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Annual Report 2019

A Message from our Chair
Welcome to Persona’s first annual review!
At Persona, we are privileged to be part of the lives of so many people and families across Bury and are inspired every
day by individuals striving to live their best life. As an organisation, we are measured in many ways, by regulators, our
shareholder, and other stakeholders, as well as our own REACH values, but when the head hits the pillow at night, we
must reflect on the experience of the people who let us share their lives, and measure a great day based on smiles and
laughter. This review is packed with happy, smiling faces. You may see yourself, or someone you know.
Our Enthusiastic value will be in full evidence.
Persona is seeking to live its best life too. We are 4 years old. Persona has developed its own personality, stamped its
feet a few times as a toddler (being Honest), but here we present its ‘pre-school yearbook’ as the organisation takes
another step forward in its own life. At this age, children are headed to primary school and are being influenced by great
teachers, wider family and of course, those closest to them. It is no different at Persona. As we grow, develop new
services, and share a part in the lives of more families, more people become involved. Notably this year, we have
become part of the Bury Local Care Organisation (LCO), playing our part in the future shaping of health and social care
services in Bury. Our continued relationship with our shareholder, Bury Council, is key as we aim to provide excellent
care across Bury where, for example, we are working in partnership with Six Town Housing at Peachment Place. For
me, the growth in the number of colleagues being part of the Persona story is a reflection of our early success, and
those fabulous colleagues will underpin our future success. It is here you see the Caring value of Persona in
abundance. The confidence of Bury Council to create Persona has developed an organisation that is in a growth phase,
is creating jobs, and can provide positive career choices for individuals stepping out into the world of work.
So as Persona grows into its own ‘school’ phase, the main ‘subject’ will undoubtedly be a closer working relationship
between health and social care, and finding solutions to provide services in a way that meets the changing needs of our
communities, at all times being Respectful, but equally finding financially acceptable solutions as well. We are building
new relationships with our neighbouring authorities and further afield in Greater Manchester, so we can learn from each
other. It is undoubtedly a time where being Adaptable has never been more relevant. The questions facing care, and
health providers, are enormous, and we continue to look at innovation rather than continue to do as we have always
done, with a clear vision to help people live their best life. As you enjoy this first Annual Report,
I would remind you all, as customers, families, colleagues and wider commissioners and stakeholders We’re All About You.
Stewart McCombe
Chair of the Board
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Welcome to the annual review of Persona 2019.
Putting together a review serves a few purposes. It provides a handy set of facts which help staff, customers and
stakeholders to better understand the amazing organisation that is Persona. It also allows us to reflect on what we’ve
achieved and set out where we’re headed next. In many ways it is a real celebration of some amazing people, some
lives well lived and some fantastic outcomes. Within this review you’ll find facts and figures, brilliant pictures, but more
importantly truly inspiring stories. Persona is an organisation with a personality and a pulse and there is no better way to
capture that than to hear what customers and their staff teams have achieved and how they feel about their experience
with us.
2019 was another busy year; I'm not sure there’ll ever be a year where I say it was a quiet one! Reaching our four year
anniversary, Persona has developed into a dynamic organisation with a strong infrastructure. We welcomed a brand
new staff team as we took on the care contract for the Council’s flagship Extra Care Scheme, Peachment Place, and
increased our support to customers in Supported Living with the acquisition of a new contract for customers in 4 houses.
Our Escape service for young people went from strength to strength, offering summer placement options for the first
time. We also launched our new approach to values based recruitment and induction, and invested in a number of
initiatives to support the health and wellbeing of our amazing staff teams. We are a people business and it is so
important that we recruit the right people who can make the best difference to our customers' lives. We also want to help
our teams to take good care of themselves so that they are in the best possible place to support those aroundthem,
whether that’s at work or home. 2019 wasn’t all new adventures, there was lots of hard work to move forward with
quality management within our existing services. Getting a Requires Improvement in 2018 at Spurr House was a tough
pill to swallow but it made us realise how important it was that we put improved quality management systems in place.
2019 saw us launch these in our short stay services and begin to develop the culture to be one of continuous
improvement. Hard work pays off and we were delighted to see our Elmhurst and Woodbury/Shared Lives services
achieve a ‘Good’ rating early in 2019. We had our Spurr House inspection in November and are currently awaiting the
outcome which we hope reflects all of the hard work of the team.
2019 also saw us take a step forward in developing our relationship with our shareholder, Bury Council, and the newly
formed Local Care Organisation which we were excited to become a partner of in April this year.
I am incredibly proud of the amazing things that we achieve as an organisation, and more importantly that we are able to
support our customers to achieve. So I hope you enjoy seeing this captured in this annual review
as much as I have.
Kat Sowden
Managing Director
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Our Finance
We once again delivered an operational surplus in 2018/19
with the overall surplus of £671K being considerably better
than the budgeted surplus of £27K.
This was achieved through a combination of income growth,
in particular from self funding customers and new contracts
with Bury Council, and by careful shepherding of costs.
In 2019 a dividend of £200K has been approved and paid to
Bury Council, who are the sole shareholders of Persona.
This was paid out of the profit generated in 2018/19 with the
remainder of the profit being retained by Persona to support
business development.

Actual Income - £'s

Budget Income - £'s

Actual Expenditure - £'s

744

1492

1104

932

798

11029
Core contract

Other income

11029
Core contract

Budget Expenditure - £'s

Other income

675

9948
Staffing

Premises

Other Overheads

10139
Staffing

Premises

Other Overheads
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Our Customers
Providing high quality care and support that enables our customers to live their best lives is at the heart of everything we
do, but how do we know we are getting it right? We ask!
The people we support, along with their relatives and carers, are best placed to let us know how we are doing each day
and whether there is anything we need to do to make their experience any better.
Across our days, stays and lives services we support over 500 customers throughout the year - so what did our
customers tell us?

The percentage of customers who reported that the support they receive has helped them in their daily life is:
Supported Living

Short Stay

LD Day Service

OP Day Service

100%

95%

100%

100%

Bury Shared Lives

100%

We also asked about what we need to improve on.
Our customers told us they wanted to see a greater variety in the
activities that we offer – so that’s what we are going to focus on next
year. We are always looking at ways in which we can improve our
services and we use a range of information including customer and
carer feedback, to help us do this.
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Our Customers told us:
'It has helped me to be able to care
for my husband by having a break
and knowing he is happy'

'If I had a concern, I would talk
to the staff and they would make
it right for me.'

Relative, Older People's Day Service

Customer, Older People's Day
Service

'All the staff are brilliant, couldn't
ask for any better staff.'

'I can access a bath at the centre,
and I have made new friends.'
Customer, Older People's
Day Service

Customer, LD Day Service

'I am quite happy, can't think how
to make it any better.'
Customer, Bury Shared Lives

'I think Elmhurst is a wonderful
place, it's terrific. I would definitely
come back it is excellent.'
Customer, Short Stay Service

'I love my carer!'
Customer, Bury Shared Lives

'Always someone there when
I need them.'
Customer, LD Day Service

'Wouldn't change anything.'
Customer, Short Stay Service

'The staff have helped me to
become more independent.'
Customer, Supported Living Service

'Staff are all helpful and build me
up with confidence.'
Customer, Older People's
Day Service

'Excellent.'
Customer, Supported Living Service
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Our Business Plan
The Business Plan focusses on three key priorities and we made some great progress in achieving these during
2018-19:
Developing and Growing our Business
We invested in developing and launching a number of new services:
Escape – our day service for 18-30 year olds - was a huge success with a number of new people benefitting from a
really vibrant and inspiring environment and staff team
Our bathing facilities at Grundy were completely redesigned into luxurious, fully accessible spas. This made a
comfortable and enjoyable bathing experience possible for a whole new group of people
Our Shared Lives Scheme increased the number of customers and carers who were matched in placements
We launched our flexible day care attendance options including our Get Social range of activities which became
available on a pay-as-you-go basis
We took on a new supported living contract to support customers in 4 households
We were proud to become the care provider for the new flagship Extra Care Scheme, Peachment Place
We worked in partnership to lead the Bolton and Bury delivery of the Festival of Ageing, a Greater Manchester wide
scheme
Underpinning all of that was the development of our brand and marketing approach through the establishment of our
creative in-house Communications Team.
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Our Business Plan
Maintaining High Quality Efficient Services
Our Elmhurst and Woodbury/Shared Lives Teams celebrated achieving a Good rating with CQC
The REACH values began to visibly embed into the business and to be included in recruitment, development and
recognition processes
Our recruitment processes were completely redesigned to involve customers and make it easier for us to identify
candidates who fit our values. Our induction programme for new staff was launched to ensure every new employee
has a great start to their new role
Building Effective Governance
We designed a quality management framework to enable improved internal quality assurance, and launched this in
our short stay services
Our stakeholder engagement continued to mature, with our stakeholder group rebranding as Friends of Persona and
the Employee Forum increasing their presence and impact
Not everything was positive of course and in some areas, the progress we have
made is the start of a much longer journey. For example, we launched a new
electronic medication system in our short stay services which will require a
number of months to realise its full benefits. Systems development is an ongoing
project to identify how digital solutions can improve the effectiveness and
efficiency of our services, and how to implement them in a way which adds value
for our staff teams.
There is so much of our business development which requires strong leadership
and cultural change and that takes time to do well.
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Pictures of the Year
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Pictures of the Year

drumming sunnybank june
2019 (6)

bagbooks july 2019 (10)

st michaels reads at
Elmhurst sept 2019 (3)

elton win tesco bid 19 (1)

supported living september
cruise 19 (4)

grundy halloween 2019 (8)
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Our Achievements
Celebrating our successes and being proud of what we achieve is part of what we do to live our Enthusiastic Value.
Training during 2019
44 staff have completed their Care Certificate
23 staff are completing their Level 2 Adult Care Worker qualification
6 staff are completing their Level 5 Leadership and Management qualification
74 staff have attended Mental Health Awareness training
26 staff have been supported to undertake IT training

Quality Care
This year our Elmhurst Short Stay Service and our Woodbury Short Stay and Shared Lives Service were inspected by
the Care Quality Commission and we are pleased to say we received a GOOD rating in all areas.
Here’s what the inspectors had to say Elmhurst Short Stay Service
'People told us they were treated with kindness and compassion and we observed
staff interacting in a kind and friendly way with people who used the service.
Privacy and dignity was respected and people were well presented.'
Woodbury Short Stay Service
'People told us that they looked forward to and enjoyed their visits to Woodbury
Short Stay; the staff team were very welcoming and friendly. They enjoyed laughing
with each other and we saw relationships in action at this inspection.'
Bury Shared Lives
'The approval panel membership had increased which meant the shared lives scheme
could respond more quickly when people needed support in an emergency. We were
told that this had happened twice and the placements had been well matched and
very successful.'
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Our Achievements
PersonAwards
Our People make Persona who we are; our
annual awards ceremony is just one way we
recognise - and say thanks to - all our staff for
the work they do supporting people to live
their best life.
This year we saw 182 nominations received
from customers, carers, managers and
professionals, recognising the positive impact
our staff make on the lives of others each day.

11

Our Customers' Stories

"Mum wasn't well enough to come home from hospital, even with care in place."
Carol told us. "I was feeling the strain but I wasn't prepared to give in; I wanted
her at home. Mum went to Spurr House for a couple of short visits between stays
in hospital, while I got everything ready for her. It was such a relief and gave me
breathing space - Mum got her strength back while she stayed there; they got her
back on her feet and gave us the confidence to try again at home. The staff were
truly wonderful with us both and we were grateful for the help, support and
kindness we got from everyone there."

Liam (pictured), who uses Elton Day Centre is a huge fan of the
Rebound Therapy sessions which are run at Re-Start!
"The best thing about it is it’s good to get out of the chair – freedom!"
He beams. "I’d recommend it to anybody! I feel happier coming here and I’ll
feel this good for the rest of the week – I can never wait for the next session!"

Paul explained “My wife Sue has advanced Alzheimers and uses Pinfold Lane
Day Centre five days a week. It’s great for her because I know she’s well looked
after and good for me because it gives me a bit of a break. If I need something
longer, like a long weekend or a week away, she goes to stay at Elmhurst.
I know staff care for her and that Sue recognises them, even though she doesn’t
say much. I wouldn’t hesitate using Elmhurst whenever I need it.”
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Our Customers' Stories

Ted (pictured) has been coming to Grundy Day Centre for three years and is
now also a resident at Peachment Place. He's still a keen dancer who likes to
take part in the parties at Grundy and is an accomplished poet who celebrated
his 102nd birthday this year, with a helicopter ride over Blackpool. When asked
about Grundy, he says “Everyone’s friendly here and that’s what counts. The
staff here are all angels; there isn’t anything they wouldn’t do – they are very
caring. They don’t give you time to mope!"

Eric (pictured) has been supported by Mirsad (PersonAwards Shared Lives
Carer of the Year 2019) for over four years and it "makes a hell of a difference"
to his life. Mirsad visits him every week with the paper, then they go out,
perhaps to a local park or museum, or even further afield to places like Chester
or Liverpool. Eric told us "Mirsad is a constant companion"
without whom he "would never go any distance".
He "looks forward to seeing him very much, we get on very well."

Rebecca (pictured), one of our Supported Living customers, has been working
full time for See Ability since June, after a determined two year hunt for a job
and aided by her Support Worker, Bernie. Now Eye Care Champion for the
North West, she's thriving! Her confidence has blossomed with the
encouragement she has had to break her work tasks down into manageable
chunks and learn that it's ok to ask if you don't understand.
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Our People
Values
Our staff truly live our values on a daily basis and
this is recognised in a variety of ways including:
by our visitors, who regularly comment on the
warm welcome they receive from all of our staff
via HIVE FIVES* given from staff to staff –
over 1,165 have been sent in the last year
by our customers who, through compliments
and feedback, say they are forever grateful for
the time of our staff
Staff Workshops
Supported by the Art of Being Brilliant, the focus this year was ‘the WHY factor’.
The workshop gave staff the opportunity to take some time out of their day to day work, spend time with colleagues from
other teams and develop themselves at the same time. It was also a chance to come together to find out about key
developments happening across Persona.
Here is a small selection of the 'WHY's' staff shared with us following the workshops:

"To ensure people have a good happy day and a fulfilling
life when at the day service."
"I am here to make a difference."
"To make a difference in someone's life/career path...it's
the little things."
*Our peer to peer recognition tool
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"Simply to make people smile."
"To support and enable people to become more
independent so that they don't need as much support
from me going forward. I find this applies to both staff
and customers. I want people to be the best version of
themselves."

Our People
Persona Wellbeing
This year saw the launch of Persona Wellbeing – a range of
initiatives available for staff to access when they need it; from
mindfulness, mental health awareness training and support, to a
walk up Snowdon!
We are looking to develop this further next year.

Fundraising
Not only do our staff make a difference to the
people we support, they also give back too.
This year our staff have raised £9,525.95 in support
of a variety of charities by taking part in memory
walks, running the Bury 10k and climbing
mountains, but also by arranging cake sales, coffee
mornings, fundays and bike rides.
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Looking Ahead
We’re starting 2020 with a refreshed Purpose which will provide a strong reference point for
all of our work. We’ve used feedback from staff and customer surveys and involved our
management team in developing something which we can all be proud to live by:
We support people to live their best life

The Business Plan for 2019-21 is structured under the same three priority areas as this year's; Developing and Growing
our Business, Maintaining High Quality Efficient Services and Building Effective Governance.
We are excited that we’ll be a partner in the Local Care Organisation and keen to see how we can work with partners to
help shape the future of health and social care in Bury to achieve better outcomes for our population.
We’re keen to continue to grow in terms of the number of people we support and the positive outcomes we can support
them to achieve.
We’ll be working to develop a strong partnership with our Shareholder Bury Council, which will enable us to understand
how we can best support them to achieve their outcomes for the people of Bury.
We want to continue to develop our buildings and spaces and look forward to improving some of our environments,
including our office spaces, so that they are inspiring and creative spaces for our workforce.
We’ll be investing in our workforce through a range of wellbeing initiatives including opportunities to undertake
mindfulness, stretching, meditation, massage and mental health awareness to name just a few.
We’ll also be enhancing our training and development opportunities so that our workforce can continually develop.
Quality will remain a key focus and the quality management framework will be rolled out to all
service areas. We’re on a journey of continuous improvement and we’re committed to all of
our services attaining great feedback from customers and Good CQC ratings. We’re working
towards them being recognised as having some Outstanding elements.
We’re also committed to finding ways to better understand and evidence the impact we have
on the people we support, to help us better understand how else we can improve and
develop our services.
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