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This year felt like the year that we 
emerged from the Coronavirus 
pandemic and started to look ahead 
with cautious optimism having survived 
the biggest challenge the sector has 
faced in a generation. 

The dedication and loyalty of our staff 
is extraordinary and there have been 
some significant achievements this year 
which our teams can be justly proud of. 
We were delighted to receive a positive 
CQC inspection in our Havering service 
which was rated ‘Good’ overall with no 
recommendations for improvement.

The high quality of our services was 
also recognised through several award 
successes. Our Inclusive Employment 
service which placed 97 customers with 
learning disabilities and autism into  
paid positions was crowned the East  
of England winner in the Care Innovator 
category of the Great British Care 
Awards. Our Step2Home initiative was 
victorious in winning the LaingBuisson 
Public Private Partnership Award, and 
ECL Chelmsford Charles Dickens Older 
People Service was recognised for  
their work as a finalist in the Excellence  
in Innovation category of the Caring  
UK Awards.

The Board ensures that our number 
one focus is the quality of our care and 
we are all committed to the delivery of 
consistently high quality care, now and 
in the future. And, true to our culture of 
continuous improvement, during these 
challenging times, we continued to strive 
to be the best we can be. Delivering great 
innovation and service development  
such as the successful pilot of Ward-led 
Enablement in North Essex and the 
progression of our property strategy. 

We can now begin to look forwards  
with unguarded optimism, grateful for 
the extraordinary efforts of our staff, 
and excited about the opportunities to 
help more customers be as independent 
as possible.

Welcome to our  
review of 2020-2021 

Keir Lynch,  Chief Executive Officer

Welcome from Chief Executive
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Chairman’s 
Statement 
ECL continues to deliver excellent 
outcomes for the people of Essex 
and neighbouring local authorities. 
The environment in which we operate 
continues to be challenging and whilst we 
navigated the pandemic exceptionally 
well, we recognise the significant 
hardships it placed on our customers 
and teams. We know the impact of the 
pandemic is not over and in addition 
to this we are now responding to the 
economic turmoil which is affecting us all. 

Our performance has been sustained 
by the excellence and commitment of 
all our staff and they continue to be 
the heartbeat of our organisation. The 
Board are appreciative and grateful for 
everything our people do day in and day 
out. We have looked at ways to support 
our staff during the fuel crisis and with 
general inflationary pressures, and this 
has included increasing pay where we 
can and providing additional support 
to our front-line staff to help meet 
additional fuel costs. We will continue 
to do as much as we can to support our 
teams whilst maintaining the financial 
stability of ECL. 

Michael McDonagh,  Chairman

It is right we thank Geoff Benn who 
stepped down from the Board at the 
end of August 2021. Geoff had been on 
the Board for six years and contributed 
significantly to the success of ECL during 
that period. I would also like to thank 
Councillor Whitbread for his ongoing 
support as our main Essex County 
Council stakeholder.

As I enter my second term as the 
Chair of ECL I continue to be proud 
of our organisation, our people, and 
the difference we make to the lives of 
individuals in the communities we serve. 

Our year in summary 5

Our year in  
summary

46,218  
customers enabled to be 

more independent

99%  
would refer ECL  

to friends or family

Positive CQC 
Havering rated  

‘Good’ overall 

97 customers  
placed into  

paid employment 

LaingBuisson Public Private Partnership 
Award win for Step 2 Home  
ECL’s collaboration with Essex County Council 
and NHS partners to provide a short-term 
residential reablement service to alleviate 
pressure on Essex hospitals in response to the 
Covid-19 pandemic.

Great British Care Awards East of England 
winner in the Care Innovator category 
Inclusive Employment Business Manager,  
Sue Wray, and her team for developing, 
implementing, and establishing the Inclusive 
Employment service

Caring UK Awards -  
finalist in the Excellence  
in Innovation category  
ECL Chelmsford -  
Charles Dickens  
Older People Service

Plus prestigious  
 awards success
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97 
customers started 

employment   

52 
customers started in 

volunteer positions

68 
customers started  
vocational training  

courses with our help

102 
businesses in Essex are now  

Inclusive Employment  
employers thanks to ECL

7Inclusive Employment 7

How we  
performed:

ECL’s Inclusive Employment 
service sources employment 
opportunities for adults with 
a learning disability or autism 
across the county, as well 
working to change employers’ 
attitudes towards inclusive 
recruitment.
ECL’s specialist team matches 
talented individuals to meet the 
needs of the business, creating a 
successful working relationship that 
enables the candidate to develop 
their skills and achieve their goal of 
becoming more independent. 

ECL’s Inclusive Employment service 
creates social value by positively 
impacting the wellbeing of those 
individuals in gainful employment 
and allowing employers to access a 
pool of previously untapped talent.

When Joshua (Josh) left full-time 
education, he was keen to enter the 
world of work. His mum, Carla also 
wanted Josh to have employment in 
the form of either a voluntary or paid 
position so that he was doing something 
worthwhile and had a sense of purpose.

As Josh likes to be outside, he 
originally wanted to do something like 
landscape gardening. Carla contacted 
various people to try and secure him 
a gardening job, even responding to 
Facebook posts from local people 
looking for a gardener but unfortunately 
nothing came to fruition.

Carla found out about ECL’s Inclusive 
Employment from a Facebook post by 
Meaningful Lives Essex, a programme 
run by Essex County Council and made 
contact. Carla and Josh worked with 
Sam Towns, ECL Inclusive Employment 
Consultant to complete a vocational 
profile and put together Josh’s CV. 

Our goal is to change lives like 
we have for Josh. It makes me 
so proud to see him happy in 
his job. My dream is for every 
business to be as inclusive  
as Langdon Hills,  
that would just  
be amazing!

Sam Towns, ECL Inclusive  
Employment Consultant

Inclusive Employment

Sam reached out to employers to find 
an opportunity that would suit Josh’s 
skills and interest in working outside. 
She found a position as a ground’s 
maintenance operative at Langdon Hills 
Golf Club which had the potential to be 
Josh’s dream job and worked closely 
with Josh to submit his application and 
prepare him for the interview. 

Sam supported Josh on his job trial 
and assisted Carla with accessing paid 
support for Josh’s transport to and from 
work. Not only did she help Carla submit 
an ‘access to work’ claim for help with 
the cost of transport, but she also drove 
him to and from work while the claim was 
being processed.

Carla explained: “Sam did a lot for us. 
Taking Josh to Langdon Hills for his 
interviews, attending his training to 
make sure he was OK. Josh felt very 
comfortable with Sam, I could tell that 
straight away. Josh has matured quite 
a lot since starting work. I never have to 
wake him up for work in the morning, he’s 
always up and in his uniform ready to go. 
He just loves his job – I can’t thank ECL 
and Langdon Hills enough.”

Carla &  
 Joshua’s story 
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Customers  
supported

Customers  
supported

Day Opportunities  
Service Breakdown

Day Opportunities

How we  
performed:

Our Day Opportunities 
Service provides tailored 
activities in the local 
community for older people 
living with Alzheimer’s, 
Dementia and Parkinson’s 
and adults with learning 
disabilities and/or autism.

Day Opportunities 

1,107 
 customers supported 

to maintain or increase  
their independence

90% 
of customers met  

the outcomes they  
were aspiring to

1,661 
families/carers provided with 

respite thanks to ECL  
Day Opportunities

Shirley Hawes is the love of John’s life. 
They met in 1960 and when 75-year-old 
Shirley was diagnosed with dementia 
in 2011, John was resolute that Shirley 
wouldn’t go into residential care. 

John said: “Shirley has looked after  
me well over the years, I’ve been really 
spoilt, now it’s my turn to look after her”. 

But as her condition deteriorated, things 
got very hard at home. At the time, 
John and Shirley attended a Dementia 
Café and it was there that an Admiral 
nurse spoke to John and suggested that 
Shirley try the Older People Day Service 
at ECL Colchester, Marylands. 

John said: “I’ll be honest with you; she  
really didn’t like it at first but as time  
has gone on she has settled here. 

We now treat it as if she’s going off to 
work and she’s happy with that, it gives 
her a sense of purpose. She really gets 
a lot from the nursery room as she loves 
children. She used to work in a school 
with the kids in reception and the dolls 
take her back to that happy time.”

Initially John self-funded the time 
Shirley’s spent at Marylands, however 
Sherry Mills, the service manager at 
Marylands contacted social care for 
John and explained that John was by  
his own admission, struggling to cope. 

A social worker carried out a care  
needs assessment, whilst Sherry  
and her team helped to steer John 
through the process. As a result, the 
local authority now contributes to

Shirley’s care and John pays a lot  
less than he did previously.

Shirley now attends Marylands five  
days a week and is still living at home. 
John said “At first I felt that I was letting 
her down by bringing her here, that I 
couldn’t cope. But I needed something,  
I wouldn’t be here now if it wasn’t for  
the help of the staff at Marylands.

It was getting so hard to keep Shirley  
at home, but her coming here gives  
me a lovely break.”

John &  
    Shirley’s Story 

John & Shirley Hawes

684

423

Le
a

rn
in

g
 d

is
a

b
ili

ti
es

 
a

n
d

/o
r 

a
u

ti
sm

 

O
ld

er
 p

e
o

p
le



11
10  

Essex Reablement

Essex Reablement provides 
short-term, intensive 
support at home 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.

 6,727    
customers  
supported

 554,569    
visits completed  

99.9% completed on time

94% 
of customers had  

improved outcomes 

How we  
performed:

Essex Reablement

72% 
self-caring at the  

end of their package 

Julie’s Story 
Former Care Home Manager and Social 
Worker, Julie was referred to ECL Essex 
Reablement service following a three week 
hospital discharge after a fall at home.

Julie says: “Your carers were absolutely 
wonderful. I had more or less the same 
group and they were caring, fun, kind, 
professional and they made it a pleasant 
experience. 

“Prior to retiring I used to manage care 
homes and train residential and home 
carers, so I know what good care looks 
like and I know you’ve got a great team. 
You’ve got some lovely carers. It was a 
good experience; when I needed the help 
they were there and it was everything that 
I could have asked for.”

During her career, Julie was one of Essex 
County Council’s first NVQ Social Care 
Assessors and was also an Inspector and 
Registration Officer of Homes for Adults 
and Older People in Essex.

She goes on to say: “While all of my carers 
were different, with their individual ways 
of communicating with me, they all did 
so with professionalism, supportiveness, 
compassion and, once they got to know 
me, humour in abundance. I looked 
forward to their visits, the chat, and 
the banter. I was never made to feel 
embarrassed, I was encouraged and 
praised as I made progress and they were 
all pleased when I did so.

“I would like to commend your wonderful 
team of carers for the excellent service 
that they gave me. And I would like to 
specifically mention Emma, Zac, Nellie, 
Margaret, Sian, and Dannielle who 
were, I believe, my most regular carers. 
I would value any or all of them as 
friends because to me they epitomise 
good quality care. Based on the care 
I received, if it were my decision, ECL 
would be rated ‘Excellent’.”

ECL’s Rapid Response Services  

ECL support people who have had 
a fall to be able to get up, or get the 
medical attention they may require, 
24hrs a day, 365 days a year. 

The service is delivered across Mid, 
South and West Essex and over the 
past year has helped 302 customers 
and has received 684 calls.

4,689
discharges from hospital into 
Essex Reablement services.

 
7.8 hours
On average each Essex 
Reablement customer’s  
care needs were reduced  
by 7.8 hours.
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How we  
performed:

London Borough of Havering Reablement 

Our Reablement Service 
within the London Borough 
of Havering launched in April 
2019 to provide short-term 
support of up to six weeks for 
individuals to regain the skills 
to live independently or with 
reduced care.

Ray’s Rave Review 

“Following a total hip replacement, my 
GP arranged for some assistance for me. 
The service I received from every single 
member of ECL was exceptional. 

Everyone I had a visit from was kind, 
considerate, helpful, genuinely caring 
and so easy to get along with. I felt  
very comfortable having them inside  
my home and never once thought  
‘I hope I don’t get this carer or that  
carer.’ That never even crossed my mind. 

I have a friend who is also due for a hip 
replacement and have already passed 
your contact details to him without 
hesitation. A fantastic job well done and 
congratulations on having a team of 
personnel to be proud of.”

Havering Reablement

77%  
of customers had  

improved outcomes 

 923    
customers  
supported

87% 
self-caring at the  

end of their package 

  56,969  
visits completed 

99.9% completed on time  

“The service was responsive to 
people’s individual needs which 
had a positive impact on their 
wellbeing, enabling people to 
gain greater independence 
and remain living in their own 
homes. Support was flexible 
and personalised, adjusting to 
people’s changing needs.”

Quote from CQC Report in 
which Havering achieved a 
‘Good’ rating
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 West Sussex Reablement

Our Community Reablement 
Service within West Sussex 
supports customers in their 
own home for a period of up 
to six weeks. 

High praise  
      from Shirley  

“When my husband came home from 
hospital following another stroke, we  
were provided with two carers, three 
times a day. One of the reablement  
carers was Joe. I just wanted to send 
some feedback regarding Joe. 

We found him extremely competent, 
extremely helpful, understanding, caring 
and always was in good spirits. My 
husband was feeling very down but Joe 
even managed to get a smile from him. 

I cannot praise him enough. Such a 
brilliant young man. Thank you Joe!” 

How we  
performed:

West Sussex Reablement 

The West Sussex reablement 
contract was such a success 
that an extension to the 
contract was granted for  
an additional year. 

The implementation of the 
Trusted Assessor’s role into 
the West Sussex Reablement 
service proved successful in 
its first year and the team 
have established themselves 
as a highly valued resource  
to West Sussex County 
Council staff and have 
received positive feedback 
from the Occupational 
Therapy senior practitioners.

77%  
of customers had  

improved outcomes 

  1,791 
customers  
supported

71% 
self-caring at the  

end of their package 

  85,102 
visits completed  

99.9% completed on time 

*Average figure

For every £1 spent on 
reablement services, 
West Sussex County 
Council saved £2.34.

£
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Community Equipment

ECL’s Community 
Equipment service provides 
specialist assessments 
and equipment to the local 
community.

 37,645     
home deliveries

35,483 
customers supported 

 45,871    
items recycled*  

 15,404  
collections completed 

Compliments from  
   Amanda

“I had been trying for a year to get 
a replacement for my son’s shower 
wheelchair and had been passed from 
pillar to post by social services and was 
feeling really frustrated. I appreciate it 
was during lockdown and it was a difficult 
time, but I was chasing every month and 
felt that I wasn’t getting anywhere. 

It was when I was put in touch with Trudi 
at ECL that things finally started to 
happen, she was great. Within a matter 
of weeks of her being involved, Tyler had 
his chair. She kept in touch daily to keep 
me updated on what was happening  

How we  
performed:

Community Equipment 

and even called me when she was on 
holiday to check on things. The first chair 
wasn’t quite right for Tyler and so she 
found a new supplier in just a few days 
and within seven days he had the right 
chair. She never let me down, she went 
above and beyond she really did. She 
even arranged for outside carers to come 
in and help me lift him into his new chair 
as well as contacting social services to 
get me other new equipment.

I really feel that if it wasn’t for Trudi it 
would’ve been a very different story, she 
was amazing.”

1,826 
of our deliveries were same 
day, supporting urgent 
hospital discharges. 

£8.8m  
worth of equipment 

recycled and refunded 
 to partners - £439,000 

 more than in 2020/21

£

12%  
increase in demand  
for our services.

*  
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How we  
performed:

Sensory Services

ECL Sensory supports 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 
one-to-one support.

Jessie’s story 
A type 1 diabetic, 26-year old Jessie 
now has some issues with her kidneys, 
lost the sight in her left eye and has 
significant sight loss in her right eye.  
She was referred to ECL Sensory 
Services in January 2021 and received 
support from ECL Sensory Service 
Rehabilitation Worker, Sara Poole. 

Jessie is an independent and, by her own 
admission, stubborn young woman, and 
was at first, reluctant to accept help. But 
as her sight loss significantly worsened 
she began to find it harder to manage 
and at the insistence of her mum, agreed 
to meet with Sara.

Jessie says: “My mum used to make 
me go to diabetic support groups and 
counselling as a teenager and I hated 
it. I didn’t want to be different. When my 
sight went and I was offered help, it took 
me back to being 14 and being made to 
attend groups and counselling sessions. 
When was referred to ECL, I was in a bad 
way and my mum eventually persuaded 
me to let Sara help. I didn’t expect it to 
help me at all, but once I was introduced 
to Sara, my opinion changed!

“Sara really understood my perspective 
as a young woman who was struggling 
to accept that my vision is not like that 
of the other 26-year-olds I know. She was 
totally respectful of the fact that I didn’t 
want to feel or look different and helped 

me feel more confident and comfortable 
with my new way of life. She introduced 
gadgets like a screen reader and set me 
up with an iPad so I could connect on 
social media like other people my age. I 
feel more positive about the future now. 
What she has taught me has meant that 
I can go about my daily life as safely 
as possible without feeling I am being 
labelled as ‘different’, which is great.”

Jessie went from not wanting to accept 
rehabilitation support to not wanting 
the service to come to an end. As ECL 
visual impairment rehabilitation support 
is person centred and not time limited, 
Sara continued to support Jessie for 15 
months and still checks on her today. 

Sensory services 19

 1,189  
people offered advice, 
information, guidance,  

and emotional support*

*including signposting, and referral  
to ECL or another organisation

*a 14.8% increase on 20/21

 388 
customers provided with  

sensory equipment enabling  
their independence

716 
customers  

referred to our  
sensory service*

“My ECL Sensory 
Service Rehabilitation 
Worker went above 
and beyond to help 
me. She went through 
literally everything I 
do in my day to day 
life and provided tools 
and techniques to 
make sure I can still 
do it all.” 

Jessie  
Macaulay
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ECL Care Solutions

ECL Care Solutions

Many of our frontline staff are  
often asked whether we provide  
a private service. People love the 
care and support ECL provides  
and often want this to continue 
after their social care funded 
support ends. 

In response to this demand, during 
2021 we developed our private pay 
service ECL Care Solutions. 

ECL Care Solutions offers a holistic 
package of private care services to 
enable people to live as independently 
as they possibly can within their own 
homes. The service provides flexible, 
self-funded care and support as well as  
advice about a wide range of mobility and 
technology-based care equipment which 
complements the offering of our social 
care and NHS commissioned services.

This customer-led service will facilitate 
access to the community such as visits 
to local shops, health appointments 
and social clubs, as well as encouraging 
participation in community events. 
Customers can include access to Day 

We were already familiar with ECL 
having had experience of its fantastic 
Reablement service, so I suggested 
contacting them to see if private care was 
an option. We were directed to ECL Care 
Solutions and after an initial assessment, 
agreed a care plan which involved daily 
visits in the morning and evening. 

The Care Solutions team handled 
absolutely everything for us, taking all 
the worry and stress out of what could 
have been an anxious time. Knowing 
our parents were in good hands was 
such a weight off everyone’s minds, and 
we wouldn’t hesitate to use the service 
again in the future.”

Centres in their package, tapping into  
the wider ECL network of support. Care 
will also be supported with the provision 
of Care Technology giving customers  
and their families added peace of mind.

One customer who has already 
benefitted from ECL Care Solutions 
services is Sarah who used our service 
to help her elderly parents. She says: 

“My brother is the primary carer for my 
elderly parents and doesn’t often get to 
take a proper break. When he told us he 
wanted to go away for a few days, we 
decided to look at options for home care 
to give us all some peace of mind.  

ECL Care Solutions
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Supported Living 23

Our People

We have over 1,200 colleagues working for ECL, each striving to 
provide person-centred care and supporting our customers to achieve 
their aspirations of independence. 

Our staff live our values each and every day and the great feedback 
we regularly receive through our Trustpilot reviews and direct 
communication from customers and their loved ones is testament  
to the amazing work that they do.

“The best thing about working for ECL is helping customers 
to get stronger and healthier, and the enormous sense of 
pride and accomplishment that comes along with that. I’ve 
never been happier at work than I am here at ECL. It’s so 
rewarding to be doing a job where you can make a tangible 
difference to people’s lives.”

Harry Sims, Community Care Assistant

“When I first joined ECL Marylands as an apprentice six 
years ago I knew right away that I wanted to stay. I find it 
really rewarding supporting people with additional needs, 
as well as supporting their families and loved ones when 
they may be struggling with their own caring responsibilities. 
Management have always been so supportive of my 
ambition to progress and have helped me to climb the 
ranks from apprentice to Customer Care Assistant, Team 
Leader, and now Service Manager.”

Katie Craig, Service Manager Maldon Day Service

“The Community Equipment Services team provide a 
vital and truly amazing service to customers across the 
county. I love knowing that the work we’re doing is helping 
to keep people safe and allowing them to maintain their 
independence… As a manager myself now, I strive to offer 
my team the same level of support and guidance that I’ve 
been lucky enough to enjoy and I’m really looking forward to 
helping more people like me to achieve great things within 
the Community Equipment Service team.”

Sam Gooch, Installation and Adaptation Manager,  
ECL Community Equipment Services

89% 
feel their work contributes to making  
a difference to the local community.

I love working for ECL because...

Supported Living 23Our People 23



We deliver all our services out in the 
community whether this be in a Day  
Centre or in peoples’ homes. Each year our 
staff interact with over 45,000 customers 
helping them stay as independent as  
possible for as long as possible.  

We acknowledge that we also have a responsibility 
to the wider global community to reduce waste, 
lower carbon emissions and help towards achieving 
our collective goal of reaching net zero. 

Our Corporate Social Responsibility policy  
aims to: 

Community

•   To have a positive impact in the 
communities in which we serve.

•   To encourage and help staff to volunteer  
to support community activities.

•   To support third sector organisations in 
our community through donations, shared 
resources and offering reduced costs 
for services provided where possible.

Environment

•   To become carbon neutral by reducing 
carbon emissions in the following 
areas: Transport, Property, Recycling, 
Customer, Digital and Supply Chain.

Economic 

•   To pay all staff above the National Living Wage. 

•   To make apprenticeship opportunities 
available to those young people who are 
disadvantaged or under-represented. 

•   To work with small and medium Enterprises 
or local suppliers wherever possible. 

Our  
Impact  

£53.7m 
Revenue

8.8%  
Growth

2020-21 

Finance 

25Finance
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