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A Carer is…
A carer is anyone who cares, unpaid, for a friend or family member
who due to illness, disability, a mental health problem or an addiction
cannot cope without their support.

Our vision
Crossroads Care wants every carer to be recognised, supported and
offered services to help them maintain their own health and wellbeing.

Our mission
Crossroads Care:

• Provides services that respond to the needs of carers and the
people they support, offering them peace of mind and
understanding

• Works with them and other stakeholders to influence service
innovation and growth.
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A Message from our Chairman
I am delighted to be writing my first message to you all as Chairman of
such a worthwhile charity who provide breaks and support to unpaid
family carers. I joined the board in the summer of 2014 and assumed the
role of chair following last year’s AGM in October.

Like other charities particularly working in health and social care we
continue to operate in an ever changing and challenging environment.
Our services constantly evolve to meet these pressures but carers will
always remain foremost in our minds.

It has been another busy year with some challenges along the way. Our dedicated team of staff
and support workers has grown again and we are now 140 strong. We are constantly seeking to
recruit new support workers to meet the ongoing demand for services and to lower waiting
times. Our support workers are at the heart of our charity, without them we cannot provide for
the needs of the carers, so we remain focused on improving the pay levels, training and other
conditions for making their employment even more rewarding.

The Helping You Care Service launched in 2013 proved to be very successful and we are
delighted that through a tender process, in April, we won the contract and working in
collaboration with Crossroads Care Hertfordshire South we are the sole provider for the breaks
service in Hertfordshire. Hertfordshire County Council are real champions for carers in that every
carer is funded for a minimum of 18 hours respite irrespective of the financial position of the
carer. We look forward to growing the service to support the ever increasing number of carers in
Hertfordshire over the next 5 years.

In Spring we launched a small private home care service, called Caring for Life, which seeks to
provide even more services for the carer and their loved one according to their need. This service
is currently growing from a very small base, just one supervisor and 4 care workers. However we
seek to grow this dedicated caring service as fast as we can to meet the needs of our population.

The Trustee Board has grown significantly in size and skill set since 2014. Five new Trustees have
recently been recruited and will be officially appointed at the AGM In October 2015. They bring a
wealth of knowledge and experience to the charity and will help us to strategically develop our
services to meet future demand.

My thanks to all fundraisers, partners and supporters of Crossroads Care and in particular grateful
thanks to carers for your in memoriam donations. These funds make a real difference to what we
have been able to achieve.

And finally thanks to Sheelagh Taylor and her staff and volunteers whose commitment, drive and
enthusiasm makes our organisation the success it is. On this note it is with great sadness that I
am sharing with you news about Sheelagh who will be leaving the charity at the end of March
2016 after over 8 years of dedication to Crossroads. On behalf of the Trustees I would like to
place on record our sincere thanks for her hard work in support of unpaid family carers. She will
be greatly missed and Sheelagh will want to say goodbye personally to as many colleagues and
friends as possible before she leaves.

It is a privilege to be Chair of an organisation that provides much needed support to family
carers and I look forward to the year ahead. I welcome feedback, either by email or phone, from
every person who reads these accounts. Please don't hesitate to use my email address,
justinjewitt@aol.com, or my mobile number, 07979 287743, to give me any thoughts, ideas or
comments on how to make Crossroads Care Herts North even better for all carers.

Justin Jewitt
October 2015 
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The Crossroads Care/Carers Trust Story
Crossroads Care is a network partner of Carers Trust which was formed in April 2012 by the
merger of Crossroads Care and the Princess Royal Trust for Carers. Her Royal Highness, The
Princess Royal, is President of Carers Trust. Carers Trust is now the largest UK charity for, with
and about carers with a network of over 150 Centres and Schemes. 

The national charity is working to improve support, services and recognition for anyone living
with the challenges of caring, unpaid, for a family member or friend who is ill, frail, disabled or
has mental health or addiction problems. 

Our national Network Partner
goal is to ensure that information,
advice and practical support are
available to all carers across the
UK. With this in mind we
organised for a group of local
carers to meet with Andy
Burnham MP as part of his
roadshow of consultation events
and his 10 year plans for the NHS.
He engaged with carers about
their experiences and listened to
their views, both positive and
negative, about social care and
the Health Service. 

Crossroads Care Hertfordshire North continues to use its local brand. At a national level Carers
Trust branding is helping to raise the profile of carers and the work that they do looking after
their loved ones.

Over 6 million people in the UK are carers – that’s around one in eight adults. Many of them reach 
a turning point when they feel they need help with caring, a sympathetic ear or some time 
to themselves. This is what Crossroads Care does.

We provide flexible services to people of all ages and with a range of disabilities and health
conditions. Nationally Crossroads schemes work with over 43,000 individuals and their families,
helping carers to make a life of their own outside caring since 1974. We provide a special quality
of care that gives them the peace of mind to let someone else step into their shoes.

As a charity, we care for people not profit. Our team of over 140 staff love their work. They
understand what carers and those they care for need and feel. They know the simple things that
really matter, they do the hard jobs with a smile and they take pleasure in fitting into family life.
They are a dedicated team and are true ambassadors for Crossroads Care Hertfordshire North as
evidenced by the following quote from the latest staff survey 

“I think Crossroads are an excellent employer and have always been happy to work with them as
they understand the service user’s needs and that of their employees.”

With the advent of the Care Act last year, the need for support for carers was recognised. More
control and choice was placed in the hands of carers and those they care for. All carers are now
entitled to an assessment. This is an opportunity to discuss how caring for someone affects their
life and looks at how support can be given to balance the caring role with a carers own needs,
responsibilities and commitments. No-one is better qualified than Crossroads Care to guide
people through new choices and processes to better quality of caring life.



What we do
Carer’s Breaks
Our scheme provides practical support for carers where and when it is most needed - usually in
the home. We provide the carer with a break, away from their caring responsibilities, giving them
time to themselves. We also work with those with care needs, helping with daily activities,
providing stimulus and encouragement and as much patience as is necessary.

Our support workers effectively replace the carer in the home so that they can get a short break.
In this time they can pursue a hobby, go shopping, meet with friends, go to work or just get some
well-deserved sleep. We listen to the carers and those they care for’s needs and work with them
to decide what outcomes they would like to achieve from the service. Our aim is to promote
independence for their loved one and meet their needs in a person centred way.

Did you know . . . . in 2014/15
• 94,913 hours of care in the home and community were provided by Crossroads Care Herts
North (an increase of 17.72% over the previous year)

• over 35,000 breaks were provided and 982 families received a break 
• 148 carers were supported through the Carers’ Café Social groups and over 30 people with
care needs attended the day centre in Stevenage

Helping you Care
The Helping You Care Service was launched in April 2013 in partnership with the Community
Wellbeing Team at Hertfordshire Health and Community Services (HCS) for adults over the age
of 18. Following a successful tender process we are now contracted to provide this service and, in
collaboration with Crossroads Care Hertfordshire South, cover all of Hertfordshire. Under this
assessment and triage service, Crossroads can provide up to 18 hours/6 weeks of free breaks to
carers who meet certain eligibility criteria. All carers regardless of eligibility receive signposting
to other voluntary or statutory organisations as needed. Those receiving the service are then
referred to HCS for further non means tested support as appropriate. Carers who then receive
continuation funding from HCS through a spot purchase contract could go on to receive the
same service with the same support worker for months and years as needed.

What Carers say about Crossroads Care Herts North
We constantly monitor our service provision to ensure that we are getting it right and if not to
learn and make improvements. As part of the monitoring carers are asked a range of questions
about how they use their time, how their health and wellbeing is affected and how they are
personally feeling. We also ask for any general comments and here are a handful of responses
that demonstrate both the quality of the support workers that we use, the trust they put in our
service and the importance that we place on matching our support workers to individual needs
of the loved one (where we can) and the confidence and peace of mind they get from knowing
that Crossroads are there. 

"My husband has vascular dementia which is a 24/7 duty. To know that I can call someone to help
is a Godsend. J, the lady who looks after my husband, is a gem."

"It is so reassuring to know that there are people in your organisation to turn to."

"I know my husband will gradually get worse, but I know now that there is someone there to help me."

"It is so helpful to go out knowing Crossroads are there and to get one's own jobs and errands
done. Caring is a very intensive time demanding job. This support is totally absolutely wonderful.
Very grateful, thank you."

"My contacts with Crossroads staff have been positive and helpful. Questions have been
answered fully. And with good humour."

Crossroads Care Hertfordshire North – Annual Review 2014/15
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About the Carers using our services
35% of carers using Crossroads Care are male

65% of carers using Crossroads Care are female

47% of clients being cared for are male

53% of clients being cared for are female

Average age of people with care needs is 77

Average age of carers is 67

Out of a total of 982 carers disclosing ethnicity 752 were stated as White British

What Carers said about their Crossroads Service
92% of Carers said they were happy with their support worker. 

99% of Carers of those who responded rated their Crossroads Care service as Excellent or Very Good

What difference did the service make to Carers
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What does using this service enable you to do?
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We also provide the following services

Day Centre Care
The Crossroads Care Day Centre continued to receive core funding from the Community Wellbeing
Team to offer carers in Stevenage the chance to get a break for 6 hours including lunch for their
cared for person. The Centre is open 3 days a week from Wednesday to Friday and provides care for
8 clients. A full programme of person centred activities takes place each day. It gives peace of mind
to the carer for a full day knowing that their loved one is being well looked after and have time for
themselves to undertake other activities.

The Centre has been running at a loss but an interim grant has been made available by the
funder to sustain the centre until a longer term solution can be found. 

Young Onset Dementia (YOD) Day Care
During the year we continued to provide support for a group of clients diagnosed with Young
Onset Dementia (under 65) funded by the Community Wellbeing Team. Up to 7 clients attend
the group which takes place at our Day Care Centre in Stevenage every Tuesday. The group have
become firm friends and enjoy activities within the Centre and out in the community. They
recently went on an organised canal trip and enjoyed a fun day on a barge.
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Projects
We have received funding for two projects. One in Broxbourne (Lower Lea Valley) is focused on
helping GP surgeries engage with local carers to encourage registration with their surgery and
working with the Home First service supporting carers of those with long term medical
conditions. The other is a project in partnership with Herts Healthy Homes and East Herts
Council examining the impact of home environment on those living with dementia.

Getting Carers Connected Project
This popular project which helps Carers to get online so they can connect with friends, relatives
and pursue interests continues to run in Hitchin. Volunteers from insurance company LV= in
Hitchin assist carers with their IT issues every month. The group is run by volunteer and financial
contributions from LV= and support from Crossroads Care to facilitate the sessions. 

Caring for Life
This year we launched our new service to help people with care needs receive a quality person
centred support at home service. All visits are a minimum of one hour and staff are paid
guaranteed hours to work with us on this service. Offered in North Hertfordshire and Stevenage
only, we now have a small group of staff and clients using the service but expect this service to
grow substantially over the coming years and expand into other parts of the County.

Carers’ Cafés
The Carers’ Café concept was started over 3 years ago as a
result of a long standing strategy to provide social groups for
carers. Peer support is very important for carers who can often
feel socially isolated and taken for granted. From early
beginnings we know from feedback surveys that the groups 
are now extremely valued by carers and former carers alike.
They are also supported by a group of volunteers who help
make teas and coffees and ring around the carers to make sure
they have the dates on their calendars and check they are doing
ok. This emotional support aspect of the group makes them 
very powerful in improving a carer’s health and wellbeing. 

The Stevenage Carer’s Café funded by Stevenage Borough Council
continues to grow and has moved to new premises at the React
Centre in Stevenage. Their activity programme is wide ranging and
this year included relaxation sessions, talks from Crime Prevention
and the Fire Service, a presentation of bee keeping, crafts and
singing sessions. Friendships have formed and sometimes small
groups meet up separately for lunch. Annual events include a
Christmas Party, Christmas lunch and a trip to the seaside which
the carers enjoy enormously for a full day out. In addition a
number of the ladies have formed a 'knit and natter' group and are
busily making squares for blankets in support of the Queen
Mother's Clothing Guild and for auction at fundraising events.

We continued to provide Carers’ Cafes in Hitchin, Letchworth,
Harpenden and Hoddesdon and opened two new locations
Cheshunt (October 2014) and Welwyn Garden City (March
2015). All the cafes except Stevenage are funded by voluntary
donations and fundraising effort. Each café is funded by working
in partnership with local businesses who very often pay for the
refreshments or provide them at low cost. We raise funds
through various sources including carers themselves doing
raffles and coffee mornings.

Crossroads Care Hertfordshire North – Annual Review 2014/15
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Carer’s Week 2014
National Carer’s Week was another busy time
for the Charity.

The Rank Organisation chose Carers 
Trust as their charity for the year at a
National level and are supporting 
schemes across the country. Thanks to 
this partnership family carers from
Stevenage, Hitchin and Letchworth 
enjoyed a fun game of bingo, a specially
prepared breakfast and entertainment.

Rank who manage Mecca Bingo in
Stevenage hosted the session which was
attended by the then Mayor of Stevenage
Cllr. Sherma Batson MBE.

Another group of carers came together 
on a sunny day and enjoyed afternoon 
tea at The White Horse in Hertingfordbury. 
Yet another funded activity free to carers.

As part of a project in the Lower Lea Valley area to raise awareness for carers, Crossroads Care put
on a road show event during Carers Week and attended every GP surgery in the area. The purpose
was to raise awareness and provide much needed information and support to full time family carers.

At a national level Sainsbury's supermarkets sponsor National Carer’s Week and staff and
volunteers provided information and advice at several local stores during the week. The aim was
to raise awareness about the charity and the support that we can provide. 

Thanks to a group of local fundraising volunteers led by Liz Burton, over £600 was raised for the
Charity at a Christmas Fair on Saturday 8th November.

Liz, a former carer and enterprising Volunteer for Crossroads Care Hertfordshire North decided
that she wanted to give something back to the charity for their help in looking after her mum who
had dementia and sadly passed away in 2014. The fundraising event was held in her memory.

Liz organised a team of volunteers who managed stalls selling Christmas goods and bric a brac,
new and nearly new items, cakes and other craft items. Cream teas were enjoyed by visitors and
despite torrential rain the afternoon was busy.

As a follow up to this first successful fundraiser Liz organised a Summer Ceillidh and over £1400
was raised for Crossroads. The event attended by over 100 people featured a band called the
Cyriacs, dancing, bar, lucky dip and ploughman’s supper and a good time was had by all.

As a registered charity, we are always in need of sponsors for projects and programmes of work
that need to be carried out and thank all those who have given their time to make each project
and event a reality.
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Future Plans
Following our success at being awarded the Carers Breaks contract by HCC in February 2015 we
will be actively working with the Commissioners to meet targets to engage with many more
carers to enable them to receive support and a breaks service. The partnership with Crossroads
Care Hertfordshire South will continue to be developed and enable a countywide standardised
offer over the 3 to 5 year period of the contract.

Our Business Strategy will be reviewed and revised to meet the challenges over the next three
years, for example the incorporation of the new National Living Wage from April 2016 and the
further development of the Caring for Life personalised care service for carers and those they
care for who wish to self fund their service.

We will continue to work in partnership with other carers’ organisations in the Herts Carers
Organisations Network. We will continue the work alongside Alzheimer’s Society in supporting
carers and those they care for in living well with dementia, following on from the charity wide
training in Dementia Friends. 

We will continue to expand the Carers Cafe network to an agreed development strategy. 

The work with the East and North Herts Clinical Commissioning Group in supporting Carers
accessing GP surgeries and the Home First scheme in Lower Lea Valley, which was started in
March 2014, will continue until at least the end of March 2016.

We will develop the project to define a “Dementia Friendly Home” in partnership with Herts
Healthy Homes and East Herts Council. 

Volunteer recruitment and retention remains a clear priority. Many former carers are giving their
time in support of our Carers Cafes. This will be expanded in the years ahead.

Quality policy statement
The mission of Crossroads Care Hertfordshire North is to promote, offer, support and deliver high
quality services for carers and people with care needs. We make sure that we adhere to this
statement by the implementation of quality monitoring and evaluation systems to demonstrate
compliance:-

CQC (Care Quality Commission) is a comprehensive independent inspectorate for all social care
services - public, private and voluntary, set up by the Government. The commission inspects how
we deliver the care services to our clients, carers and people with care needs. The Care Quality
Commission inspected us in January 2013 and again in January 2014 and found us to be fully
compliant. We are currently working on compliance to the new care standards from April 2015 in
preparation for our next inspection. 

We are regularly inspected by HCC Health and Community Service commissioning teams to
ensure compliance with contractual terms and effectiveness in creating positive outcomes for
carers and those they care for. Our inspection in September 2014 found us to be 91% compliant
with East of England care standards. 

The most recent accolade was, following a rigorous inspection process in January 2015, being
awarded the Carers Trust award as a Centre of Excellence.



Who we are
The Chief Executive who also acts as Company Secretary is
appointed by the Trustees to manage the day to day operations
of the charity. The CEO is in turn supported by a structure
comprising Care, Operations, HR and Finance functions as well as
an Executive Assistant who looks after the volunteer effort, PR
and marketing. 

As at 31 March 2015 there were 19 full and part time management
and administration staff and 121 part time support workers. 

Every year we survey our staff and last year we had a response
rate of 73% demonstrating an improvement of 6% on the previous
year. We are delighted that all our staff said they are proud to
work for Crossroads Care and that they all believe their
colleagues are helpful.

We had improved from the previous year in some areas,
particularly:

* Helpfulness of the co-ordination and management teams

* Change management – more staff believed it is managed well

* Staff supervisions – staff are seeing their managers more often, feeling more supported and feel
that their personal contribution is being recognised

* Most staff believe the service we provide is person centred and flexible responding well to our
client's changing needs

However there are areas where we still need to focus:

* Staff retention remains a priority

* Although more staff feel valued as an employee, there is more work to be done

* Ensuring equal opportunities are actively practiced

* Creating more opportunities to develop skills and abilities

Lesley White, Support Worker for Crossroads Care 
Hertfordshire North bagged the ‘Making a Difference’
Award at the Hertfordshire Care Provider Awards 2014.

Our Team of Volunteers
We are very grateful to the volunteers who assisted us in the 
office with projects, research, and administration tasks and 
others who helped carers to get online. During the year a total 
of 28 supported the charity at some point and contributed 
over 1,500 hours of voluntary support to our work.

Crossroads Care Hertfordshire North – Annual Review 2014/15
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Crossroads Care Board of Trustees
Crossroads Care Hertfordshire North is governed by a local Board of Trustees who are
volunteers. We have a strong Board of Trustees with wide ranging skills to ensure Crossroads
Care Hertfordshire North continues to satisfy Charity Commission and other statutory
requirements.

Quality Training
To ensure that all our staff can deliver the highest quality of service, we have an extensive
mandatory training programme. All staff have a training and development plan to meet both
statutory standards and individual learning needs. 

This year saw the continuance of the robust staff development programme ensuring all staff
receive Common Induction Standard which became the Care Certificate on 1 April 2015 as well as
mandatory training to fulfil their role supporting Carers in the home or in the Community. By
positive working partnerships between HCC Health and Community Services, Hertfordshire Care
Providers Association and local training providers we have continued to train staff to the highest
levels including in particular emphasis in working with dementia. Specialist training has also
continued for those clients requiring a higher degree of specialist personal care, including
overnight and weekend care. In particular working with the British Red Cross has given staff the
confidence and skills they need to administer First Aid in an emergency situation.

Membership
We are encouraging all our carers and anyone who is interested in our service to become a
Member of Crossroads Care. Membership is only £12.00 per annum and entitles you to attend the
Annual General Meeting and receive a copy of the Annual Review. You may even be happy to
become a volunteer and you are always welcome! If you wish to join or require more information,
the contact details are:-

Telephone: 01462 455578

E-mail: info@crossroadshn.org.uk

Thank You for Supporting Us
During 2014/15 we received over £60,850 in grants and donations from corporate donations,
individual donations including regular amounts paid by standing order.

We wish to give grateful thanks to our many supporters and donors including:-

MBDA Systems, Letchworth Garden City Heritage Foundation, Stevenage Borough Council, La
Concha Tapas Bar, Nonnas Kitchen in Hoddesdon, Waitrose, Knebworth Ladies Golf Club,
Stevenage Community Trust, LV= Hitchin, Herts Healthy Homes, the Chauncy Trust, East and
North Herts CCG.

Members of Parliament Oliver Heald, Peter Lilley and Stephen McPartland, County Councillors
Wyatt Lowe, Heritage, Hart, Hutchings, Gordon and Hewitt.

Carers and supporters are very kind in giving donations on an ad hoc or regular basis and
organising their own fundraising initiatives. Our membership fees are gratefully received. 

In Memoriam donations are often received in respect of loved ones who sadly pass away. We are
grateful for all such donations and our thoughts are with you.
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Crossroads in Hertfordshire (North and North East)
Caring for Carers

Statement of financial activities
(incorporating an income and expenditure account)

for the year ended 31 March 2015

Total Funds Total Funds

2015 2014

£ £

INCOMING RESOURCES
Incoming resources from generated funds:
Voluntary income 64,009 58,067
Activities for generating funds 6,009 7,335
Investment income 2,888 3,851
Incoming resources from charitable activities
Carers support services 1,559,370 1,324,620
Day centre 40,543 27,748
HCC – YOD group 9,275 9,275

TOTAL INCOMING RESOURCES 1,682,094 1,430,896

RESOURCES EXPENDED
Charitable activities
Carer Support Services 1,601,794 1,337,706
Day Centre 43,569 43,824
HCC – YOD Group 11,056 9,275
Governance costs 5,267 3,625

TOTAL RESOURCES EXPENDED 1,661,686 1,394,430

NET INCOME/(EXPENDITURE) FOR THE YEAR 20,408 36,466

RECONCILIATION OF FUNDS
Total funds brought forward 504,530 468,064

TOTAL FUNDS CARRIED FORWARD 524,938 504,530
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Crossroads in Hertfordshire (North and North East)
Caring for Carers (Registered Number: 06360309)

Balance Sheet

at 31 March 2015

2015 2014

£ £ £

FIXED ASSETS
Tangible assets 9,295 5,690

CURRENT ASSETS
Debtors 217,295 165,350
Cash at bank and in hand 432,039 434,435

649,334 599,785
CREDITORS: 
Amounts falling due within one year (133,691) (100,945)

NET CURRENT ASSETS 515,643 498,840

TOTAL ASSETS LESS CURRENT LIABILITIES 524,938 504,530

NET ASSETS 524,938 504,530

FUNDS
Unrestricted funds 480,438 466,797
Restricted funds 44,500 37,733

TOTAL FUNDS 524,938 504,530
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...the people carers turn to

Contact Details:
Office Hours are: 08.00 – 17.00 (Monday – Friday)

Telephone:
01462 455578

E-mail:
info@crossroadshn.org.uk

Website:
www.crossroadshn.org.uk

Contact Address:
Suite 5, Intech House

Wilbury Way
Hitchin

Herts SG4 0TW

Charity Registration No. 1121629
Crossroads in Hertfordshire (N&NE) is a company
limited by guarantee
Registered in England No. 6360309
Registered Office: Suite 5,
Intech House, Wilbury Way,
Hitchin, Herts SG4 0TW

The Crossroads Care trade mark is a collective mark


