CARERS HUB SERVICE IMPACT REPORT – OUTCOMES EVALUATION JULY 2021
The Carers Hub Service provides universal and specialist support for unpaid adult and young carers. This service is led by
Richmond Carers Centre (Universal services for adult and young carers), with 4 subcontracted organisations delivering
specialist services (adult carers) - Richmond and Kingston Crossroads Care (Crossroads) - dementia; Addiction Support
and Care Agency (ASCA) - Addiction; Richmond Borough Mind - Carers in Mind - mental health; and Integrated
Neurological Services (INS) - neurological conditions. These services include carer focused information and advice,
training and education, informal emotional support (group and individual), a caring café (for carers and those they care
for living with dementia), promotion of engagement opportunities, and targeted support, information and breaks for
young carers aged under 18 years.

An outcomes survey was sent in May 2021 to all adult and young carers who had received support, information or advice
from the above organisations during the period December 2020 to May 2021. The survey included indicators relating
to support, information and advice, asking carers to rate their perception of the impact or difference the service has
made for them against a 6 point ratings score of strongly agree to not relevant. The survey was open from 24/05/21 until
16/07/21 (8 weeks).
26 responses were received from young carers
119 responses were received from adult carers
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 very 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 on the below. Percentages shown are for those carers who strongly agreed or agreed with
the corresponding statements.
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I feel recognised and valued as a carer
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I feel I have been treated with dignity and
respect
I feel better able to get the help I need when I
need it
I feel I know what support is available to carers
I feel better able to provide support to the
person I care for
I feel my needs as a carer have been
understood
I feel more confident in my caring role
I feel I have been supported to maintain/
improve my own health and wellbeing
I feel better able to understand my own needs
as a carer
I feel better able to cope with the demands of
caring
I feel I have a better support network/am less
isolated
I feel more informed about my rights and
entitlements as a carer
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In all my contacts with Richmond Carers Centre
I have been treated with understanding and
respect. I feel I have been treated as an
individual, never as just another “Customer”
which is really important to me personally. I
have learnt a lot about my rights and services
available to help me in my caring role.
Richmond Carers Centre

Here’s what carers had to say...
My confidence and mental health have
improved. I am much healthier, and I have a
better understanding of how to care for my
son. Addiction Support and Care Agency

Every time we go to INS I feel as if we
are with extended family. Everyone
knows us and are familiar with our
situation. They understand us and our
needs. Integrated Neurological Services
I have found accessing support for my
mother to be a battle most of the time, but
it has been such a joy and support to attend
Crossroads (Cafe) where I can attend with
mum. I don’t need to apologise or explain and
I feel I’m not alone in facing the challenges of
caring for my mother and dementia. It’s also
a rare opportunity to understand and discuss
future challenges/changes we may be facing.
Crossroads Care Richmond and Kingston

The fact that I can reach out to Carers in Mind for support is absolutely
invaluable. Before I had contact with Carers in Mind I felt isolated with
disjointed knowledge of services and what exactly they should provide.
Carers in Mind have joined up the information and they keep abreast
of the many changes in both services and legislation. I feel supported
in a way that money cannot buy in that I can approach Carers in Mind
and I know they will help me. Caring for someone with dual diagnosis is
extremely challenging and can put me in a quite dangerous situation
at times. Carers in Mind have proved effective in guiding me to make
appropriate decisions for myself, my loved one, and the situations I
have found myself in. They are compassionate and non-judgemental.
Richmond Borough Mind
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YOUNG CARERS
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.

90%

I feel that the staff in the Young Carers Team at
Richmond Carers Centre listen to me

77%

I feel I can ask for help when I need it

88%

I feel that someone cares about how I am
feeling

77%

I feel I have had time and space to talk about
my situation at home

50%

I feel I have made friends
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Here’s what young carers had to say...

This has supported
me a lot and just
wanna say thank
you :)

The Young Carers Support Worker has literally
been amazing with my daughter, couldn’t ask
for anything more from her. My daughter gets so
excited every week for her zoom call she normally
forgets everything, but Tuesday morning she says
(support workers name) today mum! Thank you
all. Richmond Carers Centre

Keep up
the great
work!
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Next Steps
The below listed steps outline ideas and priorities that will inform our approach in the coming year.
Richmond Carers Centre
○ Review and update Rights and Entitlements information
○ Continue to send out Rights and Entitlements sheet to new carers as part of registration process
○ Circulate Rights and Entitlements sheet to professionals and organisations supporting carers
○ Signpost carers to Rights and Entitlements page on RCC website
○ Promote Legal and General Care Service and Paying for your care and support guidance
○ Continue delivery of workshops on rights and entitlements
► enhance promotion with other professional and orgs
► Know You Rights workshop to be delivered in November for Carers Rights Day
○ Continue to develop working relationship with LA to provide sessions on Carers Assessments and
Carers Emergency Card
○ Ensure all Carer Support Workers include a conversation about rights and entitlements in their
initial contact with RCC
○ Continue to deliver focus groups with adult carers to enable them to influence service design,
delivery, and promotion.
○ Implement blended offer of digital and face to face service to ensure increased options to
access support
○ Review approach to delivering breaks for adult carers and engage carers in redesign of offer
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Next Steps continued
Young Carers service
○ Continue to work towards delivery of face-to-face leisure activities and support groups for
young carers
○ Ensure digital offer for young carers is available as an option to those young carers unable to
access or prefer not to attend face to face activities or groups
○ Establish stronger links with other local youth service providers to enhance opportunities for
young carers
○ Develop young carers webinar with Kingston and Richmond Safeguarding Children’s
Partnership, Achieving for Children and Kingston Carers Network to raise awareness of young
carers and promote services and support available to them.
○ Review and redesign outcome indicators for young carers to more appropriate gather their
feedback

Richmond and Kingston Crossroads Care
○ Actively promote re-opening of Caring Café to local carers and key professionals
○ Continue Zoom meetings for those carers who are unable to attend Caring Café
○ Continue to provide support via email and/or telephone to carers unable to attend Caring
Café or join into online group meetings
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Next Steps continued
INS
○ Contact all carers known to INS to increase understanding of need and inform offer from INS
going forward
○ Review accessibility to wellbeing and leisure options (counselling, fit club, other exercise groups)
to ensure convenient. To include having opportunities for carers to take part in exercise when
their cared for is being supported at INS
○ Improve marketing of support offer to carers – e.g., create Welcome to INS pack for carers
RBMind – Carers in Mind
○ Increase carer attendance at events and work with a dedicated engagement volunteer in the
coming months to address this.
○ Continue to develop blended model of face to face and online options for events and
activities
○ Plan and deliver Carers Rights and Mental Health Act workshops and engage Southwest
London and St Georges Trust Carers Champions in delivery
○ As part of Carers Handbook review, create a specific booklet explaining carers rights
○ Design and deliver workshop to support carers with managing boundaries
ASCA
○ Continue to provide carers with access to the Richmond Carers Centre quarterly newsletter
which provides a range of information
○ Remind carers of their rights to a Carers Assessment, especially new carers
○ Highlight and promote any new financial support available (e.g., short breaks, small grants)
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