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D/deaf

Throughout this report the word Deaf (with a capital D) is used to denote individuals whose first
language is British Sign Language (BSL), whilst the term D/deaf, now widely recognised by care
service professionals, refers to everyone with a hearing loss: Deaf, deaf, deafened and hard of
hearing.

D/deafblind people are recognised as having a unique disability but the D/deaf distinction
remains relevant in identifying whether individuals use BSL or spoken language as their preferred
method of communication.

NB - In spite of our efforts to produce our written materials in accordance with Plain English
guidelines, we are not able to secure the Crystal Mark, as the Plain English Campaign refuses to
accept the use of the term D/deaf.



Introduction

We are pleased and proud to be producing our fifth set of Social Accounts, which helps
us to demonstrate, especially to those who are not very familiar with our organisation,
what we do and the positive outcomes that are achieved for the people we support.

Although the collection of data and relevant feedback can often become quite time
consuming, the positive effects of being able to evidence the impacts of our work and the
encouraging reactions we receive from staff, service users and other stakeholders,
persuades us that this has become an effective and worthwhile process.

Our aim for continuous improvement drives us to act on the recommendations identified
as a result of the Social Accounting audit and the feedback we receive from our surveys.
Our board of Trustees are kept informed and consulted about all areas of Social

Accounting and play a key part in deciding how the organisation responds to the results.

The focus of our accounts this year has once again been determined by the content of
our five year Strategic Plan; Towards 2017. Having covered most of the Strategic
Themes in previous years, we decided that these accounts would focus on
Communication. Whilst we obviously wanted to look at the communication services we
provide, we were also interested to learn how we can communicate better as an
organisation, both internally and with external parties.

We have carried out a number of surveys, including one completed by staff about the
various methods of communication open to them. We also surveyed users of our
Communication service in an effort to confirm our belief that this service makes a huge
difference and is often seen as invaluable to the people who use it.

These accounts include information about some of the projects and initiatives introduced
this year, in our efforts to develop the way we communicate externally and continue to
raise awareness about D/deafness, our organisation and the impact we make.

We hope that all of the details we have provided in these Social Accounts will
demonstrate our continuing commitment to delivering our Strategic Plan, by expanding
on our previous work to raise awareness and help remove some of the many barriers
faced by D/deaf people.

We would like to thank everyone who took the time to help us compile the figures and
provide us with their feedback for these accounts.

Debi Shackley,
Quality Systems Officer and Author of Social Accounts - June 2015



DSN Background Information

Name of Organisation: Deafness Support Network

Status: Charity (company limited by guarantee)
Registered Office: 144 London Road, Northwich, Cheshire CW9 5HH
Company Registration No: 1323762

Registered Charity No: 506791

Website: www.dsnonline.co.uk

Deafness Support Network (DSN) was established in 1976 as Chester and North Wales
Society for the Deaf. There were various name changes, reflecting the transformations
the organisation has been through. In the late 1980’s the name was changed to
Cheshire Deaf Society and finally, in 1998 the working title was changed to Deafness
Support Network.

Over the years we have acquired a wealth of experience in providing a range of
specialist services for D/deaf people of all ages and with all forms of hearing loss and
dual sensory loss.

We have established centres in Chester, Macclesfield and Northwich and an office base
in Warrington. We have thriving partnerships with local D/deaf community organisations
that have been sustained over many years.

In 2014 — 2015 we provided the following services:

o Communication Service — enables communication between D/deaf and hearing
people, improving access in a variety of situations.

o Day Service — Day Centre for D/deaf people with additional Learning Disabilities
where service users are encouraged in their personal development.

o Front of House — first point of contact providing front line services to all visitors
and contacts to DSN and administration support to DSN services and staff.

o Health Advocate — aiming to improve access to health care for D/deaf people, by
recruiting and training Volunteers to conduct audits and deliver Deaf Awareness
information to GPs surgeries throughout Cheshire.

o I'm Hear (formerly Family Tactics) — now funded by Children in Need, supports
families of Deaf children to seek the most effective ways to overcome difficulties in
addressing communication problems and in some cases, avoid breakdown of the
family unit.

o Outreach — provides mainly Housing Related support to enable D/deaf people to
maintain their tenancies and/or manage as independently as possible, preventing
homelessness and reducing the burden on other statutory services.



o Social Care (Children & Adults) — Enhanced Support Workers (ESW) assist with
the assessment process and provide a specialist service, in partnership with the
Care Management teams within the Adult Social Care and Children’s services.

o Social Care (Deafblind) — Specialist Deafblind Worker carries out detailed needs
assessments and provides advice in respect of dual sensory loss on all aspects of
daily life. Deafblind Communicator Guide supports people who have a dual
sensory loss to access services and activities

o Supported Living — Supported Housing for D/deaf and D/deafblind people with
additional learning disabilities.

o Technical — provides advice on a range of available products and practical
solutions to help D/deaf people enjoy a better quality of life. We also have a part-
time Deaf Persons’ Fire Safety Support Worker, who is employed in partnership
with Cheshire Fire & Rescue Service (CFRS), to provide Home Safety
Assessments and ensure that the needs of D/deaf people are being met by their
service.

o Training — provides a range of training courses designed to improve
communication between D/deaf and hearing people.

o Volunteers — Supports every aspect of DSN and its service provision.

o Youth (Deaf Active Cheshire*) — a youth led group that aims to ensure inclusive
activities without any breakdown in communication, focusing on non-traditional
sporting activities that might not normally be accessible.

* Although Deaf Active Cheshire was granted its own charitable status in January
2014, with Charity No: 1156419, DSN continues to support the service through the
employment of Youth Workers and by providing venues, office space and admin
support.

Approx. 1500 people have accessed our services during 2014 — 2015, many of whom
have had multiple contacts with their allocated case worker over a prolonged period of
time.

Some of our service users have used more than one service and/or used a service more
than once during this time, which means approx 1200 cases have been handled by our
staff during this year.

However, these figures are based on information entered into our customer database
which does not include all of the people for whom we have provided communication
support (Interpreters), all those who have attended events and workshops, or the total
number of callers and visitors that have contacted our centres.



Organisation Structure (as of 315 March 2015)

CEO (1)
A
—»  Operations Executive (1) Supported Living Executive (1)
Management
Support (1)
« Family Tactics (3) r Accommodation/Respite (22)
< Finance (1) Communication (5)
FoH / Admin (5)
<«—— Fundraising (1) Day Services (3)
Ancillary Staff (1)
< Health Advocate (2) Training (1)
< IT (2) Volunteers (1)
< Quality Systems (1) Admin (2)

Social Care (8)
< (includes Children & Adults /
Deafblind / Outreach / Technical)

Youth (2)

NB - whilst some departments and staff within our organisation are based in specific
centres, our services are provided throughout the region we work in, subject to the
relevant contracts being secured and/or renewed.



Organisation Purpose

Our Mission, Values and Objectives are regularly reviewed by our Trustees and
Executive Management Team (EMT), as part of our strategic planning cycle. Comments
and feedback from service users and Stakeholders form an integral part of these
reviews.

DSN Mission (what drives us):

All of us at DSN share a vision to provide a range of services that are fair and
personalised and that help give D/deaf people equal access to opportunities and services.

DSN Values (what we stand for):

In alphabetical order
Effective Communication

Financial Sustainability

Inclusive Governance

Innovative Provision of Services

Quiality Services

Regional Focus

Staff Development

Support and Promotion of D/deaf Culture & History

DSN Objectives (our strategic themes):

1. Communication

1.1 We want to be the first point of reference across Cheshire for all issues relating to
D/deafness

1.2  We will promote our services and reputation across Cheshire and make it as easy
as possible for people to contact us in a number of ways

1.3  Athriving membership is vital to our success. We will build the number of
members we have over the life of the strategy



2. Health

2.1

2.2

2.3

2.4

2.5

We will work towards reducing health inequalities that currently exist for D/deaf
people

We will work to improve access to health services and outcomes for D/deaf people
in Cheshire

We will represent the needs of as many people as we can when developing our
services

We will focus on developing services for groups of people who are sometimes
overlooked

We will look for opportunities to develop new services and improve existing ones

3. Partnerships

3.1

3.2

3.3

3.4

3.5
3.6

We will work to develop a professional and motivated workforce with the correct
balance of skills, knowledge and experience

We will develop appropriate partnerships with organisations from the public,
private and charitable sectors

We will specifically target partnerships within the health and social care sectors

We will look for opportunities to work with other appropriate organisations to
develop shared services that will increase our income and make us more efficient
and effective

We will do everything we can to find new sources of income
We will try to be as environmentally responsible as possible in all our actions

4. Service Users

4.1

4.2

4.3

We will work together to represent and support the needs of D/deaf people,
making sure that we continue to provide high quality services in these difficult
economic times

We will adapt to the changing needs of service users and make sure that our
organisation is flexible enough to make the most of opportunities for growing and
developing

We will work to break down any barriers to effective communication, provide
innovative solutions, improve outcomes and work effectively with everyone
involved



5. Social Care

5.1

5.2

5.3

5.4

We will work to maintain and protect current contracts and make sure the needs of
D/deaf people continue to be voiced and understood

We will build working relationships across Health and Social Care, working with all
partner agencies and providers

We will make sure that we can respond positively to changes in how services are
bought in, including the ‘personalisation’ agenda.

We will raise our profile so that we become the provider of choice for services
relating to D/deafness

See Appendix 1



Stakeholders

During the five years we have been our producing Social Accounts, we have managed to
consult with the majority of our Stakeholders.

The views of all of our stakeholders are important to us and although we regularly consult
with Trustees and members of staff on relevant subjects, the theme of our Social
Accounts determines which groups we select for consultation to be included in our report.

This year our surveys have incorporated a number of Stakeholder groups:

Deaf Communities
Staff

Service Users
Other Agencies

We did this by focusing mainly on users of our Communication Service, asking both
Service Users and providers of services about their experience of using Interpreters and
the difference it makes to them.

We have also looked at feedback from people who have accessed our new website and
we have surveyed members of staff about the way we communicate within the
organisation.

A full Stakeholder Map is shown on the following page, followed by an analysis that
illustrates who the key Stakeholders and influencers of our organisation are.

NB - We have not highlighted Members as a separate group, as our organisation’s
membership consists of Stakeholders who are part of one or more of the other
categories.
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=

Influence / Decision / Power

&

Stakeholder Analysis

Involve

Key Partners

Political: MPs, Councillors

Governance: Trustee Board &
sub groups, Charities Commission

Media: Local / Regional Press,
PR Consultants

Other: Healthwatch

Public: Service Users, Carers /
Families, wider D/deaf
Community, Membership,
Trustees, Private Sector i.e.
suppliers of services to us

Social Care: Local Authority
Contracts Teams, Data Returns
Teams, Stakeholder Groups, HJIB,
TSA, Health, Clinical
Commissioning Groups, Public
Health

Staff: all DSN staff, Volunteers

3'd Sector: Housing Authorities,
all relevant Voluntary
Organisations e.g. CCIL, DPULO,
DIB, COG Group, Sensory
Impairment partners, DN:UK
partners, NW COG

Other: Cheshire Fire & Rescue
Service

Keep Informed

Keep Engaged

Wider Public, Carers / Families,
suppliers to DSN, Cheshire 3
Sector partners

Provider Partners: Legal, PR,
Finance, Health & Safety,
Environmental

Other: Other Deaf Organisations,
UKCoD

A Interest =
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Compliances

In addition to the wealth of Legislation we must observe, there are a number of statutory
and voluntary regulations and measures that we must comply with. This enables us to
evidence that we are managing our organisation correctly and adhering to the required
standards of good practice, in areas such as Health & Safety and financial management.

Charities Commission
Annual return
Copy of audited accounts submitted

Companies Act
Accounts audited annually
Registered with the Information Commissioner for Data Protection

Statutory Insurances
Employers Liability
Public Liability
Commercial Vehicle

Policies & Procedures
We have a full set of formal policies and procedures in place that are;

o Written with the involvement of Employment Law specialists to ensure compliance
with all current and changing legislation

o Reviewed annually and incorporate Equality Impact Assessments

Health & Safety

Relevant legislation adhered to and checked for updates

Risk Assessments of premises and activities completed and reviewed annually
Portable Appliance Testing (PAT) every year

11 employees qualified in First Aid at Work

All staff within our Supported Living service, trained in basic First Aid

5 employees trained as Fire Marshalls

External Quality Assurances (in alphabetical order)

BS8555 Acorn Environmental Standards

Care Quality Commission Essential Standards of Care

Disclosure & Barring Service Employee checks renewed every 3 years
Health & Care Professional Council Social Care professional registration

Investors in People Assessed against the Standards Framework
Investing in Volunteering Assessed against the Standards Framework
Learning Disabilities Framework Assessed against the required standards
Local Authorities Contracts / Service Level Agreements in place
Signature / NRCPD Interpreter Registration / Training Accreditation
Supporting People Monitored against the QAF / VFM Frameworks

12



Scope
These accounts cover the period 15t April 2014 to 31t March 2015.

In order to give a comprehensive view of the work of our organisation, quantitative data is
provided for all DSN services. However, as these accounts focus on how we are trying
to achieve the objectives set out in our Strategic Theme of Communication, we have
provided more detailed information about some aspects of our work that are helping us to
achieve our stated aims in this area.

Qualitative data from the collection of feedback was obtained from Service Providers,
Service Users, Staff and members of the Deaf Communities.

Overview of the Year
2014 - 2015 has been an interesting and challenging year for DSN.

In addition to providing the services to D/deaf people that our organisation has become
known for, we have continued to pursue some of the initiatives we introduced previously
and also embarked on a number of new and exiting projects.

Our Health Awareness & Deafness (HAND) project funded through the Health & Social
Care Volunteering Fund (HSCVF), originally ran until March 2014. The project aimed to
improve the information available to D/deaf people to enable them to access a wider
range of the health services available to them. As a result of the project’s success and
the positive outcomes we were able to demonstrate, Cheshire West Clinical
Commissioning Group (CWCCG) agreed to fund this important initiative for the
subsequent year 2014-15. They then agreed funding for a further year, until 31st March
2016.

The achievements of HAnD also contributed to us successfully securing further funding

from HSCVF, to deliver a new project ‘Life or D/deaf Matters’ (LODM). The LODM

project is scheduled to run from January 2014 to June 2016 with three main aims:

1. to recruit & train volunteers

2. to audit and deliver D/deaf Awareness Information to GP surgeries & staff

3. toincrease representation of D/deaf people on Patient Participation Groups and
recruit & train volunteers to become ‘Infolink’ champions

Further information about this project is provided in the section titled Focus on Strategic

Theme on page 31

August 2014 saw the completion of ‘Hear it Here’, which was a project we began in 2013
with funding from the Westminster Foundation. Using an electric vehicle we were able to
visit various venues and provide a mobile service for people with a hearing loss, their
family members, friends and carers. People received advice from specialist DSN staff,
trained DSN volunteers or Cheshire Fire & Rescue Service (CFRS) / DSN’s specialist
Deaf Fire Advocate. They were given information on assistive technology (e.g. flashing
light systems), welfare benefits entitlements, home safety assessments in partnership
with CFRS, as well as health and wellbeing initiatives. We received very positive

13



feedback from many of the people who engaged with the project about how they are now
better able to cope with their hearing loss, with an improved knowledge and
understanding of their hearing loss and how it can impact on others. This helps them
feel less isolated, more resilient, and are better able to cope with their life changes. They
are also better able to contribute to their family and community life and through our home
safety assessments, they are able to stay safe within their own home.

In October 2014 we launched a research project to explore possible links between
deafness and dementia. For the past six months one of our employees has been
undertaking her doctoral development training programme, enabling her to continue as
an independent researcher. Ethical approval has been granted for research into hearing
loss as a risk factor for Alzheimer Disease and testing is now underway. Within this next
year, we hope to have some publishable results and be able to identify whether hearing
loss can be used as an early marker for cognitive decline. As part of this research
initiated by DSN, a room within our Northwich centre is being refurbished ready to
become (duel function) a sensory library and memory room for people with dementia.

Also in October 2014, our former Family Tactics service was re-launched as I'm Hear! a
programme funded by the BBC’s Children in Need as a 3 year project.

The two main aims of the project are to improve deaf awareness and communication
between a D/deaf child and their family and to encourage D/deaf children to participate in
activities. DSN will support 50 D/deaf children and families per year across Cheshire
East, Cheshire West & Chester, Halton and Warrington. Individual support plans are
agreed with up to 10 bespoke sessions available for each family and progress and
outcomes are evaluated throughout. As part of this project a children’s book has been
written / designed, depicting a day in the life of a Deaf child in a hearing family. When
this is printed it will be used as a tool to help families understand deafness within their
family and educate them about the need to adapt and develop their family
communication.

A weekly Community Hearing Service is being provided by Specsavers from our
Macclesfield centre and an agreement to work alongside DSN to implement an aftercare
pathway is being jointly developed. With support from Positive Hearing, a Social
Enterprise company aiming to give D/deaf people a wider choice of suitable assistive
hearing devices, a fully post diagnostic service is offered. This provision is of great
benefit to people with a hearing loss and the partnership is working very well, with plans
to make the service available in our Northwich centre from June 2015.

Our sponsored Hearing Dog, named ‘Chester’ by the winner of a8
our competition, is continuing with his training and has >
mastered a number of signs and words for various commands. '
He has already passed the One Star level and we are
confident he will be able to reach the Three Star level he
needs to qualify.

14



Although Deaf Active Cheshire became a registered charity in their own right at the
beginning of 2014, DSN continues to assist the service and work in partnership to recruit
Youth Workers and support the continuation of weekly Youth Clubs. A successful bid for
funding to Children in Need has given the service a three year income stream and a
secondment agreement with NDCS, allows a Youth Worker to work with DSN for two
days a week until the end of November 2015.

We successfully completed and achieved all aspects of our Social Care contracts for
2014-15 with Cheshire West & Chester (CWaC), Cheshire East and Flintshire.

The CWaC contract has recently been renewed for a further year until 31st March 2016,
our 3 year contract with Cheshire East is currently in its second year and Flintshire
extended our contract with them until September 2015. Flintshire are currently
investigating the possibility of a new “Sensory Service”, which is a very exciting prospect
and they have indicated that they would like to call upon the expertise within DSN, to
support them in creating the service specification.

Unfortunately, not all of the changes we have gone through this year have been positive
as the provision of Floating Support and Deafblind Guide Communicator services to
people in Salford, was withdrawn in December 2014 when the agreement ended. This
was due to a redesign of commissioned services by Salford Council and many of the
support providers in the area had their contracts terminated.

On a more positive note, in spite of some uncertainty over the funding of our Supported
Living service, we have retained the Supporting People contract for this service and our
sub-contract to provide Floating Support in Cheshire East, will continue for the remainder
of the agreed period up to March 2016.

Updates about our organisation and details of news and events are communicated to all
Stakeholders in a variety of formats including regular e-newsletters, copies of which can
be viewed on our website at www.dsnonline.co.uk

15
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Recommendations Update

Details of actions taken as a result of the recommendations from our 2013 — 2014
Social Accounts.

The feedback we received from the surveys we carried out last year was forwarded to
EMT and our Trustees, together with the recommendations that resulted from our Social
Accounts Audit. These are listed below with details of any actions we have taken:

e Project Plans to include specific social outcomes and impacts forecasting that will
enable success to be monitored.

Intended social outcomes are being included in all of our bids for contracts / funding, and
monitoring systems have been introduced that will enable us to measure the success of
our forecasting in more detail.

e More emphasis on impact assessment and recording, provide workshop(s) for
staff to help them understand and think more about the impacts of their work.
Incorporate impact recording into Team Plans.

Outcomes and impact assessment is reinforced to staff on a regular basis, included
during team meetings and staff development days. A session covering the principles of
Social Return on Investment (SROI) has also been provided to some of the key staff
within the organisation, who are responsible for managing short term projects.

e Continue to search for partner organisations with which to Benchmark.

We have attempted to carry out this exercise on a number of occasions but we continue
to struggle to find similar organisations to ours, that are willing to co-operate.
Benchmarking of services is something we will try to do again as we believe this could be
an effective way of identifying areas for improvement. We will continue to seek to identify
alternative organisations that we may be able to approach in future.

e Carry out tracking of impacts over time for Service Users who take up voluntary
work and move into employment etc.

We have looked at a number of options that might help us to track and monitor impacts
for Service Users, including follow up contacts and surveys. However, the reality of this
has been difficult to implement due to a reduction in the number of staff available.

e Carry out a more detailed caller analysis to assist with marketing and membership
recruitment etc. Use details obtained from Visitor records.

A more robust system of recording has been introduced, which will assist us in identifying
potential opportunities for marketing and recruitment of members.

16



e Engage members in marketing and analyse use of member and volunteer time —
find out where they add most value

Due to our Volunteer Co-ordinator leaving the organisation early this year, it has not
been possible for us to take this recommendation further. Unfortunately, until a
replacement is recruited to fulfil the role the service has been overseen on a temporary
basis by the Admin Support staff.

17



Service Data

In order to give a comprehensive view of the organisation, on the following pages we
have provided quantitative data for all of our services and some case studies, where
available, presented in a format that ensures we maintain confidentiality.

NB - the figures quoted represent the minimum numbers available to us, mainly based on the
data that has been captured on our database, although other data collection methods such as
monitoring forms, spreadsheets and visitor books have been used, where appropriate.

Communication Service

Provides communication between D/deaf and hearing people, improving access in a

variety of situations.

Activities (link to objectives: 1, 2, 3, 4, 5)

Outputs

Communication between D/deaf and hearing
people in a variety of situations, for example:

Education

Job/Interviews

Meetings /Conferences

Religious and Civil Ceremonies
Community events

Police and Court attendances

Local Authority Services (Social Services,
Benefits Housing, etc)

¢ Hospital and GP appointments - video links
to GP / Hospitals available

PCA provides communication and
administration support to D/deaf staff
throughout the organisation

D/deaf service users receive effective
communication in their chosen and preferred
method

677 interpreter bookings fulfilled:
32 in educational settings
59 in employment settings
21 at leisure / community events
2 in police / court settings
19 in local authority settings
544 in health setting

2238 PCA hours provided to DSN staff

The section titled Focus on Strategic Theme on page 31 provides a brief summary of
feedback collated from surveys carried out with users of this service.
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Day Service

The Tannery is a Day Centre in Northwich, for D/deaf people with additional Learning
Disabilities, where service users are encouraged in their personal development.

Activities (link to objectives: 2, 3, 4, 5)

Outputs

and safe environment

e crafts

e cookery

¢ health matters

e relationship building

Woodwork skills training

Monitor and Review

service users

Individual and Person Centred Learning plans

Inclusive learning opportunities in a friendly

An extensive life skills programme including;

Support to access the Deaf community

Total communication with staff and other

21 service users who are D/deaf or D/deafblind
with additional Learning Disabilities attend
The Tannery (maximum 12 per day).

Activities and the number who took part were:

Organised Events inluding:

e Easter & Christmas Bingo (21)
e Halloween (21)

e Quiz Afternoons (21)

e Christmas Fare (21)

Outings to local places of interest, including:
o Art Gallery (10)

e Cheshire Show (12)

e Chester Zoo (8)

e Knowsley Safari Park (6)

Learning Workshops:

e Healthy Eating (21)

e Music (10)

¢ Painting with Watercolours (9)
e Woodwork (21)

Case Study

NSNS /it

Profoundly Deaf man in his
late 20’s with learning
disabilities.

Basic signing skills, with a lot
of ‘home signs’ used.

Very shy, low self confidence,
PA tended to do things for him
and would look to his PA when
guestioned.

Any decisions he made
seemed to always be offered
and encouraged by his PA.

Family wanted to encourage
him to be involved in a Deaf
friendly environment and to
mix with Deaf people.

Outcomes / Impacts

Staff signed directly to him and
always tried to make eye
contact.

In the beginning the signs
were basic, gradually building
to become a little more
complex.

Began involving him in group
activities with the other Deaf
Service Users.

Encouraged him to sit with
other Service Users and talk to
them.

Encouraged him to be more
independent when completing
tasks.

BSL skills have developed and
continue to improve, able to
join in a two-way conservation
using multiple signs without
PA involved.

More outgoing and friendly,
will now introduce himself to
visitors without his PA.

Growing in confidence, more
involved in activities and
helped to sell cakes at this
years Christmas Fayre.

PA is now supporting and
encouraging his independence
at every opportunity.
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Front of House

First point of contact providing front line services to all visitors and contacts to DSN

Activities (link to objectives: 1, 3, 4, 5)

Outputs

Meet and greet visitors and deal with all
enquiries; face to face, telephone, text phone,
email, fax and Skype

Provide information and advice on DSN
services

Complete and direct referrals to appropriate
services within the organisation

Signposting to other agencies

Health & Safety support ensuring all risk
assessments and audits are carried out and
regularly reviewed

Deal with building maintenance issues

Liaise with external contractors and suppliers

Update DSN website with news of internal and
external events.

General administration support to DSN staff:
e Fundraising and Events

Note taking

Preparation of Monitoring Reports
Production of leaflets

Support with project administration

1462 visitors welcomed:
51 Chester Centre
896 Macclesfield Centre
515 Northwich Centre

2038 contacts / enquires dealt with:
469 Emails
24 Minicom calls
5 Skype calls
32 SMS Texts
1508 Telephone calls

397 referrals taken by Front of House staff for
DSN Technical service

536 instances of Advice & Information Provided

73 Information/Marketing packs issued to
interested parties (approx)

109 building maintenance requests resolved
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I’m Hear! (formerly Family Tactics)

Funded by Children in Need and supports families to seek the most effective ways to
overcome difficulties in addressing communication problems and in some cases, avoid
breakdown of the family unit. Data available from the start of the project in October 2014

Activities (link to objectives: 2, 3, 4, 5)

Outputs

leisure providers
e BSL sessions for families

One to One, organisational and group support
to families and carers of D/deaf children and
adults in their homes, which includes:

e Deaf Awareness for families
Deaf Awareness for schools, colleges,

Referral for Technical support and/or

25 families referred for support
12 families received Deaf Awareness sessions

5 families received training sessions in BSL,
(a total of 30 bespoke sessions delivered)

4 children referred for involvement with Youth
Service activities

equipment 1 family referred for Volunteer support
* Referral to Youth Servu_:es 2 bespoke BSL sessions delivered to schools
e Support re Carers funding
e Assessment (Needs, Risk) & Support Plans | 1 BSL level 1 course delivered to school (as a
e Training Plans/Agreements result of a taster session)
e Recording
Case Study

NSNS /.ciitcs

15 year old girl, BSL user
whose mother unable to
communicate in BSL

Unable to communicate to
mother what had happened in
her day.

Confusion around what was
happening in her day

Difficulty understanding
instructions

Frequent angry outbursts at
home leading to significant
distress for the family

Constant shouting by all
members of the family
including the Deaf child,
leading to complaints by
neighbours

Mother had previously refused
to learn sign language and
was embarrassed using sign
language in public because
‘people stare’

Outcomes / Impacts

Mother provided with D/deaf
awareness and taught good
communication tactics

Provided with one to one
support to learn basic sign
language - vocabulary
focused on home and
school routines

Encouraged to sign to
daughter throughout the
day

Tasked to ask daughter
about her day at school

Regular meetings arranged
with support worker to use
BSL in public place to
overcome embarrassment

15 year old girl thrilled that her
mum is learning sign language

Mother and daughter have better
two way communication

Child understands instructions
and can ask questions

Child’s self esteem improved
significantly

Child’s behaviour and
independence at home improved
significantly

Family environment calmer and
less stressful

Mother now proud to be seen in
public signing with her daughter
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Outreach

Provide Housing Related support that enables D/deaf people to maintain their tenancies

and/or manage independently

Activities (link to objectives: 1, 2, 3, 4, 5)

Outputs

Assessments carried out (Needs, Risk)
Support Plans created

Housing Related Support to D/deaf people in

their own homes, which includes:

¢ Maintaining the safety and security of the
property

e Correspondence related to the property

¢ Claiming benefits, budgeting and paying bills

¢ Opportunities for education, employment and
leisure

¢ Accessing and maintaining links with
appropriate healthcare services

Weekly drop-in services at each DSN centre

12 new referrals / assessments carried out

72 D/deaf service users in Cheshire East and
Salford supported to maintain their tenancies:

31 Cheshire East
41 Salford (up to 31% December 2014)

524 face to face contacts carried out

A further 14 service users have regularly
accessed our weekly Drop-in services, having
106 contacts

43 instances of facilitating communication at
meetings between service users and other
agencies / services

28 service users completed their programme of
support, between them achieving 97 positive
outcomes against the ECM Outcomes
Framework

22




Social Care (Children & Adults)

Assist with the assessment process and provide a specialist service, in partnership with
the Care Management teams within the Adult Social Care and Children’s services

Activities (link to objectives: 1, 2, 3, 4, 5)

Outputs

Registration / Recording

Social Care Interventions / Child Protection
Information and Advice

Professional Support

Monitor / Review

Joint / close working with Local Authority Social
Care depts.

Register of D/deaf people maintained

46 new referrals and specialist assessments
carried out

91 service users received specialist support
services:

32 Cheshire East
14 adults
18 children

54 Cheshire West and Chester
38 adults
16 children

237 face to face contacts carried out and an
additional 986 contacts made to, or on behalf
of, service users.

68 instances of facilitating communication (at
professional meetings etc)

8 service users completed their personalised
support package, between them achieving 34
positive outcomes against the CQC and ECM
Outcomes Frameworks. The remaining service
users receive ongoing support.

Case Study

NEERTHEENINECESI Activities

Teenage boy struggling with
hearing loss and often absent
from school due to iliness

Felt unable to mix with other
children at school, left feeling
lonely and isolated

Family relationships strained
due to bad behaviour

Outcomes / Impacts

Cognitive Behaviour Therapy
provided on a weekly basis

Goals set and reviewed
regularly

Additional activities to help
build confidence were
recommended between
sessions

Involved mum in some of the
sessions

Feeling more positive about
personal circumstances

Improved attendance and
grades at school

Confidence increased enough
to volunteer at a local Care
Home

Has a healthier and more
positive relationship with mum

Improved health attributed to
improvements in emotional
wellbeing and self esteem.
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Social Care (Deafblind)

Specialist Deafblind Worker carries out detailed needs assessments and provides advice
in respect of dual sensory loss on all aspects of daily life for D/deafblind people

Deafblind Communicator Guide supports people who have a dual sensory loss to access

services and activities

Activities (link to objectives: 1, 2, 3,4, 5)

Outputs

Registration / Recording
Specialist support
Renhabilitation / Mobility training
Communicator Guide support
Information and Advice
Monitor / Review

Joint / close working with Local Authority Social
Care depts.

Register of D/deafblind people maintained

41 service users received specialist
D/deafblind services:

24 Cheshire East
17 Cheshire West and Chester

73 face to face contacts carried out and an
additional 298 contacts made to, or on behalf
of, service users.

14 instances of facilitating communication (at
professional meetings etc)

12 D/deafblind service users in the Cheshire
and Salford areas provided with Communicator
Guide support

222 face to face contact visits carried out.

24 of the service users accessing both
Deafblind services achieved 12 positive
outcomes between them against the CQC and
ECM Outcomes Frameworks
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Supported Living

Supported Housing for D/deaf and D/deafblind people with additional learning disabilities

Activities (link to objectives: 2, 3, 4, 5)

Outputs

Assessments (needs, risk)

Person Centred Plans/Support Plans/Care
Plans/Health Action plans

Support access to the wider D/deaf and
hearing communities

Promote personal development - life skills,
social interactive skills, including:

¢ Budgeting

e Health Awareness

¢ Supported Employment

e Further Education

¢ Holidays abroad

Organised social events, outings

Person Centred Plans created for 23 D/deaf
and D/deafblind people with additional learning
disabilities and/or communication disorders
and/or challenging behaviour:

11 at Stepping Stones
Supported Living
properties in
Northwich

3 at Lavender Lodge
5 at 15 The Crescent
4 at 66 The Crescent

All service users supported to develop their life
skills in order to live as independently as
possible and many have achieved positive
outcomes against the ECM Outcomes
Framework, including:

10 doing Voluntary work or work experience
3 in Employment
5 accessing formal training and/or education
20 accessing informal training and/or education
8 now managing their own bank account

18 having increased choice and control over
day to day decisions (e.g. booking holidays)
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Technical Service

Provides advice on a range of available products and practical solutions to help D/deaf

people enjoy a better quality of life

Activities (link to objectives: 2, 3, 4, 5)

Outputs

Provide specialist assessments to D/deaf
people (office or home appointments)

Issue specialist equipment following
assessment of need using FACS criteria

Provide demonstrations of equipment to
service users, families and groups

Provide advice and information about new
developments in specialist equipment, use and
maintenance of hearing aids

Attend meetings in the North West and
exhibitions of specialist equipment

514 specialist assessments carried out:
246 Cheshire East

268 Cheshire West & Chester

151 pieces of specialist equipment issued
including; flashing door bells, vibrating alarms,
television loops etc.

1147 instances of service users being given
advice and/or information on equipment and
other services (includes Hearing Management
and Hear it Here and other events)

249 measured outcomes achieved

14 meetings / exhibitions attended
(independent of CFRS)
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Training

Provides a range of training courses designed to improve communication between

D/deaf and hearing people

Activities (link to objectives: 2, 3, 4, 5)

Outputs

Accredited training courses in:

¢ Deaf and Deafblind Awareness
¢ British Sign language (BSL Levels 1 and 2
and Level 3 NVQ)

Tailor made courses available include:

D/deaf Awareness
D/Deafblind Awareness
British Sign Language
Basic Lip Reading
Hearing Aid Awareness
Communication Tactics

Taster courses in a range of topics to promote
awareness raising amongst employers and
service providers

Signature accredited courses in British Sign
Language Level 1;

72 students achieved Unit 101
43 students achieved Unit 102
29 students achieved Unit 103

Signature accredited courses in British Sign
Language Level 2;

0 students achieved Unit 201
2 students achieved Unit 202
2 students achieved Unit 203

iBSL accredited courses in British Sign
Language:
10 students achieved Level 1
9 students achieved Level 2
13 students achieved Level 3
10 students achieved Level 4

3 Deaf Awareness courses delivered:

Tarporley High School (100 staff & pupils)
Winsford Primary Care (30 staff)
Wyvern House (20 residents)

6 students currently enrolled on new Level 6
Diploma in Interpreting

Case Study

NEETTEENNECESI Activities

Outcomes / Impacts

Student with unable to
communicate with Deaf family
members

Wanted to learn BSL to and
make family gatherings more
inclusive to D/deaf people

Attended Deaf Awareness
training and enrolled on a BSL
course

Taught to understand a range
of vocabulary and how to
exchange information during a
conversation

Provided with additional
studying for personal
development and to become
more aware of the Deaf
culture and community

Encouraged to become
involved in Signing Choir

Able to communicate fully with
family members

Helping to improve family
situations by breaking down
communication barriers for
D/deaf relatives

Feeling more confident about
being able to interact with
Deaf people

Feels proud of personal
achievement which has lead to
improved self esteem

Fully involved in the deaf
community and regular
member of signing choir
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Volunteer Services

Supports every aspect of DSN and its service provision

Activities (link to objectives: 1, 2, 3,4, 5)

Outputs

Development and management of volunteer
services

Volunteering opportunities fulfilled including:

Awareness days

1 to 1 support
Befriending

Youth activities
Charity evenings
Family days
Administration
Deaf/blind support

Regular contact and ongoing support

Regular reviews and updates

56 total Volunteers registered

19 new Volunteer applications received and
accepted during 2014-15

5 applications awaiting processing

63 volunteering opportunities fulfilled (some
opportunities fulfilled by more than one
volunteer)

2831 Volunteer hours provided (worth £49,542)

Services supported:
e Tannery/ Day Services
Admin & Front of House
Deafblind Services
Fundraising / Awareness
I’'m Hear
CFRS / Awareness & Technical
Deaf Active (Youth Service)

3 Volunteers progressed to employment as

Bank Staff

Volunteers

2 Training / Development days provided to

Case Studies

MEEEaNEE I /ot ics

P — Previously suffered
mental iliness whilst working
as a Care Worker.

Wanted to challenge himself
to learn BSL to improve his
confidence

T — Deaf teenager finding life
at home difficult due to other
family members not using sign
language

Feeling very upset, isolated
and alone

Outcomes / Impacts

Volunteered at a number of
events in order to mix with
D/deaf people and improve
BSL skills.

Helped to co-ordinate a
couple of the awareness
raising events

Through DSN’s I'm Hear
project, Volunteers worked
with family to help them
understand some of the
issues she faces.

Supported family whilst they
were learning sign language

Has made friends and built a
strong relationship with
members of the D/deaf
community.

Growing in confidence and
now takes charge of other
Volunteers at events

BSL skills improving greatly

Family situation improved due
to being able to communicate
with each other

T is growing in confidence,
family confirm she seems
happier and is more outgoing
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Data Review
The available data for each of our services has been reviewed by a panel of staff.

Review Panel Members:

Bernie Charles Front of House Administrator
Louise Critchley Interpreter
Debi Shackley Quality Systems Officer

It was agreed that the data provided reflects the variety and complexity of work that the
organisation is involved in. It also gives us a good indication of the amount of work we
do and how this benefits our Service Users.

Comparisons were made to some of the data from previous years and we could see that
in many services the number of people supported has remained relatively constant, or in
some cases has increased.

There were a number of areas highlighted for discussion as we wanted to clarify some of
the figures and/or determine why some of the figures appeared to be lower than we
would have expected.

The reduction in bookings fulfilled by Communication service, is consistent with the loss
of in-house Interpreters and the independent sourcing of jobs by Freelance workers. It
was also confirmed that an overall reduction in the number of staff together with changes
to the criteria for booking PCA support, has had an adverse effect on the number of PCA
hours provided. Detailed information about the Communication service is provided in the
section titled Focus on Strategic Theme on page 31

There was some discussion about reasons why the number of Technical assessments
had increased whilst there had been a reduction in the amount of equipment issued. We
determined that all of the people who attended the Hearing Management courses had
received a basic assessment as part of the programme, although the majority of them
had not required any equipment and had only received advice and information.

We noted that the number of visitors recorded by Front of House staff has increased and
we concluded that this is possibly due to Service Users attending a number of workshops
and drop-in sessions. It was also suggested that the issues we had previously with
inconsistent recording appear to be resolved.

As in previous years, we discussed the number of outcomes achieved by D/deafblind
Service Users appearing to be quite low, in comparison to the amount of people that
have used the service. The discussion again highlighted that the process of supporting a
person who has recently acquired a dual sensory loss, can be quite lengthy and often
involves them learning to overcome many new challenges. Therefore, the achievement
of outcomes can be more difficult and/or more time consuming than with other service
users.
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We thought that the decrease we see in the number of new referrals into Children &
Adults service, could possibly be explained by the changes in commissioning having an
affect on the number of people being eligible for specialist services.

However, there was some concern about the accuracy of figures reported for Children &
Adults service, as the number of people completing their programme of support and
achieving agreed outcomes has reduced considerably since last year. Further
investigation highlighted that changes in staffing may have resulted in some recording
not being completed correctly. We have looked again at training needs and made sure
all staff fully understand the process and the importance of accurate recording.

We were pleased to see that there has been an increase in the number of people
attending BSL courses delivered by our Training service and that the number of hours
provided by our Volunteers this year has increased significantly.

Summary

Reduction in bookings for Interpreters and PCA hours

Increase in number of visitors recorded

Reduction in referrals to Social Care services

Increase in Technical assessments

Increase in students attending BSL courses

Increase in volunteer hours provided due to more opportunities being offered

During the review of our service data, we also looked at the case studies provided. It
was agreed that these case studies give a good indication of the type of work carried out
by our services and show some very positive outcomes for our service users. However,
we believe that more information about the resulting impacts needs to be recorded.
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Focus on Strategic Theme (Communication)

On pages 6 to 8 we have detailed the Strategic Themes set out in our five year plan;
Towards 2017, which categorizes our objectives and how we intend to achieve them. In
this section we have provided information about some aspects of our work that fit with
our Strategic Theme of Communication and how we are working to accomplish our aims
in this area.

Our Strategic Aims
What we said we will do:

1.1 We want to be the first point of reference across Cheshire for all issues relating to
D/deafness

1.2  We will promote our services and reputation across Cheshire and make it as easy
as possible for people to contact us in a number of ways

1.3  Athriving membership is vital to our success. We will build the number of
members we have over the life of the strategy

How we said we will do it:

e By making sure that all communication is appropriate and meets the communication
needs of everyone concerned.

We are still working towards the Clear English kite mark for written information and hope
to achieve this with the publication of our next five year strategy document, due in 2017.
Unfortunately, in order for us to do this we will have to cease using the term D/deaf to
comply with the conditions imposed by the Plain English Campaign.

We continue to provide as much of our information as possible in BSL, which is now
included in some sections of our website. The updated site also allows people who can’t
use the telephone to have a “real time” conversation in writing with members of staff.

We have worked with Cheshire Police and the Crime Commissioner to make BSL
available as a method for reporting crime and should a Deaf person get arrested, a BSL
information DVD is now kept in the custody suite to reassure them that communication
support is on its way.

Commissioner provides support for D/deaf 9
People in police custody MAR 2015

John Dwyer, Police & Crime Commissioner for Cheshire has commissioned a video, which has been produced by Deafness Support Network to
support detainees who are profoundly Deaf until a trained interpreter arrives to support them.

The project was initiated by Police & Crime Commissioner John Dwyer, who said: "l have noted the concerns of the D/deaf community in
partnership with the Deafness Support Network about how barriers to engaging with the police can be removed. An area of concern for
D/deaf people was police custody. For anyone, this can be a worrying environment and even more so when English is not your First

language. British Sign Language {BSL) is a language in its own right and some Deaf people do not understand the spoken word as we do.

Gill Reeder, Executive — Operations from the Deafness Support Network said, "It is important that detainees understand their rights and
entitlements when in custody. Something as simple as a search can feel very invasive to someone with hearing loss. This video has been
filmed to offer reassurance and make sure that everyone is treated equitably. Before | arranged For the film to be made, | tried to find out
whether there was one we could use from anywhere else and it appears that Cheshire is the First to offer this service. | am delighted that the
Commissioner takes the matter of hearing loss seriously.”

Police officers and staff in custody, who become aware that the detainee is having difficulty hearing will be able to show the short video via
the on-desk screen which offers reassurance and guidance.

Extract from our Website / E-Newsletter
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e By developing and introducing a marketing, PR and fundraising strategy to make
more people aware of our work and increase our income.

We are trying to achieve this via constant PR initiatives e.g. to celebrate our 40t
Anniversary we are planning a number of events that will raise awareness of our
organisation and the work we do, including offering 40 free Deaf Awareness sessions to
local businesses during Deaf Awareness Week in July 2015

To celebrate DSN’s 40t anniversary and Deaf Awareness Week, we are offering 1 hour Deaf Awareness Training sessions for free!

This is limited to 40 sessions, and will go to the first 40 companies that respond to us. (One session per team, per company)

The First 40 organisations to respond to this advert will get a free Deaf Awareness Training session, this is on a first come First serve basis.

To apply for your FREE Deaf Awareness Training session, please contact TRAINING@DSNONLINE.CO.UK, for the attention of Lisa Morley.

Extract from our Website / E-Newsle.tter
Regular networking and increased use of social media is also helping us to spread the
word and make DSN the first point of contact for people needing advice and support on
matters relating to deafness.

e By consulting appropriate people and groups.

We have consulted with a number of relevant groups during the course of our work in
order to achieve some of the aims we have set ourselves. Various discussions take
place with members of the D/deaf community and people who are concerned with and/or
affected by our activities. We also consult with partner organisations e.g. Cheshire
Police, whilst researching and working on new projects. Consultation is important to us
and feedback is sought on a regular basis.
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Communication Service (objectives: 1.1; 1.2; 1.3; 2.2; 2.4; 2.5; 3.2; 3.6; 4.1; 4.3)

This year we have focused on our Strategic Theme of Communication and looked at a
number of areas relating to this subject. We have examined the various ways we
communicate as an organisation, both internally and with our external customers and
partners.

One of the main areas we looked at was our Communication Service and we surveyed
both service users and the providers of services, about their experiences and the
difference that having communication support makes to them.

We were very pleased to learn from the feedback we collected, that this service is rated
very highly amongst the people who use it.

Extract from the responses we received from Service Users:

5. Without Interpreter | cannot access services and information

\ }

& B8 80% (16)4 = Dofinitaly Agred
& 556% (1)1 = Dofiniteby Disagron
2.56% (1)3 = Agres

6. Without Interpreter | have to rely on family or friends

W 55 56% (10)4 = Definitaly Agrea
@ 3B80%  (7)3 = Agres
206% (1)1 = Definbaly Disagres

7. Without Interpreter | cannot be fully involved in appointments / meetings

\

W 55.80% (16)4 = Defnitely Agree
@ 1111% (33 = Agrea
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LODM (objectives: 1.1; 1.2; 1.3; 2.2; 2.4; 2.5; 3.2; 3.6; 4.1, 4.3)

Unfortunately, the project has been unable to deliver the ‘Infolink’ champions aim
because the programme has been terminated by the external provider.

LODM extended the audit process to the Warrington area to compensate for this.

Information & encouragement was given to D/deaf people regarding PPG membership
throughout the life of the project. The majority of GP surgeries contacted accepted our
invitation to a free audit.

The project to date has been extremely successful and GP’s have reported back that
they are happy with the service and keen to ensure D/deaf people can access their
surgeries ... D/deaf people are reporting that access issues are improving for them.

The next 12 months will see the completion and review of all audits and Gold, Silver and
Bronze awards presented to those making the necessary changes.

Hearing Management Courses (objectives: 1.1; 1.2; 2.3; 2.4; 2.5; 3.2; 3.6; 4.1; 4.3)

Hearing Management and Lip Reading classes, funded mainly by the Workers Education
Association (WEA), have continued at our Macclesfield centre and additional courses
have been delivered at venues across Cheshire and Warrington. There have been 10
courses delivered during this year, attended by a total of 89 people. Feedback from
people who have attended has been overwhelmingly positive and we have obtained
further funding from WEA, that will enable us to continue these courses and meet the
demand.

"Offered clear and constructive advice in coping with the obstacles of deafness.
You could visibly see people come out of their shells and feel a little better about

their own situation”
Course Student

A Hard of Hearing social group, held monthly at Chester. Opportunity to meet others, get
information about equipment and hearing aid management, take part in activities (games,
crafts), learn new skills (IT, cookery, flower arranging), arrange outings / day trips.

All Ears social club launches in Chester
- 0 I OCT.2014

All Ears, a new social club for individuals with hearing loss, is being launched in Chester this month.

Run by a group of ladies who are hard of hearing, the club will be held at our Chester Deaf Club on Sealand Road on the last Friday of every
month.

Featuring games, arts and craft sessions, key speakers and lip-reading courses, the group is welcome to everyone.

Debra Blinston, Technical Officer at DSN, said: “When you have a hearing loss it can be difficult to join in at other social clubs. IF people are
not deaf aware it can be difficult for someone who is hard of hearing to keep up with what is being said in a social setting.

“Groups like these are a fFantastic, fun way of getting individuals with hearing loss together and combatting the social isolation Felt by many.”

Sheila Browne, one of the group’s organisers, said: “After attending a Chester lip-reading and hearing management group, when it came to
an end we really wanted to continue to meet up for both social reasons and to continue learning from one another.”

Extract from our Website / E-Newsletter
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Economic Impact

The following information is based on figures available on 315t March 2015 and helps us
to understand the economic impacts we have on our local community and beyond.
Where possible we have made comparisons to the data we collected last year, to help us
understand our performance and to identify if and/or where we have improved.

Employment:
There are currently 64 employees at DSN, 28 Full Time and 36 Part Time.

Members of Staff Number Percentage
With some form of Hearing Loss 22 34%
With personal experience of D/deafness 39 60%
Living in Cheshire East or Cheshire West & Chester 33 51%

The total number of employees remains the same as last year but there has been an
increase in the number part-time roles, which means the total number of hours has
reduced by approx. 98 per week. The reduction in hours can be partly attributed to the
loss of Local Authority funding and subsequent reallocation of some tasks and
responsibilities.

At various times during this year we have employed a total of 30 Bank staff, providing
approx. 8050 hours between them. The reason for this high number is mainly due to
having to provide cover for two members of staff, within the Supported Living service,
who were on long term sickness. The service has also had difficulty recruiting staff with
the necessary experience and specialist skills required.

Between 1%t April 2014 and 315t March 2015 there were 2 new positions created:

e Children in Need Project Officers x 2
e Personal Assistant (2:1 Support) x 1

There was also some restructuring of administration at our Supported Living service,
which resulted in 2 new positions replacing the previous roles:

e Finance Admin x 1
e H&S Adminx 1

A total of £1,109,154 was paid in staff salaries, which is £140,016 less than the amount
paid last year, with add-on costs of approx £120,481.

A total of £46,998 worth of support to D/deaf members of DSN staff, has been provided
by Personal Communication Assistants through Access to Work.

We currently have 56 Volunteers registered and approx. £49,542 worth of Volunteer
hours have been provided this year, based on the average hourly rate (approx. £17.50)
we would normally pay for Agency staff. This shows that the number of Volunteers has
decreased slightly but an additional 146 hours have been utilized and the value of
support provided has increased by £9,267.
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13 service users at our Supported Living Service have been involved in employment or
voluntary work / work experience this year. Whilst this may appear to be only a slight
increase on the figure of 11 reported last year, it is a major achievement for users of this
service in continuing to develop their daily living skills and working towards
independence.

Investment in Training:

During the year DSN staff have attended a variety of training courses at a cost of
£18,444 including:

Course Provider

Accident Investigation Ellis Whittam
Chartered Institute of Management Accounts BPP

Commercial Master Class Chester Voluntary Action
Company Secretary Course Brabners
Counselling, Coaching & Collaborating Ear Foundation
Deafness & Dementia PHD Sheffield University
Diploma in Social Care Total People

Fire Marshall First Response

First Aid St Johns Ambulance
Hearing Loop Installation Ampetronic

HR & Management CIPD

Linguistics IBSL

Management of Actual or Potential Aggression CPI Group Ltd
Strategy Implementation De Winter

There have also been a variety of in-house training provided including:

e Environmental Awareness
e Safeguarding (children & adults)
e Sign Language

When dividing the total amount spent on training this year by the total number of DSN
employees, it shows that an approx. average of £288 per person has been invested in
staff development. However, it should be noted that not all members of staff have
participated in training.

External Support

The venues for the weekly Youth Clubs held by Deaf Active Cheshire at our centres in
Chester and Northwich are provided free of charge. This saves the charity an annual
cost of approx. £2,600, which is based on the hourly rate we would charge for the weekly
room hire.

On behalf of Chester & District Society for Deaf People we have provided approx £3,656
worth of free administration support. This is based on the approx. number of hours
provided, multiplied by the hourly rate of our staff who have been involved in support and
attendance at meetings.
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Fund Raising

In addition to the total amount of £1,392,707 we received to provide services through
Local Authority funding, applications to other potential funders has resulted in a further
£38,869 being raised this year:

Fund Project Value
BBC Children in Need I'm Hear £11,964
Cheshire West CCG HANnD £12,679
Cheshire West & Chester ED Fund Befriending £14,226
Total Value of Successful Bids £38,869

An additional amount of £62,922 of continuing funding has been received through bids
that were successfully submitted by DSN in previous years:

Fund Project Value
HSCVF Life or Deaf Matters £19,474
Lottery / MSDP Partnership DSN Led Youth Activities £10,319
Royal Masonic Trust DSN Led Youth Activities £9,642
Steven Gerrard foundation DSN Led Youth Activities £12,027
Westminster Foundation Hear it Here £11,460
Total Value of Continued Funding £62,922

A variety of fund raising events have also taken place during the year and in addition to
the £17256 raised at these events, an extra amount of £724 was received in Gift Aid.

In November we were very fortunate to secure a free short term loan of retail premises
within the Chester Forum Shopping Centre. Our aim was to trial a retail outlet and learn
from the experience, in order to
determine whether this is
something we could consider on
a more permanent basis. The
shop was stocked with items
generously donated and during
our 29 days trading we generated
£5137.40, which was a fantastic
boost to the Deafness and
Dementia research project. It
also gave us valuable information
about some of the benefits and = : ' ==

pitfalls of running a Charity shop. We are currently doing further research and obtaining
legal information, to determine whether we can take this initiative forward.
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In partnership with Bolton Wanderers Football Club, who were very keen to help support
the work of our organisation, we launched a weekly Lottery draw in
August 2014.

Bolton Wanderers manage and administer the lottery, which enables
70% of every ticket sold to go directly to DSN with no costs. The draw
can be played for either £1 or £2 per week and there weekly prizes of
£2,000, plus a roll over of up to £7,500.

Leaflets were sent to all DSN members and made available at each of
our centres. In the six months up to March 2015, 44 people had
signed up to regular payment by Direct Debit and we have received
two commission payments totalling £416.52. We have also received a generous
donation of £1224.51.

Suppliers

We work within the guidelines of an
Ethical Purchasing Policy and
wherever possible, try to use local
suppliers and contractors in order to
reduce the distances required for
deliveries.
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Approx 43% of our regular suppliers
are currently based in Cheshire,
which is slightly lower than 47% the

Suppliers Based in Cheshire

previous year.

However, our main criteria when purchasing goods and services is that we obtain good
guality and value for money. This means there are occasions when we would not
automatically select a local supplier over another from outside the area.

Our policy of selecting goods and services from the local area whenever possible, has
resulted in an approx. amount of £644,605 being spent with suppliers and contractors
based within the Cheshire area this year. This is an increase of £31,832 on last year and
equates to approx.77% of the total amount spent on goods and services.

A summary of our Financial Accounts is available showing the overall operating costs of
the organisation and the amounts held in reserve.
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Environmental Impact

Our commitment to reducing our impact on the environment continues and we are
constantly trying to improve our systems and working practices to ensure we are
operating responsibly.

We work hard to maintain systems and environmental initiatives, to help us reduce our
Carbon Footprint and function in a more sustainable way, such as:

e Continually raise awareness amongst staff

e Apply the 3Rs — Reduce, Reuse, Recycle

e Encourage sustainable travel where possible

e Improve our waste system and reduce the amount that goes to landfill

e Support our Day Service Users in learning about waste and recycling

e Review the supplies we use to include a high percentage of greener products
e Make smart decisions when choosing company cars

We were pleased to retain the 3 star logo following our annual 4
assessment against the Acorn BS 8555 standards, which is a

phased approach towards the international standard for /ACORN
environmental management ISO 140001. r # i

The systems we have in place were checked by the Assessor over a two day period. We
were able to demonstrate how we are working to reduce our environmental impact and
where we have made improvements in areas including:

e Increased our recycling efforts by separating waste prior to collection
e Purchasing more environmentally friendly products e.g. Electric Car

The assessment process confirmed that many of the initiatives we have taken are having
a positive impact.

However, there were a couple of areas highlighted where further improvements could be
made and we have carried out the recommended actions to ensure we are able to
continue meeting the standards.

Environmental responsibility is incorporated into the Strategic Themes of our five year
plan for 2012 - 2017 and in order to maintain awareness of our commitment, we continue
to include an EMS update on the agenda at all of our Staff Development Days, which
take place twice a year.
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We continue to monitor our use of resources and have made further use of electronic
systems and technology available to us e.g. an increasing number of our feedback
surveys are being loaded onto iPads, in order to help maintain a reduction in the amount
of paper we use.

Annual
A4 Reams Reduction*
Overall reduction from April 2010

2010 - 2011 230 to March 2015 = 26%*
2011 - 2012 200 13 %
2012 - 2013 175 13 % * approximate figures
2013 - 2014 180 +3%
2014 - 2015 170 6%

We continue to work at reducing our ‘footprint’ by encouraging car pooling where
possible and the installation of Skype facilities at all of our centres, will enable Service
Users to contact staff at any of our locations. This should greatly reduce the amount of
staff travel, saving fuel and increasing efficiency.

All of our utility supplies are sourced from ‘Green’ energy providers and one of our key
EMS goals is to reduce the amount of energy we use.

Previous issues we had with the collection of timely and accurate data have been
resolved and our recording procedures have been improved. This has enabled us to
monitor figures and make more meaningful comparisons in the areas where historical
data is available to us.

Where spikes in energy consumption have been detected, these have been investigated
and appropriate action(s) taken where necessary e.g. although we were pleased to see
the annual usage had decreased overall at our Macclesfield centre, we noticed a rise in
energy use during December and March. We were able to associate this with an
increase in the use of the building for training courses and workshops during these
months.

Macclesfield Electric Macclesfield Electric
9710 1200
1000
800
8661 600 m2013-14
400 = 2014-15
200
O o —
2013-14 2014-15 283538028 =s¢8
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We continue to have fruit delivered to our offices by suppliers who are part of the Fruitful
Office scheme. This means that in return for the number of fruit baskets delivered to us,
the company commits to planting fruit trees in Africa. During 2014 — 2015 there have
been148 trees planted in Malawi on our behalf.

We have also taken part in a campaign run by
AquAid, the company from whom we hire our
office Water Dispensers and purchase filtered
drinking water. For every product we have
obtained a donation is made on our behalf to The
Africa Trust and these funds are used to build
water wells, also known as Elephant Pumps, in
Africa.

Our commitment to recycling continues and we have reallocated 16 unwanted office
items to members of staff for their own personal use, or to other charitable organisations.

Unfortunately, as in previous years, we are unable to put a precise figure on the amount
of our general waste that is recycled, as the report we receive from our Waste
Management company only provides us with a % of the total amount of waste collected
by them. However, when comparing the figures provided in the summary reports we can
see that in line with one of our EMS goals, there has been a small reduction in the
amount of waste collected from our organisation. On the other hand, we were
disappointed to note that the average amount recycled by the company we use has also
reduced, which means there has been an increase in the amount of non-recycled waste
this year.

Waste collected | Average Facility | Non recyclable
from DSN; Recycling Rate | waste; tonnes
tonnes
2011 — 2012 16.28 68.3% 5.17
2012 — 2013 13.34 76.0% 3.21
2013 — 2014 11.32 79.3% 2.35
2014 — 2015 11.13 62.1% 4.22

As previously stated in the section titled Economic Impact on page 36, we work within the
guidelines of an Ethical Purchasing Policy and wherever possible, try to use local
suppliers and contractors in order to reduce the distances required for deliveries. Approx
43% of our regular suppliers are currently based in Cheshire.
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