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Our Vision: 
Everyone we support receives care, guidance
or training that is tailored to their individual

circumstances and needs.

Our Mission: 
To be recognised as a centre of excellence in

the provision of care, support and training
across the UK.

INTRODUCTION
Welcome to Carers Federation’s Annual Report for 2025/26. This report reflects a year of
continued commitment, partnership and progress across our organisation. Throughout the year,
we have remained focused on meeting the needs of unpaid carers and the wider communities
we support, delivering services with compassion, professionalism and a strong emphasis on
quality.

This year has once again highlighted the importance of flexible, person-centred support and the
value of strong collaboration with carers, colleagues, commissioners and partner organisations.
We remain sincerely grateful to our staff, volunteers, trustees and stakeholders for their
continued dedication, and to the people who use our services for the confidence they place in
us. Together, we continue to strengthen Carers Federation’s role as a trusted provider of carer
support, advocacy and training.

Our Core Values:
Friendliness – We are committed to creating a welcoming environment in which every
individual is treated with warmth, respect and personal consideration.
 
Fairness – We are committed to equality, respect and listening carefully to the needs of
others, ensuring that these principles remain central to our work.
 
Diversity – We value diversity and are committed to ensuring that discrimination has no
place in our organisation or in the services we provide.
 
Integrity – We act with accountability and transparency, sharing our outcomes, learning and
experiences openly with the people and partners we support.
 
Collaboration – We actively develop partnerships and collaborative approaches that help us
deliver greater impact and advance our organisational vision.
 
Continuous Improvement – We are committed to innovation, learning and ongoing
development in order to strengthen our services and maintain high standards.
 
Co-production – We design and deliver services in partnership with carers, ensuring that 
the voices, experiences and needs of service users remain at the centre of our work. 1



Summary of the year

Guided by these values, 2025/26 has been another productive and purposeful year for Carers Federation.
We have continued to build on progress made in previous years by strengthening existing services,
responding to local need and maintaining our commitment to delivering high-quality support across the
communities we serve.

Our carer support services have continued to evolve throughout the year, with teams working diligently
to extend our reach, increase engagement and ensure that carers of all ages can access timely,
appropriate and meaningful support.

We have also continued to promote understanding of carers and the importance of carer-friendly
practice through the ongoing delivery of our Quality Standard in Carer Support (QSCS), supporting
organisations to strengthen awareness and improve their offer to carers in both education and workplace
settings.

Our training team has remained focused on developing and delivering learning opportunities for both
internal and external learners, alongside the continued delivery of our established City and Guilds
Independent Advocacy qualification.

Our advocacy services have continued to provide high-quality support across the areas we serve, with
teams demonstrating professionalism, expertise and a strong commitment to ensuring that people are
heard and supported through often complex processes.

As in any year of change and development, there have also
been challenges. We have responded thoughtfully to changes
in funding, service delivery and external demand, while
remaining focused on sustaining high standards and
protecting the long-term future of the organisation.

The future 
Looking ahead, we remain firmly focused on our long-term
strategic priorities, including sustainability, income
generation and service development. We recognise the
importance of planning responsibly for the future and we are
committed to ensuring that Carers Federation remains
resilient, ambitious and well placed to meet the changing
needs of carers and communities in the years ahead.

We remain clear in our ambition: to secure a strong and
sustainable future for Carers Federation while continuing to
champion, support and stand alongside the communities that
rely on our services.
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Cinema trip for the Caregivers Connected Gateshead carers
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CAREGIVERS
CONNECTED
GATESHEAD

Caregivers Connected started operating in September 2024. Our contract objective is to deliver support to
Caregivers to get the right help, in the right place, at the right time, through the jointly commissioned
service between Gateshead Council and the North East Integrated Care Board (ICB). We support unpaid
adult caregivers, young adult carers and young carers in Gateshead. 

We aim to:
Raise awareness of the role of Caregivers and improve identification
Keep Caregivers informed
Ensure Caregivers feel valued in Gateshead
Support Caregivers to look after their health and wellbeing

Since the service was launched, we have developed, and continue to further develop, a vibrant and
accessible service with the support of our caregivers and in line with Gateshead’s Carers Strategy.

Engagement and Involvement of Carers*

812
Referrals made to Caregivers Connected Gateshead

404
Adult Caregivers Statutory Assessments completed

141
Young Carers Needs Assessments completed

106
Carer groups have taken place

175
Caregivers have attended groups

927
Carers and professionals receive our newsletter

£758,219+
Benefits achieved

2453
1-2-1 support (instances)

*during the reporting period 4



CAREGIVERS
CONNECTED
GATESHEAD

This year we have completed almost triple the number of Young Carers Needs Assessments than the
previous year; 141 this year, compared to 58 in 2024-5. We have also delivered double the number of Carers
groups; 106, compared to 57 in 2024-5. The number of carers and professionals receiving our newsletter has
more than doubled; 927, compared to 451 in 2024-5. We have also delivered over triple the amount of 1-to-1
support we have had with caregivers; 2453 instances, compared to 754 in 2024-5. 

Partnership Working
During the reporting period we have worked with the following

•  Age UK, Gateshead

•  Adult Social Care

•  Children's Social Care

•  Safeguarding Boards

•  North East Counselling Service

•  Citizens Advice Gateshead

•  Learning Disabilities team

•  Locality teams

•  Jewish Community Council

•  Skills to Work

•  Edbert's House Social Prescribing

•  Connected Voice

•  Meldrum Group

•  Metrocentre Hub

•  Pathways to Blossom

•  The Little Company of Calm

5



CAREGIVERS
CONNECTED
GATESHEAD
Carers Wellbeing Fund
As part of our offer of support, we supply the Carer Wellbeing Fund – a grant for caregivers to
enhance and support their lives outside of their caring role, relieving stress and improving wellbeing. 

This year we have assessed 70 Young Carer applications and granted 66. We have also assessed 142
Adult Caregiver applications and granted 131. The total value awarded to caregivers was £39,815.06

Caregivers have used the Fund to purchase a variety of items including, spa days, mobile phones,
theatre trips, musical instruments, and items to create a calming space at home.

Volunteering Service
Since December 2024, we have started to recruit volunteers to support us with our own activities,
administration and digital support as well as recruiting volunteers for the new befriending service.
This year we had 64 adults interested in volunteering with us.

Quotes from Carers

“
- Adult Caregiver (Face-to-face Support, Groups and Activities)

“
- Adult Caregiver (Telephone Support, General Information)

“ - Young Carer (Groups and Activities)
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We are delighted to be able to update you on the work the Carers Hub Service has been doing to
support adult unpaid carers in Nottingham City and County throughout April 2025- March 2026.
We are now in the third year of our contract, which is funded by Nottinghamshire County
Council, Nottingham City Council and the Integrated Care Board.

We are proud that the Carers Hub is growing from strength to strength and delivering quality
support services to unpaid carers.

We provide a variety of activities to raise awareness and to offer information, advice and
guidance to support carers in their caring role and we host many events throughout the year for
carers to take a break and to look after their own health and wellbeing.

CARERS
HUB 
SERVICE

I have loved attending the online evening carer support group, every month I
get to have 2 hours that’s for me. I can chat about anything and the others in
the group always listen and offer support and advice"

7

“



Service Delivery
In 2025/26, the Carers Hub Service received 1,875
referrals for new carers to access our support. We
completed 1,600 assessments and connected 300
carers to partner services to assist them in their caring
roles.

Our Carers Hub newsletter was distributed to over
3,500 carers and professionals each month,
promoting events, signposting to vital services, and
providing key information. During the reporting
period, we also created 346 carer ID cards and 71
contingency plans to help carers prepare for
emergency situations—providing peace of mind that,
should something happen to them, the person they
care for will continue to receive support.

We worked in partnership with local hospitals to
improve carer identification and develop resources to
raise overall carer awareness. Additionally, we
supplied carers with formal letters for their GP
practices, enabling them to register officially as carers
and access dedicated medical support.

Recognising the importance of taking time out, Carers
Hub supported carers to take essential breaks from
their roles, referring almost 800 carers to respite
services in 2025/26.

To provide regular opportunities for carers to connect
and access advice, Carers Hub holds monthly support
groups both face-to-face and online. Over the course
of 2025/26, we held 160 group sessions with a total of
1,076 attendances. 8
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Events throughout the year

In June 2025 we held Carers Week events with over 80 carers attending and enjoying various
workshops, meals out and other activities.

"Could you pass on my thanks to everyone who was involved in the activity day. It was a
wonderful day. Thanks again to everyone"

In October 2025 we held a Parent Carer event with 62 carers attending, providing information stands
from a number of partner organisations and a chance for parent carers to connect.

In 2025 Carers Hub Service launched a new programme providing information and advice sessions
on a range of health conditions and wellbeing topics to support carers in their caring role and to help
carers manage their own health and wellbeing. We also provided 138 carers with a gym membership
through the year

"Thank you so much for passing on the free gym membership for carers. I have really enjoyed
and benefitted from attending various classes - meeting new people and giving a boost to my
well-being."

Through the winter months we provided 6 Warm Hub events with 160 carers receiving warm hub
packs

"I just wanted to say a big thank you to whoever put the warm packs together. It had been a
difficult week and to receive a nice cosy pink blanket and lots of warm goodies was
heartwarming"

Carers Hub service has hosted a range of listening events for carers to feedback their experiences on
a range of topics including hospital services and home care services. We also developed a
satisfaction survey for carers to share their views and shape future services in the Carers Hub

"I found the meeting very interesting. So important to hear other people's experiences too.
One of the difficulties of caring full-time, is that we can end up isolated in a cocoon of day-to-
day coping"

9
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Between April 2025 and March 2026, the NHS Independent Complaints Advocacy (ICA) service has
continued to provide a high-quality, accessible, and person-centred service across Durham, Darlington,
North Tyneside, and Stockton. 

At the heart of our work is a commitment to helping people feel heard, supported, and more confident as
they navigate the NHS complaints process. We also want to make sure their experiences help drive
learning and improvements in services.

Partnership working continues to be central to our ICA service. By developing strong relationships with
local authorities, NHS trusts, regional Patient Advice and Liaison Services (PALS), and other third-sector
organisations, we have been able to help close important gaps in the patient feedback journey
(gathering, understanding, and responding to patients’ views and experiences). These partnerships
create clearer referral pathways, making it easier for people with difficult healthcare concerns to reach
our qualified advocates when they need support.

We also work closely with healthcare providers during local resolution meetings (face to face meetings
where the complainant talks directly with the people or organisation involved)  and, where needed, raise
more complex systemic issues with the Parliamentary and Health Service Ombudsman. This joined-up
approach helps make sure people’s voices are not only heard but responded to in a meaningful way. 

NORTH EAST NHS
INDEPENDENT
COMPLAINTS
ADVOCACY SERVICE

Discharge Mental health - community care Practice/Surgery Management

Appts. delay/cancellation (outpatients) Failure to diagnose Communication/info to patients

Medication related issues Failure to follow agreed guidelines/processes Attitude of Staff

Multiple Aspects of Clinical Treatment
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NORTH EAST NHS
COMPLAINTS
ADVOCACY SERVICE

“You have been a life saver. It is an incredible service and anyone who contacts you is lucky to have you in their
corner. I would not have pursued as I did without your help and support.

“Thank you so much for your advice. I would not hesitate to pass on your details to whoever needs help with a
complaint, you gave invaluable advice.

“Just to pass on my gratitude for the effort you put in. It's been a difficult process so working with you has been a
pleasure, it's good to have someone that knows more about the complaints process. Really appreciate your help.

Client feedback

We would like to take this opportunity to say a huge thanks to our incredible advocates, Carole,
Gabby and Libby whose knowledge, passion and dedication have helped the service continue to go
from strength to strength.
 
We would also like to give special thanks to Philip Kerr, NE Operations Manager, who retired at the end
of the year after 20 years in advocacy. Thank you, Philip, for your dedication and leadership, and for
your contribution to improving outcomes for patients.

Key Statistics 2025/26

170
Self-Help Packs

Downloaded

324
Total Cases

314
Cases Closed

(153 opened in 25/26)

Cases by Care Type

29% Primary (95) 71% Secondary (229)
Resolution Level

88% Local Level 12%
Ombudsman

60
Local Resolution Meetings

3,876
Hours of Advocacy Support
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