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Editor’s Message

It’s been a busy year at Island
Healthcare with some exciting
changes which have
modernised and expanded the
business.
We have begun the roll out of
our ‘Hub’ virtual care homes at
Westview with more in the
pipeline at Shanklin and
Brighstone.
During October, we took over
the lease of Brighstone Grange,
a traditional residential care
home in Brighstone, which has
felt like somewhat of a
homecoming for the company
directors who first started in the
care business on the Island in
1992, at Brighstone Grange.
In an effort to modernise the
way care is delivered we have
also begun the rollout of
electronic care plans which will
give more time to carers and
managers to spend doing what
they love and do best, spending
time with the people they
support.
For a closer look at what’s
happened at each home,

managers have given their
commentary in the following
pages.
In a year full of CQC inspections
I’m incredibly proud of all our
amazing staff who have
achieved excellent results for
the company, attaining a ‘good’
rating across the board is a real
accolade for any care home and
something everyone involved
can be incredibly proud of.
Whilst we still strive for
Outstanding ratings everywhere,
reading the inspector’s reports which glowed with positivity was a real highlight of the year.
To have received an incredible
Outstanding rating at Highfield
House stands Island Healthcare
apart on the Island as a provider
who meets the highest possible
standards set by our tough
regulator.
With news reports, seemingly
focussing on the negatives
when it comes to our type of
service, it is pleasing to know
we are doing our bit as an
organisation to improve that

image.
The Hub at Westview provides a
real opportunity for us to deliver
a high quality, responsive
service to local communities on
the Island. As a virtual care
home providing services to
people immediately local to our
care homes we can maintain a
high level of continuity of care
delivered by well trained staff
who have experience of working
to our high standards within the
care homes.
The model also allows us to
provide additional services a
traditional domiciliary care
agency may be unable to, such
as; day care, catering, laundry
and respite care.
It just remains for me to say
thank you for your continued
support and interest in our
organisation and we hope you
will maintain your belief in us as
we continue to grow and
improve.

Maggie Bennett
Managing Director
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Finance Report

This report is based on the annual
accounts ending 31/5/16. Overall
sales income increased by 6%
accros the year, although this was
somewhat mitigated by an
increase in the cost of achieving
those sales by 10%.
The biggest single cost in running
the business is wages. For a
number of reasons, including
taking on new members of the
head office team, VITAL Co-ordinators and administrator as well as

+6%

the introduction of the National
Living Wage our wage bill
increased by 25%.
There were noticeable increases in
repairs and renewals (17%) as well
as food, sundry items, printing and
stationary.
All of these factors contributed to
a drop in net profit by £100k from
2014/15.
Next years accounts are already

+10%

looking more healthy. The addition
of Brighstone Grange has helped
spread head office costs and
although we have invested a large
amount upgrading Brighstone
Grange our posistion remains
stable going forward.

Louise Jones

Finance Director

-3%

Total income was up between
years 2015 and 2016

Cost of sales was also up
between 2015 and 2016

Gross Profit was down by 3%
across the year

Sales income has increased at
Island Healthcare over the year
following the regrettable but
necessary decision to increase
fees, including implementing
additional charges to
individuals who are non-self
funding.

The cost of sales was also up
by 10% on the previous year. The most significant was a 25%
increase in our wage bill,
caused by the introduction of
the National Living Wage, and a
17% increase in the cost of
repairs and renewals.

Despite a substantial increase
in total sales income the costs
of achieving those sales also
substantially increased during
2015/16.
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Northbrooke House

In January I hosted an afternoon
with Viv Bennett from Public
Health England who gave a talk
on “Nurse Leadership in
challenging times “.
It was well attended by nurses
and managers from different
sectors, with ideas and
challenges being discussed.
March brought our Inspection
from CQC. After a thorough
inspection from 5 inspectors we
were proud to be awarded a
rating of GOOD in all 5 categories and an overall rating of
GOOD.
In the spring we welcomed two
new members of the family,
donkeys Theo and Noah. They
are a very therapeutic addition
to the house for residents, staff
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and visitors.
The summer brought celebrations for the Queens 90th
birthday and Northbrooke
hosted a village garden party.
The afternoon was rounded off
with a generous gift of a free
train journey on the Island
Steam Railway for all residents
and their families.

We look forward to inviting cubs
and schools, visitors and friends
to Northbrooke over the
Christmas period to join us with
celebrations.

Sally-anne Jolliffee

Registered Nurse Manager

This autumn we were delighted
to promote Renco Theunissen to
the post of Deputy Manager and
Chantelle Salt to a new position
in Rylands as of Head of Care
(Clinical).
Chantelle is the first Senior
Carer to undertake our new in
house course in Clinical Skills
and extended proactive.
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Highfield House

During 2016 Highfield has
undergone a lot of work to the
fabric of the building; we have
had alterations to our carpark,
opening up the front of the
House, a new house sign out the
front and lots of positive
feedback on the extra space.
The kitchen has been fully and
thoughtfully redesigned, giving
us a very positive Environmental
Health inspection securing our 5
Star rating again this year.
The house is gradually being
redecorated and communal
areas are looking bright with
new lights throughout.
The dementia friendly garden
has been used this summer to
its full potential with blooming
flower beds and tomatoes
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grown by the clients. We have
enjoyed entertainment in the
garden including a very well
attended family barbeque and
the Queen’s 90th Birthday Party.
Clients have been going out
daily, visiting attractions around
the Island, walking and joining in
with celebrations. Our staff team
has expanded due to more
complex clients and additional
1:1 time.

Ending the year on a huge high
note, Highfield was awarded the
highest Outstanding rating from
CQC, which I’m incredibly proud
of and justifies all the hard work
and commitment given by my
team.

Teresa Hope

Registered Manager

We have maintained our good
reputation for supporting people
with complex needs and
continue to have enquiries on a
weekly basis. Beds remain full
and we’ve recevied no
complaints throughout the year.
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Westview House

2016 has been a busy and
eventful year.
Bookending the year with 100th
birthday parties, one in January
and one in December, has given
us the chance to celebrate at
Westview.
We held a lovely party to
celebrate both days which
included our favourite performer
Andrew Knights, who brought
music and fun to Westview and
the clients, their families and
friends.
Our clients’ lives have been
enriched by Lucy, our VITAL
Coordinator, who joined in
September. Lucy makes sure
everyone has fun and laughter
whilst ensuring each activity is
tailored around them individually.
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Marion continues to take a
couple of clients to our local
singing group on a Monday
morning and we have become
involved with our local dementia
friendly church service making
sure that this is enjoyed by any
clients and family who wish to
attend.

to build close, professional
relationships with outside
agencies such as the Care
Navigators and Care
Coordinators in our local area.
Kate Hall
Registered Manager

Our community Hub
started in May and has
been received
positively. I’m very
proud of the
enthusiasm shown by
my staff who have
been making a real
difference to people’s
lives, enabling them to
stay in their own
homes and remain
independent. It has
also enabled Westview
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Tile House

Here at Tile House, the staff,
clients and families have been
heavily involved in organising
and implementing our new
innovative VITAL program.
We started with a forum,
gathering information and
collating thoughts about
stimulating activities, social
inclusion and how we could
involve local community groups.
We shared much laughter and
enjoyment throughout the whole
process. We have several family
volunteers who now support
with 1; 1 activities and the
gardens, creating a bright and
welcoming feel to our home.
We came up with a monthly
planner, which included inviting
our clients to help with daily
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activities such as preparing
vegetables for lunch, cookery
club with the chef, art and crafts
supported by local independent
companies, social media
sessions and weekly shopping
trips amongst other things.

through social stimulation,
supported by a dedicated team,
management, clients and
families, leading to a homely
environment where our clients
can feel safe and cared for.

We have made close links with
Action on Hearing Loss, who
now visit and run a quarterly
coffee morning and Arreton
School where our clients have
visited and engaged in
activities with the children.

Registered Manager

Laura Simpson

We are also piloting a
befriending service with
Independent Arts, to support
clients who do not have
friends and family nearby.
Our focus, as always, is to
provide exceptional care
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Brighstone Grange

We have had a wonderful year at
Brighstone Grange with the
continued support of the local
village and our residents friends
and families.
There has been a lot going on
and we’ve made some new
friends along the way.
One of the highlights from the
past year was a visit from the
Island Bikers who kindly came at
Easter to deliver Easter eggs to
our residents.

had by all with lots of fresh cake
and traditional games enjoyed!
The Grange also played host to
an outdoor church service in the
summer for our local
community. It was lovely to see
so many people joining our
residents for a morning of
worship.

Much to the enjoyment of our
residents the bikers also put on
an amazing motorcycle display.

Brighstone Grange has also
seen some changes this year
when, back in
October, we ceased
being operated by
Brighstone Care Ltd
and became part of
Island Healthcare Ltd.

Our annual summer fete was a
great success this year raising
funds for our social activities
program, a wonderful time was

This has offered The
Grange a great
opportunity for
residents and staff
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alike to become part of a larger
organisation with its support
crew at head office enabling us
to sustain our very special
service to our residents and their
families and friends.
We are very excited to be part of
the team.

Karen Bacon

Deputy Manager
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Operations

Island Healthcare remains committed to not just being compliant with CQC requirments but providing a
high quality consistent service which excels at all times and instills confidence in the people who live
with us and their loved ones.
Four of the 5 Island Healthcare homes
were inspected by CQC in 2016, with
only our new addition, Brighstone
Grange, still waiting to be visited.

and her team an ‘Outstanding’ rating
for the Well led and Responsive
questions with an overall ‘Outstanding’ rating.

Northbrooke House was awarded
Good across the board following its
inspection in May.
Inspectors were pleased to be told
Northbrooke was “a lovely place to
live” and were reassured to find
“People were cared for with dignity
and respect”.

Inspectors found: “The provider,
registered manager and staff all
strived to improve the lives of the
people using the service but also took
an active role to increase the
understanding of dementia and
improve the quality of care provided to
people living with dementia and their
families in the wider community.”

Tile House was next to be inspected in
July and again inspectors were
impressed with what they found,
awarding it a ‘Good’ rating for all of the
five key questions and an overall good
rating.

Being awarded this accolade from our
regulator is an immense achievement
and, at the time of writing, one shared
with only 1% of the care homes in the
country, and no other care home on
the Island.

The report highlights that “staffing
level in the home provided an
opportunity for staff to interact with
the people they were supporting in a
relaxed and unhurried manner” and
staff were noted to care for clients
“with dignity and respect”.

Westview House was the last home to
have been inspected in November and
we are yet to hear the outcome but
received glowing comments
immediately following the inspection.

The recognition these reports give for
the service Island Healthcare provides
Inspectors visited Highfield House in is reflective of the high staff numbers
September when they awarded Teresa and continued investment in repairs
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and renewals which is a hallmark of
our business.
In 2017 Island Healthcare will
continue to improve the service we
offer, maintaining the good reputation
we have and striving for the elusive
outstanding rating from CQC accross
all our homes.

Ian Bennett
Operations Director
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Quality Assurance

COMPLIANCE

HEALTH & SAFETY

supported me in 2016 to
evolve my role and I have
tailored my audits
accordingly. I continue to
produce short observations
at each home which have
proved invaluable in
identifying best practice
which can then be shared
across the organisation, as
I have produced workbooks well as highlighting any
at each site setting out how room for improvement.
Island Healthcare meets
CQC requirements and more It is particularly pleasing to
produce an Observation,
importantly, provides a
which not only reflects the
high-quality service to the
people we care for.
high standards we aim to
achieve but the love,
In October 2016 Brighstone support and happiness of
our clients, which ultimately
Grange became part of
Island Healthcare and it has is what it’s all about.
been a pleasure getting to
know the deputy manager
and staff there and
gradually introduce my
compliance work.

In the year we have
welcomed Brighstone
Grange into the group. The
planning and introduction
of ‘Hubs’ at some of Island
Healthcare’s homes has
meant that the provision of
services has been extended
to include people’s own
homes. This has presented
some very new and exciting
safety challenges for the
company, with consideration required for staff
working in unfamiliar
surroundings whilst alone
and using company
bicycles to move around.
Nevertheless, our
reputation for safety has
shone through with four
fantastic, hard earned and
well-deserved reports from
the CQC Whilst we are
super proud of these
reports, you won’t find us
getting complacent. We are
committed to recording,
monitoring and learning

It has been rewarding to see
our homes receive Good &
Outstanding Awards from
CQC during 2016. All staff,
in all departments, have
worked hard and feel
immense pride individually
and as team members for
their respective homes.

As Compliance Officer
Island Healthcare have
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Jo Roberts

Compliance Officer

from all accidents and
safety events which happen
at our homes to ensure we
continue to achieve high
standards.
Our programme of active
and reactive H&S
monitoring has been
reviewed this year to ensure
we maintain safe places to
live, visit and work for all
our clients, visitors and
staff.
2016 has brought some
additional financial
investment in health and
safety for the people living,
visiting and working here.
This has included
upgrading the fire alarm
system at Tile House,
expanding the estates team
and enhancing the health,
safety and fire training for
all staff.
Here’s to an equally safe,
happy and healthy 2017.
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Quality Assurance
Number of falls per client
0.35
0.30

The number of falls per client has
remained low, at approxomatley one
fall for every three clients.
Given the complex needs of some of
our clients this is impressive and
well in line with the national average
of one in three of all over 65s and
50% of all over 80s1.
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IHL Total Per client

Linear (IHL Total Per client)

Hospital Admissions & A&E Visits
10
9

1. Source: The King's Fund. (2017). Exploring
the system-wide costs of falls in older people
in Torbay. [online]

Company wide hospital admissions
have shown a steep decline across
the year.
This is partly the result of , the
telehealth system being trialled by
Tile House and the preference of
Managers to keep people in their
home as long as possible,
particularly at end of life which,
according to research2 accounts for
42% of emergency admissions from
care homes
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2. Source: Qualitywatch.org.uk. (2017).
Research: Hospital admissions from care
homes | QualityWatch. [online]

Number of Infec�ons Per Client
0.18
0.16
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0.10
0.08
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The number of infections across the
company has trended downward
over the previous 12 months.
Improved infections control
outcomes can be attributed to
increased awareness amongst staff,
more effective training and the last
two winter months not being
available.

IHL Total Per Client
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Linear (IHL Total Per Client)
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Employee Monitoring
Staﬀ Turnover
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Staff turnover at Island Healthcare has increased over the previous 12 months, despite remaining at a month on
month rate of between 2 and 4% per month.
The annual turnover rate for employees was 31%, significantly above the 2015 National Average for Private Sector
service business (23.6%). Given the nature of the work and the level of responsibility our employees have it is perhaps
unsurprising this figure is so high. Despite the best efforts of the company we can only expect this number to
increase as higher demands and greater budgetary pressures are placed on the business.
Source: Xperthr.co.uk. (2017). Labour turnover rates 2016 [online]
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