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Who we are 
and what we do

ECL was established in 2009 as the UK’s  
first Local Authority Trading Company.  
Our company status means that we are  
a private limited company, wholly owned  
by Essex County Council.

Over the last nine years, we have grown  
to offer a wide range of specialist services. 
We are now the largest care provider in 
Essex providing high quality care to older 
people, adults receiving Reablement 
services, adults with learning disabilities  
and people with sensory impairment. 
Outside Essex, ECL provides Reablement 
services to West Sussex and the London 
Borough of Havering. 

We have six CQC registered locations;  
all rated as ‘Good’, and over 1,000 employees 
based across South East England.

ECL is passionate about increasing 
independence and helping people achieve 
their potential. This has been an exciting 
year of growth for the company as well as 
achieving some key milestones from our 
strategic plan.

“

“

Keir Lynch
Chief Executive

Community Services

  Tailored activities in the  
local community for older 
people and adults with 
learning disabilities.

  Work-based training 
supporting adults with 
learning disabilities with  
life and employment skills  
in working environments,  
ranging from catering and 
hospitality to horticulture. 

Reablement support  
at home

  Short term intensive support  
to help individuals regain  
the skills to live independently 
or with minimal support 
following a period of ill health, 
a spell in hospital or change  
in circumstance at home. 

Equipment Service

  Providing specialist 
assessments and  
equipment services. 

Sensory Services

  Supporting people with sight 
loss, hearing loss or dual 
sensory loss to maintain 
independence in every aspect 
of daily life through the 
provision of lived experience 
sensory training, sensory 
access charter marks and  
1 to 1 support. 

Who we are and what we do 

A note from us

Chairman & Chief Executive statement 

As a Local Authority Trading 
Company, we are able to 
combine the values and 
ethos of the public sector 
with the commercial agility 
and innovation of the 
private sector. This is a key 
ingredient in our continued 
growth and this year the 
company won over £50m  
of new business across  
the South East of England.  
A notable success was  
the transfer of four 
Reablement contracts  
from the failed provider 
Allied Healthcare, which 
ensured continuity of care 
for vulnerable customers. 

Our strong focus on quality 
means that customers 
achieve improved 
outcomes. We have also 
seen customer satisfaction 
increase to 97% and the 
number of compliments 
we receive has increased 
by 45% year on year. This 
is testament to the team of 
highly skilled and dedicated 
staff that we have who 
frequently go the extra  

mile to deliver the best  
possible outcomes for  
our customers. As an 
innovative organisation, 
we have continued to 
invest in new ways of 
working and to be at the 
forefront of the digital 
transformation of care. This 
year we have played a key 
role in a number of digital 
pilots and have invested 
in the development of a 
ground breaking business 
application for our Learning 
Disability services. Another 
key investment has been in 
our first Supported Living 
property which is a new and 
complementary service to 
those already provided. 

Demand for our services 
continues to grow and 
we are pleased that this 
year we have been able to 
develop our private payer 
offer. Due to our expertise 
and range of services, we 
have been able to help more 
people avoid the significant 
expense of residential care 
by being supported to 
remain at home.

Peter Martin
Chairman

Within the sector there 
is a significant pressure 
as funding levels lack 
demand, but with a focus 
on innovation and service 
excellence, we feel that there 
remain strong opportunities  
for the company.



Contract awarded for 
Essex Sensory Service
Awarded a three-year 
contract by Essex County 
Council for Sensory Services.

June

New Day  
Opportunities contract
Awarded a contract to deliver  
Day Opportunity assessments  
in West Sussex. 

September

Reablement contract 
awarded in London 
Borough of Havering 
Awarded a three-year 
contract by London  
Borough of Havering for  
the Reablement service.  
This is ECL’s first London 
Borough contract. 

ASDAN accreditation
ECL receives ASDAN 
accreditation which 
means adults with learning 
disabilities in ECL services 
can work towards nationally 
recognised qualifications 
to develop life skills and 
preparation for employment. 

January

February
Quality achievement 
in South West Essex
South West Essex regulated 
services achieved an overall 
CQC rating of ‘Good’ and 
an ‘Outstanding’ rating for 
Well-Led.

Digital innovation
Following a successful pilot 
period, StoriiCare has been 
rolled out to all Older People 
services making ECL the first 
company of its kind in the UK 
to adopt this technology.

March

Year in review

2018

October
Quality achievement in 
West Sussex
West Sussex Reablement service 
achieved an overall CQC rating  
of ‘Good’.

Reablement contract 
awarded in Essex
Essex Reablement contract 
awarded to ECL.

December

Year in review

20194

The employer of choice
The annual staff survey reported an 
industry-leading result of 82% staff 
engagement. 

August
New Supported Living 
Service
Work begins on ECL’s first 
Supported Living property in 
Chelmsford. The service is due  
to launch in autumn 2019. 

April

Year in review
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Our Hesten day centre 
for adults with learning 
disabilities was our first  
site to receive an Integrex 
interactive screen, and 
the new technology has 
enhanced the activities 
they are able to offer 
customers. Abbygail 
Feltham, Local Business 
Manager, tells us more:

“Here at Hesten, the Integrex 
screen is used daily and it is 
often the centre of what we 
do. The screen and software 
capabilities support our 
activities and all of our 
customers have so much 
fun using it.

“The customers who come 
to Hesten have profound 
and complex needs and the 
Integrex screen supports 
them in developing their 
communication, memory 
and dexterity. We also use 
it as a piece of sensory 
equipment, providing 
lighting, tranquil music and 
therapeutic interactions 
such as rippling water. 
Due to the versatility of 
its positioning, it can be 
used for customers in their 
wheelchair, on the floor,  
in a bed, or it can also be 
placed flat as a table and 
flat overhead to reach  
out to.

Over the past  
year ECL has 
invested in new 
technology to 
support the 
development of  
our service  
offer for adults 
with learning 
disabilities and 
older people. 

“Since having the screen, 
we have been able to offer 
different experiences and 
activities within our service 
and the benefit of having 
this piece of equipment has 
made a massive difference  
to our customers.”

Investment

7
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The people who work for ECL 
strive every day to provide 
person-centred care and 
support. Our workforce is 
made up of individuals who are 
motivated by our customers 
making progress against  
their own goals. 

Our people

Karma joined ECL’s Reablement 
team in West Sussex having had no 
experience in the care industry. 
During a recent shift, Karma was 
driving down a busy road and 
spotted a very confused elderly lady 
on the side of the road. She pulled 
over to find out if the lady was okay, 
and realised that she didn’t know 
who, or where, she was. Luckily the 
lady’s husband then came round 
the corner having been out looking 
for her. 

The lady did not recognise her 
husband and would not go home 
with him, but Karma managed to 
gain the lady’s trust and took her 
home. At home, Karma stayed with 
the lady, calmed her down, chatted 
and had tea with her until her  
son arrived. 

After the event, the family called to 
say how absolutely amazing Karma 
was and they could not praise  
her enough. 

Caroline is a Community Care 
Assistant supporting adults with 
learning disabilities. This year Caroline 
has shown immense dedication to 
ensuring the success of a new venture 
for ECL; the Mitie Ready2Work project. 
Ready2Work is an eight week, on-the-
job work experience programme that 
gives selected candidates the chance 
to work within a Mitie business, with the 
ultimate goal of helping them secure 
full time employment. 

ECL partnered with Mitie to provide 
opportunities for six customers to 
gain skills in Facilities Management 
within the County Hall complex in 
Chelmsford. 

Some of the candidates found 
the exposure to real working 
environments for the first time quite 
daunting. Caroline worked with the 
Mitie development team, using her 
knowledge of the individuals to ensure 
that each candidate was supported 
to meet the challenges of the 
project. Caroline said the candidates 
experienced a huge learning growth 
through the programme:
“I’ve had individuals tell me how 
much they’ve enjoyed their own 
responsibilities growing and 
how committed they are to their 
workplaces. It’s been incredible to 
watch each person’s journey.” The 
candidates valued Caroline’s support. 
One individual shared that: 
“Caroline was always available, like a 
job coach. She had time for me and 
understood what support I needed to 
complete the programme. I couldn’t 
have done it without her.”

Kirk works in the Equipment  
Service as a Driver Fitter. His role 
involves delivering and fitting 
mobility and safety equipment  
in customers’ homes. 

Unlike standard delivery drivers, 
who are measured on how 
quick they can make a delivery, 
Equipment Service staff use the 
time they have with customers to 
ensure they are safe and well in 
their own homes. Often our drivers 
are the only people a customer  
has contact with in a day. 

On a delivery during the cold winter 
period, Kirk attended a customer’s 
home to fit equipment and found 
the customer feeling unwell. Kirk 
noticed the house was cold and so 
put the heating on for the customer 
and contacted a family member. 
Kirk’s remaining deliveries for the 
day were reassigned so he could 
stay with the customer to make sure 
they were safe until help arrived.

The daughter contacted ECL to 
express her thanks: “Kirk was so 
kind, patient, genuine and honest. 
He went above and beyond to do his 
job and made sure my parents were 
okay. He really cared for them.” 

Here are a few examples of the 
amazing things our employees do.

Our people

8
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I can hear 
the birds sing

Increasing 
independence

Since Rose was referred 
to ECL’s Sensory Service, 
they have supported her in 
regaining her confidence 
with daily tasks, as well 
as helping her to acquire 
sensory devices that have 
significantly enhanced  
her quality of life. Here,  
Rose explains: 

“When I moved to Essex 
three years ago, I was put 
in touch with ECL’s Sensory 
Service as I am registered 
with severe visual and 
hearing impairment. 
 

When Mrs Jones* became 
unable to maintain her 
nutritional and personal 
hygiene needs, due to 
a physical and mental 
impairment, she was 
referred to our South-East 
regulated service for  
short term care. 

A six-week care plan was 
created by our occupational 
therapists, which was based 
on Mrs Jones’ personal 
goals and ability, such as 
improving her sitting and 
standing balance, as well  
as her self-motivation. 

Through our person- 
centred approach, the team 
supported Mrs Jones with 
daily physical exercises, 
as well as building her 
confidence and feeling of 
self-worth to overcoming 
her fears of falling. By the 
end of the period, the team 
was delighted to observe 
that her physical strength 
had improved significantly, 
and she had progressed 
from being bedbound to 
being able to sit in her chair 
for six to eight hours. She 
was even able to stand for 
short periods with the use  
of a return aid.

Mrs Jones and her husband 
were both grateful for the 
outcomes achieved and 
said that the ECL team 
had improved her level 
of independence and 
wellbeing. 
 
A positive confidence was 
restored in her that she 
could maintain her sitting 
balance and increase her 
standing balance. It also 
gave her the motivation 
to complete her daily 
exercises provided by our 
physiotherapy team to 
further improve  
her strength.

“The sensory team took  
the time to talk to me about 
my worries and anything 
that I was struggling with. 
After I explained to them 
that I had been unable to 
use my hearing aids for 
years, they arranged for 
me to see an audiologist. I 
remember walking out of 
that appointment; I couldn’t 
believe I could actually hear 
the birds sing! 

“With the support of the 
sensory team, I gradually 
gained the confidence to 
do more tasks around the 
house, such as preparing 

meals in my kitchen – they 
showed me how to cut 

things safely and 
which utensils 

to buy. 

Our stories

“I think one of the biggest 
ways the sensory team have 
helped me is by securing 
the funding for my OrCam 
MyEye glasses. A tiny 
camera on the side of the 
lens can read text, and an 
audio is output by the  
side of my hearing aid.  
The glasses even have  
face-recognition 
technology, which is really 
useful when I’m meeting up 
with friends. The best part 
is being able to hold a book 
for the first time in 20 years. 

“The sensory team also 
secured fifty per cent of the 
funding for me to be able to 
purchase my Steamer Pro 
loop system, which connects 
wirelessly to devices like  
my mobile phone and 
television so that I can  
hear them better.

“The combination of 
technology and my guide 
dog Bramble improved by 
quality of life and freedom. 
I’ve now got the confidence 
to volunteer with the 
Sensory Service and I’m 

working with them to  
help improve the lives 

of others with sensory 
impairment in the 
region.”

*Name change. 

Our stories
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Facts & figures

Our performance

430  
older people supported

96%
deliveries made 
on time

Sensory

149,000
calls handled by  
Contact Centre

1,500 
compliments

40,000 
customers

£40.5m 
turnover

people with sensory 
impairment supported

2,037

Day Opportunities

Equipment Service

140,000
pieces of equipment 
delivered

516
people provided with 
sensory equipment

Reablement

200,000 99.97%
hours of support provided of visits were on time

Facts & figures

56 
young people chose 
ECL after leaving 
education

75%
customers needed no 
further care at the end  
of their support from ECL

830  
adults with learning 
disabilities supported

98%
customers demonstrated 
increased independence, 
choice and control

97% Customer  
satisfaction
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Extracts from our 
CQC reports

“There was a positive culture where 
staff and management took pride 
in the care and support that they 
provided and that promoted an 
approach that was person-centred, 
inclusive and empowering. An external 
health professional told us: ‘ECL 
support our customers to remain as 
safe and independent as possible at 
home. The Community Reablement 
Service is very successful and  
many customers have improved or 
achieved aims with the support  
of ECL support workers.’”

“Staff ensured people’s privacy  
and dignity. One person told us:  
‘The carers are very good at upholding 
my dignity and giving me privacy  
and being respectful.’ Another person 
told us about when the carer would 
help them to have a shower and 
added, ‘The carers were fantastic,  
I never felt embarrassed, awkward or 
uncomfortable.’ Another person told  
us that they felt the carer gave them 
care with dignity and respect and told 
us that their carer helped them feel 
very at ease.”

CQC Inspection Reports, West Sussex, 
June 2018 and South West Essex,  

December 2018 
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“The management team demonstrated 
a commitment to continuous 
learning and development to drive 
improvements and deliver an excellent 
service…Staff shared the same vision 
and positive values, were kind and 
caring and regularly went the  
extra mile.”

“The service provided was aimed at 
respecting and encouraging people’s 
independence in accordance with 
their expressed wishes and goals. 
One person told us: ‘The service is 
wonderful. An assessment was carried 
out last week but I didn’t want to wait 
around for support with personal care 
as I feel I can do it myself. Someone has 
phoned every day to check I am okay; 
they are caring, interested but not 
intrusive. I can’t fault them and  
I am very impressed.’”

CQC report

Our promise

Our promise

There is nothing more important to us 
than the safety of our customers and 
the provision of high quality care. 

We maintain assurance systems across 
every area of our business to ensure 
we are providing a quality and safe 
service. This year the Care Quality 
Commission (CQC) inspected two of 
our regulated services. In South West 
Essex the inspection resulted in a 
rating of ‘Good’ with ‘Outstanding’ for 
the Well-Led element. The West Sussex 
service also achieved a rating of ‘Good’.
We are rated as ‘Good’ across all of our 
regulated services and we are proud 
that four of our services are rated as 
‘Outstanding’ for leadership:

15

“The service benefited from outstanding leadership.” 
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Since Imogen has started  
work-based training at ECL 
Saffron Walden, her dad 
Gerard has noticed that 
her confidence has grown, 
and that she has gained 
independence in relation to 
everyday life. Imogen enjoys 
the range of opportunities 
available to her, including 
catering, carpentry and 
print work, and she was 
recently involved with event 
management organisation 
Enterprise East, where she 
was able to develop and 
practise her hospitality 
skills.

As Gerard explains: “When 
Imogen finished school 
education, we were quite 
apprehensive in terms of 
what she was going to do.  
It was very difficult because 
we thought that taking her 
out of that environment  
was going to be quite 
traumatic for her and  
for us. We always wanted  
to make sure she was in  
a safe environment. 

Our stories

The future’s 
bright

“We thought that if we 
could get something that 
was work-based but also 
somewhere she would enjoy, 
that would be ideal. If she 
was at home we would say 
‘don’t touch that Imogen,’ 
or ‘be careful of that,’ but at 
ECL they give her that little 
bit of independence. I think 
that sometimes they’ll push 
her more than we would.

“Since Imogen has been 
coming to ECL, she’s picked 
up lots of skills, but she 
doesn’t look upon it as 
work. She’s broadened her 
outlook in terms of what 
she’s able to do. The social 
side of it is probably just as 
important as what you’re 
being taught, and she’s 
struck up friendships with 
quite a lot of people – in 
fact, probably most people! 

“Being at ECL has made 
her look forward to getting 
up in the mornings; going 
out, doing something. It 
has done her an enormous 
amount of good and we’re 
obviously very happy that 
she’s here!”

It’s my best day of  
my life because it’s my 
best job. I love it here!

“

“
See Imogen’s story here: youtu.be/fC1QfA9X_q4

Our stories
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Phil and his wife Linda went 
through a difficult time 
after he was diagnosed 
with Alzheimer’s, and they 
were concerned about the 
effect his condition would 
have on their quality of life. 
However, they say they were 
both relieved to discover the 
range of services available to 
them through ECL, and Phil 
now enjoys attending the 
Millicents day centre, where 
he is able to interact with 
others in similar situations. 

ECL’s day opportunities for 
older adults enable people 
like Phil to make new friends, 
engage in different activities 
and learn new skills. 

Andy Smith, Area Business 
Manager for ECL, explains:  
“We try and move away 

from those traditional care 
home activities. The staff 
within the centres provide 
a personalised service 
for individual customers 
to ensure that we’re 
supporting them in the best 
way that we can. It’s more 
about building that social 
group and engaging in new 
activities. You’re never too 
old to learn a new skill.”

And Linda says she can 
see how Phil benefits from 
his sessions at Millicents: 
“The staff encourage him 
to mingle with everybody, 
to take interest in things he 
wouldn’t be interested in. 
I don’t want Phil to be an 
object, I want Phil to be an 
independent person. But 
when he’s here he can be 
himself and they make  
his day.”

Our stories

Yes, I’ve got Alzheimer’s, but coming 
here has made me see a different way 
of life. I’ve got more confidence again to 
be out in the community, to be with my 
peers, and to adjust into a new life as I 
call it. A different life. Every day I come 
here there’s something different to do.

“

”

A new chapter

See Phil’s story here: youtu.be/lLsSiuRKCIY
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ECL is the trading name of Essex Cares Limited, Registered in England and Wales Co No: 06723149 
Registered Office: Seax House, Victoria Road South, Chelmsford, Essex, CM1 1QH
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