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 1. Abbeyfield & Wesley’s Approach to Value for Money 

Abbeyfield Guiding Principles 

 
 

 Older people have an important role to play amongst their families, 

friends and in the community; 

 

 Overcoming loneliness and insecurity can make all the difference to 

an older person’s well-being and quality of life; and 

 

 Local people have an essential part to play in helping older people in 

the community. 
 

Abbeyfield and Wesley aims to provide more than simply somewhere for older 

people to live. In our accommodation we aim to create a sense of family and 

close links with the local community, enabling our residents to maintain social 

connections which are so vital to health and well-being.  

In order to provide this added social value, as well as providing quality services 

and maintaining properties to a high standard, resources have to be managed 

as efficiently and effectively as possible.  

Everyone in the association is involved in this endeavour, and we also actively 

encourage input from external resources.  

Ballymena Abbeyfield House 
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High quality service provision and resident satisfaction. 

2. Improvements to the quality of housing 

stock.  

3. Enhancing financial effectiveness.   

4. Adding social value through tackling loneliness and social 

isolation.     

 

 Reports on implementation of the Strategic & Business Plan 

 

 Management Accounts and Budgets 

 

 Reports on Key Performance Indicators 

 

 Feedback from residents (resident meetings, surveys, complaints 

register) 

 

 Benchmarking reports 

 

 Inspection reports such as those from RQIA, Supporting People, 

DfC and retention of awards such as Abbeyfield Standard and 

Centre for Housing Support (CHS) Service Excellence Standards  

 

The key themes in the Strategic Plan for 2018 – 21 reflect the aims of 

enhancing the lives of older people and providing social impact and value 

for money. 

1. High quality service provision and resident 

satisfaction. 

Strategic Objectives 

The volunteer Management Board, in conjunction with the sub-

committees, monitors the delivery of value for money in the services 

provided. This includes a review of the following: 
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 2. Abbeyfield & Wesley Service Provision 

 

Abbeyfield & Wesley provides a range of housing for older 

people across Northern Ireland.  

Residential Care 

Palmerston, a purpose built residential care home which 

specialises in dementia care.  

 

 

 

 

 

 

Sheltered  

Sheltered housing is independent living with support and has been designed for retired, elderly people, 

both singles and couples. There are communal facilities which may include laundry facilities, guest 

room, and tenants’ lounge/kitchen area. Schemes are linked to emergency Careline. The schemes have 

a team of Support Managers who work during office hours.  

 

General Needs (Older People) 

A small independent living gated scheme, built to Lifetime Home Standards.  

 

Palmerston Care Home 

Supported Sheltered  

Supported, sheltered houses are family style in design and provide accommodation for seven to ten 

older people. The residents can come and go as they please, be private in their own rooms, whilst at 

the same time have the knowledge that others are nearby so they are not alone and staff are there to 

provide support and security, supplemented by call alarm and door entry system. A key feature in 

alleviating isolation is that home cooked meals, prepared by staff, are eaten together in the communal 

dining room. 

Ballycastle     Ballyclare 

Ballymena      Ballymoney 

Banbridge      Ballyholme 

Hamilton Rd   Ward Ave  

Carrickfergus Barnagh 

The Parade     Downpatrick 

Greenisland   Holywood 

Lurgan         Merville 

Portstewart 

 

 

Wesley Court, 

Carrick / 

Fleming & Stutt / 

Bryans House 

 

 

 

Palmerston  

Care  

Home 
 

 

 

Tennent Street 

Geoffrey Street 
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a) Resident Views and Experience 

Houses and schemes function best when residents work in partnership with staff and volunteers.  

A range of opportunities is provided to take account of the differing support needs and abilities of 

residents: 

 General consultation. Staff have regular informal meetings to ascertain views.  

 Updates of Support Plans. Individual discussions provide opportunities to gather views. 

 Decision Tree. In the care home, this is an innovative way to involve residents with dementia 

and includes their families. 

 Written surveys. During consultation with residents in sheltered and supported sheltered 

housing, they requested that a written survey be sent out every two years rather than every 

year. As surveys were sent out in early Spring 2019 the next survey will be in Spring 2021. 

The response rate in the last survey was 57% for supported sheltered and 47% for sheltered. 

We are looking at different methods to increase the number of returns, and particularly to 

ensure the involvement of those who are frail, have early stages dementia or other barriers 

such as hearing loss. 

 

In 19/20 a survey was sent to relatives of residents in Palmerston Care Home.  

Written surveys were also used to gauge resident satisfaction with planned maintenance 

work. 

 

Palmerston Care Home – Relatives Survey 

 

 

 

 

 

        

 

 

 

 

 

 

     

      3. Priority 1 – High Quality Service Provision & Resident Satisfaction 

Would you recommend 

Palmerston? 

100% 
of respondents  

said yes. 

 
Overall Rating of the 

Home: 

94%   

Excellent/Good 

6%  

Satisfactory 

“Good care of person and 
their family”

“A feeling of home from home,  

friendly and warm”

“Palmerston has great staff”

“Each resident is looked after by staff very well. 
Palmerston makes families welcome at any time, 

providing activities as well for residents”
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 Planned Maintenance – Resident Satisfaction Survey 

 

     Fire system upgrade and new external doors 

Wesley Court Sheltered Scheme (37 Dwellings)  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Were you notified in advance about the work?     

 

Were the works carried out to your satisfaction?   

 

Were the contractors neat and tidy?  

 

Were you notified in advance about the work?     

 

Were the works carried out to your satisfaction?   

 

Were the contractors neat and tidy?  

 

Holywood Supported Sheltered House (9 Rooms) 

New Ensuites and upgrade to Heating Pipes 

3. Priority 1  
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Mrs A, one of our residents in the Causeway area, had been 

struggling before she made the move to Abbeyfield. Living on 

her own, with underlying health issues, she had been finding it 

increasingly difficult to manage, and the layout of her house 

with stairs and an upstairs bathroom was proving a challenge.  

“Abbeyfield has made a huge difference to my life. Now, I’ve 

company when needed, and there’s always someone to talk to 

whether I’m feeling up or down. Having all my meals provided 

for and getting my washing done and my room cleaned means 

now I feel safe and secure. Abbeyfield has given me peace of 

mind and made me feel more confident in myself again.”  

3. Priority 1  
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b) Review of Complaints  

There were 9 complaints during the year.  

 

 

 

 

 

Complainant Housing Type Method of 
Communication 

Complaint 
addressed to 

Nature of Complaint Outcome 

Resid

ent 

Rela

tive 

SSH Shelte

red 

Care Email Letter Phone CEO HSM 

 √ √   √    √ Insufficient cleaning of 
room. 

Explanation provided. 
Complainant responded 
with thanks for 
information. 

 √ √   √    √ Sleepover off-site. Explanation provided on 
how sleepover cover 
works. 

 √   √  √  √  Wanted bed-rails to be 
used.  

Explanation provided on 
why this is not permissible.  

 √ √    √  √  Lift breakdown. Explanation provided 
about problem with lift 
and actions taken. 

√  √    √  √  Smoking area too exposed.  Explanation provided on 
the legal regulations 
pertaining to smoking 
shelters.  

√   √   √  √  Lack of pictures in 
corridors. 

Advised that meeting had 
already been arranged 
with tenants to discuss 
décor. 

 √ √   √   √ √ Poor quality of meals.  Apology sent for drop in 
quality of meals. Actions 
taken to rectify. Follow up 
meetings with residents. 
Issue resolved.  

√  √     √ √  Lack of hot water. Apology for problems and 
explanation of actions 
taken. 

 √ √   √    √ How staff were dealing 
with a possible “moving 
on” 

Explanation provided on 
the issues raised and 
added complications due 
to coronavirus. 

3 6 7 1 1 4 4 1 6 4 

Nature of Complaint 19/20 18/19 17/18 16/17 15/16 
Difficulty with another tenant/resident    3 1 

About a staff member 1 1 1 1 3 

Repairs/physical environment 5  3 1 2 

Quality of Meals 1     

Query re staffing levels  2 1    

Query re consultation  1    

Relating to actions by BHSCT    1  

Unclear    1 1  

Total  9 3 5 7 7 

There was an increase in complaints in 19/20 from 18/19, and the number is higher than the average of 6.2 over the 

past five years. The number of complaints from relatives has risen, almost all of which were sent by email and mainly 

related to misunderstandings for which explanations could be provided. All of the complaints were resolved.  

Timescale for responses                                                             *plus acknowledgement on receipt  
Final Response                                                      within 2 days 

 

1-2 days    3-5 days  6-10 days TOTAL     

            2             4 *             3 *                   9 

 

   

 
 

3. Priority 1  
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c) Regulatory Reports and Awards 

 

 

1. Regulatory Reports 

 

 

I. RQIA Inspections 
 

 Unannounced Care Inspection   10.10.19 

 Unannounced Finance Inspection  14.10.19 

 

There were no requirements identified. Nine areas for improvement were 

noted which were all actioned with immediate effect.  

 

 

 

 

  

II. Supporting People  

 

No issues raised in Supporting People Management Meeting and the Quality 

Assessment Framework inspection in October was successfully completed.  

 

 

 

 

III. Department for Communities Regulatory Rating  

 

The rating for 18/19 was Level 1. 

 

 

 

 

 

 

2. Accreditation  

 

 

 

 

The CHS Service Excellence Standard which was 

awarded in 2018 at the highest level, 3 stars 

Outstanding Service was maintained during the year.  

“Evidence of good practice was found throughout the 

inspection in relation to the culture and ethos of the home, 

dignity and privacy, listening to and valuing residents and 

their representatives and taking account of the views of 

residents.” 

3. Priority 1  
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3. Awards  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Abbeyfield & Wesley wins Gold Award at the 

EAC Awards 2019   

 

 

Residents in the Downpatrick house were delighted to welcome Ms Margaret 

Ritchie, former MP for South Down, to a special coffee morning to celebrate 

winning the regional Gold Award at the annual UK Elderly Accommodation 

Counsel Awards. The EAC Awards are in their eighth year and this is the 

second time the Downpatrick house has been successful!  

 

Residents & staff with Margaret Ritchie, 3rd right. 

3. Priority 1  
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d) Occupancy 

 

     i. Occupancy Targets and how they are sent  

The Management Board and Senior Management Team has been focused on improving occupancy 

and ascertaining the reasons for voids. The occupancy targets have been set taking account of these 

reasons and the characteristics of the various types of housing.  

 

a) Supported Sheltered Houses 

 

Occupancy levels in supported sheltered housing have traditionally been higher than other 

accommodation. 

 

A number of factors influence the voids level: 

 

 Age of Residents 

 

The level of support provided in an Abbeyfield supported sheltered house is suitable for older 

people who are no longer able to cope with day to day living, making meals, looking after a 

house etc.  

 

Inevitably, this means that residents are coming into Abbeyfield with a high level of frailty 

and at 31.03.20 almost 70% of residents were aged over 80, just under half over 85, a quarter 

over 90 and 1 centenarian.  

 

  

  

 

 

 

 

 

 

 

 

24%

49%

19%

8%

91 - 100+

81 - 90

71 - 80

60 -70

3. Priority 1  
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 Reasons Residents Move Into Supported Sheltered Housing  
 

A high proportion of residents move into Abbeyfield because their requirement for the level of support 

provided by Abbeyfield & Wesley is urgent and immediate, often following a traumatic life event such 

as death of a partner, cannot be discharged from hospital as house is unsuitable or they cannot cope 

on their own.  

This leads to a lack of a meaningful waiting list, which can make allocating a room a lengthy process. 

Applicants need to be assessed at the time an offer is being considered. Even then, it may be that an 

applicant is unable to take up the offer because, in the time between the offer and the proposed move 

in date, the applicant has either died, or their support needs have increased to the point where they 

require nursing care.  

In 19/20, six of the offers which were accepted were not taken up because, between acceptance and 

the moving in date, circumstances (including financial consideration, broken hip and Covid-19 

lockdown) prevented a move. This is 12% of accepted offers. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Turnover of Residents  

 

Due to the age and frailty of residents there is a high turnover, which has an obvious impact on 

occupancy.  

At 31-3-20:        9% of residents had been living in Abbeyfield for less than 3 months. 

    29% less than a year 

    83% less than 5 years 

 

  This can lead to considerable fluctuations in occupancy in individual houses.  

 

29%

54%

10%

7%

1 year

2 - 5 years

6 - 10 years

Over 10 years

Resident less than 

Resident between 

Resident between 

Resident over  

In 19/20 41 residents left Abbeyfield & Wesley accommodation which is 28% of the 

total number of places and equates to a throughput of 109%.  

 Lack of Notice  

 

The majority of residents leave either because they die or move to hospital or nursing care and, 

consequently, are not in a position to give notice which would provide an “overlap” period when 

action can be taken to seek a new resident. In 19/20, of the 41 residents who left supported sheltered 

housing, 37 died or went into to hospital/nursing care (90%) 

 

 

 

 

 

For these reasons target voids in Supported Sheltered Housing were set at 20%. 

3. Priority 1  
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b)  Sheltered Housing 

 

     The turnover rate in sheltered housing is lower than that of supported sheltered housing. 

 

     At 31-3.20     25% of tenants have been resident for more than 10 years  

                         (in supported sheltered  housing only 4%). 

                   10% of tenants have been resident for more than 20 years.  

                     7% of tenants moved in during the year (in supported sheltered – 30%).  

 

 

 

 

 

 

 

 

     In 19/20 11 tenants left Abbeyfield & Wesley sheltered housing and 6 tenants moved in. 

 

     Reasons for moving: 

 

 Death/Nursing Home: 9 

 Other Sheltered Scheme: 0 

 Supported Sheltered: 0 

 Other: 2 

 

Target voids for sheltered housing is set at 5%. 

 

 

    c)  Residential Care Home 

 

 Whilst there is a high turnover of residents, there is a waiting list and considerable demand       

for this type of accommodation.  

 

Target voids are set at 2%. 

  

       

 

 

7%

40%

28%

15%

10%

Less than 1 year

2 - 5 years

6 - 10 years

11 - 20 years

21 - 25 years

3. Priority 1  
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     ii. Occupancy in 19/20 

At 14.7%, the overall cost of voids for 2019/20 was higher than budgeted, however, has 

improved from previous years. (18/19 – 17.4%, 17/18 – 16%). 

 

 

 

 

 

 

 

 

 Voids in supported sheltered housing decreased from 25% in April 19 to 18.92% by 

March 2020. Rooms in the Holywood house were held for decanting of residents while 

planned maintenance was carried out. 

 

 In sheltered housing there was an increase in voids in the 3rd and 4th quarters due to 

properties held for decanting during installation of new kitchens.  

 

 There were 4 deaths in the 6 weeks leading up to Covid-19 lockdown, two planned 

tenancies were not able to commence and no new tenants could be sought.  

 

 

 Budget Actual 

 % £ % £ 

Supported 
Sheltered 

20% 594647 21.2% 611499 

Sheltered 5% 22391 8% 43261 

General 
Needs 
Elderly 

5% 2336 0% 0 

Care Home 2% 25037 3.9% 49903 

Loss of Income 
from Voids 

 
12.5% 

 
644411 

 
14.7% 

 
704663 

 Total 
Rooms/ 
Units 

Residents 
@ 

02.04.19 

Residents 
Who Left 

New 
Residents 

Residents 
@ 

31.03.20 

Voids @ 
31.03.20 

Residents 
Housed in 
the year   

Supported 
Sheltered 

148 115 41 46 120 28 161 

Sheltered 96 87 11 6 82 14 93 

General 
Needs 
Elderly 

9 9 0 0 9 0 9 

Care Home 39 39 17 15 37 2 54 

TOTAL 292 250 69 67 248 44 317 

Closed for 
refurb 

8 

TOTAL 300 

3. Priority 1  
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iii. Implementation of 18/19 Voids Action Plan 

The usual actions to improve occupancy continued during the year, including postings on social 

media, contact with relevant groups in the local community and meetings with social workers 

and other healthcare professionals. 

A leaflet specifically targeted to social worker and healthcare professionals was issued in 18/19 

and received positive feedback. This was updated in 19/20 and included some of the research 

undertaken on loneliness and the benefits of companionship and community connection.  

One innovation in 19/20 was an advertisement which appeared on local radio for several weeks.  

 

Voids Action Plan 2020/21 

Due to the coronavirus “lockdown”, and following government advice, no new residents moved 

in from the start of March 2020. In supported sheltered housing there is usually a turnover of 

around 40 residents in a year and lack of admissions will quickly have a major impact. The 

Voids Action Plan in 20/21 will need to be flexible and innovative to ensure vacancies are filled 

as soon as restrictions are lifted. 

 

3. Priority 1  3. Priority 1  3. Priority 1  

Facebook 

Increased use of social media has been a helpful tool in raising Abbeyfield & Wesley’s profile 

and in the April 19- March 20 period, the number of new engagements with our Facebook page 

grew in excess of two thousand two hundred people.  The most popular posts of the period 

included the online Christmas Doorstep Challenge competition and residents’ participation in 

the Playlist for Life/BBC Music Day events. This digital presence has helped build our online 

community and increase awareness of the Association, connected residents with each other via 

comments on posts; and also allowed relatives and friends and other interested groups, 

professionals and organisations to learn about the activity and ethos of the Association.  
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e) A Motivated Workforce  

Abbeyfield & Wesley recognises that staff members, whatever their role, are the most important asset 

in delivering the highest standards of housing, providing a sense of community and alleviating 

loneliness.  

It is important that the staff team is supported to be fit, healthy and able to achieve their full potential. 

 

 

During the year, a review was undertaken of the composition of the workforce.  

There is an average of 150 staff, dispersed over 23 sites: 

 87% female (as would be expected in the care/support field) 

 80% are aged over 40, 60% are aged over 50, and 21% over 60 

 66% of staff work predominantly as lone workers 

 26% of staff work in the dementia care home 

 92% work in non-sedentary jobs 

 

The key implications from this are:  

 

a. The workforce is mainly female and from an older age group (60% aged over 50 years as 

compared with just over 30% in this age group in the UK workforce) and the needs of this group 

need to be accommodated.  

 

b. Lone working and working in dementia care present challenges and these challenges are 

heightened because the workforce is dispersed. Staff should be supported to build and maintain 

their levels of resilience to cope with these challenges.  

 

 

 

 

 

3. Priority 1  
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3. Priority 1  

A Staff Well-being Strategy was put in place for 2019/21 which in light of the implications focuses 

on:  

a. Wellbeing initiatives such as building resilience, employee engagement and 

accommodating the needs of an older workforce. (including a Menopause Policy 

and consideration of appropriate adjustments) 

 

b. Employment policies such as Absence Management, Bullying & Harassment, 

Equality & Diversity, Health and Safety, Lone Working.  

 

c. Creating an organisational culture which promotes staff health and well-being. 

 

 

 

 

 

 

 

 

 

 

Recruitment 

 

  

 

 

 

Measurement of Success 

 Meeting targets for work absence due to ill health 

 

 Meeting targets for staff turnover 

 

 Meeting target for level of staff engagement 

 

 

 

 

In 19/20 there were 23 employees left and 25 recruited 

 

Based on 23 employees leaving Abbeyfield & Wesley between 

April 2019 and March 2020, the turnover rate for this period 

was 15.3% 
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 Sickness Absence and Welfare Provisions  

 

Sickness absence, both short and long term, can have financial implications for any employer 

and although Abbeyfield & Wesley does experience sickness absence across the board, the levels 

are low and manageable.  

To ensure fairness and to avoid unnecessarily harsh and de-motivational sickness absence 

measures, Abbeyfield & Wesley operates a trigger system which, when an employee reaches the 

number of short term absence periods within a rolling 12 month period, they are issued a letter 

of concern, detailing a requirement for improvement and allowing a reasonable amount of time 

to display their progress.   

As mentioned, this system is intended to avoid a demotivating structure and is purely intended 

for short term and persistent absence issues, where no known underlying health conditions are 

present. Return to work meetings are undertaken for each absence to identify the reason for the 

period of sickness and also to allow the Association to identify any concerning trends which may 

allow us to offer support and assistance.  In tackling short term and persistent absenteeism in 

this manner, sickness absence remains low and ensures costs associated with covering shifts and 

/ or engaging with emergency agency personnel remains manageable.  

 

 

 

 On occasion, underlying health issues, chronic illnesses and long term absenteeism does occur. 

In such instances, the procedure followed alters from the above to that of welfare and providing 

support for the employee. From an Association perspective, we have a duty of care to ensure our 

employees feel cared for by Abbeyfield & Wesley and ultimately, we wish to see every employee 

able to attend for work and feel safe, secure and supported.  

Those who display illness trends via persistent absenteeism, have an illness which is causing 

difficulties for the employee to perform their duties or those who are off on long term sick leave 

will be invited to engage in a medical capability process. This process encourages the inclusion 

of a medical report by either the employees’ GP or another medical practitioner to provide 

Abbeyfield & Wesley with specific information as to how support can be provided, what measures 

can be undertaken and if any adjustments should be made to the employee’s duties.  

Any undertaking that The Association can action to ensure an employee can either return to work 

or continue working with adjusted duties will be done so readily to ensure that all employees 

feel secure and valued within their roles.  

 

 

 

3. Priority 1  

 

 Between April 2019 and March 2020 the short term sickness absence rate was 

0.65%.  

 

 38% of employees had at least one occasion of short term sickness absence 

comprising of 1 or more days absence but less than 4 weeks.  

 

 12% of employees were classed as being under Long Term Sickness Absence 

during this time and includes periods of sick leave from 4 weeks to one year.  
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Flexibility and Flexible Working Requests 

 

Abbeyfield & Wesley wish to continue to attract a wide scope of applicants and by accommodating for 

flexibility in working days, we feel that we can appeal to those who have dependants and/or personal 

circumstances limiting their ability to work in excess of certain days/hours per week. This flexibility, 

detailed at the point of advertisement, has resulted in the successful appointment of both students and 

those wishing to work part time due to family / other personal commitments.  

The Association receives several Flexible Working Requests annually. Each request is reviewed in line 

with the requirements of Abbeyfield & Wesley as a whole and have been, for the most part, wholly 

accepted. Any employee can make a request in any given 12 month period.  

The majority of requests are submitted as a result of family commitments, with the approval of same 

meaning employees remain engaged and motivated and, more importantly, remain in employment 

within Abbeyfield & Wesley as opposed to seeking more flexible opportunities elsewhere.  

 

  

 

 

 

3. Priority 1  

Employee Assistance Programme  

 

Abbeyfield & Wesley are aware of the importance of maintaining employee wellbeing and therefore 

encourage the use of our dedicated Employee Assistance Programme, offering impartial and 

confidential advice and counselling to all employees.  

Information regarding accessing the programme is widely distributed throughout all Association 

locations and it is also a focus for individuals to be reminded of the service as and when required, 

especially in times of sickness absence, bereavement or when employees openly share personal issues 

with management.  

Management in Abbeyfield & Wesley offer internal support to all employees, however the provision of 

external and confidential assistance is often appreciated as an additional method of assistance.  
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Ensuring that each employee is provided with the correct training to assist them in undertaking their 

duties and to also feel invested in the Abbeyfield & Wesley team is incredibly important. To this end, 

a training matrix has been developed to explore the mandatory requirements of each position, assign 

meaningful and relevant training courses and to maintain accurate records of completion, duration 

and qualification expiry.  

 

Between the period of April 2019 and March 2020, 239 course were successfully undertaken by 142 

Abbeyfield & Wesley employees. These qualifications included:  

 

 

 

 

 

 

 

The need for mandatory training is an obvious requirement in any position, however Abbeyfield & 

Wesley also strive to meet the more individual training needs of our employees. Staff are encouraged 

to communicate with management in sharing their own ideas as to training and skills gaps they 

themselves may wish to address. In such instance, bespoke training material is developed internally 

and with Abbeyfield & Wesley employees in mind. In-depth research is undertaken to ensure that any 

bespoke training is current, industry / position relevant and regulatory compliant.  Bespoke training 

undertaken in 2019 / 2020 included:  

 

 

 

 

 

 

 

A successful grant application was made to the Department of Health, Training Support Programme for 

the Voluntary and Community Sector, enabling the Association to offer various levels of NVQ courses to 

employees within Palmerston Care Home.  

Ranging from Level 2 to Level 5, those employees who perhaps did not hold a qualification in Health & 

Social Care could pursue same. With the financial implications of self-funding being removed, the hope 

was to attract those employees who had been unable to self-fund undertaking an NVQ.  

The majority of courses were allocated to Level 2, which has no requirement for previous qualifications. 

Interest and successful application came from both Domestic and Care positions, thus promoting 

development and progression within the Care Home across the workforce as a whole. 

Increasing use if made of E-learning for those topics for which face-to-face contact is not essential. 

This is not only more economical  in turns of course fee and staff time, but also many staff prefer this 

method of learning which they can adapt to their own pace and at a time which best suits them. 

 

 

 

 

 

3. Priority 1  

Training 

Activities & Exercise    Infection Control 

Care Planning     Principles of Care and Confidentiality 

COSHH     Risk Assessments 

Fire Training     Safe Administration of Medicines 

Food Hygiene     First Aid Awareness 

Health & Safety    Supervision and Appraisals 

Safeguarding of Vulnerable Adults GDPR   

Handling Difficult Situations in the Workplace           Confidentiality in the workplace 

Effective Management                                         Employment Law in Northern Ireland 

Time Management              Social Media                                              

Fair Recruitment & Selection in Northern Ireland       Access NI 
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 4. Priority 2 – Improvements in the Quality of Housing Stock 

Abbeyfield & Wesley aim to provide good quality, affordable accommodation for older people 

which supports their current and future needs, recognising that these needs are ever changing 

as the older population grows and dementia and frailty increases. 

Ensuring that the accommodation is integrated into the community is an important element of 

the Abbeyfield ethos, along with creating an environment which enables residents to remain 

independent and live well for as long as possible.  

The Asset Management Strategy was reviewed during the year and there continues to be a long 

term commitment for significant investment in our properties to ensure they are attractive and 

meet the needs of residents. However, resources are finite and need to be managed carefully to 

derive the maximum benefit.  

 

 

 
 

Resources must be managed to keep the 

accommodation: 

 In good condition 

 In the right location 

 Of a design that is fit for purpose 

 Sustainable in the long term  

 Reflect value for money 

 In compliance with the Decent Homes Standard 

 In compliance with statutory landlord duties 

 Fostering the wider Abbeyfield strategy 

Extract from Abbeyfield & Wesley Asset Management 

Strategy 2020 - 25 
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                                                    £k 

        Planned Maintenance 

                                      Capitalised                  605 

 

     

Redecoration      94 

Service Costs    137 

Grounds Maintenance     23 

Response Repairs   166 

                                                  1025k 

This represents a reinvestment on existing housing properties of 6.5%  

    £1,041k works to existing properties   x 100 

     £15,836k housing properties 

4. Priority 2  

£1,025,000 was invested in properties in 2019/20. (£659K in 18/19) 

 

The Mayor of Ards & North Down Council attended the re-opening of our Holywood Supported Sheltered Scheme 

after refurbishment works had been completed.  
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a)  Planned Maintenance 

  
     Target – Completion of Programme for 19/20 (including those rolled over from 18/19) 

 

    Planned Maintenance Programme for 19/20 ( Capital Expenditure) 

 
     Planned Maintenance in 18/19 Programme rolled over to 19/20 

 

Scheme Planned Work 
Budget £ 
Inc VAT 

Expenditure Update @ 
31.3.20 

Budget Variance 
£ 

Wesley Court  Restoration of conservatory – 

rolled over from 18/19 

programme.  

30,000 
No response to tender. Rolled 

over to 20/21. 
(30,000) 

Holywood Add ensuite bathrooms and 
upgrade heating – rolled over 

from 18/19 programme. 

171,600 156,959 (14,641) 

Lurgan Upgrade boiler. 19,932 19,932 - 

Portstewart Upgrade boiler. 22,982 22,982 - 

Wesley Court Upgrade fire alarm system. 55,000 79,631 24631 

Admin Upgrade staff kitchen. 2,374 2,374 - 

 301,888 281,878 (20,010) 

 

    Planned Maintenance Programme 19/20 

    
     Additional major works carried out & not included in Budget costs 

Scheme Planned Work 
Budget £ 
Inc VAT 

Expenditure Update 
@31.03.20 

Budget Variance  
£ 

Bryans House Replace windows. 133,200 74,031 (59169) 

Fleming House Replace tenants’ kitchens. 62,400 53,547 (8853) 

Palmerston EML battery  16,800 9,290 (7510) 

Ballymena Automatic door closures. 7,600 441 (7159) 

 220,000 137,309 (82691) 

Scheme Planned Work 
Budget £ 
Inc VAT 

Expenditure Update 
@31.03.20 

Budget Variance  
£ 

Ballymoney Replace boiler   12015  

Wesley Court Final Payment for kitchen refurb  15063  

Wesley Court Renew boiler (Apt 20)  1500  

Wesley Court Front door retention  551  

Banbridge Renew fire alarm panel  725  

Ballymena  Replace kitchen  10127  

The Parade Renew window heads/cills  14773  

Wesley Court Replace bathroom (Apt 21)  4111  

Ballymoney  Communal bathroom refurb   2920  

Palmerston Water heater  1241  

Palmerston Roof window replacement  116860  

Bryans House Replace Boiler  1500  

Tennent St New Front Door  1185  

Ballyholme Replace heating central panel  3473  

 Total Cost of Additional Works  186,044 186,044 

     

 Overall Totals  521,888 605,231 +94,654 

4. Priority 2  
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b) Redecoration 

 

Internal and external redecoration was undertaken in the Ballycastle supported sheltered 

house. The budget for this was under-estimated. At Palmerston the painting work was 

carried out by the in-house Caretaker, producing a saving.  Flooring works were delayed 

due to proposal to reconfigure the front entrance. 

  

Turnover of voids, particularly in supported sheltered houses, continues to increase due 

to the increasing age at which residents are moving in (see Priority 1 – Occupancy). 

House Staff are advised only to request redecoration when required, however, once 

furniture is removed rooms usually require re-painting and often re-carpeting. 

c)  Grounds Maintenance  

 

d) Servicing  

 

Budget 19/20  Expenditure  Variance 

         £23k                             £23k           - 
   

    

 

Budget 18/19  Actual Expenditure Variance 

                £114k                            £137k                       £23 + 17% 

4. Priority 2  

 

Budget for redecoration   £99k 

 

Expenditure        £94k 

 

Variance      (£5k) 
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Servicing  

Type of Service   

 
 

Volume 

Number 
of 

Services 
Per Year 

Year End 
Accumulated 

Explanation for Variance 

Commercial Boilers (gas & 
oil) 

     19 2 98.21% 
Covid-19 lockdown delays 

Gas Cookers 

 
 
 
 

13 1 100%  

Domestic Boilers 96 1 100%  

Smoke Vents 1 1 100%  

Legionella (service visits) 
      21 

 
12 97.12% 

 

PAT Test 23 1 100%  

Fixed Wire Test  
8 1 every 5 

years 
70% 

Covid-19 lockdown delays 

Lifts 20 6 100%  

Fire Protection Equipment 
(extinguisher)  

      23 
 

1 100% 
 

Fire Panel & Detector 
Testing (mains wired)  

      23 4 98.91%  

Emergency Lights 23 4 94.31% Covid-19 lockdown delays 

Pest Control  24 4 75% Covid-19 lockdown delays 

Thermostatic Mixing 
Valves 

 
23 

1 78.08% 
Covid-19 lockdown delays 

Baths & Hoists 11 2 100%  

Autogate Service 1 1 100%  

Nurse Call System 1 2 50% Covid-19 lockdown delays 

Generator  1 100%  

Water Mist System  2 50% Covid-19 lockdown delays 

Water Features   2 100%  

4. Priority 2  
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Response Repairs  

Budget 19/20 Actual Expenditure Variance 

£163k £166K           +£3K          2% 

 
Response Periods for 
Responsive 
Maintenance 
 
 

DfC 
Target 

Contract 
Target      

(MTC Only) 

Repairs Request 
Issued 

Completed with Timescale 

MTC 
Non 
MTC 

Total MTC 
Non 
MTC 

Total  % 

Immediate – to be 
commenced immediately 
and no later than 2 hours 
and completed or made 
safe within 4 hours.  

N/A 96% 96 149 245 96 124 220 90% 

Emergency – to be 
commenced immediately 
and no later than 2 hours 
and completed or made 
safe within 24 hours.  

85% 96% 61 73 134 61 60 121 90% 

Urgent – to be 
commenced and 
completed within 4 
working days 

80% 96% 289 240 529 269 196 465 88% 

Non-Emergency – to be 
commenced and 
completed within 10 
working days 

N/A 96% 79 40 119 72 29 101 85% 

Routine- to be 
commenced and 
completed within 20 days  

80% 96% 598 172 770 550 145 695 90% 

Totals - - 1123 674 1797 1048 554 1602 89% 

f) Reactive Maintenance  

         Expenditure  

Spending on response repairs is difficult to predict, particularly in supported housing and the care 

home where equipment such as call systems, domestic appliances etc. have to be repaired 

immediately and often are subject to “heavy” usage.  

Performance 

Key Performance Indicators for the completion of various maintenance work are set by the DfC as a 

guide for housing associations. Abbeyfield & Wesley’s Maintenance Agent works to National Housing 

Federation KPIs in respect of their response maintenance contract, which are higher than the standard 

set by DfC, as below.  

4. Priority 2  
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The performance targets set by DfC for response repairs were surpassed and whilst the considerably 

higher targets set by the association were not fully met, it was only a relatively small margin.  

Urgent repairs were slightly below target due to under performance of one contractor, who provides 

fire alarm equipment and emergency lights services and maintenance. As this level of performance is 

not acceptable, Abbeyfield & Wesley is working with their Maintenance Agent, Clanmil Housing, to 

provide a new contractor in 2018/19 for this service.  

 

 
g)  Adaptations 

Nine adaptations were carried out during the year, amounting to £3,293. This included installation of 

specialist smoke alarms, auto-door entry, grab rails, lighting upgrades. 

4. Priority 2  
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 a)  Financial Results: 

1. Operational Surplus  

The Abbeyfield and Wesley board set a target of a 5% operational surplus: 

          Surplus / Deficit 

          Turnover  

 

  

   

(Not including fair value adjustment on investments, interest, donations and legacies) 

Operational Surplus / (Deficit) 

            £ 

             19/20     31167  0.7% 

 18/19  (14,189)  (0.3%) 

 17/18  32,230  0.78% 

 16/17  (11,732)  (0.3%) 

 15/16  70,224    1.7% 

 14/15  (296,201) (7.5%) 

 13/14  (150,131)  4.13% 

 

With increasing costs, but reduced funding and aiming to meet affordability, it has not been possible 

this year to meet the 5% operational surplus target. An additional factor influencing this result was 

the decision to continue to undertake the substantial programme of cyclical redecoration to maintain 

the properties to a high standard. However, there was an operational surplus of £31K (0.7%) 

2. Overall Surplus  

 

The overall surplus includes other non-housing related income such as interest received on 

investments, donations and fair value adjustment on investments. Although £27K was received in 

interest and investment income during the year (which is in line with the previous year) the valuation 

of the investment had fallen by the end of March 2020 with resulting negative impact on the overall 

surplus.  

Overall Surplus/ (Deficit) 

£ 

             19/20     26779    0.6% 

 18/19  223,415  5.13% 

 17/18  54,227  1.32% 

 16/17  112,048  2.8% 

 15/16  63,076  1.5% 

 14/15  (276,143) (7.08%) 

 13/14  176,976  4.8% 

  

5. Priority 3 – Enhancing Financial Effectiveness 
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Total Assets  

£ 

             19/20    6,713,650 

 18/19    6,686,866 

 17/18    6,463,451 

 16/17    6,409,224 

 15/16    6,297,176 

 14/15    5,713,438 

 13/14    5,956,613 

3. Assets  

The Balance Sheet remains strong with an increase in total assets and there are no borrowings.  

5. Priority 3  

4. Donations and Legacies 

 

In 18/19 a substantial legacy was received and further £3430 was received in donations in 19/20. 

 

A number of projects amounting to £93,000 were financed from these funds, including: 

 Ballymoney sunroom conversion   

 Lurgan Garden 

 Garden Equipment 

 

Liam Beckett, Broadcaster & Journalist, Billy Graham, Board Member and members from the Northern Ireland 

Housing Executive attended the opening of Ballymoney’s Sunroom on 14th Nov 2019. 

 Playlist for Life 

 Commedia of Errors 

 Bespoke Training 

videos 



 
 

                                              Abbeyfield & Wesley, Value for Money 19/20     30 
 

 

 

 

 

  

b) Affordability 

The rental and support income is based on charges which are affordable for all. Each year, when 

considering charges for Supported Sheltered and Sheltered Housing, the available benefit 

entitlements are reviewed and charges held to below this amount.   

Example: Abbeyfield Supported Sheltered House 

Weekly Charge 19/20 

Includes:  Rent 

     Services 

  Support 

  Food 

  Heat & Light 

  (No extra costs) 

 

£364 

 

Benefits which may be available  

(Dependent on individual eligibility) 

Pension Credit   £167.29 

Housing Benefit   £120.44 

Supporting People             £71.25 

Attendance Allowance   

Lower Rate     £58.70 

     £417.64 

   
With full entitlement, residents have almost £60 per week for personal 

expenditure (eg clothes, toiletries). 

In the current economic climate, maintaining affordability whilst sustaining a high quality service is 

increasingly difficult. Challenges to maintaining affordability include: 

3. Decreasing Funding 

 Supporting People Funding has been frozen since 2008 and was reduced by 5% in 18/19 and 

remains at this level in 19/20. 

 

 Special Needs Management Allowance (payable to Palmerston Care Home) had fallen in 

previous years and its future is under review.  

 

 Although the Health & Social Care Trust increased the tariff paid for residential care by 5% for 

19/20, there is still no recognition of the additional costs for dementia care which, amongst 

other matters requires higher staffing levels than residential care.  

5. Priority 3  

1. Increasing Costs  

The largest proportion of operational expenditure is staff wages. In April 19 the National Living Wage 

increased by 4.85% and the employer pension costs from 2% to 3%. Energy tariffs have also increased.  

 

2. Higher Overall Costs  

Overall costs are higher than many other housing providers and this is due to the nature of the 

accommodation and high level of support needs.  

There is a higher turnover of residents due to the age profile of residents and re-let times are longer. 

(See Section 3d on Occupancy) 
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Total Non-Technical Arrears   £64029 x 100 = 2%  

Total Income receivable less    £3080501 

Technical income receivable  

 

This an increase from 18/19 when the arrears were 0.7%. It is planned in 20/21 that there is a 

review into the reasons for the increase and consideration of how to prevent further increases in 

arrears. A number of residents appear to have difficulty in setting up direct debits and dealing 

with banks and there may be ways to assist and support them with this. 

c)  Improving Financial Efficiency  

In addition to review by the Management Board, additional scrutiny of financial   

performance is provided by the Finance Committee. Performance and operations are 

scrutinised through a detailed review of the management accounts and budgetary and 

other targets.  

1. Occupancy Management  

 

Higher occupancy levels provide the income levels necessary to achieve the target 

surplus and, whilst being realistic with regards to the extent that voids can be reduced, 

this remains a priority and detailed Action Plans are in place.  

 

2. Procurement  

 

Procurement Exercises were undertaken for: 

 

 Pest Control services  

 Grounds Maintenance services 

 Individual Planned Maintenance projects 

 

Clanmil Housing act as Maintenance agent for Abbeyfield & Wesley and carry out 

competitive tender exercises for consultants and contractors. Tendering in partnership 

with other associations brings savings through economies of scale.  

 

The internal and external audit services were also re-tendered during the year.  

 

3. Collection of Rent 

Non-technical rent is the income from a tenant, not including rent received directly 

from a public sector organisation (such as Housing Benefit and Supporting People).  

 

The target for non-technical arrears has been set by the Department of Communities 

at 5% and Abbeyfield and Wesley has been successful in achieving a much lower figure 

of 2%. 

 

 

5. Priority 3  
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5. Funder Engagement 

 

a) In conjunction with the Northern Ireland Federation of Housing Associations, 

Abbeyfield & Wesley is engaged in a Supporting People Campaign to make the case for a 

sustainable funding model. This has involved engagement with a wide range of 

stakeholders, lobbying of political representatives and general public relations.   

 

b) As the residential care home tariff does not take account of the additional costs 

associated with providing the appropriate level of service required for dementia care, 

particularly staffing costs, Abbeyfield & Wesley has been campaigning for a more 

appropriate tariff. A number of other non-profit care home providers joined with the 

campaign which was supported by a number of MLAs.  

 

During the period when there was an absence of local government, the campaign stalled, 

however, it was resumed in January 2020 although that was put on hold due to the 

pressures of dealing with coronavirus.  

 

 

5. Priority 3  

4. Grant Applications 

Successful applications for grants were made:  

 £4492 from Department of Health to promote NVQ training for staff in Palmerston care 

home.  (see section 3e A Motivational Workforce) 

 

 £2000 from Mid and East Antrim Council to assist with the Breath of Fresh Air Project  

(see section 6 – Adding Social Value, Companionship and Community) 

  

 

 

d) Volunteers and Community Involvement  

 

The motivation for involving volunteers is not financial and certainly not as a cost saving exercise 

– the social and community benefits which volunteers bring are immense. However, it is worth 

recognising that there is a financial value, although it can be difficult to measure and quantify, 

and any figures can only be an estimate of economic value.   

 

In 19/20 Abbeyfield & Wesley volunteers and community groups gave generously of their time, 

either directly with helping residents, gardening or developing the website. (See Section 6 – 

Adding Social Value, Companionship and Community) 
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Priority 4 – Adding Social Value – Companionship and Community 

Connection 

 
6. Priority 4 – Adding Social Value – Companionship and Community 

Connection 

Fundamental to the Association’s approach to Value for Money is the social benefit that 

contributes to the well-being of residents. 

This is demonstrated by a range of activities, opportunities, programmes and projects, as well 

as informal but intentional interactions, which have taken place in 2019/20. All of these have 

been aimed at adding social value through tackling loneliness and social isolation and fostering 

relationships with individuals, organisations and groups which share our ethos and help 

Abbeyfield & Wesley maintain and develop connections with the local communities in which 

our houses are based.  

a) The Impact of Music 

 “Carefully delivered music can   

   provide significant benefits  

   for older people” 
 

 

 

Live Music in Care,  

Tapson, Noble, Daykin and Waltes Nov 2018 

“Music intervention can provide 

positive social experiences as 

well as creative engagement, and 

a sense of achievement”  

 
 

We can all recognise the benefits and joy which music can bring – it can lift mood and bring 

back memories. There is a growing body of research into the special effects music can have, 

including improvement to health. 

 

“Calming music decreases 

blood pressure and eases 

stress. There is preliminary 

evidence that listening to 

music can boost immune system 

function by decreasing stress 

hormones.  

 

M. Thomas et al  
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Playlist for Life, a charity set up by Sally Magnusson, 

whose mother had dementia, provides training to 

help staff and volunteers be music detective for those 

who can no longer recall the names of music 

meaningful to them. Personally meaningful music can 

be a uniquely powerful way to reach people living 

with dementia whose memories, emotions and very 

sense of self are being eroded by the disease.  

A playlist is a list of songs, or pieces of music that 

make up the soundtrack of someone else’s life and 

give that ‘flashback feeling’ whenever they are 

heard. 

With funding from the Edgar legacy we have been able to provide this training for staff from 

Palmerston Care Home. Sally Campton, Community Engagement Manager has also attended a 

course to be a trainer herself and will be running further courses for volunteers and staff.  

Palmerston staff attend Playlist for Life Training  

6. Priority 4  
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Sally Campton, Community 

Engagement Manager with 

Palmerston Residents on 

BBC Music Day 2019 

Sally Campton, Community Engagement 

Manager, raised awareness of the impact 

of music through various media 

interviews (BBC Radio Ulster, Belfast 

89FM and Sunday Life). In September, 

various houses participated in BBC Music 

Day and Playlist for Life Musical Teas.  

Plenty of toe-tapping with 

Ukulele Jam at Palmerston 

Christmas Carol Singing  

Bangor residents attend 

Music in the Park,  

a 40’s 50’s singalong 

6. Priority 4  
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b) Creative Expression  

The arts help bring joy, colour and imagination to everyone’s lives, stimulating the mind and senses.  

Plays Aloud, from Commedia of Errors, is a specialist theatre project for older people which brings 

live performance into sheltered and supported housing. Residents in five locations, Ballymena, Bryans 

House, Greenisland, Lurgan and Ward Avenue (Bangor) enjoyed the mix of live theatre, music and 

poetry.  

Residents in our Ballymena House participated over an eight week period with Artist                                   

Ceri McKervill in Arts Care’s Here and Now project in late 2019 which took “My World” as its theme. 

The work was a process called paste paper pattern making. Residents used objects or created patterns 

personal to them. Works, including those by residents, were subsequently displayed by Arts Care as 

part of their “In Full Bloom” exhibition in February/March 2020. 

6. Priority 4  
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The poem “Our House” penned 

by the residents and staff in the 

Downpatrick house was one of 

nine winners in the national 

Abbeyfield Society Poetry 

Competition. The poems have 

now been published. 

 

Residents enjoy a range of creative arts and crafts: 

 

Pat O’Neill, Greenisland Resident Ellen McIlwaine, Lurgan Resident 

6. Priority 4  
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  6. Priority 4  

c) A Breath of Fresh Air  

 

 

 

 

 

 

 

Research has proved that being outdoors has positive effects of health 

and well-being: 

 

 Boosts vitamin D levels helping to reduce falls and boost immunity 
 

 Improves Appetite 
 

 Improves sleep patterns 
 

 Exposure to light lessens agitation and pain among people with 
dementia 

 

 Improves mood  
 
Many older people spend most of their days indoors. Through the 

Breath of Fresh Air initiative, we have been looking at ways to create 

opportunities for residents to enjoy outdoor spaces. 
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  6. Priority 4  

Using funds from a legacy, the grass area at the Lurgan house was transformed into 

an elegant garden with paths, seating areas, raised beds to grow vegetables.  

The residents are now able to really enjoy this area. The garden was officially 

opened in September 2019 by the Lord Mayor of Armagh, Banbridge and Craigavon. 

Pic: Lord Mayor, Cllr Mealla Campbell, Ellen McIlwaine, Winnie Carson and Alice McConville 
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Following the previous year’s success 

the Wesley Court Gardening Club 

resumed in early Spring time. Meeting 

every Tuesday morning the team 

worked together preparing the 

greenhouse and planting a selection 

of vegetables such as potatoes, 

carrots, tomatoes, lettuce, swish 

chard and a herb wheel. They also 

planted and tended to hanging 

baskets and tubs throughout the 

scheme brightening the area up 

greatly.  

Not only did the group enjoy a 

bountiful harvest that they were able 

to share with neighbours and family 

but the companionship and ‘green 

therapy’ was invaluable to some.  

 

Colin Clarke, Wesley Court Resident  Colin Clarke, Eddie Rankin 

Stanley Carson (seated) and Eddie. 

6. Priority 4  
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Doorstep Challenge 

The Doorstep Challenge forms part of Abbeyfield & Wesley’s Breath of 

Fresh Air Programme which seeks to enrich the lives of older people, 

including those living with dementia, by connecting them nature and 

outdoors.  

Every year Abbeyfield & Wesley challenges our residents & staff to 

enhance the entrances to their houses by planting an array of beautiful 

blooms.  

The floral competitions are judged online via a public vote on 

Facebook and then a winner is announced.  

6. Priority 4  

Last year’s winner: Barnagh, Donaghadee 
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d)  Local Volunteers and Community Involvement 

There are currently a further thirty two volunteers active across our Abbeyfield & Wesley 

houses. 

Based on each volunteer giving an average of eight hours of their time per month, this equates 

to an equivalent monetary value contribution to the Association of £6,965. (using the National 

Living Wage of £8.32 per hour), This figure does not include the time given by volunteer Board 

Members. 

Killard House School, where pupils have 

additional education needs, took part in a 

group community involvement project.  

 

The group visited houses in Bangor once a week 

from October – December 2019, playing games 

and participating in craft activities with 

residents. The students also undertook a 

publicity event (pictured left) promoting 

Abbeyfield & Wesley at Bloomfield shopping 

centre. They also hosted a Christmas coffee 

morning for residents in association with the 

local Elim church.  

A team of five volunteers from CFC East Belfast continue to support residents in our care home 

through weekly visits. This includes one resident bringing her pet therapy dog. A further four 

volunteers help out with keeping the Palmerston Garden tidy. Musicians at CFC once again 

provided music and led the carol singing for our Christmas tree lights switch on.  

  

Students from Killard House School 

CFC Volunteers at Palmerston 

6. Priority 4  
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In addition, thanks in part to the positive relationships between the 

Association and various community and business organisations, this 

good will was expressed to Abbeyfield & Wesley by means of donations 

of a range of items for the benefit of residents and staff when 

coronavirus required lockdown restrictions to be put in place. These 

include planted window boxes, foodstuffs and PPE equipment, as well 

as written cards and letters of support from local church groups, 

schools, local councillors and others.  

Clan na Gael GAA donated this very generous food 
donation to our Lurgan scheme during lockdown 

6. Priority 4  

A huge thank you to all the staff at Alfie’s Coffee Bar, Decourcy Centre, for their very kind donation to our 
Carrickfergus Scheme  

A massive thank you to Dr. Terry Cross and Hinch 
Distillery for the very kind donation of hand sanitiser 
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Volunteer Thomas Gilpin undertook the substantial task of designing and developing a new website for 

Abbeyfield & Wesley, modernising the design, making the content more user-friendly and suitable for a 

variety of devices.  

He will continue to maintain the site and add further updates. The work involved in the design would 

have cost in the region of £3K and the ongoing updates will also be a saving of several hundred pounds a 

year. 

6. Priority 4  
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e) Partnership working with other groups and organisations 

Abbeyfield & Wesley recognises the value of working with groups and organisations who have shared 

aims and ethos as this brings increased community involvement and contributes to social impact and 

value for money.  

In 2019/2020 this included participation in: 

 

● DFC (Dementia Friends Champions) Learning Forum 

 

 

● NIFHA Comms Forum and contribution to 24 Housing Magazine 

 

 

● Community Investment Conference (HACT) 

 

We are also pleased to share our knowledge and areas of good practice, and this includes: 

 

● Breath of Fresh Air 

 

 

● Dementia Awareness training for Groundworks 

Sally Campton, Community Engagement Manager, gave a presentation 

on loneliness and community engagement, called “Connecting Our 

Communities” at the Abbeyfield Conference, attended by members of 

the movement from across the globe. 

6. Priority 4  
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Work Experience Placements  

By participating in work experience schemes, Abbeyfield & Wesley is able to make connections 

with local schools, help young people explore possible career opportunities and learn about 

different roles, as well as raise the profile of the organisation. Residents also benefit from having 

the company of younger people, and of being able to share their own life experiences with the 

students. In the reporting period, we had the following placements until lockdown restrictions 

came in to force: 

 

 

 

 Killard House School, two work experience students (Jason until May 2019 and Lara from 

September 2019) in Ward Avenue, Bangor. 

 

 Three students were on placement for a week at Palmerston in October. One student from 

Grosvenor Grammar School, two from Breda Academy. 

 

 Routeledge Training – one Health & Social Care student began a weekly placement (due 

to finish in 2021) in our Greenisland house in February 2020. 

 

 South Eastern Regional College (Downpatrick) – two students came for a week’s placement 

to Downpatrick SSH.  

 

 Ulster University – nine final year students from the school of psychology’s “Psychology at 

Work” pilot module. Abbeyfield & Wesley were invited to be part of this pilot programme 

in September 2019. A presentation was made to students about the work of Abbeyfield & 

Wesley and possible topics for this project, which aims to give final year students the 

opportunity to use the skills learned to investigate a “real world problem”, and make 

recommendations to an organisation. Subsequently, one group of five students looked into 

the issue of “What is the (Psychological) Impact of Lone Working and having a dispersed 

workforce on the organisation and how we can foster a sense of belonging” and a second 

group considered explored opportunities and limitations that might exist when 

implementing the Breath of Fresh Air programme in specific houses. The module ran from 

September to December 2019 and project write-ups took place in early 2020. 
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Boardroom Apprentice Joanna Shaw started in 

September 2019 and has recently been invited to 

take a place on the full board. 

“The Boardroom Apprentice gave me the 

opportunity to sit on a board for a year without 

responsibility which may not have easily come 

about without previous experience. The 

Apprentice training alongside Abbeyfield and 

Wesley board meetings have been invaluable to 

enhance my knowledge and get the chance to hear 

others’ experiences.” 

 

 

At presentation at Ulster University in March 2020, the “Impact of Lone Working” study was 

named as best overall in the module. The Psychology At Work programme itself gained 

recognition when the 2020 Professional Practice Innovation Award (for individuals who have 

demonstrated an approach that has had excellent impact on the student learning experience 

at Ulster University) was given to James Houston, Lecturer in Psychology, and Claire Mulrone, 

Community Engagement Manager, who together established the Programme. The module is 

now going to be a permanent part of the final year course and Abbeyfield & Wesley have been 

invited to be a workplace partner again in the academic year.   

 

 

 

Pictured Left to Right: Professor Melanie Giles (Head of School), Seamus O’Hare (student), Sally Campton, 

Dr James Houston (School of Psychology), Clara McGoranm Oisin Cleary (students) and Claire Mulrone 

(Ulster University)  
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Strictly Boardroom – Boardroom Apprentice Scheme  
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 7. The Impact of the Coronavirus  

No report for the year to 31st March could fail to mention the impact of the Coronavirus pandemic. From 

February, the entire team was actively engaged in planning and taking appropriate measures to deal with 

the challenges of COVID-19 so that, as best as we would be able, we could safeguard residents and staff. 

Official guidance was monitored closely and implemented swiftly.  

In line with guidance, the central office was closed, with staff working remotely so that all essential 

matters could be dealt with. The central office number remained in action and there was increased email 

correspondence. Staff adapted to the changed working environment and ensured a continued service was 

available and that the administration of payroll, payment of bills etc. was uninterrupted.  

Staff at the front-line in the houses and care home implemented social distancing procedures and 

increased infection control measures. Guidance continually changed resulting in constant updating of 

procedures. This was hugely challenging and staff are to be praised for their exceptional dedication and 

commitment.  

There is a wealth of data which shows that for older people, the consequences of contracting COVID-19 

poses a considerably greater risk. This has led to a policy of shielding resulting in increased isolation for 

a group which is already prone to isolation. 

 

 
Over half of all people aged 75 and over live alone (ONS 2010). 

 

 In addition to the increased impact of social isolation on the health and well-being of older people, 

there are concerns that the potential for malnutrition in this age group will also have increased.  

 

Age UK & Malnutrition Task Force 

 

 

“Dramatic increases in isolation 

and loneliness, combined with 

restricted access to shopping and 

reduction in essential care and 

support could leave many more 

older people malnourished or at 

risk of malnutrition.” 

“Before the current crisis, an 

estimated 1 in 10 people over 

the age of 65 were considered to 

be malnourished or at risk of 

malnutrition with the vast 

majority (93%) living in the 

community and that is set to 

increase.” 

Companionship & Community Connection 

 

Abbeyfield residents in supported sheltered houses have an immediate community. The social fabric of the 

houses is shaped by day to day living activities including shared meals, opportunities to take part in 

activities and input from volunteers. That shared involvement helps create a sense of home and family. 
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The style of housing provided by Abbeyfield & Wesley has provided residents with social 

connection during the lockdown period. Many residents would have been extremely isolated in 

other accommodation and struggled with shopping and other household tasks.  

To all the staff in Abbeyfield 

It’s just a wee note to thank you so much and to show our 

appreciation of your kindness towards Dad and your 

professional skills during these difficult Covid times. You have 

all worked so hard, above and beyond your duties to ensure 

Dad has settled in and has a very positive experience.  

I really applaud each and every one of you for ensuring the 

safety of Dad and all the residents, as the strict rules that have 

been applied have paid off to make sure everyone stays safe. 

We really don’t know what we would have done if Dad hadn’t 

been lucky enough to move in just before lockdown. It has been 

very trying times for all of us with Covid, and with Dad being 

safe, it has eased a lot of stress for our whole family.  

Each and every one of us has focused on your work day to day 

in such a professional manner to ensure the smooth running 

of Abbeyfield and to make everyone feel at ease, even 

considering the risks involved that working could pose to 

yourselves and your own families at home, now that is 

dedication! 

So blessed, grateful and thankful. 

Debbie (Jim Peter’s Daughter) 
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