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Returning in person for the 
first time since January 2020, 
I’m proud we were able to 
bring 130 managers from 
across National Care Group 
together at Wyboston Lakes 
Woodlands Event Centre in 
Bedfordshire to reconnect and 
plan for the future.

The Changing Lives theme represents 
the heartbeat of our continuing vision 
of becoming the best and most trusted 
care and support provider in the country, 
something I spent some time revisiting in 
my welcome address. Our mission - our 
commitment plus your potential changes 
lives – was brought to life as we revisited 
our company values, spent some time 
reflecting on our quality standards, and 
heard how our future developments are 
focused on changing lives from their very 
conception.
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Given the well publicised recrtuiment 
challenges faced by many organisations 
we wanted to ensure that colleague 
engagement, and the positive impact it 
can have on retention was understood 
and this was a subject explored in 
detail on the day. Claire and I were 
excited to launch our new Colleague 
Engagement Strategy focused on our 
ambition of becoming an Employer 
of Choice. A strategy I look forward to 
working with you on in the future.  

I was especially delighted our 
colleague, Daniella Gilbert from 
Shelton Care, was able to join us on 
stage to share her story of the life-
changing work that has supported 
her to unlock her full potential 
through to meaningful employment 
as a part-time support worker with 
the organisation. Read more about 
her inspirational journey on page 6.

And it was also a pleasure to welcome 
colleagues and people we support, Luke 
Rowe from Chosen Care and Shane 
Hatch from Affinity, to the conference. 
My thanks go to them for helping 
to make the day such a success. 

I hope you found the day useful and 
enjoyable, taking away some important 
information and messages you can 
roll out to your teams locally. 

It was a pleasure to reconnect with you.

James Allen, 
CEO National Care Group 
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The Changing Lives theme 
represents the heartbeat 
of our vision of becoming 
the best and most trusted 
care and support provider 
in the country... 

“
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The conference was a great opportunity for operational colleagues to 
get to know the support functions better. Colleagues from the Quality, 
Estates, People, Commercial, IT and Finance teams held a ‘network 
zone’ event before the conference began, showcasing their work on 
individual market stalls. 

Along with their conference pack, colleagues were given a passport at 
the registration desk to get stamped at each stall, and once completed, 
the passports were entered into a prize draw – won by Wendy Khan 
from Stepping Stones whose name was pulled out of the hat at the 
end of the day. 

Changing Lives
Registration &
Network Zone
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The People Team

The Finance Team

The IT Team

The Commercial Team The Estates Team

The Quality Team
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Changing Lives Through 
Our Company Values

Changing Lives Through 
Investment 

SESSION ONE SESSION TWO

Chief Operations Officer Karen Lewis and 
Quality Director Mike Cleasby took to the stage 
to present the first session of the day focused 
on how we can change lives through living 
and breathing our company values of Passion, 
Empowerment, Collaboration, and Respect. 

They did reflect on the hard work that has taken 
place over the last two years and how tough 
they’ve been but there was a united energy in the 
room that we are ready to move forwards.

They explored and considered what motivates us as 
leaders, recognising our diverse roles, and looked at 
how the organisation is investing in our development.

They also reviewed the support, tools, and systems 
launched over the last 12 months to ensure quality 
support is delivered and recognised the impact this 
has had on improvements in our regulatory ratings.

Some of the environmental improvements much required 
were highlighted and asked to become priorities – 
“don’t walk past” was a key message of the session. 

We went on to welcome Chief Financial 
Officer David Rowe-Bewick, and Commercial 
Director, Mike Ranson, to the stage to give an 
overview on growth and performance plus 
insights into how our development happens.

Some of the current headline stats:
• 233 services 
• 1,218 supported young adults
• 200 domiciliary, day service, and college learners
• Occupancy rate 86% (as at March 2022)

We heard from David on how almost every 
month since April 2020 we have welcomed on 
board new services or new organisations and 
despite the lack of CQC inspections, managed 
to raise our overall compliance levels.

Mike went on to explain the assessment process – 
This is not any old assessment, this is a National Care 
Group assessment! Through a series of questions 
answered by various colleagues and also local 
authority partners on video links, we heard how the 
key to our growth is effective partnership work. 

Daniella Gilbert, support worker and former person we 
support from Shelton Care, joined Karen and Mike on 
the stage. Daniella, who is diagnosed with autism, is an 
outstanding example of the progression model and how 
with the right care plan in place, people can be supported 
to unlock their full potential at National Care Group. 
Her story of seven years of support from the Shelton 
team through to living independently and successfully 
securing her new role following an application at a local 
jobs fair was a great case study and uplifting moment. 

Karen and Mike ended their session on a high with 
thanks to the room for all that they do and the 
showcasing of people we support from across the 
organisation dancing to Bruno Mars Uptown Funk 
– which nearly got the room on their feet too!

“We are both really excited about the future and 
believe NCG will continue to improve and meet 
the needs of the people we support with energy 
and commitment to unlock their potential.”

Karen Lewis
Chief Operations Officer

We respond to local demand and work 
closely with partners to create services and 
environments that are person-centered. 

A considered and careful assessment process working 
with the person and their family to develop a package of 
support designed to their needs in a way that provides 
them with as much control and choice as possible. This 
quality of our approach to assessment and provision sets 
National Care Group apart from other organisations. 

Some of the people we support told us how they 
are benefitting from being in an environment and 
service designed for them, how they are thriving 
and in an ideal place to achieve their dreams and 
aspirations. Their families also described how their 
personal relationships have flourished with the 
people we support gaining in independence. 
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Vision
To be the best and most 
trusted care and support 

provider in the UK

Mission
Support people to 

maximise their potential 
in any way we can

nationalcaregroup.com nationalcaregroup.com
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Changing Lives Through 
Colleague Engagement

SESSION THREE

James and Claire’s session discussed the 
headwind in relation to the recruitment and 
retention of colleagues within our sector.  
Turnover rates are higher than we’d like 
and we’re competing for talent every day.  

The impact that turnover has on our organisation affects 
the people we support, our colleagues, our leaders, and 
ultimately National Care Group as an organisation.

In order to deliver against our Vision to be the best and 
most trusted provider of care and support in the UK, 
we will be adopting an engagement strategy that will 
lead us to becoming recognised as the employer of 
choice.  What does being an employer of choice mean?  

Simply put, it’s an organisation that candidates want to 
work for.  It’s an employer that is recognised for having 
strong leadership, competitive pay and benefits, engaged 
colleagues, meaningful work and positive work culture.  
If we get this right our colleagues will be more engaged 
in their jobs, feeling more invested in our mission which 
will ultimately drive their desire to stay with us on our 
journey.  Critically, this sense of loyalty and connection 
will mean colleagues are less likely to leave which will 
create a more stable base for those we support.

CHANGING
LIVES
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Our Values
• guide the way we work and how we treat our 

colleagues;
• we challenge you to think of ways to embed our 

values into your day – how are you role modeling 
the values in your meetings or conversations 
with colleagues and stakeholders?

Community
• this is about giving us a common purpose where 

we can achieve excellence for our people;
• we want our people to feel proud to work for 

NCG, feel supported and be com-mitted to 
continuous improvement.

Leadership
• being a leader isn’t easy and we’re in our 

positions because we want to be and have a 
responsibility to drive excellence amongst our 
teams;

• you hold the reins for your teams and you 
have the ability to influence how your people 
feel.  If you build time into your day/week 
for your people – if you’re kind, visible, and 
supportive you’ll find that you will keep hold of 
more colleagues.

Journey
• is about continuous improvement;
• Our journey is all about leading to our 

destination to be the employer of choice.

Pay & Security
• we want our colleagues to feel fairly rewarded and 

valued in their roles;
• we need to balance pay versus investing in our 

colleagues;
• we need to continue to operate in a sustainable 

way – if we address pay rates sensibly we can 
continue to provide our colleagues with job 
security. 

Wellbeing & Culture
• we are competing for talent every day and 

Wellbeing support is a big consideration for many 
candidates;

• we are committed to embedding a culture of well-
being, we care for our people;

• our challenge to you is do your actions reflect our 
commitment? Do you regu-larly discuss wellbeing 
in your team meetings or in your 1:1s?

• for our culture we want everyone to be kind – this 
means being supportive, en-gaging, listening and 
recognising the great work of your colleagues. 
These actions will lead to embedding a culture 
built around wellbeing, trust and openness.

We have created a six-pillar engagement model with our Vision and Mission at the core.
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Q&A with The Executive Team 
Hosted by Mark Mason

Following our sessions with the Executive Team, 
it was over to Mark Mason, Head of Estates and 
Procurement and the room of 130 leaders to grill 
the team on any subject of their choice. 

Mark took to the floor with a roaming microphone and fielded a 
flurry of questions including:

James Allen was asked – “what keeps you awake at night?”

Claire Leake was asked – “you’ve been here just over a year 
now – have you achieved everything you set out to?”

David Rowe-Bewick answered “can you give us some insight as 
to how the StaffPlan implementation has gone to date – what’s 
working well and what challenges have you seen?”

Mike Cleasby took the question “what do you think are the 
biggest drivers to getting people we support more involved?”

And Claire was also challenged by Wendy Khan on “what 
National Care Group is doing to recruit and promote more 
registered nurses”...which was a key action Claire took away from 
the session to follow up with Wendy.



nationalcaregroup.com nationalcaregroup.com

YOUR POTENTIAL PLUS OUR COMMITMENT CHANGES LIVES | 1312 | CHANGING LIVES | NATIONAL CARE GROUP ANNUAL LEADERSHIP CONFERENCE NEWS 

Changing Lives 
Workshops

Changing Lives Through Our Tone of Voice
Hosted by Belinda Robinson

We want all our customers, the people we support, and 
our colleagues to have the same positive experience 
of engaging with National Care Group. Whoever they 
are. Wherever they are. That’s why it is important we all 
tell the same story. About how amazing things happen 
when our commitment to unlocking people’s potential 
changes lives. It’s the big picture. How we talk about the 
challenges and opportunities the people we support, our 
colleagues, and commissioners face. And how we can 
help them face those challenges and unlock their full 
potential. It’s how we explain what makes us different. 
We want these messages to be the starting point for all 
our communications. Whatever we’re talking about, from 
our brand story to our support services, our tone of voice 
should be the common thread that runs through it all. 

Changing Lives Through Quality 
& Our Company Values 
Hosted by Claire Hipkins and Natalie Chase-Caffyn

Our workshop was focused on how our Managers 
can affect the quality of life for those they support, 
by delivering direct care, but also through good 
governance and compliance with the regulations.
 
Good leadership is the ability to influence others 
through inspiration, motivated by Passion, 
Empowerment, Respect, and Collaboration.

When a good manager leads by example, they play a 
pivotal role in the lives of the people we support and their 
colleagues.  Their dedication, skills, knowledge, attitudes, 
and behaviours determine the success and positive 
outcomes for the people we support and colleagues. 

In groups, we discussed how we change lives with quality 
of care. Group A considered direct care i.e. working 
towards people’s goals. Group B considered how they 
change lives through good governance & compliance.

Once deliberated and discussed, we talked our 
thoughts through as a whole group, sharing 
ideas and the importance of compliance.

We went over:
• The National Care Group story - Our brand 

proposition, our progression model and our brand 
story are there to help inform what you say.

• Our brand proposition - Your potential plus our 
commitment changes lives. This is a powerful yet 
simple expression of our vision and mission to 
be the best and most trusted care and support 
provider in the UK. Committed to supporting peo-
ple to maximise their potential in any way we can.

• Our progression model - By supporting people 
to realise their strengths and gain better control 
of their lives we can encourage them to try 
new things, be ambitious and unlock their full 
potential. This provides opportunities for them 
to be active in their local community and to gain 
greater independence than more tradi-tional 
forms of accommodation and social care can.

• Our brand message - Only National Care Group helps 
you make the most of tomorrow’s opportunities 
by showing that life-changing things can happen 
with our commitment to unlocking your full 
potential. We don’t just say it. We do it!

Changing Lives Through 
Diversity and Inclusion 
Hosted by Lizzie Petty and Helen Mallows.

The theme for our workshop was “Success 
depends on great minds NOT thinking alike” 

We are at the beginning of our National Care Group 
journey into changing lives through Diversity 
and Inclusion. Our mission at our session was 
to discuss what diversity meant to our leaders 
and how this translated into the workplace.
  
Our personal view, (Helen and Lizzie’s), is that Diversity 
and Inclusion mean valuing the differences between 
our colleagues. It’s to remove barriers to employment 
and to embrace everyone because of their differences. 
  
Diversity is WHAT makes us different
Inclusion is HOW we make diversity thrive

Why it’s important 
• Access and embrace wider talent pools 
• To benefit and listen to different perspectives
• Resulting ultimately in better outcomes 

for people we support. 
• Our next steps are: 
• We challenged our leaders to reflect on their service’s 

diversity, and how they actively encourage inclusion. 
• We asked our leaders to stand with us and champion 

the desire to embrace a more diverse workforce
• And to collaborate on creating our Diversity and 

Inclusion strategy and road map throughout 2022. 

If anyone wishes to be part of the change and 
has a passion for driving Diversity and Inclusion 
across the organisation, please get in touch 
with lizzie@nationalcaregroup.com 

The first part of the afternoon sessions involved three workshops of which delegates had 
time to take part in two each. Our hosts tell us what happened in the workshops.  
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Changing Lives 
Regional Breakout Sessions

Charlotte Lumley, Regional Director – North
My session was called “National Care Group 
Support Planning & Risk Assessment”

It was key for us to revisit and remember our company 
values and our mission of unlocking the potential 
of the people we support when developing support 
plans. Ensuring we write our support plans as an 
‘instruction manual’ full of all the information about 
how to support the individual. Meaning our colleagues 
have the detail they need to support individuals in 
achieving their goals; but also, to meet their preferences, 
such as how they like their coffee including the mug 
they drink from and how weak/strong they like it. 
With this detailed and personalised information 
within a support plan, we can provide the very best 
support to the people we support but also support 
our new colleagues to have all the vital information 
at their fingertips which can promote retention. 

It was a fantastic opportunity to bring the region 
together. Since the amalgamation of the north region 
in April there’s not been any other face-to-face time 
where all the managers from Affinity, NNS, and the 
North East have had a chance to meet each other. 
Bringing everyone together cemented the new North 
team and provided an opportunity for networking and 
a continuation of our peer support approach across 
the North. And what better way for this to happen 
than at our national conference and awards.

Alex Costa, Regional Director 
Central Region
The key focus of our region’s session and wider strategy 
moving forward is “changing lives through solid 
foundations to allow creativity to flourish”. 

Together we looked at our strengths and future hopes 
of welcoming both colleagues and people with support 
needs to our services. Ensuring we all understand them, 
give them the tools they need to help shape their future 
selves and support their development. 

We also took foil out of small boxes and made tin people.. 
it was a metaphor!

I enjoyed seeing the many faces of the team come 
together – faces that play such an important role in the 
lives of the people we support and their colleagues. I 
really enjoyed hearing about the journeys resulting in 
success that people had been on, and how much the 
accomplishments of others meant to the dedicated 
people that make up the Central Region. 

The three key things I hope my team took away from our 
session are:
• The importance of creating a solid and compliant 

base, 
• To use creativity to build on, even though there may be 

setbacks, 
• Persevere, be proud of what we build, and shine 

brightly. 

Rob Tooze, Regional Director 
South West & Wales
My session was titled  “Meaningful Engagement 
with the People We Support”

We had a structured discussion reviewing the positives 
and the weaknesses of the current methods we use 
to seek the views and opinions of the people we 
support. We then considered what other methods we 
could implement to give the opportunity to those who 
choose not to engage using our current methods.

It was great to see everyone get really involved and 
they came up with some creative ideas and suggestions 
that moved away from the formality of questionnaires 
& forums, ranging from capturing ideas and views 
through an informal chat over a cup of tea to supporting 
people to use their own preferences such as signing/ 
pictorial aids/ use of various tech communications etc.

I really enjoyed getting everyone together for an 
upbeat session filled with energy. At the end of the 
discussion, we all agreed that we and the teams 
need to be more adaptable and responsive when 
trying to engage with the people we support.

Jill Hopcraft, Regional Director 
South East region
My session was entitled “Re-write the Stars”.

Following one of our first regional team meetings earlier 
in the month, and the previous conference sessions, 
it was a great opportunity to review what we have 
learned, what we have achieved to date, and what we 
want to do differently this year to achieve our goals and 
aspirations as a regional team.  It enabled the team to 
work collaboratively evidencing their real passion to 
drive forward the region and National Care Group.  This 
supports our continued determination as a focussed 
cohesive team to ensure the values of respect and 
empowerment are threatened through all our decisions.

The presentations at both the team meeting and the 
conference focussed on re-booting after a particularly 
challenging two years for society and particularly in 
the health and social care sector.  Our focus as a region 
has been to take time to step back and review our 
journey so far, ensuring we are taking the learnings 
forward to enable us to achieve greater things.  The 
team’s focus has been based on the famous words 
of Albert Einstein “insanity is doing the same thing 
over and over and expecting different results”.

The session was a fantastic opportunity for a period of 
reflection from the presentations they had seen earlier 
in the day, combining this with the outcomes from 
the team meeting the previous week.  Thoughts were 
shared, discussed, and challenged as success depends 
on great minds not thinking alike but combining great 
ideas – this is our recipe for us to be able to “re-write 
the stars” this year to support all our vision to be the 
best and most trusted care provider whilst ensuring 
we achieve all our key operational objectives.

In April National Care Group’s operations team announced a new geographical structure and the 
creation of four new regional director roles. Getting their regions together in person for the first time, 
our regional directors give us an overview of what they covered in their afternoon breakout sessions. 
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Changing Lives 
Review of a successful day
We welcomed National Care Group co-founder Jamil Mawji to wrap up the day. 
Jamil joined James in a review of how National Care Group has grown into a credible 
and leading care and support provider through the dedication of an industry-
leading Executive Team and the achievements of its leaders in the room. 
Jamil’s message was to keep on thinking big, linking all 
our actions to the company values, making use of all the 
learning and development opportunities available for 
both ourselves as leaders and our teams.

James introduced the Changing Live Charity Raffle. Throughout 
the day, our delegates raised over £700 for the Care Workers 
Charity. Prizes up for grabs included a luxury Fortnum & Mason 
Hamper, a trip to the top of the Shard and a spa day for two.
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Changing Lives, our 
conference theme carried 
through to the awards 
ceremony, perfectly 
describing the incredible 
work that was celebrated 
during the evening.

The ceremony was hosted by Mr Steve Walls, well known by the 
social care industry as an entertainer and compere. Steve did 
an excellent job of making the evening sparkle. The evening’s 
entertainment was polished off by our DJ Shane Hatch. Shane 
is a brilliant DJ and person we support at Affinity Supporting 
People. He kept everyone on the dance floor taking lots of song 
requests into the early morning. 

We must thank our evening’s sponsors and valued partners 
who supported us in making the evening a huge success. 
Our special thanks go to Access LMS, Compass Executives, 
Harrison Clark Rickerbys, National Reactive, Towergate, and 
Velway. It was particularly great that most could join us to 
meet some of the teams.

It’s of huge importance to take a step back, reflect and reward 
those who have helped change lives at National Care Group over 
the past year. And 400 nominations were made by colleagues 
doing just that - shining a spotlight on some of the outstanding 
work and achievements that have taken place towards 
unlocking the potential of the people we support. 

The award nominations were shortlisted by a panel of judges 
who scored them against the company values of Passion, 
Respect, Collaboration, and Empowerment. 

 Thankyou to our evening’s sponsors



Outstanding Achievement Board Award 2022:
Winner: Cherry Tree Gardens Team, Atlantic Way Care
Finalist: David Ferrol, Highlea Care

Making A Difference 2022. Sponsored by Velway
Winner: Wayne Richards, Endurance Care Worcestershire
Finalist: Julie Warren, Wellington Support
Kelly collects on behalf of Wayne

Support Worker of the Year 2022. 
Sponsored by Compass Executives
Winner: Jodie Richards, Endurance Care Worcestershire
Finalists: Lee Heath & Nicola Simpson, Shelton Care

Wellbeing Hero 2022. Sponsored by Access LMS
Winner: Carla Day, Integra
Finalist: Matt Burton, Shelton Care
Laura collects on behalf of Carla

Support Function of the Year. 
Sponsored by Compass Executives
Winner: Recruitment & Onboarding Team
Finalists: The Quality Team
Finalists: The Estates Team

Master Cook 2022
Winner: Stacey Bennett, Shelton Care
Finalist: Fran Byrne, Endurance Care Worcestershire

Manager of the Year 2022. Sponsored by Towergate:
Winner: Kathy Howitt, Chosen Care Supported Living
Finalist: Kelly Smith, Endurance Care Kidderminster

Team of the Year. Sponsored by National Reactive
Winner: Caewern Lodge, Integra
Finalists: The Rutland House/Cauldon Place Team, Shelton Care

Newcomer of the Year. 
Sponsored by Harrison Clark Rickerbys
Winner: Claire Elizabeth Jaye, Highlea Care
Highly Commended: Daniella Gilbert, Shelton Care
Finalist: Jessica Burke, Cornerstones

Activities Champion 2022. 
Sponsored by Allied Irish Bank
Winner: Gabrielle Dennehy, Endurance Care Kent
Finalist: Chanelle Dobbs, Shelton Care
Tara Fewster collects on Gaby’s behalf

CONGRATULATIONS 
TO ALL OUR WINNERS & FINALISTS
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Let’s stay connected
@Nationalcaregroup

@linkedin/national-care-group

@Nationalcaregrp

nationalcaregroup.com

media@nationalcaregroup.com

Join us for Tea and a Chat

Passion I Empowerment I Respect I Collaboration
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