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Outlook Care
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Chief Executive

Penny Taylor, FCMI

Company Secretary

Georgina Penketh, BA ACMA CGMA

Bankers

NatWest
3rd Floor, Phoenix Place
Christopher Martin Road
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Essex SS14 3GQ

Solicitors

Aquabridge Law
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3 Freebournes Court
Newland Street
Witham
Essex CM8 2BL

Auditors

haysmacintyre
26 Red Lion Square
London WC1R 4AG
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About us

What we do

Our vision

Outlook Care is a not for profit provider of
individualised support and care services for people
with learning disabilities, mental health support
needs and older people. Our services include:
supported living, specialist registered care, nursing,
end of life care, respite services and domiciliary
care.

People with individual needs, living the lives they
choose.
Our mission
For people with learning disabilities:
By delivering a range of flexible care and support
services, we will ensure people with learning
disabilities are as independent as possible and
connected with their local communities.

We support people with complex needs who may
have behaviours that challenge. These include
adults with learning disabilities, people with
autism, younger people with learning disabilities
in transition from children’s to adult services,
people with drug and alcohol issues and a range of
complex, functional, long term mental health
support needs, people with dementia and older
people with nursing care needs.

For people with mental health support needs:
Through recovery focussed support, we encourage
people with mental health needs to take control of
their own lives as much as they can.

Where we work

For older people:

We are a regional organisation operating in the East
of England and London. Areas include: Essex
(including the Unitary Authorities of Southend and
Thurrock) and the London Boroughs of Barking and
Dagenham, Brent, Greenwich, Havering, Newham,
Redbridge and Waltham Forest.

By listening to our older residents and
understanding what matters most to them, we will
deliver exceptional nursing care and support.

Our registered office is in Billericay, Essex, while our
People 4 People (P4P) and Outlook Care Bank (OCB)
services are located in Ilford, Essex.

How we work
Working in partnership with people we support and
their families, being person centred and focussing on
what is important for every person is our passion. We
pride ourselves on our ability to have a positive
impact on people’s lives.
We recruit and train our staff to support people to
maximise their independence and to have choice and
control over their lives.
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Treat people with dignity and respect.



Give power to people to make choices.



Support people to be involved in
their communities.



Take responsibility for our actions and act fairly.



Be honest, open and accountable.



Value and appreciate people.



Listen to ensure we deliver agreed plans
and outcomes.



Encourage skill and expertise throughout
the organisation.



Welcome and support innovation and new ideas.



Promote leadership and learning.
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Chairman’s Statement

Chairman’s Statement
This year has seen a number of significant
developments and excellent progress in many areas of
our strategic plan.

For the last five years we have experienced a period of
unprecedented austerity, with year on year cuts in
funding. As a responsible provider, we know that
recruiting good staff is going to become increasingly
difficult as the economy recovers and there are more
jobs available outside the sector. Poor pay together
with a negative view of working in care is unlikely to
attract the people we need.

Foxburrow Grange, our new nursing home in
Colchester, opened in July 2013 and we have been very
pleased with the positive response we have received
from the residents and families who have moved in.
Our vision of a service that is truly part of the local
community is slowing coming to fruition.

The Care Act 2014, which received Royal Assent in May
2014, heralds the most significant change in care for
many years. While we welcome many of the changes,
we share the concerns of the Association of Local
Authorities and the Public Accounts Committee on the
timetable and cost of implementation.

Retaining our existing services and growing new ones
was a key part of our plan and I am happy to say that
we have been successful on both counts. We are very
pleased to welcome everyone from Kemsing Road
Respite Service in Greenwich to Outlook Care. Further
details of these and many more achievements during
the year appear throughout the report.

Outlook Care continues to thrive and I am very
conscious how fortunate we are to have our
extraordinarily talented and dedicated staff and Board.
They are all responsible for our achievements over the
past year and I would like to thank them personally for
the incredible job they do.

During the year, we carried out a successful campaign
to recruit new Board members to replace two
members who will be standing down at the next Annual
General Meeting after completing their full term of
office. I would like to extend my thanks on behalf of
the Board to Derek Hardy, who has been with us since
the very beginning of Outlook Care and Gerald Bayliss
who has served as our Treasurer for nine years, both
of whom have made a tremendous contribution to our
success.

David Thomas
Chairman

For the care sector in general, the last year has been
an extraordinarily difficult one. Details of poor care
have featured regularly in the press and, whilst we
deplore the abuse of vulnerable people and support
any means to expose it, there is no doubt that it has
coloured the perception of the sector as a whole. This
is very sad as the vast majority of people who work in
care are dedicated and caring and deserve recognition
for the very hard job they do, often for very low
reward.
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Report of The Trustees

Outlook Care is a charitable organisation, formed for
the benefit of the community and this underpins all
that we do. The following extract from our rules sets
out the objects of our organisation:

A.2

A.2.1

Objectives and activities
Strategic objectives

The Association is formed for the benefit
of the community. Its objects shall be to
carry on for the benefit of the community:

The business of providing relief for
persons in need by reasons of their age,
ill health, disability, financial hardship or
other disadvantage (the beneficiaries)
by the provision of care and support,
whether residential or otherwise and
such other support for the beneficiaries
and their family and dependants as
would be charitable under the laws of
England and Wales in all cases for the
benefit of the public.



Maintain our long-term financial viability
and maximise use of our resources.



In partnership with the people who use our
services, develop and deliver person centred
services that meet agreed outcomes and give
value for money.



Recruit, develop, manage and retain a
flexible, motivated, competent and diverse
workforce.



Develop our relationship with the communities
in which we work and with partner organisations
to help create a climate that empowers local
people.

In order to accomplish these objectives, we set
ourselves challenging targets, which are reviewed
regularly to ensure that we remain on course and
have the sufficient resources available to support our
plans.

A.2.2 Any other charitable object that can be
carried out by an Industrial and Provident
Society. ( Such societies are now known
as Registered Societies).
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Who we support
As at 31 March 2014 we supported the following number of people in various service delivery models:
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Last year we said we would…

And this is what we did...

1.

Meet our target to fill Foxburrow Grange and
increase our turnover by £2.2m.

1.

Three of four wings are open, which when full will
generate additional turnover in excess of £2m .

2.

Develop the Community Hub at Foxburrow
Grange in partnership with our voluntary and
statutory partners. We will offer a range of
services to residents and the local community.

2.

The Community Hub is open and used by 10 local
partners. In July 2014 we hosted the Colchester
Community Volunteer Services Provider Forum
welcoming 45 local third sector partners to our
hub. Interest in the use of the Hub continues to
grow.

3.

Complete the final year of our existing IT
strategy and agree a strategy for phase II.

3.

2010-13 strategy is 70% complete with 30%
carried forward to the 2014-15 strategy received
approval from our Board in April 2014.

4.
4.

Complete an assistive technology assessment
with every person we support ensuring that
technology is utilised and accessed, where
appropriate, to enhance the support and care
delivered.

Outcomes are being implemented, locally, through
the review process for individuals, in partnership
with local authorities and assistive technology
providers.

5.

Complete the implementation of our Customer
Involvement Policy, creating opportunities for
people we support to influence the work we
do, ensuring we deliver services of high
quality, relevant to and valued by our
customer.

5.

Revised Customer Involvement Policy
implemented. ‘Our Standards’, produced by
people we support, were launched in February
2014. We have engaged with two organisations to
support this work with conferences planned in
Spring 2015: Sea Change (for learning
disabilities and mental health services) and Why
Not! (for older people services).

6.

Two Family Carer Forums have been held in
November and May with 17 family carers
representing 5 local authority areas. Meetings will
occur every six months.

7.

Funding secured for People 4 People for 2014-15
with a revised operational structure
Implemented.

8.

Grants awarded from:



£10K from Colchester Catalyst sensory room at
Foxburrow Grange, Essex



£10K Big Lottery Awards for All for sustainable
community garden at Summit Road, E17 .



£637 from relative fundraising for people with
Autism through Just Giving



£1k grant from Colchester Volunteer Services for
an Assisted Bathing Service at Foxburrow Grange
as part of the local Virtual Ward

6.

Establish a Carer Forum across Outlook Care
to enhance our customer involvement
activities.

7.

Work with provider partners to further extend
the service delivery area of People 4 People
and review structures for the future.

8.

Increase our success in fundraising by
targeting specific projects including the
further development of Foxburrow Grange,
research into dementia and volunteers.

£733 from events held at Foxburrow Grange ,
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£3k received from Pinders for Potting Shed at
Foxburrow Grange.
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9.

Increase our market position in autism/ complex
need services .

9.

Delivered an individual support package for a
young man with autism living in his own home,
successfully delivered, in partnership with his
family and the London Borough of Redbridge
with specialist support service, including
delivery of a functional assessment.

10.

Explore avenues to achieve growth through :

10.

We have achieved growth through:



Organic expansion of service delivery in current
areas we work in.





Opportunities for merger

Retention of all existing contracts through
successful tendering or negotiated contract
extension.



Responding to tender opportunities that meet
our criteria in the social care and health market
place



Opened Foxburrow Grange Nursing Home
Colchester, Essex.



Extended the contract at Bluebell Nursing
Home, Brentwood, Essex to include spot
purchased beds.



Secured innovative, new contract for respite
service at Kemsing Road, Greenwich.



Developed new Individual Support Service in
the London Borough of Redbridge.



Established partnerships to explore joint
working with Essex Cares and Waltham Forest
Housing Association.

11.

Continued to provide a comprehensive
programme of training and development to all
staff and casual workers. Involved our
customers in the design and delivery of
training. Commenced two development
programmes for our managers and supervisors
featuring individual coaching and mentoring.



11.

Extend partnership and joint working with
provider partners delivering services through
consortia arrangements

Review our staff training and development to
ensure it continues to meet the needs of
customers and staff as we develop new services,
including the provision of leadership coaching to
all managers.
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We have also:
During the year we were very pleased to receive
external recognition for the work that we do through
the following:

Formed a new Business Services Directorate,
increasing efficiency and improving levels of support
to operational services.

Restructured our Human Resources, Outlook Care
Bank and Learning and Development teams and
appointed a new Director of Human Resources. This
has improved efficiency, provided some cost saving
and improved the focus on areas of priority need.

Maintained 100% compliance with the Care Quality
Commission Essential Standards and A or B grade
compliance with the Quality Assessment Framework.

Completed our second Customer Outcome
Performance Indicator survey, measuring outcomes
for the people we support, achieving targets in areas
that include:


Number of people supported to manage their
own money: Target 50% / Outcome 65%*



People we support involved in staff recruitment
through service-based interview and /or
assessment:
Target 40% / Outcome 68%*

Completed satisfaction surveys with people we
support and their circles of support with
responses recording that :


96% felt that managers are available to discuss
any issues or concerns with the service



99% felt that staff teams are motivated and
focused



100% felt that people supported are treated
with dignity and respect



99% felt that staff are kind and helpful



97% felt that staff support people to make their
own decisions



99% felt that staff are available to discuss
issues and concerns.
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Finalists in the London Borough of Havering
Business Awards, Best in Community (Charity)
category; 74 Neave Crescent, respite service for
people with learning disabilities.



Finalists in the Third Sector Charity Awards
‘Best Website’ category.



Finalists in the Great British Care Awards 2013:



Dignity in Care Award, Manager at respite
service for people with learning disabilities



Dignity in Care Award, Support Worker at
Supported Living service for people with
learning disabilities



Care Home Registered Manager Award,
Manager at Care home for people with learning
disabilities



Home Care Worker Award, Support Worker
Supported Living service for people with mental
health support needs



Care Team Awards, Support Team at Supported
Living service for people with learning
disabilities



Finalists in Pinders Care Home design award for
Foxburrow Grange
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Next year we will:
Continue our plans to fill Foxburrow Grange
Increase the use of the Community Hub at Foxburrow
Grange by the local community.

Manage our services effectively to ensure that empty
bed spaces are kept to a minimum and that all services
are financially viable.

Complete our IT strategy 2014-15.

Implement the requirements of the Care Act 2014.

Implement the outcomes of our assistive technology
assessment for the people we support.

Ensure we meet the new regulatory requirements
established by the Care Quality Commission.

Increase the involvement of the people we support,
their families and carers in the planning and delivery
of services, by:


Agreeing, through our Family Carers Forum, a
set of ‘Carers Standards’ that will be
incorporated into the recruitment and induction
of our staff and the ongoing performance
management of our services.



Completing consultation with all people we
support; launching a new Involvement Strategy
at our Involvement Conference in Spring 2015.

Build on our fundraising success of the past 12 months,
adding value to services that we provide.
Continue to develop new services, bidding for tenders
where they meet our criteria and working with
selected partner organisations to develop new
initiatives.
Retain existing services where there continues to be a
clear need. Working with Commissioners to look at
new models of service delivery.
Make sure we have the right people, with the right
skills and attitude to deliver personalised services by
retaining our motivated, skilled and well trained work
force.
Ensure consistency in service delivery by having the
right ratio of permanent staff to Outlook Care Bank
workers in all services.
Ensure that we maintain the high quality of our
services and our quality accreditations including; ISO
9001:2008, ISO 14001:2004, Investors in People, CHAS
(Contractors Health and Safety Assessment Scheme)
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Governance and Structure

Governance

Outlook Care is a Community Benefit Society and
recognised as charitable by HM Revenue & Customs.
We are registered under the Co-operative and
Community Benefit Societies Act 2014 (Registration
Number 26988R) and regulated by the Financial
Conduct Authority (FCA). We are governed by Rules
that were last revised in January 2014. A copy is
available on request from the Company Secretary.

We recognise the responsibilities placed by law on a
Trustee and a thorough induction programme is in place
for all new Trustees; including meetings with key staff
and visits to our services to meet staff and customers.
Trustees attend regular briefing sessions, external
training and seminars, receive weekly updates on
activities within our sector and, have access to
relevant trade publications.

We have one subsidiary company, Outlook Venture
Limited.

Outlook Care has a Shared Document Area (SDA), which
is internet based and contains all our policies,
procedures and other relevant information. Board
agendas and reports are stored in the SDA to reduce
paperwork and ensure information is easily accessible.

The Board
Outlook Care is governed by a Board of Management
(referred to in this report as the Trustees) who
comprise of elected members recruited from a wide
range of professional backgrounds.

The Chair appraises Trustees on an annual basis, with
the Chair appraised by a minimum of two Trustees of
the Board selected by members.

The Directors of the Company are also Trustees under
the Rules of the organisation and are known as
members of the Board of Management.
All Trustees of the Board are members of the
organisation and subscribe to one share.
Shareholding membership is limited to the voting
Board Trustees.
Trustees are elected and serve for a term of six years,
although this can be extended by up to a maximum of
four further years by mutual agreement.
Two members of the Board are due to retire in 2014
and we are currently recruiting new members to
ensure we have the skills and experience necessary
for Outlook Care’s continued success. Outlook Care
operates an open recruitment policy and uses a range
of mechanisms to recruit new members. This can
include external and internet based advertising and,
where specific skills are required, direct approaches.
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Trustees

Trustee responsibilities

David Thomas

Chairman

Ian Churley FRICS ACIArb

Vice-Chairman

Gerald Bayliss FCCA

Treasurer

Carole Rainbird MSc

Member

Derek Hardy BSc

Member

Paul Mullin BA MSc MIHM FCIM

Member

The Trustees, in their capacity as directors, are
responsible for preparing the annual report and financial statements in accordance with applicable law
and regulations.
The Co-operative and Community Societies Act 2014,
requires the Trustees to prepare financial statements
for each financial year. Under that law, the Trustees
have considered it appropriate to prepare the financial
statements in accordance with United Kingdom
Generally Accepted Accounting Practice (United
Kingdom Accounting Standards, Charities SORP and
applicable law). The financial statements are required
by law to give a true and fair view of the state of affairs
of the organisation and the surplus or deficit for the
year. In preparing these financial statements, the
Board :

Jerry Gibson MA (September 2013) Member
Sheila Davis MA (January 2014)

Member

Penny Taylor FCIM

Member

Trustee remuneration
Trustees of Outlook Care receive remuneration,
which is linked to an Agreement for Services, which
all Trustees sign. This Agreement sets out the
obligations of Trustees and incorporates the Code of
Conduct.

The overall cost to the organisation is considered
when setting the levels of Board remuneration. The
amounts paid to individual Trustees reflect both the
number of Trustees and their specific roles on the
Board. Total remuneration is also proportionate to
the turnover of the organisation. The Remuneration
Policy is reviewed annually and there has been no
change in the level of remuneration for the past four
years. The current levels per annum are as follows:

Chair

£4,060

Vice Chair

£3,045

Treasurer

£3,045

Chair of Audit Committee

£3,045

Member

£2,030
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Select suitable accounting policies and then
apply them consistently.



Make reasonable and prudent judgements and
estimates.



State whether applicable UK Accounting
Standards and Statements of Recommended
Practice have been followed, subject to any
material departures disclosed in the financial
statements.



Prepare the financial statements under the
going concern basis unless it is not appropriate
to presume that the organisation will continue in
operation.
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Trustees are also responsible for:



Keeping proper accounting records such as are
necessary to give a true and fair view of the
organisation’s state of affairs.



Safeguarding the assets of the organisation and
therefore taking reasonable steps for the
prevention and detection of fraud and other
irregularities.



Management

The Executive Management Team (EMT) have
responsibility for the day-to-day management of
Outlook Care and for the implementation of policy.
Members of EMT are;

Maintaining a satisfactory system of control over
transactions.



Penny Taylor, FCMI
Chief Executive



Georgina Penketh, BA ACMA CGMA
Director of Finance and Deputy Chief Executive



Public benefit

Anne Cooper, RNLD PgDMS
Director of Operations

The Trustees confirm that they have voluntarily
referred to the guidance contained in the Charity
Commission’s general guidance on public benefit when
reviewing the organisation’s Vision, Mission and
Values, as well as when setting strategic objectives and
planning for future activities.



Piotr Rejek, MA, BA (Hons)
Director of Business Services and Mental Health



Jacky Taylor, FCIPD
Director of Corporate Services
(Retired November 2013)

Organisational structure and decision making



The Board has legal responsibility for the effective use
of resources in meeting the organisation’s objects and
for providing effective leadership and direction. They
meet bi-monthly and undertake regular training geared
to strategic topics as well as holding annual strategic
planning meetings.

Robert Smith , MCIPD
Director of Human Resources (Interim)
(Appointed November 2013)

Committees
The Board delegates authority to the Audit and Risk
Committee in accordance with specific terms of
reference approved by the Board and reviewed
annually.
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Employees
Our staffing establishment at 31 March 2014 was 314.5
whole time equivalents with 368 people in post. An
additional 258 people were registered on OCB, our
internal bank. OCB filled an average of 94% of vacant
shifts during the year, which significantly reduced our
costs and enabled us to control quality. This figure
was slightly less than the previous year due to the
opening of Foxburrow Grange and the need to recruit
temporary workers in a new area.

A team of staff from the London Metropolitan
University helped to improve the gardens at a
supported living service in Leyton. Jeannette Eriksson,
LMU co- coordinator said “we had a great day and we
are so happy we could help the tenants.”
The gardens at Summit Road were also improved with
the input of the Walthamstow Village Residents
Association.
During the year, volunteers contributed the value of
£11,265 to the work of Outlook Care.

We have taken on a variety of Apprentices within both
Central Services functions and in direct care delivery
roles. Feedback from Apprentices has been positive
and they have been successful in completing their
Apprenticeships with us.

Customer involvement
Our framework for customer involvement is outlined in
the table on the following page:

Volunteers:
We have encouraged volunteering as a way of
reaching out to local communities and our services
benefit from the input of dedicated volunteers who
carry out a wide range of complementary support
both directly and indirectly with customers.
We benefitted from an initiative launched during
National Volunteers Week when staff from our Central
Services teams were given the opportunity to use half
a day of their normal working week to volunteering in
one of our services. This encouraged people to
dedicate some of their own time to improve the lives
of the people we support. Staff enthusiastically
involved themselves in tidying gardens, craft activities
and shopping trips.
We have also been fortunate to have the staff of local
employers dedicate time; a team of 7 enthusiastic
volunteers transformed a part of the garden at
Autumn Cottage, Southend into a woodland themed
area.
The co-ordinator at First Data Corporation, Lorraine
Knight said “the whole team enjoyed our day with
Outlook Care so much we asked to come back. Now
we can’t wait until next years challenge.”
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Direct Involvement

Customer Involvement
Business Plan

Feedback from the People’s Voice forums .
Feedback from relatives’ forums

Indirect Involvement
Responses from Satisfaction and COPI surveys
inform the Business Plan.

Feedback from national consultations and legislation.
National agendas and Legislation

Our customers are supported to respond to
national consultation and to challenge local and
national campaigns.
We share with the people we support and their
families our response to key national agenda
items e.g. Winterbourne View.

Board Reports

All reports for decision presented to the Board
include ‘Customer Impact’; prompting the
author and the audience to consider the
impact of any proposed policy or strategy
decisions

Policy Review

Service Outcome Performance
cator Survey

Customer Standards

The People’s Voice working groups complete
policy reviews throughout the year, involving the
people we support, relatives and advocates.
Indi-

Staff Recruitment and Selection

Draft policies are shared with a group of
people who we support for feedback and
comments prior to being finalised and
launched.
Outcome trends and areas for development
across services are identified; informing work
streams.

Our Customer Standards are reviewed by the
people we support. Auditing of the Customer
Standards is carried out by trained People’s Voice
representatives.

Satisfaction Surveys

Quality Monitoring Visits

We support national agendas and campaigns
that are in the best interests of the people we
support e.g.. : Challenging Behaviour
Foundation; Mobility and DLA change
discussions.

Outcome trends and areas for development
across services are identified; informing work
streams.
Every quarterly Quality Monitoring Visit (QMV)
and annual quality audit involves the people we
support; with additional themed visits focussed
on specific customer outcomes.

Trends from themed QMVs are shared with
Senior Management and inform work streams.

Trained People’s Voice consultants are involved
in interviewing staff.

All Support Role Profiles include customer
involvement as a required outcome.

The people we support and their relatives are

Part of all support worker recruitment includes
a work-based assessment; with the people we
support involved as much as possible.

involved in developing specific recruitment
adverts, based on individual needs.

Service and contract-specific trends are shared
with commissioners and families where
relevant.

Feedback is sought from the people we
support before the recruitment can be confirmed.
Staff Training

Customer stories and case studies are included as Customer Impact is included in training
part of classroom training courses and staff
development outcomes and evaluation records.
workshops.

Staff Induction

All staff visit at least one of our services to
meet some of the people we support as part of
their induction.

Staff Performance

Annual Staff Appraisals include feedback from
the people we support, family members,
advocates.

Support staff Appraisals include a target for
developing customer involvement.

Health and Safety Management

The people we support participate in health and
safety property checks.

Health and Safety Management is discussed
periodically in ‘house meetings’ with feedback
on specific issues passed to our Senior Health
and Safety Lead Manager.
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Safeguarding


Safeguarding has been brought sharply into focus
over the past year with the publication of the Francis
Report into serious failings at Mid Staffordshire NHS
Trust. The Report identified numerous warning signs
which cumulatively, or in some cases singly, could and
should have alerted the system to the problems
developing at the Trust. It highlighted:

Make all those who provide care for patients individuals and organisations - properly
accountable for what they do and to ensure that
the public is protected from those not fit to
provide such a service.

This, coupled with the failings at Winterbourne View
where serious abuse of people with Learning
Disabilities, was highlighted in a BBC Panorama
documentary, and more recently and closer to home,
the abuse at a care home in Bocking, Essex led us to
commence a review of our Safeguarding Procedures
due to be finalised in 2014. This review is overseen by
our safeguarding group set up in 2012, led by a board
member and attended by senior officers. Outlook Care
has a good record on managing safeguarding where
openness and transparency underpin our work.



A culture focussed on doing the system’s
business – not that of patients



An institutional culture which ascribed more
weight to positive information about the
service than to information of implying cause
for concern



Standards and methods of measuring
compliance which did not focus on the effect of
a service on patients



Too great a degree of tolerance of poor
standards and of risk to patients



A failure of communication between the many
agencies to share their knowledge of concerns



We have a set of Standards developed by the
people we support



Assumptions that monitoring, performance
management or intervention were the
responsibility of someone else



Values were developed with the people we
support, their families and staff



A failure to tackle challenges to the building up
of a positive culture, in nursing in particular but
also within the medical profession



Leadership by competent and compassionate
staff



Open visiting policy



Unannounced visits by senior managers



Whistleblowing and safeguarding procedures
clearly set out to ensure safeguarding is
everyone’s responsibility



An expectation that all staff are accountable for
reporting poor practice



A culture of saying sorry when things go wrong,
as evidenced by our complaints procedure



Many of the recommendations of the Francis enquiry
have been implemented at Outlook Care.

A failure to appreciate until recently the risk of
disruptive loss of corporate memory and focus
resulting from repeated, multi-level
reorganisations.

Recommendations made include:



Foster a common culture shared by all in the
service of putting the patient first
Develop a set of fundamental standards, easily
understood and accepted by patients, the
public and healthcare staff, the breach of which
should not be tolerated.



Provide professionally endorsed and evidence
based means of compliance



Ensure openness, transparency and candour
throughout the system.

Safeguarding has been put on a statutory footing
through the implementation of the Care Act 2014,
although this aspect will not be fully implemented
until 2015 with new guidance to accompany.
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Changing Legislation
Care Act:

CQC Regulations:

The Care Act 2014 will make a difference to some of
the most vulnerable people in society for many years
to come.

From October 2014 CQC will be measuring compliance
against a new set of fundamental standards. CQC's
new emerging approach to inspection and enforcement
which is based less around checking compliance with
detailed regulations, and is instead focuses on five
questions about care:

The Care Act places care and support law into a single,
clear modern statute for the first time and enshrines
the principle of individual wellbeing as the driving
force behind it.

• Is it safe?

The Act places more emphasis than ever before on
prevention – shifting from a system which manages
crises to one which focuses on people’s strengths and
capabilities and supports them to live independently
for as long as possible.

• Is it effective?
• Is it responsive?
• Is it caring?
• Is it well-led?

The Act will make the care and support system clearer
and fairer for those who need it. The government will
set a national minimum eligibility threshold to help
people better understand whether they are eligible for
local authority support. This also paves the way to
allow older people and those with disabilities to move
from one area to another with less fear of having their
care and support interrupted.

Outlook Care is reviewing our policies/procedures/
standards/training to ensure we can evidence
compliance. A new rating system will also be
implemented by 2016.
Deprivation of Liberty case law:
The Mental Capacity Act 2005 provides the framework
for assessing whether people have the necessary
capacity to make certain decisions, and where they do
not, for others to make those decisions in their best
interests. In 2004, a case before the European Court of
Human Rights established that it was possible for
decisions taken in a person’s best interests about the
provision of residential and social services were
capable of amounting to a deprivation of liberty under
Article 5 of the European Convention on Human
Rights.

The Care Act received Royal Assent May 2014 It sets
out a new framework of local authority duties in
relation to the arrangement and funding of social care,
along with a number of changes to the regulation of
social care providers
The full implementation timetable is yet to be
published, some provisions related to CQC regulation
come in to effect October 2014 and the care costs cap
April 2016

Outlook Care have implemented a review of this issue
for every person we support, with a referrals database
monitoring applications made, outcomes and actions
required.

Key provisions in the Act include:


A new framework of duties on local authorities
in relation to the provision of social care,
covering assessment of care needs, duties to
arrange care, funding and the Dilnot care cap.



A requirement to arrange for the provision of
preventative services



Promotion of Wellbeing of individuals and
promotion of integration between health and
social care



Safeguarding on statutory basis

EU Procurement Directive 2014:
Following a lengthy negotiation process the new EU
Procurement Directive came into EU law on 14th April
2014. The UK government is currently finalising the
transposition process with the intention that the
Directive be adopted into UK law during Autumn/
Winter of 2014/15. There are two threads which run
throughout the Directive, these are:
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a) Evidencing the Qualifications, experience and skills
of all staff, managers and Board members; and

Charity SORP:
On 22nd May 2014 the Financial Reporting Council
(FRC) approved the two new Charity SORPS, the
Financial Reporting Standard for Smaller Entities
(FRSSE 2015) and the Financial Reporting Standard
applicable in the UK and Republic of Ireland (FRS
102). Outlook Care will be complying with FRS 102,
which applies to accounting periods commencing on
or after 1 January 2015. The main implications for
Outlook care are:

b) Performance management systems linked with the
“means of proof”.
Outlook Care have implemented a plan of action to
review our ability to meet the revised requirements.



the inclusion of agreed deficit payments on the
balance sheet for pension schemes that are
not covered under FRS17.



accounting for employee holiday entitlement
that is carried forward to the new financial
year.

Energy Act 2011:
Ever since their introduction in 2007 EPCs, or
Energy Performance Certificates to give them
their full name, have often been regarded as a
bureaucratic necessity in order to "tick a box".
However, over the next few years EPCs are likely
to increase in importance as by April 2018, and
possibly earlier, you may be prevented from letting,
or continuing to let, a building if it has an EPC
lower than an “E”. Although four years away,
there are issues for Outlook Care as landlords that
we will look to address.
In practical terms the Act will apply to all rented
property, subject to some exemptions, whatever the
use of the property.
Regulations will also be brought in, no later than 1
April 2016, to give tenants of domestic properties
the ability to make certain energy efficient
improvements.
Landlords will be unable to
reasonably refuse consent to such improvements
although it is expected that refusing on the
grounds that the proposed improvements would
have a negative impact on the value of the
property would be acceptable.
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Data Protection and PCI compliance

Fit and Proper Persons Test

Data Protection legislation is well known for being
complex and burdensome not only on corporate
organisations, but also increasingly on charity and not
for profit bodies. A number of public announcements
on breaches have arisen as a result of organisations
sharing information, or asking third party providers
to process data on their behalf. It is however, still the
responsibility of the primary organisation to ensure that
this data is secure.

The draft Health and Social Care Act 2008
(Regulated Activities) Regulations 2014 sets out new
criteria which directors much meet. They will come
into effect from October 2014 for NHS bodies and
will be extended to all registered CQC providers from
April 2015.
The CQC may take action including requiring the
removal of directors where they fail to meet the test.
Directors must:

With many charities holding personal information on
donors and beneficiaries, it is key to ensure that the
data protection legislation is understood and being
adhered to.
We are reviewing the requirements of the
legislation to incorporate the role of designated
Data Protection Officer. A key responsibility of this
role will be to provide an annual report to Trustees
to provide comfort that internal policies and procedures
are in place, are communicated to relevant staff
and being followed.
As part of this review, organisations that collect payment
card information (PCI) from purchasers of goods,
donations or memberships fees etc., should also be
aware of the strict requirements over storage of
information and the need for PCI Compliance. This
legislation covers situations where you store, process
and transmit payment card information. Penalties for
breaching the regulations are severe.



Be of good character;



Have the qualifications, skills and experience
necessary for the relevant position;



Be capable of undertaking the relevant
position, after any reasonable adjustments
under the Equality Act 2010;



Not have been responsible for any
misconduct or mismanagement in the course
of any employment with a CQC registered
provider; and



Not be prohibited from holding the relevant
position under any other law. e.g. under the
Companies Act or the Charities Act.

Regulation 4 further defines the circumstance
under which a Director would not be meet the good
character test.
While Outlook Care already meets many of these
requirements, a review of our processes for
recruitment and monitoring of Trustees and senior
staff will be completed during the year with the aim
to ensure we are fully compliant.
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The first year income for Foxburrow Grange has
increased our Older Peoples service income by 60.6%
and this category is now 16.3% of our total income.
When Foxburrow Grange is full the income from Older
Peoples service will increase by a further 13.4% to just
under 30% of our total service income. Mental health
service income has increased this year by 12.8% and is
now 17.5% of total income. The majority of our income
continues to be from Learning Disability services but
this is now falling as a percentage of overall income
resulting in a better balance for the organisation
within the care market.

Financial Review
In May 2013 our new nursing home opened and as at
31st March three of the four wings were open and
occupancy was at 48%. Foxburrow Grange has had a
significant impact on our results for the year with an
increase in turnover of £669,312 and first year costs of
£1,579,334. The building was built by Outlook Venture
Ltd, (a wholly owned subsidiary) and the sale to
Outlook Care was made during this financial year at a
price of £6,100,000. The profit of £337,743 made by
Outlook Venture has been donated to Outlook Care and
is shown under voluntary income. Foxburrow Grange is
shown at cost in the Outlook Care accounts which
negates the impact of the donation in the Charity
accounts.

We continue to provide services at thirteen residential
care homes and the only changes to services this year
have been in the provision of individual support
packages arising from new packages and some of the
people we support moving on. Last year’s income also
included £144,040 for a Learning Disability service with
a planned closure in June 2013.

No further remodelling to Supported Living has taken
place this year and other than the final closure of a
Learning Disability service in Havering plus some
minor changes to our individual service income our
service provision is unchanged.

How we spent our money

Towards the end of the financial year the Board took
the decision to close the London Borough of Waltham
Forest pension scheme. This scheme is a local
government pension scheme and Outlook Care had no
control over the cost of the scheme, which has been
rising significantly for many years. The scheme is now
formally closed and the FRS 17 liability has been
replaced with the debt calculated by Mercers, the
scheme actuary at the closure date. This has given rise
to a valuation gain of £792,000, which is shown
separately in the SOFA.

Total Resources Expended has increased by 10.6% in
2014 against a rise in income of 2.7%. The additional
expenditure is attributable to the first year running
costs for Foxburrow Grange. Income excluding
Foxburrow Grange has fallen by 2.8% and the
corresponding expenditure has fallen by 3.0%. The
ratio of staff costs to total expenditure has also been
distorted by the opening of Foxburrow Grange as the
non-staff costs for the nursing home were 38.8% of its
cost during the year. This is distinctly different to the
rest of the organisation where non-staff costs are on
average much lower. Consequently, the annual staff
costs of £9,521,399 are now 74% of total resources
expended compared to 80% last year. The majority of
the increase in expenditure is analysed as Other
Support Costs in the accounts .

The surplus generated by our services together with
the gain on the cessation of the London Borough of
Waltham pension scheme has offset the first year loss
from Foxburrow Grange and resulted in a net movement in funds £332,990. The increase in funds during
the year is 8.5% compared to 2.5% for 2012/13.

The nursing home is part funded through a loan from
NatWest and the interest paid during the year
amounted to £114,666 which is part of the increase in
Other Support Costs. The depreciation charge for all of
the properties is also shown under this heading and is
£231,454 which is an increase of £188,223 compared
to last year. The third element of the increase in
Other Support Costs is the additional cost of external
agency usage. This is greater than last year because of

Where our money comes from
The majority of our funding continues to come from
Local Authorities with some services retained under
NHS contracts. However, the nursing home income
was 62.2% privately funded in 2013/14 and this will
grow as a percentage of our total income whilst the
home fills up.
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Outlook Care is compliant with auto-enrolment
legislation and employees have been enrolled into the
NEST scheme since February 2013. The opt out rate is
low and 232 employees were in the scheme at March
31 2014.

difficulties in recruiting qualified nurses and the extra
use of agency staff for setting up Foxburrow Grange.

Pensions
Outlook Care is actively managing the cost and risk
associated with Final Salary Pension schemes. Last
year the final salary Social Housing Pension Scheme
was closed leaving the NHS pension scheme and the
London Borough of Waltham Forest scheme in use for
existing members only. Membership of the NHS
scheme has reduced during the year from 31
employees to 24, through retirement and change of
employment. The Waltham Forest local government
scheme membership reduced by one to three active
members, two of whom were within a year of normal
scheme retirement age. This greatly increased the
risk of an unplanned cessation event that could have
left the organisation exposed to very high exit costs.
A valuation was completed by Mercers, who are the
scheme actuary and a termination summary paper
was issued with a final amount due of £723,000.
Following consultation with the employees involved,
the Board were satisfied that the exit was in the best
interests of the organisation and the scheme is now
fully closed.

Fixed assets
The completion of Foxburrow Grange accounts for the
majority of the additions this year of £1,216,861 in the
consolidated accounts. The nursing home was
transferred to Outlook Care for £6,100,000 and the
asset value in the charity accounts has been revalued
to cost. There have been no disposals during the year.
The nursing home build has been partly funded
through a loan from Nat West and during the year the
loan increased by £1,640,000 and was termed out at
£2,800,000.

Investment policy and returns
Outlook Care is funded primarily from income received
from Local Authorities and the NHS, which is intended
to match the cost of providing the services that the
organisation has been contracted to provide. There is
therefore no expectation to have any significant
surplus funds for long-term investment. The Trustees
do however recognise that from time to time the
organisation will have surplus funds for short-term
investment. The investment policy requires that funds
are invested to maximise returns subject to
limitations on risk and accessibility with a preference
for investment in ethical organisations when investing
funds directly. Investment in property is limited to
property that will be used by staff or people to whom
we provide a service. Capital preservation is the key
concern and the investment policy requires very low
risk investments with organisations that have high
credit ratings. As a result of this policy Outlook Care
has not incurred any capital losses however,
investment returns are very low. This year short term
deposits have increased by £363,733 as the final costs
for the nursing home have been funded through the
loan from Nat West. The increase in cash will be used
to fund the closure of the Waltham Forest Pension

Outlook Care has a contingent liability of £10,227,142
for the closed SHPS final salary scheme based on the
September 2013 position and this is stated in note 16
of the accounts. This has increased by £42,495
(0.4%) in the year. Significant deficit payments are
being made to SHPS and are included in our support
costs. The SHPS defined contribution scheme is open
and offered to new employees for the first month of
employment. The contingent liability for the SHPS
Growth Plan has fallen by £40,563 (18%) to £184,274
this year. Deficit payments are also being made for
this scheme and the Board monitors the risk
associated with this scheme.
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scheme. Investment income for the year was £10,970
compared to £16,905 in 2013/14.

Our Continuous Improvement Programme meets the
requirements of ISO 9001:2008, which we have held
since 1995.

Subsidiary company

The Chairman of the Audit and Risk Committee is
designated as the Board Champion for safeguarding, all
safeguarding issues are reported immediately in writing
to them and actions reviewed monthly. We have also
introduced a regular safeguarding meeting to review all
cases and identify any potential trends.

Outlook Venture Ltd is the wholly owned subsidiary of
Outlook Care that was established to develop our new
nursing home in Colchester, Essex.

The Trustees are satisfied that the organisation’s internal
systems and controls are in place and sufficient to
manage key risks and oversee performance.

Internal controls
We have a well-tested system of internal controls that
has been established to provide assurance against
financial mismanagement, reputation loss and to
ensure that we safeguard the people we support.

Risk management

Our Development Plan was reviewed in January 2014
and priorities agreed for the following twelve months.
A new three-year Business Plan will be developed in
2014/15. From this, we will update our action plans for
business development and workforce planning.

The Organisational Risk Policy is reviewed annually by
the Trustees in order to identify key risk and ensure that
we have the necessary actions in place to mitigate risk.
The Organisational Risk Map (ORM) captures all risk and
identifies them as being High, Medium or Low. High level
risks are monitored by the Trustees on a quarterly basis.
Medium and Low level risks are monitored by the Audit
and Risk Committee.

The budget is set annually by the Board and
monitored through monthly management accounts.
We operate a 12-month rolling forecast that is
reviewed quarterly by the Board.

Control actions identified are monitored by the Executive
Management Team to ensure that we are meeting our
targets and feedback on performance is provided to the
Board.

Key Performance Indicators (KPIs) for key financial
and non-financial activities are used to monitor our
performance. We have three levels of indicators
for: Board, Audit and Risk Committee and Executive
Management Team.

Reserves

The Quarterly Management Review monitors
operational performance and quality auditing across
the organisation and the outcome actions are
monitored by the Audit and Risk Committee.

Outlook Care is not dependant on any form of
fundraising and all of the services we provide are
specifically linked to income sources. If the contract for
the provision of a service ceases then the direct
expenditure for that service will also cease. This means
that the organisation does not require reserves in order
to continue service provision. It is however important to
hold reserves for the following reasons:
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To manage the cost of central services, if a
significant reduction in turnover is experienced,
while restructure takes place.



To provide working capital for the organisation.



To provide funding for capital expenditure in
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income generating services.

Restricted funds

To meet unexpected costs that may be an
unforeseen or unfunded consequence of TUPE
transfers.

These funds are tied to a particular activity and are
generally small sums of money that have been
donated for a specific purpose. The total value of

The Trustees have therefore approved a reserves
policy that requires a working capital reserve
equivalent to six months’ budgeted central
management expenditure for the year ahead. This
reserve is currently £993,305.

Restricted Funds at the end of the year was £7,076.

Unrestricted funds
General reserves
The general reserves are not restricted or designated
for use and the reserves policy requires a general
reserve of at least 10% of the total reserves. At the
end of the year the general reserve was £422,389 and
complies with the policy.
Designated reserves
Designated reserves are unrestricted funds that have
been allocated for a particular purpose by the
Trustees. That purpose is either a requirement of the
reserves policy or a specific project approved by the
Trustees and funded from reserves. Designated funds
include:


The Working capital reserve.



The Fixed Asset reserve which is equivalent to
the value of the organisation’s fixed assets in
recognition of the fact that they are income
generating assets and are not readily
convertible to cash. This reserve is currently
£2,708,193 which covers the net book value of
all assets excluding the nursing home which is
only partially covered. The Trustees recognise
that this reserve needs to be increased by
£1,687,115 when funds are available



The bond reserve is designated in recognition of
the cash deposit that is required by a Havering
contract as a bond. This cash is not available to
the organisation until the end of the contract.
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Independent Auditors’ Report
on the financial statements to the members of Outlook Care

We have audited the consolidated financial statements
of Outlook Care for the year ended 31 March 2014
which comprise the consolidated and charity
statements of financial activities, balance sheets, cash
flow statements, and the related notes. These financial
statements have been prepared under the accounting
policies set out therein.

Scope of the audit of the financial statements
A description of the scope of an audit of financial
statements is provided on the Financial Reporting
Council's website at
www.frc.org.uk/auditscopeukprivate.

Opinion on financial statements
This report is made solely to the society’s members, as
a body, in accordance with Section 7 of the
Co-operative and Community Benefit Societies Act
2014 Our work has been undertaken so that we might
state to the society’s members those matters we are
required to state to them in an auditors’ report and for
no other purpose. To the fullest extent permitted by
law, we do not accept or assume responsibility to
anyone other than the society and the society’s
members as a body, for our audit work, for this report
or the opinions we have formed

Respective responsibilities of the board and
auditors
As explained more fully in the Statement of the Board
of Management’s responsibility set out on page 14. the
Board of Management is responsible for the
preparation of the financial statements and for being
satisfied that they give a true and fair view.

Our responsibility is to audit the financial statements in
accordance with applicable law and International
Standards on Auditing (UK and Ireland). Those
standards require us to comply with the Auditing
Practices Board’s Ethical Standards for Auditors
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In our opinion:


the financial statements give a true and fair
view, in accordance with United Kingdom
Generally Accepted Accounting Practice, of the
state of the society’s and the group’s affairs as
at 31 March 2014 and of their income and
expenditure for the year then ended; and



the financial statements have been properly
prepared in accordance with the Co-operative
and Community Benefit Societies Act 2014.
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Matters on which we are required to report by
exception

We have nothing to report in respect of the following
matters where Co-operative and Community Benefit
Societies Act 2014 require us to report to you if, in our
opinion:



the society has not kept proper books of account; or



the society has not maintained a satisfactory
system of control over its transactions ; or



the financial statements are not in agreement
with the books of account; or



we have not received all the information and
explanations we require for our audit.

haysmacintyre
Statutory Auditors

26 Red Lion Square
London
WC1R 4AG
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