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Welcome to our review  
of 2022-2023

Award success 

ECL continues to deliver great outcomes 
to people who receive services from 
us in Essex and South East England. 
We consistently challenge ourselves 
as we continue to strive to be the best 
organisation we can be.  

In 2022-2023, we have been improving our 
offer through innovation and identifying 
unmet needs that we can fulfil. This has 
included the launch of our Ward-led 
Enablement Service which provides 
reablement care to older people while in 
hospital prior to their discharge. The roll 
out of this service has been well received 
by patients and hospital staff and is 
transforming the ‘stay in bed’ culture in 
Essex hospitals. Reducing the average 
length of stay per patient by three days 
in its first three months in action at 
Colchester hospital, a 42% improvement. 

This year things fully returned to  
normal, post-pandemic. Since then  
we have launched our new values:  
Caring, Teamwork, Excellence and 
Integrity which our staff embody daily. 
Our staff across all services continue to 
do an amazing job and the Board are 
appreciative of everything they do.

Michael McDonagh,  Chairman

At the end of this year, we said farewell 
and thank you to Keir Lynch who stepped 
down as our Chief Executive in March. 
Keir did an amazing job in his seven years 
at ECL, leading the business through 
turbulent times and never losing sight of 
our customers and colleagues. Following 
Keir’s departure we welcomed Peter 
Fairley as our interim Managing Director, 
a joint role with his position at Essex 
County Council.  

Peter will lead the organisation in his own 
way, building on Keir’s legacy. 

We have had strong support from Essex 
County Council and I would like to thank 
Councillor Kevin Bentley and Councillor 
Chris Whitbread for their continued 
advocacy and wise counsel. 

As we look ahead, we will continue to 
focus on people and where we can 
deliver maximum benefit. Remaining 
focused on maintaining the quality of 
services we deliver and being proud of 
the difference we make to people’s lives 
in the communities in which we operate.

Our year in summary 5

Our year in  
summary

47,383  
 customers supported to be 

more independent

99%  
would recommend ECL to 

friends or family – third 
consecutive year!

99.98%  
visits took place as  

planned and on time

Retained high reliability rates

National Learning Disabilities and Autism Awards 
ECL Woodlands Crafty Drama received the  
accolade of ‘Highly Commended’ by the  
judges in the ‘People’s Award’ category. 

Social Care Leadership Awards  
Fran Driver, Head of Quality and Governance 
won the Social Care Leadership, Quality 
Assurance Leader Award. Sue Wray, Inclusive 
Employment Business Manager, was a finalist 
in the Executive Learning Disabilities and 
Autism Leader category. 

This year ECL had significant  
national award success:

National Care Awards 
Sherry Mills, Older People 
Service Manager won 
‘Dementia Care Manager’ 
Award at the 24th  
National Care Awards.
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740 
adults with learning  

disabilities supported to  
access inclusive employment

123 
additional customers  

placed into  
paid employment 

57 
customers placed  

in volunteer positions 

£561k 
in savings to ECC from  

placing into employment 

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 as working to change 
employers’ attitudes towards 
inclusive recruitment. 

Sarah is 26 and loves art, cooking, and 
West Ham United football club. She lives 
with profound deafness and autism 
and communicates using British Sign 
Language (BSL).

With her passion for cooking, Sarah 
was keen to get a paid job in catering, 
having previously undertaken work-
based training at ECL Greenacres 
day centre. Inclusive Employment 
Consultant Caroline Giess worked with 
Sarah to complete a vocational profile 
and create an impressive CV to help her 
apply for suitable positions.

Sarah signed: “I felt very nervous at 
first, but I really wanted to find a job 
where I felt included and an employer 
that would support me to have a BSL 
interpreter at work with me.”

Caroline approached The Lion Inn, 
which had employed another  
gentleman with learning disabilities  
for over 12 years, to find out if they  
would have a position for her.  

It helps to know that the ECL Inclusive 
Employment team is on hand if 
needed, they have been amazing, 
and I look forward to our continued 
working relationship with them.

Leighanne Ship,  
General Manager The Lion Inn

Inclusive Employment Value: Integrity

The Lion Inn was open to finding out more 
about Sarah and offered her a work trial. 

General Manager, Leighanne Ship, said: “It 
was clear during the work trial that Sarah’s 
knowledge of food hygiene was sound, and 
her knife skills were excellent. In fact, she is 
too skilled for a kitchen porter role, so we 
offered her a job as a Prep Chef, working  
15 hours a week.”

Sarah was very excited to start her job in 
August 2022, supported by ECL Inclusive 
Employment Job Coach Linda Thompson, 
who helped her settle in and guide her 
through the onboarding process and 
e-learning. 

Sarah has the assistance of a BSL 
interpreter provided by the Royal 
Association for the Deaf at every shift. 
They facilitate the essential day-to-
day conversation in the workplace and 
communication between the Lion Inn and 
Sarah’s mum.

Sarah signed: “I am so happy. I feel part of 
a team, have made new friends, and now 
have my own money and a bank account!”

Sarah’s story

making us the biggest inclusive  
employment service in the country

£

Transforming attitudes 
towards inclusive recruitment; 

112 businesses
in Essex are now disability 
confident employers. 
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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 community 
for older people living with 
Alzheimer’s, Dementia and 
Parkinson’s as well as adults 
with learning disabilities  
and/or autism.

Day Opportunities 

1,051 
 customers supported 

to maintain or increase  
their independence

14 customers moved between  
older peoples’ and learning disabilities  
services in 2022-2023.

94% 
of customers met  

the outcomes they  
were aspiring to

For people living with dementia 
and Alzheimer’s important family 
celebrations such as weddings, 
christenings and other special events 
can present a unique set of challenges.

For the family of one customer with 
advanced Alzheimer’s related dementia, 
making sure she could participate in 
her granddaughter’s wedding day was 
incredibly important, and they turned to 
ECL Clacton – Millicent’s Day Centre for 
advice on how to make it possible.

Anne’s daughter Lisa approached the 
Millicent’s team to find out where she 
could access some one-to-one support 
for the day. Service Manager, Claire Lee 
did more than offer advice, she spoke 
with the team to see if one of Anne’s 
Community Care Assistants would be 
willing to help.

Angela Coare readily agreed to support 
Anne on this special day, having worked 
closely with Anne since she began 
attending the service. On the day of the 
wedding Angela went to Anne’s  

home, helped her to get ready and went 
with her to the wedding to support her 
throughout the day. 

Angela said: “It was important to us to 
help Anne be at her granddaughter’s 
wedding. I felt privileged to be able to 
support the family so that they could 
all enjoy their granddaughter’s magical 
day. Anne was really happy to get all 
dressed up and was in a jolly mood. 
She enjoyed every minute of it, she was 
smiling, greeting everyone, and loved 
seeing all of children, the music and 
dancing; it was wonderful to see.”

Anne’s granddaughter was thrilled to 
have her grandmother as part of her 
special day.

Lisa said: “Mum has always enjoyed a 
social occasion and she loved it. I’m not 
sure she could have been there without 
Angela’s help. Thanks to her, mum could 
enjoy the day and have the support 
that she needed. It gave my stepdad 
the freedom to leave her if he needed to 
go and greet guests. It was really lovely 
of Angela to come and support her. It 
meant so much to us.”

Anne’s story 

Anne and  
      her husband
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Value: Caring
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Community Equipment

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

 51,916      
home  

deliveries

reducing the carbon 
footprint and improving 
value for money  
for tax payers.

 5,788  
deliveries made on the same day as the 

order was received, supporting flow  
in the intermediate care system

21,645
collections 
completed

Thank you  
        from Sarah

“As a community palliative nurse, I often 
have contact with ECL Community 
Equipment Services so am aware of  
their work. More recently I contacted 
them as a service user, as my father  
died at home last month. 

“When he moved to palliative home care, 
we got in touch as we needed a bed 
delivered. It was ordered and delivered 
the next morning. He was in it and settled 
by 10am. The delivery guys were friendly 
and helpful. 

How we  
performed:

Community Equipment 

“When he passed away collection was 
timely and seamless. Again, they came 
first thing in the morning, so my mum 
didn’t have to wait in all day. 

“We really can’t fault the service, for us 
it was second to none and we are so 
appreciative. Thank you!”

49,277
items of equipment were 
recycled this year, equating 
to £10.5m refunds to  
health and social care 
partner organisations -  
a 19% increase in refunds 
compared to last year and 
reducing the impact on  
the environment.

£

Value: Teamwork

 34,547
customers supported  

to be more independent  
at home
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Value: Caring

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. 

 6,200    
customers supported  

to be more independent  
at home

 481,182     
care visits completed  

99.8% completed on time

93% 
of customers had  

improved outcomes 

How we  
performed:

Essex Reablement

71% 
had no further care  
needs at the end of  

their reablement care  

Norman and 
Lily’s story 

After a hospital stay, Norman’s wife Lily 
– who has vascular dementia - found she 
was no longer able to care for herself the 
way she could before. 

Norman was advised to consider 
residential care, but after nearly 70 years 
of marriage the thought of living apart was 
heart-breaking for them both.  Thankfully, 
ECL’s Essex Reablement Service was able 
to step in to ensure they could stay in the 
home they love, together.

When Lily was admitted to hospital, a 
Covid outbreak meant that she was 
placed on an isolation ward. With a lack 
of stimulation and limited opportunity to 
move around, her ability to care for herself 
deteriorated and she was discharged with 
poor mobility and relying on her family for 
assistance with nutrition, dressing, and 
personal care. The hospital suggested that 
a residential home might be best for her 
going forward. 

Neither Lily nor her husband wanted 
to be separated from one another. The 
thought of moving her into a care home 
was upsetting for the whole family, but she 
was now barely able to stand, and needed 
additional support. A referral was made to 
ECL’s Reablement Service in the hope that 
Lily could regain enough strength to allow 
her to stay at home. 

ECL’s Reablement team initially visited 
Lily four times a day and, over a period of 
six weeks, were able to help get her back 
on her feet. By the end of the placement, 
they had facilitated such significant 
improvement in her mobility and dexterity 
that visits were reduced to just one carer, 
once a day. 

The family credits her recovery to 
the exceptional care and enormous 
encouragement Lily received from ECL. 

Norman said: “The recovery Lily has 
made is amazing. Without the support 
we received from ECL, Lily would have 
had a very different story. She would not 
have been able to stay at home and I 
would not have been able to provide the 
care and support she needed. We highly 
recommend ECL!” 

ECL’s Rapid Response Services  

ECL supports people who have had 
a fall at home to be able to get up, or 
get the medical attention they may 
require, 24 hours a day, 365 days a 
year. The service is delivered across 
Mid, South and West Essex and 
over the past year has helped 608 
customers. The service has received 
1,433 calls in the last year, and has 
arrived at the customer’s home within 
one hour of the call time for 96%.
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How we  
performed:

London Borough of Havering Reablement 

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

Mary’s message  
of thanks 

“I want to sincerely express my gratitude 
to the team who have taken care of me. 
Everybody has made me feel at peace 
and supported. 

The whole care package I have received 
over the last nine weeks (three weeks, 
then another six weeks following a 
hospital visit) has been excellent.  
Keep doing what you are all doing,  
you’re wonderful!

Havering Reablement

81%  
of customers had  

improved outcomes 

 1,044    
customers supported  

to be more independent  
at home

  59,023  
visits completed 

99.9% completed on time  

89% 
had no further care  
needs at the end of  

their reablement care  

Value: Teamwork
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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. 

Ali’s fantastic  
feedback  

Our West Sussex Reablement team 
recently received some wonderful 
feedback from the daughter of one of 
their customers. A lovely reminder of what 
a difference our care teams make to 
families every day:

“To all of the wonderful carers at ECL - 
Leone, Mark, Amanda, Jackie, Caroline, 
Odei, Ashley, and so many more, I’m  
sorry I can’t remember all the names,  
but I just want to thank you all for the 
continuing care you’ve been giving to  
my dad, Hugh. 

“You’ve all greeted him by his name 
(and his pets too!) and seen him as 
an individual with unique needs. I’m 
so grateful that you’ve been around 

How we  
performed:

West Sussex Reablement 

Celebrating 10 years  
of the West Sussex  
Reablement contract!

With our highest levels of  
staffing to date at this service,  
it enables us to provide more 
hours of support than ever 
before to the region.

  78,182 
visits completed  

99.8% completed on time 

  1,602 
care packages  

delivered  

to help him regain his confidence and 
independence - we’re getting there, step 
by step. I know dad doesn’t always find it 
easy to see the progress, but I can and a 
big thanks for that goes to ECL. 

“I need to head back to Mexico to be  
with my family but I I’m leaving him in the 
best hands. Thank you, thank you. It’s 
been hard to see him struggle but I think 
it’s been the way for him to progress. 
Please continue to come up with thoughts 
and ideas that could help - I know dad 
finds Mark and his visits (assessments) 
a real boost, thank you again to you all. 
Thank you for caring.”

Ali  
(Hugh’s daughter)

Value: Excellence

 1,500 
customers supported  

to be more independent  
at home
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How we  
performed:

Sensory Services

ECL Sensory Service 
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.

Ronald’s story 
When Ronald, who is registered blind, 
was told he was to be discharged from 
hospital after a health scare, he was 
concerned about how he’d manage on 
his own so soon.

Ronald has no vision at all in his right 
eye and just five per cent in his left, so 
when he was told he was to be sent home 
from hospital to rehabilitate he was 
understandably anxious. His healthcare 
professional was able to refer him to 
ECL’s Reablement team and Sensory 
Service to ensure a smooth transition 
home and, after meeting the Sensory 
team he quickly realised he was in very 
capable hands.

Along with daily visits from experienced 
Community Care Assistants who 
ensured he followed his exercise plan 
and administered medication; Ronald 
was also teamed up with a Rehabilitation 
Worker from ECL’s Sensory Service  
who worked closely with him to build  
his confidence.

 

Ronald said, “I had a lot of support 
from ECL, but my Rehabilitation Worker 
from the Sensory Service remains 
one of the most useful, friendly, 
and understanding people I’ve ever 
worked with. We instantly clicked 
and she was able to truly empathise 
with my situation as she had a 
visual impairment herself which was 
comforting to know.”

“She gave me a wealth of advice that 
I’ve carried with me – lots of excellent 
road safety suggestions that I’d never 
have thought of myself, but more than 
that, she had a lovely way about her 
that just made you want to do your 
best. I’m grateful for all the help I 
received over those six weeks, but  
I was particularly sorry to see her go.” 

Sensory Services 19

 1,259  
people offered advice, 
information, guidance,  

and emotional support*

*including signposting, and referral  
to ECL or another organisation

*53% increase from 2021-2022

 389 
customers provided  

with independence enabling 
sensory equipment 

27,056  
people supported by 
the six charities working 
as part of the Essex 
Sensory Community 
partnership.

1,097  
customers  

referred to our  
sensory service*

ECL’s sensory support service and 
ECC received a ‘Stepping Forwards’ 
commendation from Deafblind UK for 
community support and service:

“The Deafblind UK ‘Stepping Forwards’ 
commendations are a way of 
recognising people who have gone 
above the call of duty to support the 
deafblind community. ECL and ECC 
provide such an important service 
to people in Essex, and we wanted to 
recognise what a difference it is making 
to people’s lives.

Robert Nolan,  
Chair of Deafblind UK

Value: Teamwork
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The Ward-led Enablement programme 
delivered by ECL, is a brand-new way 
of looking at how to get older hospital 
patients up and moving around as 
soon as possible to help improve their 
recovery time. 

The programme launched at Colchester  
hospital in October 2022 in partnership with 
Essex County Council (ECC) and the East  
Suffolk and North Essex NHS Foundation  
Trust (ESNEFT), following a successful  
six-month pilot in 2021.

In its first three months it reduced the average 
length of hospital stay per patient by three days, 
which equates to a 42 per-cent improvement.

This success attracted interest from the Mid 
and South Essex NHS Foundation Trust and 
the service is now being piloted in Basildon, 
Broomfield, and Southend hospitals.

*October 2022 – March 2023

How we performed:
North Essex

Ward-led Enablement Value: Excellence

One of the first patients of the 
pioneering Ward-led Enablement 
programme, 80-year-old Roy was 
admitted to hospital following the 
sudden loss of feeling and control  
of his legs. 

He was put on stroke ward and following 
many brain scans, spine scans, and MRIs, 
doctors were unable to work out why he 
had experienced this. Roy still doesn’t 
have a diagnosis and yet he has made  
a remarkable recovery thanks to the  
fact that his reablement care started 
while in hospital.

Roy spent 64 days in Colchester hospital 
and during this time, the ECL reablement 
team worked with him to regain his 
mobility. Working with him to create a care 
plan to increase his mobility over time, 
from rehabilitation exercises to help him 
walk again, supporting him to undertake 
daily tasks such as personal care. 

 

Roy said: “I thought the service was 
incredible. I really feel like I have a new  
lease of life thanks to the ECL team.  
When I was moved from the stroke ward,  
I still couldn’t walk. 

“The ECL ladies changed that! They 
spoke with the therapy team and 
requested that I try and walk with them 
so that we all knew what I could do before 
going home. Because of the work we did 
on the ward, I found the transition home 
to be very good. 

“I don’t know where I would be now if they 
hadn’t helped me while I was on the ward.  
I was really impressed by the service as  
a whole.”

Roy’s story 

I don’t know where I 
would be now if they 

hadn’t helped me.
Roy

Colchester
hospital

234
customers  
supported*

Of these:

91
were discharged with 
reablement services.

82 
improved their care 
support needs while  
in hospital.

24 
went home with no  
further care needs.
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ECL Care Solutions

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. 

Andrew was admitted to hospital with 
septicaemia while recovering from a 
Sarcoma cancer removal operation. 

Knowing that he would need daily wound 
care once he was discharged, wife Kathleen 
began looking into care options. 

She said: “He was ready to be discharged 
and I couldn’t get any ongoing care; I tried 
many care agencies, but they couldn’t offer 
the level of care that Andrew needed. So, I 
got in touch with ECL, as I had previously 
been so pleased with their Reablement 
team. Luckily, they’d launched a private 
service and could offer a full care package 
from July. 
“There was a gap of a few weeks between 
discharge and Care Solutions starting so I 
got him into a nursing home temporarily. The 
home was very good, they looked after him 
well, but it’s not like being in your own home… 
it was a home, but it wasn’t his home. Our 
wish was to have Andrew at home and Care 
Solutions made that possible. We’re really, 
really pleased – they’ve been an absolute 
godsend. If I couldn’t have got them, he’d 
probably still be in the nursing home.”

How we performed:
Mid and South Essex

How we  
performed:

Ward-led Enablement

Customer satisfaction  
surveys in March 2023 told us: 

100%    agreed they were fully involved  
in deciding their care goals

92%       felt they were treated with  
dignity and respect by ECL  
Care Solutions staff

92%         agreed ECL Care Solutions  
staff were responsive to customer 
feedback regarding changes  
to support needs.

Andrew’s story 

  4,747 
visits completed

99.9% completed on time  

Value: CaringECL Care Solutions

Southend 
hospital

Broomfield 
hospital

Basildon
hospital

96
customers  
supported*

63
customers  
supported*

90
customers  
supported*

Of these:

39 

were discharged with 
reablement services.

42 
improved their care 
support needs while  
in hospital.

 21 
went home with no  
further care needs.

Of these:

25
were discharged with 
reablement services.

28 
improved their care 
support needs while  
in hospital.

13 
went home with no  
further care needs.

Of these:

18
were discharged with 
reablement services.

35 
improved their care 
support needs while  
in hospital.

 21 
went home with no  
further care needs.

*January 2022 – March 2023
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We have over 1,270 colleagues working  
for ECL, each striving to provide  
person-centred care to support our  
customers to achieve their aspirations  
of independence. 

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

Our employee engagement survey  
results demonstrate that our employees 
love what they do. 

Our 2022 staff survey told us that:

    •   92% still intend to be working  
for ECL in 12 months’ time.

    •   94% have good relationships  
with their colleagues.

    •   92% understand how their work 
contributes to the success of ECL.

    •   90% feel their work contributes  
to making a difference to the 
community.

    •   92% feel their work is interesting.

“I love the fact that we’re 
supporting talented individuals 
with a mild learning disability or 
autism into employment. 

It’s amazing being a part of the 
team who supports candidates 
who, have had so many doors 
closed because they have had 
a disability, to find their ideal 
role and achieve a successful 
employment outcome. 

It’s so rewarding to be able to 
challenge misconceptions about 
neurodiversity and learning 
disabilities and I enjoy getting 
involved in those challenging 
conversations, seeing employers 
change their views on inclusive 
recruitment is fantastic.” 

Emma Young,  
Inclusive Employer  
Engagement Lead

“I love going on these journeys 
of recovery with people and 
helping them to be more 
independent. 

It’s great to know that we’ve 
made a positive difference  
in the lives of our customers  
and also for their families, they 
are very grateful for the support 
that they have also received 
from ECL during that journey. 

It’s a really friendly place to 
work. I have a much better work 
life balance now working in care 
compared to my previous job in 
sales where I was office based.”

Vanessa Worham,  
North Essex  
Trusted Assessor 

Our  
People 

I love working for ECL because... 

Value: Integrity
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As a community care provider, we 
acknowledge that we have a responsibility  
to the achieving our collective goal of 
reaching net zero. 

Our Corporate Social Responsibility  
strategy ensures this is front of mind,  
we aim 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 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. 

 Increased emphasis on community 
connections across all areas of  
the business.

Considerable fundraising activities for 
causes ranging from Alzheimer’s and 
Dementia Awareness, Breast Cancer 
charities to the Dog’s Trust.

ECL dares the Mayor of 
Colchester to be a carer for  
the day!

In January, ECL dared the Mayor of 
Colchester to spend a day as a carer 
as part of the Mayor’s ‘Dare the Mayor’ 
charity challenge. The Mayor, Councillor 
Tim Young spent the day with ECL’s 
North Essex Reablement team at ECL 
Colchester – Marylands.

Our  
Impact  

£54.8 million 
an increase of 2% 

compared to 2021-2022

£1.05 million   
worth of  

projected dividends

Over the past five years ECL has 
delivered £4.5 million total dividends 

to Essex County Council who is ECL’s 
shareholder which have been reinvested 

back into Essex public services

8%    
investment to  
frontline staff 

2022-2023 
    Successes 

Our Impact and Finance

Finance  
2022-2023

Record levels of income 

Value: IntegrityValue: Teamwork
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