
“They gave me the 
information I needed and 
advised me of the next 
step to take”

“My counsellor was very easy to talk to and has drawn out very positive strategies to help me  cope. I am a lot happier”

“Having a sitter means I 

am able to socialise with 
family and friends again”

“Joining in with Young 
Carers has given Freddy 
confidence and helps him  
feel he is not alone”

“If I’m having a bad day 
just knowing there is someone 
to go to for support who 
understands my situation 
makes all the difference”

Delivering 
high quality support 

 services to carers
Annual Review 2012



2 The Carers’ Support Centre annual review 2012

Delivering high quality 
support services to carers

Last year was another busy year for the Carers’ Support Centre.  
We continue to deliver high quality support services to carers and 
this review represents a snapshot of our work.

We were delighted to be recommended for the PQASSO Quality Mark level 2 
(Practical Quality Assurance System for Small Organisations), the highest level 
available for charities in the UK. This process covered all aspects of our organisation, 
from governance to service delivery and monitoring outcomes and is the leading 
quality standard developed for the charity sector.

The demand for our services remained high during the year and, through our 
outreach development work, we were able to reach out to many more carers not in 
contact with support services.

Given the changing economic environment we continued to explore all 
opportunities available to us so that we can continue to thrive in the years ahead.

“It was good to hear someone who understood and went through to 
make sure we were up-to-date with everything available to us”

The CarersLine team had telephone or 
email contact with 3,434 carers during 
the year, an increase of 32%. Mid way 
through the year we were able to extend 
the opening hours which meant more 
carers could get help with their enquiry.

A survey of carers who rang the 
helpline during July showed that 97% 
were satisfied with the time taken to 
respond to their query and 89% of 
callers said they would use the service 
again. 

Carers value the fact that they are 
listened to and understood plus there 
were many compliments about the 
quality of the information and advice we 
offer.

CarersLine – a helpline and referral line
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Sitting Service
The Bristol Sitting Service, which was launched in Central and South Bristol, is now on 
the brink of becoming city-wide under a new name, Carers Time. Soon carers across 
Bristol will be able to benefit from much-needed short breaks, whilst the cared-for 
person enjoys time with a befriender. 

The sister service in South Glos has been providing regular breaks for over a decade 
and is very much appreciated by the many carers who have benefited.

During the last year over 60 carers have benefited from regular breaks provided by 
these services.

“She’s such a lovely person and we both enjoy her company.  
In the time that she sits I go and paint for a couple of 
hours. This is something that I have not managed to do in  
5 years and I find it very relaxing”

Carers Emergency Card
Many carers continue to welcome the reassurance offered by carrying a Carers 
Emergency Card. More than 3,400 carers have now registered for a card through the 
Carers’ Support Centre. In future, carers will also be able to use their card to gain 
concessions. We have been working with local businesses and services to develop a 
range of benefits for carers who carry a card.

“Before I had the card I was not happy about going out and 
leaving my husband on his own. It made me feel so much better 
knowing someone would contact the emergency response team if 
anything happened to me”
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Counselling Service
The specialist Carers Counselling Service is now well established. 
A very exciting development is that we have been awarded NHS 
Any Qualified Provider Status (AQP) in partnership with other 
counselling services in the region. This means that during 2013 
we will be accepting referrals from the NHS for individual carers 
in need of counselling. 

Training and awareness raising 
We ran a range of courses and training events for local carers, 
including:

• 2 What on Earth is Personalisation? courses 
• a course on Understanding Dementia 
• 2 End of Life courses 
• 3 courses on How to get the Right Support, one specifically 

for Bristol and Avon Chinese Women’s Group
• a Looking after Me session for Bristol Black Carers
• a Practical Back Care workshop for carers in South Glos.

In addition, we ran 4 Carer Awareness Training sessions 
for professionals in 2 health surgeries in Bristol, South Bristol 
Community Hospital and the BRI.

An exciting development was working with the University of 
Bristol, where we delivered a Looking after Me session for staff. 
We will be working with them to deliver more training to support 
carers who are employees; and hope to offer this service to more 
employers in the coming year.

Carers can gain knowledge and have fun whilst meeting other carers in 
a relaxed and friendly atmosphere.

“I’ve gained 
confidence 
in talking to 
someone who 
listens and 
understands. 
Now I don’t 
feel rejected, 
intimidated, 
confused”
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Support work
Carers Support Officers provided in-depth casework support 
to over 560 carers across health and community settings. This 
involved emotional support, information, advice, advocacy and 
form filling, including help with benefits. 

Carers often tell 
us that they are 
relieved to have 
‘someone on  
my side’.

Carers Support Officers made over 2,900 
carer contacts during the year and secured 
thousands of pounds in additional benefits for 
carers and the people they care for.

As well as continuing to deliver outreach 
sessions through one-stop-shops and other 
community settings, the highlight of the 
year was the success of the partnership 
work with GP clinics. A number of successful 
carer surgeries are now operating within 
GP surgeries across Bristol and South 
Gloucestershire with more planned for 2013.

Throughout the year we also ran a 
programme of Carefree Breaks, offering carers 
some ‘me’ time to recharge their batteries. 
Activities ranged from relaxation sessions and 
complimentary therapies, to craft sessions and 
a digital photography course.

Our Carefree Breaks are designed to 
give carers some much-needed ‘me’ 
time.

All our activities are open to carers and former carers whose caring role has ended in the last two years.

Carefree Breaks
2012 Events
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Volunteer involvement
We were delighted that our work with volunteers was recognised 
nationally by Carers Trust, who invited us to contribute to a 
conference on how we recruit, train and support volunteers. 

Over the year 190 volunteers have made an enormous 
contribution to the services and activities of the Carers’ Support 
Centre. This includes volunteers on our trustee board, GP Link 
volunteers who identify carers from within GP surgeries and carer 
representatives who ensure carers’ voices are heard. 

In addition, volunteers help keep the office running, provide 
young carer activities, enable us to run our sitting service, 
provide counselling and much more. We really appreciate their 
commitment, skill and dedication which never fails to amaze us.

Supporting carers in the NHS
With further investment from NHS Bristol and South Glos we 
have been able to continue our health work and expand the 
team. We now have 4 GP locality workers in GP surgeries and 
3 acute trust development workers based on wards in the BRI, 
Southmead and Frenchay hospitals. 

The GP team works with practices to help identify carers and 
make sure they are being given the support they need. During 
the latter part of the year the team focused on identifying carers 
attending flu clinics. We spoke to 746 people and identified 
237 carers not in contact with support services. We gave out 
information leaflets to over 400 people, including more than 200 

Volunteering is a thriving and essential part of our work.

“At all 
points, 
volunteering  
has been a 
very positive 
experience for 
me - many 
thanks”

“The GP 
Link 
volunteer 
has helped 
our practice 
to support 
carers”
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We worked with 
NHS Bristol and 
Bristol City Council 
to produce a handy 
pocket leaflet for 
health and social 
care professionals.

Carers Emergency Card registration forms. In 2013 we will put 
even more resources into these clinics as they are an excellent way 
of reaching out to carers. 

During the year we started running carer surgeries, where 
carers are referred by their practice and given support by one 
of our Carer Support Officers. In Bristol, 50 carers were also 
supported in completing Carer Simple Assessments.

We recruited 3 acute trust development workers based on 
wards in the BRI, Southmead and Frenchay hospitals. Their role 
is to support carers through their hospital journey, particularly 
around the discharge process. In addition, we have worked with 
both United Hospitals Bristol and North Bristol Trust to develop 
carers’ strategies and the Carers Charter is central to these. In 
UHB the carers’ reference group has been influential in developing 
strategy.

The new team has used the Charter to raise awareness of the 
role carers play in caring for patients, providing information for 
hospital websites and magazines aimed at both patients and staff. 
In addition, the team has been promoting the Charter on the 
wards, and a carer component has been developed in training for 
all staff.

Learning difficulties carer support
Across Bristol and South Glos, we provided 445 carers who support an adult with a 
learning difficulty (LD) with information packs and our quarterly newsletter, keeping 
them informed and involved. We also ran workshops on person centred planning 
and direct payments, and supported carers through groups and casework.

Our work with GP surgeries has helped identify and support carers.
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Bristol: Bristol Carers Voice worked in partnership with the 
Carers Strategy Implementation Group, building on the success 
of our health development work. As a result, Bristol City Council 
and NHS Bristol pooled their budgets to create an Integrated 
Carers’ Team with dedicated funding for carers. This provides 
breaks and services with the aim of reaching out to more carers 
at an earlier stage in their caring role and to carers who may not 
previously have qualified for any support. 

Input from carer representatives was instrumental in the 
development of the Carers Simple Assessment form and process, 
which will continue to be implemented in the coming year.

For the first time this initiative will include parent carers of 
disabled children and young carers too. This is really great news 
and the result of hard work by committed carer representatives 
who continue to champion the needs of carers.

South Gloucestershire: Carer representatives on the South 
Glos Carers Advisory Partnership were invited to work on a new 
assessment process for carers. Their expertise across a wide 
spectrum of caring situations made them well placed to inform 
this process which focuses on carers’ own needs for services and 
support. This new process will be implemented during 2013. 

We continued to support carer 
representatives who attend the Learning 
Difficulties Partnership Boards (LDPBs) in 
both Bristol and South Glos. In Bristol, 
we supported carers in subgroups for 
employment and housing, and had carer 
representation on the Physical Sensory 
Impairment Partnership Board and the Older 
Persons Partnership Board.

In Bristol we also established monthly 
advocacy surgeries to guide carers through 
the assessment process resulting from the big 
changes to day services planned for 2013.

“Your help, advice and patience has helped me to cope with 
life again, I have realised that I am not alone”

We give independent advice at our 
carers advocacy surgeries.

Supporting carers in local policy and decision-making

“I can see 
how my 
day-to-day 
experience 
is shaping 
services”



The Carers’ Support Centre annual review 2012 9

Social Enterprise
Carers Holidays had its first full year of trading. We are extremely 
pleased with the number of bookings achieved and the positive 
feedback from the many carers and their families who booked 
with us.

“We are so grateful for this holiday; it is like  
a lifeline for us”

Over 150 carers and their families benefited from a carers 
holiday. Two thirds of them were local carers, and one third came 
from outside Bristol and South Glos. From the feedback that 
carers gave to us, 51% said they benefited from the change of 
scenery and 97% said that they would recommend us to  
someone else! 

During 2013 we hope to support more carers to take a holiday 
and we will also be exploring other social enterprise opportunities.

Bristol Parent Carers: We continued to support Bristol Parent 
Carers in their work to shape services. Bristol Parent Carers 
became a partner in the production of Findability News a joint 
newsletter with Disabled Children’s Services. It has a distribution 
of 1500 meaning that more parents of children with disabilities 
and special needs are receiving information about services and 
support. 

Bristol Parent Carers took a big step forward in their work 
with Bristol Children’s Hospital, which has agreed to locate an 
information point in the children’s outpatient department. They 
also worked on an action plan to better support parent carers 
who need to stay by their disabled child’s bedside when they 
have to be admitted to hospital.

“I really 
appreciated 
the break, 
time to read 
and time 
to rest and 
sleep”

Bristol parent carers 
participation event.
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Young Carers

“Young Carers 
has been 
a positive 
addition to our 
family. Sian 
is far more 
relaxed as she 
knows she can 
turn to them 
if needed”

Activities and support
In 2012 we supported over 160 young carers and their families. 
This included individual, family and group support, advocacy and 
information, activities and outings. Young carers benefited from 
our partnerships with a range of organisations including Jolidays 
students, acta, CHICKS and Access to Nature.

We also offered targeted support to new young carers 
joining us, piloting a series of workshops to address self esteem 
and confidence issues. Using games, crafts, team building 
and relaxation techniques these have been really successful 
in engaging young carers in positive group activities. We will 
continue to run them in 2013.

Young Carers in Education
We set up Young Carers in Education which has been a huge 
success. In its pilot phase in Bristol the project identified 77 young 
carers, previously unknown to professionals, in 5 educational 
establishments. As a result we were able to help put in place a 
range of support systems, including having a young carers’ lead, 
advocacy, individual and group support and trips out. 

We held a conference in March 2012 to showcase our work 
and the interest and commitment from schools and other 
educational professionals has been gathering momentum. 

When funding for the pilot came to an end in August, we 
developed a membership scheme so that we could continue to 
support schools across both Bristol and South Glos. Membership 
entitles a school to a toolkit, regular e-newsletters, termly cluster 
support meetings and discounted rates for staff training. 

Grrrr…young carers had a wild time at the 
annual weekend festival.

‘I had the time of my life using spray paint 
at art club and I made loads of new friends 
that I will never forget!’ 
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Young Carers Voice
Young Carers Voice is a group of young carers 
who act as representatives, enabling them to be 
seen and heard by service providers. They invite 
key figures to their meetings to learn about 
the issues that affect their lives and they write 
about their experiences in Voice! their own 
newsletter. 

A group of young carers were fully involved 
in the design and making of our new awareness 
raising DVD launched in October at City Hall. 
This came out of an idea from YCV members 
who really wanted to tell their stories. The DVD 
is being used as a very powerful awareness 
raising tool with staff groups in schools and 
members of policy steering groups. 

Young carers 
were hands 
on in making 
their new 
DVD.

Eighteen Plus
This new group started in February 2012 and, thanks  
to a motivated core group of volunteer young adult carers, there 
are now over 40 members. Eighteen Plus gives support to carers 
aged 18 – 25, a group who often miss out due to being isolated, 
not being in employment or education and not realising there is 
help out there. This can mean a life of little money, no social life, 
an uncertain future and a higher risk of ill health and depression.

This lively group offer friendship and support as well as 
organising monthly social activities.  In addition they have been 
active in awareness raising through attending student freshers’ 
fayres and taking part in TV and radio interviews. 

YCV members enjoyed a trip to London and a tour of the Houses of Parliament.



Help us to help carers
We are doing everything we can to support unpaid carers, but we can’t do it 
alone. The Carers’ Support Centre is a charity and we rely heavily on donations and 
fundraising to carry out our work. 

Thank you to everyone who supports our work. We really do appreciate every 
single donation we get. And we love all your great ideas: from sponsored abseils and 
talent nights, to themed quizzes and zumbathons.  

The Carers’  
Support Centre
The Vassall Centre
Gill Avenue
Fishponds
BS16 2QQRe
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What your money will pay for:
£16 for a counselling session

£20 for a carer to receive our magazine for a year

£25 for a spa session

£25 for an individual mentoring session for a young carer

£150 to run a carers support group

£250 for a creative arts workshop for 10 young carers

£400 7 night break for a family in one of our  
 holiday homes

£1500 for a fun day for over 80 young carers

 0117 939 2562  info@carerssupportcentre.org.uk

 www.carerssupportcentre.org.uk

We couldn’t do 
it without you!

The Carers’ Support Centre is a 
network member of Carers Trust.


