statutory carers
assessment, has support from LEAP, and since his
bereavement, is getting additional support from
the Age UK befriending service and Bury Hospice.
Thomas told us: ‘I would highly recommend your
service, the support you have given me has kept me
going’.

13
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Advocacy
Services

n-compass provides Advocacy
Hub Services across Blackburn
with Darwen, Bury, Cumbria,
Liverpool, Oldham, St Helens,
Stockport, Tameside, and Wirral
using a strength-based approach,
aiming to achieve sustainable
change for the individuals using
our services.

Our contractual targets for 2022-2023 are:
• Blackburn with Darwen – five-day
allocation timeframe/no extended waiting
times
• Wirral – no extended allocation
timeframes. Deliver 36 hours of training to
50 professionals
• Bury – high priority cases allocated within
48 hours, all other cases within 5 days/no
extended wait time.
• Cumbria IMHA – 90% of clients are
satisfied with the level of support received;
90% of clients are satisfied that their
communication, language, cultural,
mobility or sensory requirements are met;
100% of patients are seen within specified
timescales; 90% of clients are satisfied
with provision of accurate information and
options to make choice; 90% of decision
makers are satisfied with information
provided and found role and report useful

Excellent service
provided by staff who
are knowledgeable of
their remit and role and
are able to formalise this
information to service
users and professionals.”
SOCIAL WORKER

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

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.

14

o Statutory Advocacy – 95% of referrals
triaged within 1 working day and
acknowledged within 2 working days;
95% of all inappropriate referrals
provided with full explanation and
guidance to redirect within 2 working
days
o Generic Advocacy – 95% of advocacy
referrals triaged within 2 working days
and acknowledged within 3 working
days; 95% of all eligible referrals
accepted; 95% of referrals not accepted
receive notification within 3 working
days
o Statutory and Generic Advocacy – 6
activities promoting the availability of
the service delivered per quarter; 75%
of clients complete survey; 85% of those
completing survey rate good or above
• Tameside, Oldham and Stockport IMCA
– No extended allocation timeframes;
4-weekly Relevant Person Representative
(RPR) visits; Respond to referrals within 3
days

The introduction of new legislation this year that
will impact upon our Advocacy Services –
Liberty Protection Safeguards (LPS)
At n-compass we are well used to working
with commissioners and partners to ensure the
smooth transition of new legislation.

Our Advocacy services are free, confidential, and independent, 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.

• Liverpool –

The Liberty Protection Safeguards will provide
protection for people aged 16 plus who are
or who need to be deprived of their liberty
in order to enable their care or treatment but
lack the mental capacity to consent to the
arrangements. People who might have a Liberty
Protection Safeguards authorisation include
those with dementia, autism and learning
disabilities who lack the relevant capacity.
The Liberty Protection Safeguards
were introduced in the Mental Capacity
(Amendment) Act 2019 and will replace the

Deprivation of Liberty Safeguards (DoLS)
system. The Liberty Protection Safeguards will
deliver improved outcomes for people who
are or who need to be deprived of their liberty.
The Liberty Protection Safeguards have been
designed to put the rights and wishes of those
people at the centre of all decision-making on
deprivation of liberty.
We have been proactively working with
commissioners and the Advocacy Leaders
Network to better understand and prepare for
the impact of the LPS, which will potentially be
introduced later this year. We have already had
some innovative and productive conversations
with stakeholders and funders in the sector to
inform and co-produce our response.

15
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The involvement truly supported the rights and wishes of
the service user and there was a positive outcome as the
service user had a good rapport with the advocate and he
was feeling that he was being supported”
COMMUNITY PSYCHIATRIC NURSE

CASE STUDY
JANE’S STORY

CASE STUDY
STACY’S STORY

Jane is 24 years old and has lived on a brain injury
unit, which provides rehabilitation activities, for over
ten years. Jane expressed a wish to leave the unit;
she felt it was ‘too restrictive’, and she believed she
had reached a ‘peak’ with her rehabilitation and did
not require any more intervention. The referring
social worker assessed Jane and concluded that
she would be suitable for a supported living type
environment. She would still have 24-hour support
but would have more flexibility around the activity
she chose to undertake.

Stacy was detained under Section 3 of the Mental
Health Act and placed on a female psychiatric unit.
Stacy was unhappy with her treatment, believing
that she had been illegally detained and had lost all
confidence with the team providing her support.
Stacy referred herself to the advocacy team as she
had used the service before.

n-compass’ Independent Mental Capacity Advocate
(IMCA) spoke to the referring social worker who
confirmed that the decision to be made was for Jane
to remain at the brain injury unit or to move into
supported living accommodation.

The advocate helped me to understand my rights
and supported me. I think anyone in the same or
similar situation would benefit from an advocate.
I was happy with the information and advice
the advocate provided. I felt more supported
by the advocate because she listened, and I felt
I was being heard. It was also good to speak to
someone independent because I didn’t feel the
staff or consultant listened to me”
IMHA SERVICE USER

16

The IMCA met with Jane to gain her wishes around
the decision. Jane was able to show the IMCA that
she understood the difference between the two
options and was very clear in her view that she
wanted to move from the brain injury unit. Jane felt
that she did not need the amount of support she
was receiving and would like more flexibility. She
felt that if she required more rehabilitation in the
future, she could be referred to the Occupational
Therapy service in her local area. The IMCA spoke
to the professionals involved in Jane’s care, who all
agreed that a supported living environment with
24-hour assistance would be beneficial for Jane and
less restrictive than her current placement. They also
recognised that this was Jane’s wish.

An n-compass advocate met with Stacy and listened
to how she felt. Stacy wanted the advocate to
attend her next review as she felt “intimidated and
outnumbered”; the advocate agreed. Stacy became
distressed in the review, and the advocate had to
request several breaks throughout the session. It
was clear there was a communication breakdown
between Stacy and the consultant psychiatrist. After
the review, the advocate debriefed the meeting with
Stacy and supported her to clarify her wishes. Stacy
stated that she would like to request a different
consultant psychiatrist, so the advocate helped her
draft the request. The hospital approved the request,
and another psychiatrist was appointed to take
over her care. Stacy has since had several reviews,
supported by her advocate, and now feels more
involved in her care and is beginning to form a better
working relationship with the hospital team.
Stacy is working towards discharge from the
psychiatric unit by taking extended periods of leave
from the ward and has agreed the ultimate goal
with the hospital team, which is to return home
permanently.

Jane was placed in suitable supported living
accommodation in the area where she wanted to live
and was very pleased with the outcome.

17
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Counselling
Services

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 in improving their
emotional health and wellbeing and reducing the
risks of engaging in self-harming and/or selfdestructive behaviours.

Our contractual targets for 2022-2023 are:

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
their emotional health and wellbeing. We aim to
increase their awareness of ‘triggers’ and risks
associated with self-destructive/self-harming
behaviours, explore healthy coping mechanisms,
increase self-esteem and confidence and
improve emotional health and wellbeing.

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

Support 100 young people from Fylde and Wyre
and 240 young people from Preston, Chorley
and South Ribble areas. Support at least 80% of
young people to:

• Reduce/cease suicidal ideation if
experienced
• Improve knowledge of triggers and issues
underlying self-harm/self-destructive
behaviours
• Improve understanding of how to minimise
risk whilst engaging in self-harm/selfdestructive behaviours
• Increase self-esteem and positivity
• Reduce feelings of isolation

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”

CASE STUDY
MEL’S STORY

CASE STUDY
DEANA’S STORY

Mel was referred to the Butterfly and Phoenix Project
by her school as she was really struggling with
anxiety and low mood. Her relationship with her mum
was bad and they were arguing all of the time. When
Mel met with her counsellor, she was extremely
nervous, but was made to feel welcomed and relaxed
which made it easier for her to open up about how
she was feeling.

Deana was referred to the Butterfly and Phoenix
Project because she had been struggling with low
mood, especially during lockdown. She was also
battling with anxiety and worrying about lots of
different things. Deana first spoke to her counsellor
over the phone, but then met face-to-face.

In the sessions Mel had with the counsellor she learnt
different coping strategies to manage her anxiety
and calm herself. The counsellor also looked at Mel’s
anger and ways she could control it. After several
sessions Mel’s relationship with her mum improved
as she was able to communicate better about what
she needed, which has also helped her communicate
better with the school. By the end of Mel’s sessions
with the counsellor she was feeling much happier,
and her anxiety had reduced.

Deana talked with the counsellor about what
triggered her anxiety and discussed the challenges
she faced and what she could and could not control.
The counsellor helped Deana look at different coping
strategies to help ease her anxiety. Through practice,
Deana felt calmer in situations that would have
previously made her anxious, and by talking about
herself and focusing on positives, Deana felt more
confident in herself. She now finds it easier to express
her thoughts and feelings and understands that it’s
okay to have bad days knowing tomorrow can always
be brighter.

YOUNG PERSON
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I was in a very dark place and couldn’t talk to anyone,
the relief I felt being able to speak to someone was good
and from starting CBT to finishing it the difference is
remarkable, I was in a dark horrible place, now I feel like
life has a purpose”

Children in Need funding allows our Butterfly and
Phoenix project to extend its reach and support
more children and young people.
The project aims to de-stigmatise asking for help,
to increase the individual’s personal resilience and
support network and work with other professionals
to ensure young people receive more consistent
support.
Our contractual targets for 2022-2023 are:
• Improve their emotional wellbeing, through oneto-one or group sessions, exploring feelings and
issues negatively affecting them
• Feel more positive about their future by focusing
on current available opportunities
• Improve their relationships with family, friends,
and others by helping them identify current
positive and/or negative relationships, suggesting
ways to improve interaction/communication

CARER

EMOTIONAL HEALTH AND
WELLBEING SERVICE
n-compass is part of a consortium led by Child
Action Northwest, that delivers the Lancashire
Children and Young People’s Emotional Health and
Wellbeing programme.
Our role in the consortium is to support young
people aged 5-18 year olds, and their families,
who are struggling to cope, by offering various
therapeutic interventions such as counselling.
Our contractual targets for 2022-2023 are:

CARERS CBT SUPPORT
We deliver one to one and group counselling
sessions for carers who are experiencing mild to
moderate mental health difficulties. These sessions
run for eight weeks and incorporate cognitive
behavioral coping strategies designed to reduce
anxiety and improve mood.

• Support 75 young people and their families, where
appropriate, across Lancashire
• A minimum of 70% of young people supported to
a planned ending show an improvement in their
health and wellbeing

I was given the space
and time to talk about
my problems and it really
helped my confidence
and helped me to feel
understood and better
about myself”
YOUNG PERSON

YOUNG PERSON

I have never opened up to
anyone as much before and
my Counsellor was really
friendly and easy to talk to”
YOUNG PERSON

PRESTON HAVEN
PROJECT
‘The Haven’ project, covering Preston, Chorley
and South Ribble and delivered in partnership
with Richmond Fellowship, offers a drop-in service
providing age-appropriate support for young
people aged 16-18 years old who may be struggling
with social or emotional challenges, or who are in
crisis.

It was good to be able
to vent and be listened
to without being given
opinions”

I would highly recommend this therapy to my
family and friends should they require extra
support in their lives. It has helped me to find a
way forward in managing my busy lifestyle and
through these sessions I have learnt to find much
needed time for myself. I now feel more relaxed
and in control of myself and my emotions”
CARER

20
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Wellbeing
Service

n-compass Wellbeing Services
comprises of the Deaf Community
Support and Connect 5 Training

SUPPORTING THE DEAF COMMUNITY –
DEAF SUPPORT LINK WORKER
Our Deaf Support Link Worker has been
in post since October 2017 supporting
culturally deaf people across Lancashire. The
culturally deaf community face significant
barriers to accessing services due to a lack of
understanding of their needs. For example,
their first language is not English – it is British
Sign Language (BSL), meaning that traditional
ways of communicating, i.e speech or written
publications in English, are not appropriate.
Support is provided through one-to-one
sessions in the home of the individual, or
through drop in session 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.

I personally found the course
very informative and covered
a lot of topics surrounding
mental health. The facilitator
was very helpful and was
happy to give further insight
when needed”
CLINICAL AUDITOR

Although the Deaf Link Support Worker
has a caseload of over 50 individuals, they
dedicate time to raising awareness amongst
key professionals on the barriers faced by the
Culturally Deaf.

Connect 5 training provides 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 enabling staff to support their
patients or clients, equiping them to live well,
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.
22

Our contractual targets for 2022-2023 are:
•
•
•
•

Deliver 42 sessions
Train 336 professionals
Achieve 75% attendee evaluation response
Achieve 80% improvement in 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

Since my mum died,
I have had no one to
support me and I am so
frightened of hearing
services. Now I have
you I am not frightened”
SERVICE USER

CASE STUDY
DEAF LINK WORKER - WORKING WITH PARTNERS –
LANCASHIRE HOSPITALS
The n-compass Deaf Link Service in partnership
with the Patient Experience Lead for Lancashire
Teaching Hospitals has obtained funding to
provide a Video Remote Interpreter Service
(VRS) in all major hospitals in Lancashire.

Our Connect 5 training programme is funded by
Fylde and Wyre Clinical Commissioning Group.

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.

Responding to issues raised through their work
with individuals who use BSL, the n-compass
Deaf Link worker identified that deaf people had
not been able to access interpreter provision
for unplanned visits to the hospital causing
confusion, frustration and anxiety. Funding
of the VRS now means that deaf people have
instant access to a video call with an interpreter
who is familiar to them, on arrival at the hospital.
Unfortunately, although the system is in place,
information is not filtering down to front line
staff and deaf people are still being admitted
to or visiting hospital unable to communicate
with staff. Attempts to access training from
a local deaf service were unsuccessful, and
so the n-compass Deaf Link worker agreed to

produce a video that highlights the experiences
of BSL users accessing the hospitals and the
barriers they have faced when the VRS system
is not used. This training video will be included
in mandatory equality and diversity training for
frontline staff to start the process of increasing
Deaf awareness.

Without you I would
have no access to
anything at all”
SERVICE USER
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CASE STUDY HARIN’S STORY
Harin began volunteering for n-compass in January
2022. He is 20 years old and has a disability called
cerebral palsy but refuses to let it get in the way of
his ambitions; in his own words Harin says, “Even
though I have a disability I still can do anything I put
my mind to.”
Over the past 18 months Harin has been supported
by an independent advocate who has helped him
find his own voice. It is this support that has inspired
him to support others, which is why he wanted to
volunteer. While searching for roles Harin came
across n-compass and really liked what he saw. He
made contact and after a few emails and a chat
decided it was a good fit for him and really liked the
idea of the Pen Pal programme of a way of supporting
people in a way he had not through of. Harin found
the volunteer recruitment process straight forward,

I just wanted to say thank you
for our lovely chats this year. It’s
been a pleasure. Thank you for
enriching my life and for all your
advice and wise words. Best
wishes and a happy future”
VOLUNTEER

We support all our volunteers through a dedicated volunteering team. As
we continue to grow, we want to ensure that our volunteers experience
the highest standards of support and service. Every year we undertake a
volunteering satisfaction survey and last year 98% of our volunteers said
that they would recommend n-compass as a great place to volunteer.
There are various ways in which people can volunteer at n-compass:
CITIZEN INVOLVEMENT BOARD
n-compass has a robust and meaningful service user involvement framework that ensures service
users are fully involved in the development of our service delivery models. The Citizen Involvement
Board oversees our service user involvement framework ensuring that the services we offer are entirely
relevant to the needs of those we support. They facilitate regular service user involvement meetings,
oversee service user forums and conduct service evaluation surveys and evaluate individual service user
feedback to identify cross-service and organisational trends and themes. Teresa Jennings, our Chief
Executive, attends all Citizen Involvement Board meetings discussing information and recommendations,
and feeding back to the Senior Management Team and Board of Trustees.
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“The volunteer
process was great
and I was able to
complete most of it
at my own pace and
once I had finished
everything I was set
up with a carer and
we now write to each other every couple of weeks
sharing stories and getting to know each other”.
A further benefit of volunteering for n-compass was
highlighted by Harin, “Becoming a volunteer for
n-compass has help me to support people who may
not feel a part of the world. This has continued to
inspire me more and more to follow my dream and
help people, I believe that no matter if people have
got a disability, everyone should be treated well”.

I would recommend volunteering with n-compass 100%
because it is an amazing opportunity for people of all ages.
The roles are flexible so it can be tailored to your schedule,
and it is a great chance to interact with a diverse range of
people of different ages and backgrounds”
VOLUNTEER
SERVICE VOLUNTEERS

STUDENT PLACEMENTS

Volunteers are vital to the delivery of all our
services. They provide us with additional capacity
as well as bring a diverse range of experience,
skills, and knowledge to the organisation. Without
their assistance, we could not 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 utilise their
skills and talents to benefit others. Volunteers
have also found that the experience they gain
volunteering for n-compass increases their
prospects of employment both within and outside
the organisation.
We are well placed and committed to offering
quality volunteering opportunities, ensuring
that new volunteers are appropriately trained
to undertake their roles and are fully supported
throughout their volunteering activity. We have
a well-regarded reward and recognition process
to acknowledge the added value that volunteers
bring to our organisation. We have successfully
resecured the ‘Investing in Volunteering’ standard
for a further three years, which underpins our
aspirations around delivering an excellent
experience for all our valued volunteers.

We work with universities to place social
work students within our services to provide
meaningful placements whilst adding value
to the work of our front-line teams. We place
over 25 students each year across our carers,
advocacy and central teams, each placement
lasting between 70-90 days.
We focus on delivering the following outcomes:
• Over 220 volunteers have regularly supported
our services
• Over 10,000 hours have been provided by our
volunteers
• 98% of our volunteers would recommend the
Volunteer Hub as a great place to volunteer
• Our volunteers have made over 3,000 phone
calls to our carers offering emotional support
• We introduced our Pen Pal service where
volunteers and carers share letters with each
other
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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 a team of well-trained advisors who take time to listen to issues that are
impacting upon their health and wellbeing and offer appropriate advice and support. 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.
During 2021-2022 our Service Access Team dealt with over 31,458 enquiries which equates to
supporting over 90 people each working day! They supported over 17,105 incoming calls and made
over 14,353 outbound calls to service users.
Our Central Services support comprises of a dedicated Business Development, People Services,
Finance, IT and Marketing & Communications teams. The Central Service team has one primary aim
– to support front line delivery so colleagues can focus on supporting service users.

Strong emphasis on staff support &
training, my manager is supportive,
understanding, fair, visible, and
knowledgeable. I am given a level of
autonomy and trust within my role
which helps to build my confidence,
the professional standard of conduct
and behaviours expected in the
workplace aligns to my own values”

What
Our Staff
Tell Us...
26

It is a great workplace due to staff at
all levels who are very supportive,
the organisation care about staff
and their wellbeing, they are always
striving to ensure we are happy,
and we can continue to work at
a high standard. I feel I am very
lucky to work for such a fantastic
organisation, they do not just say,
they do. Thank you”

I love working here. The people in the
organisation are so nice, friendly, and very
welcoming. I feel even though we all come
from different areas of the country we are
one big team and support each other. The
induction process is one of the best I have
received in my professional career”

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, to provide high quality services to
the people we serve and support.
n-compass undertakes an annual staff
engagement survey, which provides an
opportunity for all staff to comment upon, and
contribute to, our ongoing development. We
do this through the national Best Companies
programme, which allows us to benchmark
our results against other Charity 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 and can learn from similar
organisations.
The pandemic has provided additional
challenges in terms of how we work to maintain
good health and wellbeing of colleagues during
these challenging times. We have adapted our
working model, and now operate on a hybrid
way of working, which has contributed to
maintaining staff morale and productivity.

During 2021, 81% of staff agreed that n-compass
was a great place to work. In 2022 we found out
where our staff engagement figures placed us in
relation to other Charities and we were thrilled
to find out that we were ranked as the 5th Best
Charity to Work For in the UK. In addition to this
we were also ranked overall as the 30th Best
Mid-Sized Company to Work For in 2022, which
is all organisations with under 200 staff.
Our work is continuous in trying to maintain a
healthy workplace culture and we have a clear
plan in place for 2022 which will help address
some of the areas where we need to show
further improvement.

n-compass
are in position
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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 2021
staff voted to support Rochdale Cycling without Age.
The money raised by n-compass staff will help them
purchase another ‘Trishaw’ to take older people who
are vulnerable or lonely on bike rides.
We were able to raise a
whooping £4200 for Rochdale
Cycling without Age and have
chosen Leave a Light On in
Cumbria as our Charity of the
Year for 2022-2023.
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Our CEO and Chair celebrating
being the Charity’s Top 5 best
organisation to work for

The Counselling team met
Pudsey Bear on Children in Need
day, even SMT got involved

Some of the team headed to London to attend
the HSJ Awards where we were finalists for
the System Led Support for Carers Award

PARTNERSHIP
WORKING

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

We are partnership orientated and proactively build and strengthen
relationships with like-minded organisations. In 2022 we undertook
our sixth annual stakeholder survey, which included the views of
stakeholders new to our service delivery.
The results showed us that:

100
%
100

Katharine led the
charity auction at
our Staff Conference
for Rochdale Cycling
without Age where
we raised over £200

%

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

We had a sponsored bike ride and walk
which a number of staff got involved with
to raise some money

We attended the
launch of the
new Trishaw for
Rochdale Cycling
without Age charity

Celebrating the organisations
fantastic achievements for
Best Companies
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100

%

AGREED THAT THE OVERALL
IMPRESSION OF N-COMPASS
WAS POSITIVE

WOULD RECOMMEND N-COMPASS
TO FRIENDS AND FAMILY

89

%

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

88

%

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

The quality of service, effective safeguarding procedures,
highly trained staff. We have trust in your delivery”
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OUR PARTNERS

OUR BOARD

Cathy Scivier
Chair

Sally McIvor
Vice Chair and
Social Value Lead

Hamish Hamilton
Chair of the Audit
Committee

Brian Watson
Vice Chair of the
Audit Committee

Angie Boyle

Hannah Woodcock

Helen Carouzos
Safeguarding Lead

Dr Mandy Dixon
		

Ann Allcoat

SENIOR MANAGEMENT TEAM

Teresa Jennings
Chief Executive

Heywood, Middleton and Rochdale

Joanna Solanki
Service Director

Stuart Whittle
Finance Director

Martyn Robson
Business
Development
Director

Sue Donley
People Services
Director

Clinical Commissioning Group
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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
are in position

#30

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

