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...managed to stay on our path of
continuous learning and improvement.



We have always known that people
who care for a living are special

people. They need compassion,
commitment, flexibility and, sometimes,
bravery.

Never did we think we would test all
those qualities to the limits they have
been in recent months.

In so many ways this is not (and
could never be) a normal Annual
Review for Coverage Care Services.
The challenges and changes we have
seen have been extraordinary – a word
often overused, but now meant in its
fullest sense.

Yet in other ways, this publication is
able to reflect the way we want our
homes to be and the power of human
beings to push through adversity and
find the light in their day-to-day lives.

Thanks to our heroic, hardworking,
caring staff those who live with us have
maintained a quality of life that might
surprise the many people who for such
a long time were not permitted to enter
our premises and be near their loved
ones.

The activities, distractions,
entertainment and sheer humanity of
our people has kept so many smiles
on so many faces – not least their own.

Our care settings are communities
and never has that been more clearly
proven than during the challenges
posed by a virus that has raced across
the globe.

This time has also been testament to
the support and resolve shown by the
families and friends of our residents,
who have supported measures we have
never had to take before and backed
our closing of homes to non-essential
entry.

All that said, a global outbreak of a
coronavirus does not define what has
been achieved by our organisation in
the course of the 12 months we are
reporting on here.

As ever, there have been major
developments in the way we work, who
we work with and how we have

managed to stay on our path of
continuous learning and improvement.

I must take this opportunity to ensure
recognition for the colleagues who have
left us during the year, not least our
chief executive, Chris Wall, and board
member Roy Broad, both of whom have
moved to other parts of the country but
whom we of course thank profusely for
their service.

While we said a fond farewell in
these pages last year to our previous
chief executive, David Coull, to what
should have been a well-earned
retirement, we were fortunate to be able
to welcome him back as interim chief
executive when Chris had to leave.
David’s experience and steady hand
have been invaluable in confronting
the many challenges of the pandemic
and I know his presence has been a
reassurance to many.

It is good to think that there are
always positives to be unearthed from
any situation. One such example is the
leap forward in communications caused
by homes which could not accept
visitors for a prolonged period. We
quickly invested heavily in laptops and
the knowledge needed to connect
residents with their loved ones via

video. This is a capability which should
prove a bonus hereinafter for improved
communications, wherever people are
in the world when they want to connect
with someone in our homes.

Above all, what must be reflected
here is our gratitude: To the staff who
went above and beyond on a daily
basis in a frightening situation; to the
managers who found solutions to
questions they had never before been
asked at the shortest of notice and
provided the support their staff needed
through this; to the head office team
who kept the wheels turning despite
tremendous pressure and the need to
suddenly work remotely; to our
executive team who didn’t stop until a
problem was solved and worked to look
out for absolutely everybody’s welfare;
to the families and friends who supported
our actions and asked how they could
help and, not least, to our residents who
showed the character to confront this
with us with smiles on their faces.

For all of the positives, there is no
doubt this was a tragic year. Lives were
lost to a pernicious virus, including in
our homes, with all the attendant
impacts on families, friends and our
staff.

This Annual Review allows us to put
on record for all time our condolences
to each and every family and our
gratitude that, but for the heroic efforts
of many, it could have been much
worse. We hope they will look back at
this time in years to come with a pride
in a job well done that overrides their
sadness.

From the board and I, our heartfelt
thanks to each and every one of you.

Ian Gordon
Chairman of the Board

Chairman’s introduction
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There is no other place for me
to begin than by reiterating the

gratitude expressed by our chairman for
the heroic commitment of the Coverage
Care staff during these testing times and
the deepest condolences to those families
who lost loved ones before their time.

It is a testament to the way in which
our staff rose to the challenge that our
homes did not run out of personal
protective equipment and other crucial
supplies and remained safe and caring
places to live through the worst months
in the first half of this year.

Their pride in a job well done should
be amplified by the knowledge that they
achieved this in spite of the challenges
arrayed against them, such as an early
absence of accessible testing (and the
fact that we were only just emerging
from the impacts of severe flooding on
the county).

We took the decision at a very early
stage, some time before the government,
that our doors would be closed to non-
essential visitors. It was at this point
the reality of the serious nature of the
situation really came home to many
people.

While the country is yet far from
clear of the coronavirus challenge we
have transitioned to a new rhythm of
operating, with great care for anti-
contamination measures built into
every interaction, not least with the
introduction of thermal imaging cameras
checking the temperature of every visitor.

It is likely to be some time before
care settings can be the relatively open,
welcoming places we all want them to
routinely be, but we are determined to
strive for a close approximation of
normality.

Even in the face of these challenges
we are delighted to have maintained a
strong track record in inspections, with
all homes rated as ‘good’ for being
‘caring’ and ‘effective’. While there are
some areas identified for improvement
in just three homes, we are confident
these have been thoroughly addressed
ready for a re-appraisal. Woodcroft, in
Market Drayton remains ‘Outstanding’
and a shining example among our sites.

It is sad but true to say that the
consequences of major unplanned
investment in materials, staff and
technology will have a future impact
on the finances of the care sector.

Going into the Covid-19 crisis there
had still not been any sign of necessary

significant reform in funding nationally
and negotiations around fees with local
authorities had been extremely
challenging.

Coverage Care Services has perhaps
more flexibility than many providers as
a not-for-profit care provider. With no
shareholders to take dividends all
operating profit goes back into providing
services or ensuring a stable financial
bedrock. Despite this, there is a low
point in per bed fees below which we
cannot go and still maintain our
responsibility for good corporate
governance and our wider objective
to refresh and reinvest in the services
we provide.

We do anticipate the need to further
consider the difficult issue of the split
between self-funding residents and the
number of places we can make available
to the state-funded social care sector.
With that said we remain hopeful that
the long-awaited government proposals
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for the funding of long-term care
will provide more equitable
support.

We know that we
have learned
tremendously
valuable lessons
from the experience
we have shared this
year and we will hope that the country
as whole will do so as well, with proper
recognition of the crucial role played by
the care sector and its people.

Even in the face of
these challenges we

are delighted to have
maintained a strong

track record in
inspections
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In the past 12 months we have
continued to build a strong framework

to enable us to deliver a high standard
of care and ensure our business is well
placed to respond to the challenges we
have and will be facing in the future.

Evolution in the provision of care is
always ongoing and the sector seems
always to be responding to changes in
society. Coverage Care’s role is to be
ready to meet those changes without
interruption to the delivery of safe and
high quality care.

All of these efforts are backed by the
hard work of our head office teams and
the systems and processes they
develop and manage to support the
success of our homes.

COVID-19 
The coronavirus outbreak has been

the single biggest challenge faced by
our team. 

We were one of the first care providers
in the region to restrict visitors before
the Government’s official lockdown
announcement, to protect the wellbeing
of our residents. 

As well as enhancing our already
stringent health and safety measures,
we introduced a number of technology
based solutions, including cameras that
scan the body temperature of every
individual entering our care homes to
make sure they are safe to be on the
premises, more laptops and tablets to
allow residents to keep in touch with
families whilst in lockdown and weekly
virtual GP clinics.

Training and Development Officer
Joanne Hodge became the dedicated
contact with families to ensure they
receive consistent and appropriate
communications.

From our teams in care homes to our
head office, our staff have all gone
above and beyond to deal quickly and
effectively with the unprecedented
circumstances caused by the global
pandemic. 

Home managers in particular have
navigated an ever-changing landscape
to provide safe and effective care whilst
facing demands from multiple agencies
and maintaining positivity for residents.
We are incredibly proud of them.

Our teamWhat is certain is that we continue to
move Coverage Care Services forward
with a positive vision to keep improving
and innovating and always with an eye
on the future.

The launch of a much brighter, more
accessible and useable website has
been an important feature of the year,
picking up themes from the dedicated
recruitment website launched last year.
We have also taken steps to create our
own nursing hub with a team of
peripatetic staff who are ready and able
to be deployed to homes who may be
faced with gaps in staffing due to leave
or illness. This provides a valuable
saving over calling in agency staff and
means we are always covering homes
with professionals familiar with our
standards and systems.

This is likely to be ever more crucial
as  we finally depart the European
Union in January 2021, particularly if
predictions of the reduced availability
of European staff come true. We have
already seen increased pressure on
recruitment as the pool of staff from
overseas has narrowed.

As I have spelled out, funding,
staffing and a continuing vacuum in
national planning are going to be the
challenges we will face in the coming
months. In addition, we cannot know
the trajectory of Covid-19 in our
communities and it may yet pose
recurring risks to which we must respond.

When we produce our Annual Review
next year, the care sector may be in a
very different shape. What we can tell
you today is that the board of Coverage
Care Services remains focused on the
financial security of the organisation for
the benefit of the people who choose to
live with us and decisions will continue
to be taken with their interests first and
foremost, come what may.

David Coull
Chief executive
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Our human resources department,
led by Samantha Woosnam, has also
faced some huge challenges, including
developing entire new protocols for safe
working. For the first time ever, they
were required to draw up new policies
for staff on behaviour outside of work,
due to the risks from Covid-19. They
are working constantly to remain up-to-
date on always-changing local and
national policy for the care sector.

It was also part of the HR team’s
responsibility to introduce the Covid

testing regime for homes and to ensure
that all vulnerable staff were shielded
during the peak of the epidemic. On
an ongoing basis, they are working
hard to look out for the mental health
and well-being of staff, including that
they take well earned time off, as many
postponed their leave during the early
days of the crisis.

A note of thanks must also go to our
Board of Directors for its support of our
executive team. Their combined
knowledge and pragmatic approach

has proved invaluable at helping us to
make difficult decisions in a timely way.

Earlier this year, even before the
pandemic became a known challenge,
the staff response in areas affected by
flooding also demonstrated their fortitude
and commitment to care. Many went to
extreme lengths to ensure they could
reach our homes for their shifts, or to
help others do so, in order that they
could keep life as normal as possible for
residents and continue to deliver the
quality of care they deserve.

QUALITY TEAM 
We have made additional

appointments to our quality and
performance team as part of the ongoing
development of service provision.

Janet Peddar-Adams has joined as
a quality performance manager with
Sarah Parker taking up the role of
quality performance support. 

This has further expanded the range
of skills and knowledge of this group
that is tasked with ensuring we deliver
the highest possible standard of care
and service. 

It is the scale and non-profit nature of
Coverage Care Services which allows
for investment in such roles, which make
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a tremendous difference to the care the
organisation is able to provide.

HOME SUPPORT TEAM
In another exciting development,

Coverage Care has established a new
Home Support Team incorporating
nurses, carers and administrative staff
to fill in at our facilities where there are
vacant roles or staff on leave.

This allows the organisation to utilise
staff that are trained to its standards and
who are familiar with its policies and
procedures to ensure continuity of care.

This bold development is an
extension of the nurse hub, which was
an innovative approach to tackle the
region’s growing nursing shortage, an
issue facing the social care sector
which is reflected across the UK.

Coverage Care now has a known,
trained and trusted team to deploy across
all key functions in its homes throughout
Shropshire and which can only be a
benefit to residents and other staff.

CQC NOMINATED INDIVIDUAL 
Operations Director Debbie Price has

taken over the role as Coverage Care’s

nominated individual who is responsible
for supervising the management of the
regulated activity to the Care Quality
Commission.

This is an important and demanding
responsibility in any care organisation,
especially those such as Coverage
Care with multiple locations which are
widely geographically spread, but
Debbie’s tremendous experience in the
sector makes her the ideal member of
the management team for this role.

RECRUITMENT 
With Coverage Care’s dedicated

recruitment website launched last year,
the human resources team is now
working on ever-improving and refined
onboarding processes. The aim is to
focus on continuing to identify the
highest calibre candidates for all roles,
on the basis that the correct hire is
more likely to be a long-term and
valuable hire.

Selection, interview and training
are all part of the focus to pick the
best candidates, prepare them well for
integration into Coverage Care’s homes
and services and set them on a path to

a successful and fulfilling career.
When the hospitality sector was hit

hard during the early stages of the Covid-
19 crisis, the company was able to
attract furloughed workers to fill catering
vacancies in homes. Given the success
of this programme, efforts will continue to
focus on ‘new to care’ candidates, with
the organisation actively encouraging
people to consider a career in the care
sector, including by offering the chance
to chat with a manager about what’s
involved and to pay a virtual visit to
a home.
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Our homes

Positive reports from the Care Quality
Commission have continued with

Barclay Gardens, in Telford, being rated
as ‘Outstanding’ in its effectiveness with
a ‘Good’ overall. Newport’s Cottage
Christian Nursing and Residential
Home also received a ‘Good’ status
from inspectors, ratings which are a
huge credit to the staff in both locations.

A programme to convert the final unit
at Oswestry’s New Fairholme into
nursing care is progressing and will
provide 23 additional nursing beds in
this large, modern and purpose-built
home when complete.

Meanwhile, Greenfields in
Whitchurch has welcomed a new
manager. Lindsey Groenewald brings
a wealth of experience in the care and
quality field to the role.

Shropshire Council also extended
Coverage Care’s contract to deliver
services at Barleyfield House for a
further five years. Barleyfield, in
Monkmoor, Shrewsbury, provides
five respite beds for people with
learning disabilities.
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information could be crucial to future
success in this area.

BREXIT PLANNING 
Before coronavirus, a key focus had

been planning for Britain’s final exit from
Europe.

This included liaising with our
network to make sure we had an

uninterrupted supply chain of items
such as food, PPE and consumables
which stood us in good stead when the
Covid-19 lockdown was introduced.

We will continue to assess and
develop our response as appropriate,
even while this remains an area with a
tremendous number unknown outcomes.

DEMENTIA STRATEGY

With dementia care long a focus
and specialism of Coverage

Care Services, the organisation has
now developed an overarching
organisational strategy in the field,
led by Mandy Walker, our quality and
performance manager.

The strategy provides the framework
for how we will move forward to ensure
our staff and homes are best equipped
to deal with the challenges presented
by the rising number of people living
with dementia.

It will ensure consistency of care
and the sharing of best practice, with
oversight to maintain and continually
improve standards and implement new
learning.

NEW ONLINE PRESENCE 
Our coveragecareservices.co.uk

website has received a new look to
reflect our recruitment website that
was launched last year.

The website gives an overview of
our homes and the services provided
as well as detailing our governance,
vision and values of the organisation.

It has been designed to meet
modern standards for accessibility
and responsive design which works
seamlessly across all platforms,
including mobile and tablets.

We think it is bright and clear and
easy to follow through to the information
visitors need.

It follows on from our major
innovation of last year, a dedicated
recruitment website –
www.carehomejob.co.uk – which aims
to attract a high calibre of staff to our
vacant roles and help people who are
looking to start or further their career
in the sector.

With demand for high quality staff
becoming fierce and the use of agency
staff expensive and not our preference
as an organisation, having our own
focus on recruitment through a portal
which provides applicants with good

Our future
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It is a key responsibility of the Board 
of Directors to ensure that the

organisation remains on a solid financial
footing in order that Coverage Care can
sustainably provide the expected service
and quality to those who rely upon it.

Whilst our trading surplus was similar
to the previous year, this is a good result
given the well-publicised pressures in
social care funding. Service cost
increases have linked most notably to
a rise of 4.9% in National Living Wage
alongside a 1% increase in pension
contributions in April 2019, plus a
further 6.2% increase in National Living
Wage in April 2020.

The Board receives regular
developing financial indicators where
it considers the information is most
valuable and useful. In particular,
recognising some of the funding
pressures on both self-funders and
public sector partners, we are
increasingly looking at our debtor
management.

The organisation’s capital reserve
remains stable and healthy, though
operating surplus increased from £297k
in 2019 to £516k in 2020. These
numbers represent an investment of
98.2% of Coverage Care’s total income
on providing its services, with 1.8%
retained as surplus and re-invested into
our business.

It is the not-for-profit nature of the
organisation that allows such a high
proportion of income to be put straight
back into service delivery.

Coverage Care’s homes are its main
financial asset and within the year £270k
(2019 £310k) was spent mainly on
refurbishments in some premises, plus
£162k of new equipment and furnishings
where needed across the group.

The issue of rising staff agency
pressures is one affecting the entire

care sector but it is one for which
Coverage Care has continued to focus
on solutions. Our peripatetic (“bank”)
team has grown and has continued to
provide support focussed on homes
where this is more needed, which varies
from week to week. This was supported
by the recruitment of ‘hub’ nurses starting
from January 2020, which has allowed
additional staffing support and reduction
of agency usage in this key area.

In a period where the Society is not
developing any new homes we have
made further lending repayments,
allowing us to reduce our financing
charges for active investment elsewhere,
primarily into key staffing and ultimately
our quality aims. 

The impact of Covid-19 on the
financial results for the year ended 31
March 2020 was limited, as planning
for our response started in earnest in
February 2020. In March there was
additional capital expenditure of 32
laptops, to allow residents to keep in
touch with their loved ones while access

Finance Director’s report

We are fortunate
enough to have

entered this
pandemic with

a strong
balance sheet.
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to the homes was restricted.
Since the year end we have seen

the full impact of the pandemic on the
care sector. As with other organisations,
we have seen a reduction in occupancy
along with increased staffing costs and
the costs of purchasing the required
levels of personal protective equipment
to maintain high levels of safety and
look after both our residents and staff.

As a key partner to local authorities,
we have supported the response to the
pandemic by the provision of 12
additional residential and nursing
Discharge to Assess (D2A) pathway
2 and 3 beds from April 2020.

We are fortunate enough to have
entered this pandemic with a strong
balance sheet. Should it be required, we
have enough liquidity to support trading
for several months. As a result of the
prudent approach taken by the Board,
Coverage Care continues to maintain
its stability in these challenging times.

Carla Jackson
Finance Director

Income & Expenditure 2019/20 2018/19
A s As(£’000s) (£’000s)

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

INCOME

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Residential Care Fees 28,665 26,238

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Other Income 1,181 1,173

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Total 29, 836 27,411

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

EXPENDITURE

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Outgoings on Residents 21,769 19,826

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Outgoings on Property 3,194 3,781

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Management and Administration 2,882 2,702

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Net Interest 755 805

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

Total 29,320 27,114  

–––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––– 

SURPLUS FOR YEAR 516 297

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

––

Finance and Statistics
2019 – 2020
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Key Statistics 2019/20 2018/19

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

Bed Occupancy (Average)...........................91.8%...............91.2%

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

Number of Residential beds ............................402...................402

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

Number of Nursing beds..................................301...................301

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

Number of LD beds ............................................11 .....................11

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

Number of Extra Care Flats ...............................62.....................62

––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––––

Number of Staff .............................................1,094................1,081



Coverage Care Services Ltd,

Allison House, Oxon Business Park,
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Call: 01743 283 200

Web: www.coveragecareservices.co.uk
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F: facebook.com/coveragecare


