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The Carers Hub Service provides universal and specialist support for unpaid adult and young carers. This service is led by Richmond Carers 
Centre (RCC), with 6 subcontracted organisations delivering specialist services (Alzheimer’s Society (Richmond) (AS) and Richmond and 
Kingston Crossroads Care (Crossroads); Addiction Support and Care Agency (ASCA); Grace Advocacy; Ethnic Minority Advocacy Group 
(EMAG); and Integrated Neurological Services (INS).

Richmond Carers Centre
Universal Services

Alzheimer’s Society (AS)
Dementia Services

Addiction Support & Care Agency (ASCA)
Addiction Services

Ethnic Minority Advocacy Group (EMAG)
BAME Services

Crossroads Care Richmond and Kingston
Dementia Services

Grace Advocacy
Financial Services

Integrated Neurological Services (INS)
Neurological Services

These services include specialist (carer focused) information and advice, promotion of engagement opportunities, training and education, 
informal emotional support (group and individual), breaks and leisure opportunities/respite, a caring café (for carers and those they care for living 
with dementia), and targeted support, information and breaks for young carers aged under 18 years.
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Richmond Carers Centre has been working on the development of an outcomes 
based approach for monitoring and evaluating the impact that the Carers Hub Service 
has on adult and young carers. This report sets out the results from an outcomes based 
survey, conducted through June/July 2017, designed to measure carer’s perception of 
the impact of services provided by organisations within the Carers Hub Service. 

The survey is one of several tools we use to get feedback from carers to allow us to 
measure the impact of the services we offer. 

The results give us a really positive picture of carers’ experiences and their perception 
of the impact or difference receiving services from organisations in the Carers Hub 
Service has made to them. 

Results for adult carers against each 
outcome indicator have been averaged 
across all organisations within the Carers 
Hub Service and are displayed to the left.  

Percentages shown are for those carers 
who strongly agreed or agreed with the 
corresponding statements. 

96.3%
I feel recognised and 

valued as a carer

96.2%
I feel I know what 

support is available 
to carers

85.8%
I feel I have been supported 
to maintain/improve my own 

health and wellbeing

79.57% 

I feel better able 
to cope with the 

demands of caring 

96.3%
I feel I have been 

treated with dignity 
and respect

95%
I feel my needs as a carer 

have been understood

83.6%
I feel more informed about 
my rights and entitlements 

as a carer

75.25% 
I feel supported in fi nding 

time for myself and having a 
break from caring that I need 

77.30% 
I feel more confi dent 

in my caring role

93.1%
I feel better able to 
get the help I need 

when I need it

88.3%
I feel better able to 
provide support to 

the person I care for

89.4%
I feel I have a better support 

network/am less isolated

73.75% 
I feel better able to 
pursue some of my 

own interests 

78.20% 
I feel better able to 

understand my own needs 
as a carer 
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I have made a fantastic network of friends who I am in regular contact with outside 
of ASCA which has been very helpful. I have also benefited hugely from the one to 
one counselling (ASCA)

I have met with other carers and have shared my experiences and worries with 
them. It is a little oasis in a busy week (INS)

I feel that I am more knowledgeable to care and have more patience to cope with it (EMAG)

I just know they are there when I need advice and support. They understand my situation 
as well as my husbands, so I don’t have to apologise for my weakness. They know my 
circumstances and treat me as an individual. I don’t have to keep repeating my needs

I find the carer meetings at the café extremely helpful as we are able to discuss 
current problems and ways to solve them. For my mother, the caring café makes 
her happy with the fun and activities. We have made several friends along the way, 
and long may it continue (Crossroads Care Richmond and Kingston)

CrISP [training] was very useful. It helped me learn the help that is available 
and how to empathise and communicate with the person with dementia. The 

information was all presented well and at a good pace so that everyone in the group 
can contribute and understand (Alzheimer’s Society)

Here’s what carers had to say...

The support I have received from Richmond Carers Centre over many years has 
provided me with wonderful care from the team and within the various (respite) 
groups….I don’t know how I would have coped without the welcome of your ‘open 
house’. Thank you (Richmond carers Centre)

I have benefited from support from Grace Advocacy in helping me deal with complex 
solicitors letters and also from being able to discuss the problems I have caring and 

living with my grandson who has mental health problems (Grace Advocacy)
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A different set of Outcome Indicators were devised for Young Carers. Results for young carers against each outcome indicator are 
displayed below. Percentages shown are for those young carers who strongly agreed or agreed with the corresponding statements. 

71% 
I feel I have learnt new skills through mentoring (for 
example, managing my feelings, coping with difficult 
situations, talking with others about my caring role, 

friendships) 

95%
I feel that the staff in 

the Young Carers Team 
at Richmond Carers 
Centre listen to me 

83% 
I feel more confident 
about being a young 

carer 

81%
I feel better able to help 
my family member who 

needs my support 

91%
I feel I can have time 

away from my situation 
at home 

68% 
I feel I have had time 

and space to talk about 
my situation at home 

88%
I feel more positive and 

happy 

91%
I feel I have made 

friends 

94%
I feel that someone 

cares about how I am 
feeling

92%
I feel more able to do 
the things I want and 

have fun

84%
I feel better that people 

know I am a young 
carers and understand 
how this makes me feel 

89%
I feel I have learnt new things through activities (for 
example, leadership, working with others, arts and 
crafts, friendships, team building, decision making, 

problem solving) 
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Met other children like me who are brothers or sisters of someone with special 
needs. Young Carers (Service) has made me feel individual and allowed me to 
do activities I would not normally be able to do with my family, because of my 
brother’s additional needs. I always feel listened to, really enjoy and look forward to 
the young carer’s sessions. Thank you

I have done some brilliant activities that I might not have ever done and I have 
made lots of new friends. The young carers (team) are a wonderful group of people 
who really care and are very kind and understanding

Getting away from home during the school holidays which are always the 
worst time for me

I have had help with emotional situations. There has been support all the steps of the 
way. When I joined secondary school I found it really tough and I had a mentor come 
to the school and support me in the transition. Also, I have gone on lots of trips and 

have been fortunate enough to have done the Create/Sadler’s Wells experience

I have enjoyed being part of the young carers (service) as I feel I have made new 
friendships and had time away from the situation at home. It has helped me to 
become more confident and to be myself

You have given advice on what I can do at home to make this easier and better. 
I have felt better as a person and have felt like I have been able to get away from 

situations at home

Being with other young people that know how it is. The trips have been fantastic, 
varied and well organised. A chance to get out and to forget for a short while about 

my role with my family. A chance to be free and have fun

Here’s what young carers had to say...
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I want to have a good 
experience of care and 

support

Recognised as playing an important 
part in the wellbeing of the person they 

care for
I feel recognised and valued as a carer I feel better that people know I am a young carer and 

understand how this can make me feel

Treated with respect and dignity I feel I have been treated with dignity and respect I feel that staff in the young carers team at Richmond 
Carers Centre listen to me

Help to make the process of caring as 
smooth as possible

I feel better able to provide the support to the person 
I care for

I feel better able to help my family member who 
needs my support

I feel better able to get the help I need when I need it I feel I can ask for help now when I need it

I know where to look for support 
(including peer support, training and 

advice) when I need it and get it
I feel I know what support is available to carers I know where to go to get the help I need

I need help reducing 
the stress of caring 

I know my own health is valued I feel I have been supported to maintain / improve my 
own health and wellbeing

I feel more positive and happy

I feel that someone cares about how I am feeling

I want to have a break from caring 
when I need to

I feel supported in finding time for myself and having 
the break from caring that I need I feel I can have time away from the situation at home

I want to feel involved and listened to 
(consulted in decisions regarding the 

cared for)
I feel my needs as a carer have been understood I feel that staff in the young carers team at Richmond 

Carers Centre listen to me

I want support to live a 
normal life

I have been recognised as a carer and 
offered sufficient support to live my 

own life as well as care
I feel more informed about my rights and entitlements 

as a carer

I feel better able to pursue some of my own interests

I feel that people understand my situation and will 
help if needed

I feel I am learning new skills (mentoring and 
activities)

Richmond Carers Centre has adopted the Carer Specific Outcomes established by COBIC through their outcomes based 
commissioning work with Richmond Clinical Commissioning Group (www.cobic.co.uk). These three Outcomes were 
assigned a number of Outcome Goals, which were then translated into Outcome Indicators specific to the services being 
provided to carers. 

COBIC OUTCOME OUTCOME GOAL OUTCOME STATEMENTS - ADULT CARERS OUTCOME STATEMENTS - YOUNG CARERS
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87%
I want a good 

experience 
of care and 

support

87%
I need help 

reducing 
the stress of 

caring

85%
I want support 

to live a 
normal life

93%
I want a good 

experience 
of care and 

support

88%
I need help 

reducing 
the stress of 

caring

80%
I want support 

to live a 
normal life

Survey results have been mapped back to the original three Cobic Carer Specific Outcomes, illustrated above for adult carers 
and below for young carers against average percentages for strongly agree/agree using the carer-specific outcome indicators.
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All organisations in the Carers Hub Service reviewed the feedback given by carers and identified a range of strategies to 
change and/or improve our service provision. 

These include:

We are committed to continuing to ask carers for their feedback on the services and support that make a difference to them 
and the develoments they would like to see. 
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