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This year’s Impact Report demonstrates the commitment of Carr Gomm to 
sustaining and developing services that support people to live independently 
and keep doing the things that are important to them. 

It has been a busy and productive year and there have 
been new challenges and opportunities.  

We have built on the success and reputation of existing 
services such as the Overnight Response Service in 
Argyll and Bute, to reach new localities.  We are now 
providing a service for the Glasgow area based on the 
overnight response model and are looking forward to 
developing this to a reach more people across Scotland.

It is important that we have processes in place to 
measure and evaluate our day to day work so that 
we can continue to improve.  This has been a big 
focus throughout the year.  We will continue to gather 
information about our performance with a view to 
improving the outcomes for people.

We have invested in developing a Mindfulness 
programme for staff and people we support. We are 
also using the expertise of staff who are mindfulness 
trainers to extend the programme to working with 
other business partners.

The number of people purchasing services through 
a self-directed payment continues to grow.  The 
development of the ClickGo app has put Carr Gomm 
at the forefront of delivering these services and raised 
our profile significantly.

Carr Gomm is committed to 
working with partners and local 
communities to promote services 
that demonstrate good outcomes 
for people.  Across Scotland, health 
and social work are currently 
integrating their services and this 
significant change to Health and 
Social Care Partnerships will have some impact on the 
future direction of our services.  

We are committed to continue to work closely with the 
new partnerships to develop flexible and responsive 
services that promote choice and control for individuals 
and communities.  We welcome the emphasis on 
partnership working, local planning and commissioning 
of services that is integral to this new way of working.

A challenging and productive year indeed!  Thank you 
to everyone who has contributed to sustaining and 
developing person centred services over the past year.  
Your continued support and hard work have resulted 
in innovative and dependable services of which to be 
proud.

Anne Austin 
Convenor

Welcome
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Overnight Response Service
The Overnight Response Service in Argyll & Bute operates 
7 days a week, 365 days a year from 11pm to 7am.  The 
service is for older people who need emergency support 
during the night and/or short term planned visits.  

This is a vital service for the people 
who use it and the benefits for the 
community are far reaching.

• fewer people have to be admitted 
to hospital

• the police and fire brigade are 
called out less often to elderly 
people in the community

• people can be discharged from 
hospitals earlier

• family members who act as carers 
during the day can get some 
much needed sleep overnight 
which reduces their stress and 
its repercussions

• families feel their relatives who 
need support overnight are safer 
and better looked after

• district nurses make use of the 
service to assess people’s needs 
during the night

Delivering Services That 
Matter

Jean had broken her arm 
and was struggling to use the 
toilet, she had help to do this 
during the day but at night she 
was struggling. The Overnight 
Response team supported her 
during the night and now the 
bone has healed, she no longer 
needs this support.

Hamish had been supporting 
his mother for a number of 
years and had not been able to 
go away for any length of time 
as she needed him during the 
night. Thanks to the Overnight 
Response team he was able to 
have a weekend away; this went 
so well he had the confidence 
to take a full week’s break as 
he knew our team was there 
to support her when she called 
them.

We have also supported a 
number of terminally ill people 
towards the end of their lives, 
without this service they would 
have had to spend their last 
days in hospital rather than at 
home.

445 people used the 
service on one or more 

occasion in 2014/15
There were 33,859 

visits in total

61% of these visits 
allow older people to 

stay in their own home
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In September 2014 we developed a paper for Glasgow City Council about remodelling 
our older people services. Part of this paper told them about the Overnight Response 
Service in Argyll & Bute, and the impact this had made on reducing hospital admissions, 
reducing dependence on statutory services and cost efficiency.  We knew that Glasgow 
City Council was reviewing its spending on residential care places, with a need to reduce 
the cost, and rebalance older people’s care towards community services; the timing of 
our paper could not have been better.

In January and February 2015, 
we discussed how we would 
implement the service, looking 
at a number of different models, 
including one that took the idea of 

our Overnight Response Service, 
but made it operational 24 hours a 
day.   At the end of March 2015, we 
received agreement and approval 
for the proposal, and the service was 
commissioned to start in September 
2015.

We are delighted that we have been 
able to fill this need in Glasgow by 
building on a well-established model 
from Argyll & Bute. 

Sharing Our Experiences 

The impact of this service 
will be

• a reduction in hospital 
admissions

• a reduction in unnecessary 
delayed discharges from 
hospital 

• prevention of care home 
admissions

• an increase in people’s 
independence

• a decrease in a reliance on 
statutory services
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Who we support

Profile of people we support

Tackling Health Inequalities 
in Craigmillar, Edinburgh

265 Referrals over the first 22 months 
185 people accepted a service 
125 Referrals from primary care

We contact people within 4 days 
to arrange the earliest possible 

appointment
144 People successfully referred 

to 49 different destinations

77% of people referred 
to us have anxiety, 
depression or are 
socially isolated

17% of referrals 
are from Black and 

Minority Ethnic 
communities (BME)

102 men have been 
referred. Of these, 70 

(69%) are over the age 
of 40.

This project is supported by the Self-Management IMPACT Fund for Scotland provided by 
the Scottish Government, administered by the Health and Social Care Alliance Scotland.
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We have identified where there 
is little provision locally and have 
acted as a catalyst to develop 
activities such as a Men’s Shed 
project, gardening group, a 
cycling course and a Zumba 
class with women from the local 
Gypsy Traveller community.

We also increased knowledge 
of and access to groups and 
services available. Through 
our support individuals have 
engaged with activities such as 
a knitting group, woodwork and 
counselling.



Outcomes achieved

Community Compass is designed to support people to 
connect with local services and help them overcome 
challenges

community

Increased resilience, improved confidence and self-esteem
• Improved relationships with families

• Learning to self-travel on public transport

• Taking up new hobbies such as the violin

• Learning new skills such as learning to drive

“I sort of feel that I belong now thanks to 
Community Compass”

Positive lifestyle changes including harm reduction
• Individuals have been supported to improve 

physical activity levels and diet

“As well as meeting new people I made that 
chilli con carne for my family and they loved it.”

• One individual has stopped self-harming 
completely, another is accepting help to reduce 
her alcohol intake

Improved general health and self-management
• Improved general health and self-management

• Individuals have been supported to attend 
specialist support services such as counselling

“I can cope so much better with my anxiety now”

• Individuals feel able to go out alone

• Individuals have been supported to access 
local support such as the Thistle Lifestyle 
Management course.

Improved socio-economic situation & positive travel on employability 
pathway
• Linking individuals to local housing and benefits 

advice

• Referrals to food banks and the clothing store

• Linking individuals to employability services, 

volunteering and further education such as 
English classes

“I now go to a computer skills course thanks to 
Community Compass”
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Over the last year we have put a lot of effort into measuring what we do, assessing our 
results and aiming to improve wherever we can; and we set ourselves very high standards.

One such measure is outcomes. Outcomes are set at 
service level and then worked into individual support 
plans to help the people we support reach their goals. 
So for Carr Gomm Service the outcome measure 
could be ‘activities to increase self-confidence and 
self-esteem’. For the person we support this may mean 
joining a local book group or going to the gym.

In our Scottish Borders Service we have worked hard to 
report the outcomes of the service and of the people 
we support. The team record the opinions of the person 
supported, family members, their own views and those 

of other professionals regularly.  This shows how we 
are supporting people with their individual outcomes 
which then link in to our service outcomes. This broad 
reach of opinion gives a strong evidence base for our 
work to those who commission our services.

We have been so successful in this that we are 
expanding by reputation.  Since the end of the financial 
year the Borders Service has grown by a third. This 
expansion has come via the Social Work department 
and is made up of referrals for people who have SDS 
(Self-Directed Support) option 2. 

Setting High Standards

Activities to increase self-
confidence and esteem

Improved mental health, 
wellbeing and recovery

Independent living, skills, 
coping & networks

Reduce admissions to 
hospital
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In mid-2014 a process was started to review feedback and 
complaints to the organisation.  It was identified that whilst 
there was a robust process for suggestions, comments and 
full complaints they were not always joined up and we had 
concerns that we were not capturing all the feedback we 
could.

We listened to your comments 
and through the Involvement 
Group we’ve followed through on 
suggestions. Our complaints leaflet 
has been overhauled to make it 
simpler to use and we have recently 
extended the audience for our 
questionnaires.

We have many routes to give 
feedback all with their own way of 
capturing the information; formal 
complaints, frontline resolution (a 
less formal complaint that can be 
dealt with quickly), suggestions and 
compliments, questionnaires.  

We hope that by making it easier 
for the people we support and 

their families to give us feedback, 
whether positive or negative we 
can improve our services across the 
whole of the organisation.

Improving Processes –  
Case study

What people we support 
have said about us

“my support worker has 
been fantastic. I really feel 
that he has enabled me to 
improve my life”

“for Carr Gomm I have 
nothing but praise. How I 
was treated could not have 
been better”

“I appreciate my time with 
my worker wholeheartedly. 
I don’t believe I’d be where 
I am without his support”

“Keep up the good work, it 
has made a huge difference 
to me. I feel ready to take 
on the rest of my life again”

“all your staff are trained 
to a high standard of 
care, cheerfulness and 
consideration”

“fantastic staff. Highly 
recommend this company 
to everyone”
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It is no secret that the public sector has had to adjust to lower levels of spending over 
recent years, and as a result Carr Gomm has worked hard to do more with less. Over 
the past year we have consistently delivered a wide range of services to more people 
across Scotland.  This has been done by making our services leaner and by focusing our 
resources and the talent of our staff on increasing productivity to make the most of the 
funding we attract. Of course this has been done in a sustainable way with a focus very 
much on quality which is at the core of our values.

As well as growing our core services, we have been 
able to diversify our funding. In the last 3 years, from 
practically nothing, we have attracted £1.6 million in 
grants and donations. We have invested this money 
to establish key projects like Community Compass, 
our social prescribing project and ClickGo which is a 
computer application that enhances people’s control 
over their support. 

During 2014-15 we have created a new trading subsidiary 
company: Carr Gomm Futures Ltd. This will encompass 
our enterprising ventures that have been and will be 
made possible through grants and donation funding. 
These projects will bring potential profits in the future. It 
is intended that these profits from our social enterprises 
be reinvested into Carr Gomm to further our impact 
and achieve our mission.

How We Have Grown

Sustainable growth in numbers

6% - the growth in our total 
income in 2014-15.

3% - the average reserves increase 
year on year for the past last 3 

years.

£1.6 million – the grants and 
donations attracted in the last 3 

years.
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Carr Gomm in Numbers 

Number of services Number of people supported

Number of Employees Local Authorities where we support people

0

20

40

60

80

100

2013/14
2014/15

0

200

400

600

800

1000

2013/14 2014/15

0

500

1000

1500

2000

2500

2013/14

2014/15

0

3

6

9

12

15

2013/14 2014/15

Carr Gomm | Page. 9



ClickGo is our award-winning, online service that empowers people to have more choice 
and control over their support. 

In summer 2014 we were one of 10 UK finalists in the 
prestigious Google Impact Challenge. The Google 
Impact Challenge supports UK charities using 
technology to tackle problems and transform people’s 
lives. We were delighted to be awarded £200,000 in 
prize money from Google.  Additionally Google.org and 
Nesta have worked alongside us to make our vision for 
ClickGo a reality.

Since then we have moved forward with this innovation, 
working in partnership with Fife-based technology 

company Planys Cloud to create a new and improved 
version of ClickGo. 

The original pilot was funded by the Scottish 
Government and we have secured further funding 
from them to continue the development of the system 
over the next three years. 

ClickGo is now available for any individual, family or 
provider anywhere in the country seeking to make the 
principles of self-directed support a reality. Please visit 
www.clickgo2.com for more information.

ClickGo

Awards

Impact Challenge | UK
Finalist 2014
g.co/ukchallenge
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Original

New and Improved

What ClickGo users have 
said about it

“ I ’ m  f e e l i n g 
excited to start 
using the new 
version of ClickGo 
now that I’ve seen 
it. I like to see the 
profile picture and 
the name of the 
support worker 
coming in, and 
being able to put 
requests in.”

“The new ClickGo 
looks neat and 
tidy; it’s easy to 
tell which support 
worker is coming.”
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Community Contacts

Community Contacts is a team of Carr Gomm employees and volunteers, working with 
people across Argyll & Bute.  Many people who have Self Directed Support find it difficult 
to access the information they need to create their own support packages and this is 
where Community Contacts comes in.  It provides information, advice and support to 
people at all stages of their Self-Directed Support journey.

Sarah’s Story
Sarah got in touch with Community 
Contacts after she had been granted 
a budget that she wanted to take 
as a Direct Payment. Sarah wanted 
to hire personal assistants with the 
money but did not know how to 
go about it.

Becs, a member of the Community 
Contacts team worked with Sarah 
to think about how best to use her 
budget, in line with the care plan she 
had agreed with her social worker. 
Together, Becs and Sarah drew up a 
job description which included the 
key information Sarah felt would 
help her get the right person. 

Together, Sarah and Community 
Contacts recruited a personal 
assistant to help with life at home; 
domestic chores, personal care and 
meal preparation. 

community
contacts
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Sarah also wanted to use some of 
her budget to recruit someone else 
to accompany her on trips away. 
Sarah hoped this person might 
share her interest in the outdoors, 
kayaking and walking.  Sarah was 
again unsure of how to go about 
recruiting this person.

During this time Sarah attended 
the Community Contacts SDS 
Blether Group - an informal group 
held in a local café where people 
with an interest in SDS come 
together, share experiences and 
offer mutual support. At the group 
Sarah heard about Pete who was 
looking for work and who loves 
the countryside. Acting as an 
intermediary, Community Contacts 
put Sarah and Pete in touch with 
each other. Pete is now working 
with Sarah, accompanying her on 
her trips.

Through the Blether Group, Sarah 
has shared her experiences with 
others - especially around managing 
a direct payment and with getting 
used to having workers in her home.

*some names changed to protect 
privacy.
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Carr Gomm Futures
Carr Gomm Futures is a project based toolkit that helps us develop ideas 
from around the organisation and put them into action. These ideas 
might be solutions to problems or things we want to do to improve our 
services, that make the experience better for the people we support.

Back in early 2014 we collaborated with the service 
design agency ‘Snook’ who guided three groups of 
Carr Gomm staff through a process to help them look 
at some key themes selected as part of the pilot:

• The innovation and feedback team looked at new 
ways of gathering and responding to feedback from 
people we support.  

• The service design team explored new ways of 
improving our Supported Living services. 

• The repackaging services team developed new 
materials to improve the way we market our services.

Crucially for us, these projects helped us develop 
confidence with the process from day one and we 
were able to test and change our ideas throughout the 
lifecycle as feedback was gathered.

During this process we learnt a lot about how best 
we can incorporate these service design ideas into 
Carr Gomm practice, making Carr Gomm a better 
organisation, not just for the people we support but 
for Carr Gomm staff and all of our stakeholders.

Information, Communication 
and Feedback
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Carr Gomm Futures worked with the 
Involvement Group to investigate ways that 
we can encourage people attending Focus 
Groups to participate more freely.

Together they came up with an idea to develop a Focus 
Group Toolkit.  Carr Gomm Futures encouraged the 
Involvement Group to try and test a number of ideas 
and prototypes, even if they were not finished products.  
The idea was to ‘get the product out there,’ test it, gather 
feedback and develop it accordingly.  

So at the 2014 AGM a prototype toolkit was tested; 
guests were invited to use new methods of giving 
feedback and let the team know what they thought. 

This went through several revisions and the final toolkit 
was decided on. The toolkit is made up of:

• warm-up cards (the Involvement Group preferred 
this term to “Ice-breaker”) 

• the Group Agreement (rather than Ground Rules)

• the H-diagram which is a visual way of people giving 
their feedback.  We trialled this diagram and made 
recommendations for adjusting it to make it more 
useful.

The impact of this is that there was, and will continue 
to be, true involvement, for people we support.  The 
toolkit can be used at Focus Groups, or any meeting, 
to help the group share their ideas freely. 

The Involvement Group 
- Case Study
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During 2014-15 Carr Gomm has formally reviewed its Home Care strategy and the role we 
want to play in this market to ensure it takes us closer to our charitable mission.

We have come to the conclusion 
that we will only deliver Home 
Care services that would make us 
proud of our reputation with the 

contracting body and amongst the 
people we support.

Carr Gomm will deliver Home Care 
services where we can pay our 

workers for all of their time, from 
the beginning to the end of their 
shift, so we can attract, develop and 
maintain a professional workforce.

We recognise the challenge that 
local authorities face to meet 
the increasing demand with ever 
diminishing resources and want to 
be part of the solution. We will invest 
our resources and energy into this 
and we will work with our partners 
to help shape things differently for 
the future. If things do not work well 
we will learn from the process and 
try again.

We want to work together with all 
local authorities to develop modern 
contractual arrangements where 
decisions about geographic areas, 
visiting times, and other deliverables 
can be made flexible to create a 
responsive service with flexible 
contract monitoring that prioritises 
outcomes above inputs.

Sustainability
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We have a number of visiting services across Scotland which provide individuals with 
support in their own home.

Falkirk Visiting is a large scale visiting support service 
working across Falkirk and the surrounding areas 
supporting individuals with a wide range of support 
needs.

Jane

Jane, who is autistic, has lived at home with her parents 
all her life, Carr Gomm has supported her for many 
years.  This year, through our work with her, she has 
moved in to her own home for the first time in her life.  
When she first moved out of her parents’ house she 
asked us to support her through the night, which we 
did. In recent months though Jane has decided she is 
ready to stay overnight on her own.  We are still part 
of Jane’s life and through our support we are helping 
her gain further independence. 

John and Grace

John and Grace are a married couple who have both 
been long-term residents of mental health units.  Carr 
Gomm has been working with them to move back in 
to the community and this is going really well.  Both 
John and Grace are developing their own interests and 
attending groups independently, something which they 
would not have considered doing only two years ago.

*names changed to protect privacy

Visiting Services
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Carr Gomm has been delivering Acceptance and Commitment Training (ACT) to people 
across Scotland. There is now a growing evidence base for the effectiveness of using 
mindfulness-based approaches to provide individuals with the skills to manage and 
navigate today’s busy world including overcoming difficult thoughts and emotions and 
reducing stress. ACT uses mindfulness techniques to achieve this.

What is 
Mindfulness?

“Mindfulness means paying 
attention to what’s happening 
in the present moment in 
the mind, body and external 
environment, with an attitude 
of curiosity and kindness”

Mindful Nation UK

In summer last year we successfully 
bid for a training grant from the 
National Carers Organisations. 
This has been used to deliver 
ACT training to over 90 carers in 
several locations in Glasgow, Falkirk, 
Clackmannanshire, Argyll & Bute 
and West Dunbartonshire. 

We have also been providing ACT 
for groups of people we support; 
including a series of sessions 
for individuals supported by the 
Community Compass team in 

Edinburgh. This has taken different 
formats; some single tasters and 
some 2 or 3 session courses. We 
were also able to set up a course 
lasting 3 weeks for the general 
public and people who work in other 
agencies in Craigmillar, Edinburgh

A group of our staff is being trained 
to deliver ACT to Carr Gomm 
workers, people we support and 
the general public.  One colleague 
has recently qualified to teach 
an 8 week mindfulness course at 
Glasgow Caledonian University and 
he has also been invited to become 
a trustee of Mindfulness Scotland.

This is just the beginning; the ACT 
development team is expanding and 
we have exciting plans to roll this out 
to the wider community working in 
conjunction with new partners. We 
are looking forward to seeing where 
this new venture will take us!

Introducing Mindful  
ACTion Plan

“I learned to try and 
live in the present 
situation and not 
over think up what 
might or might not 
happen”

“Useful to help me 
train my mind to 
concentrate on the 
important values”

“I learnt how to 
u s e  b r e a t h i n g 
techniques when 
i n  a n  a n x i o u s 
situation and it 
helps quite a bit”
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Organisational Data
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We have again had an exceptional year. We have taken real 
challenges that exist in the Social Care Sector, looked beyond any 
problems and created excellent services. I hope that having read 
this annual report, our passion for delivering services to some of the 
most vulnerable people in our communities is visible, and that we 
have demonstrated our belief that everybody has talents and gifts 
to offer our society. Our role is to unlock, enable and support the 
abilities of the people we support so that we can all benefit from 
them.  We do this sometimes in very practical ways, supporting 
daily tasks and also through building long term relationships which 
develop courage and focus on moving forward.  We are enabling 
people to be who they want to be; each and everyone one of us 
wants to ‘Take Flight’ in our own way.  

Carr Gomm is an organisation that is embracing the 
future, creating innovative and quality services that 
are sustainable long term.  We are at the forefront 
of introducing new approaches and methods that 
enhance our person-centered philosophy; they include 
technology, mindfulness, Self-Directed Support and 
outcome measurement. The future is exciting, and 
we are excited to be breaking new ground in how we 
provide services. 

Any innovative and creative organisation relies on the 
leadership and enthusiasm of its Board of Directors and 
I would like to thank our Board for their endless support 

and courage in taking us forward.  I would also like to 
thank all our staff whose commitment to our goals and 
to each individual person never disappoints.   We are 
a team that delivers great things together.

Lucy Wren 
Chief Executive 

Taking Flight
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Carr Gomm would like to thank all of its supporters especially those listed below for their 
generous donations and funding over the past year:

Thank You

National Carers Organisation

All of our other supporters and 
individuals, funders, businesses and 

government agencies.  
We couldn’t do it without you!

Impact Challenge | UK
Finalist 2014
g.co/ukchallenge
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Email: info@carrgomm.org

Website: www.carrgomm.org

Phone: 0300 666 3030
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