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We said that between 2013-14 
and 2018-19, we would…‘ensure 
not just survival but development 
and growth of the business’.
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This summary of our business plan sets out the annual activity Agincare 
will undertake in 2018-19. Our last 5 year business plan was developed 
in 2013-14 and will be fully reviewed and a new plan produced ready for 
next year.
We ensure each part of our business plan supports the aims shown below 
and that in each objective we are clear about the activity we need to 
undertake to meet the outcome. 
In reviewing the last few years’ business planning and activity, along with 
reflections on the most recent year, I am very proud that, despite some 
significant challenges in the social care sector, Agincare has continued to 
achieve positive outcomes in respect of the agreed objectives. Throughout 
2018-19 we have much to look forward to and the teams will continue to 
work collaboratively with other key organisations, to achieve continued 
growth and development of our increasingly wide range of care services.
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Growth 
in service 

diversification 

Growth in 
geographical 

coverage 

Succession 
planning and 

workforce issues

Growth in 
turnover and 

surplus

Market 
leadership and 

influence

Sustainability, 
quality and risk 
management

AGINC ARE’S 
KEY STR ATEGIC OBJEC TIVES 

INTRODUCTION: 

Derek Luckhurst, 
Chairman and Owner

Raina Summerson, 
Group Chief Executive Officer
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- value our customers and fellow employees

- achieve our goals and aspirations

- learn and encourage a culture of knowledge,  
  expertise and accountability.

- understand our business, our customers and  
  fellow employees

- excel in everything we do

OUR VALUES

To provide a range of high 
quality community care 
services nationally; we want 
to be a company that people 
want to work for, that people 
want to receive care from, and 
that commissioners want to 
work with.

Our values underpin all that 
we do and reflect what we 
at Agincare value in our daily 
work; working for continuous 
improvement, always trying to 
understand what we do and 
how we can do it better.

Agincare to achieve a national 
presence through largely self-
funded geographical expansion 
and diversification of service 
provision.

VISION

MISSION

VALUES

V
A
L
U
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Agincare Group Agincare Homes Holdings Agincare Support Group 

Agincare 
Enable

Agincare 
Property 
Services

Agincare 
Live-in Care

Management 
Services

Agincare UK
(national) 

home based 
care services

Staff
Now

Agincare 
Live-in Care

(SW)

Training
Now

Agincare 
Live-in Care

(Central)

Agincare 
Live-in Care

(SE)

Dorset

Surrey

Medway

W.Sussex 

Swindon

Hampshire

Midlands
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Over recent years, we have grown Agincare’s geographical presence, working with more Local Authorities 
and Clinical Commissioning Groups than ever before, primarily across the South of England but with an 
increasing number of locations in the Midlands. This has been achieved through 4 key areas of activity.

GROWTH IN GEOGRAPHICAL COVERAGE:

During 2018-19 we will continue to do more 
of the same, for example with 3 new care 

home sites in the Midlands and 2 multi-purpose 
care home sites in Hampshire and East Sussex 
providing bases for further service diversification. 
The new development of Agincare Support Group 
provides a platform for Supported Living work 
and complex care services, and the partnerships 
formed around this work will take us into further 

new geographical areas.
Our Agincare Live-in Care Service subsidiary starts 
the new year as a management only company, 
with live-in care operations devolved into 3 new 
regional companies in the South West, South East 
and Midlands. This reflects continued growth 
and increasing demand from new geographical 
areas with a need for improved local support and 
communication.

Ongoing radiated 
growth from 

existing locations

Ongoing relationship 
management with others 

to develop or take over 
new opportunities

Ongoing acquisitions 
of care homes in new 

areas and investment in 
existing services

Ongoing commercial 
tendering activity with 
bids for new work and 

contracts

SOLD
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Agincare has, for many years, seen the 
importance in developing and maintaining a 

range of service provision across the care sector, 
these have developed and changed over the 
years. For example, we have seen the demise of 
our Home Cuisine service, as meals-on-wheels 
services across the country have suffered from 
reduced budgets for preventive services. 2018-19 
will be the first year where no such provision takes 
place, as the last location has now been closed.
In order to achieve growth in our range of 
services, we continue to build partnerships with 
organisations (statutory, voluntary and private)  
with whom we can develop further services to 
meet emerging needs. We have new location 
openings planned for the coming year, building 

on existing locations, services and relationships 
with others in the sector and in related sectors 
such as housing.
Our new Agincare Support Group responds to an 
increasing demand for Supported Living solutions 
and the increasing experience within the groups 
of working with younger adults with complex 
care needs.
Our Training Now company will develop its 
provision as our Agincare Training team transfers 
into this company to work as a complete and 
seamless apprenticeships and training delivery 
team. This will ensure that our workforce is 
supported to develop the skills and competencies 
they need to provide the increased range of 
service provision and meet people’s needs.

Other services have developed in response to new needs and opportunities across the sector. We pride 
ourselves in finding solutions and working with others in innovative ways.

KEY AREAS OF ACTIVITY:

GROWTH IN SERVICE DIVERSIFICATION:

Complex Care
Agincare
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As our range of services and scale of provision grows, we recognise that our 
teams also need to develop and grow, whilst we also need to welcome 

new people and new skills into the organisation.

We are immensely proud of our long-standing staff team at Agincare and 
of the fantastic social care careers many of them have achieved. At a recent 
Agincare UK Managers’ event, we clocked up 115 years of Agincare experience 
within that part of the business and on that day alone! Many of our managers, 
in care services and head office, have grown their careers within Agincare and 
the same applies for the directors and senior team; many started in frontline 
care roles and we believe that this is reflected in our passion for our work and 
the care Agincare delivers.

We have continued to commit to ongoing internal and external training and 
development, mapped to current learning and management frameworks in 
the sector and elsewhere, for all roles. We provide support and feedback on 
all aspects of governance and encourage debate and reflection in our work.

The senior team believe in maintaining awareness of current issues affecting 
the sector and related services, as well as key national, regional and local 
workforce matters. We aim to be an ‘Employer of Choice’, recognising the 
value of each and every member of our teams and will be further investing in 
our recruitment and retention support during 2018-19.

SUCCESSION PLANNING AND WORKFORCE ISSUES:

Health & Social Care Academy

nmds

women in salaried 
positions

@p@p8484%

women in senior 
management  

or director positions

@p@p7575%

GENDER PAY REPOR TING

@m1  @w8

Careers in Care 

Investing in training and  
development

Recruiting and retaining the  
best teams

Agincare Health and Social Care Academy

Working with Skills for Care, Partners in Care 
and other such bodies

WE ARE COMMIT TED TO:

“82% of home care 
teams express overall 

satisfaction in their 
employment with us”

“86% of our care teams 
in our care and nursing 
homes express overall 
satisfaction in their 
employment with us”

20% men  
80% women 

 in frontline care positions
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Agincare set this objective with the aim of being 
a leading organisation, not one that followed 

others. We have always strived to stay abreast of 
current political, economic, environmental and 
social issues as well as those directly impacting on 
the health and social care sector. 

Our wide range of activity and geographical 
locations means that we experience different ways 
of working and can learn and share our experience 
with others. 

We have remained committed to lobbying for the 
social care sector and raising awareness of the 
challenges, the opportunities and solutions we can 
provide and in raising the profile of our dedicated 
workforce.  Alongside this, as a major employer in 
Dorset and beyond, we commit time and funding 
to community regeneration and supporting our 
local communities.

Areas of activity and interest include:
• Membership of UKHCA, with board presence 

and support on national representative groups, 
such as the DHSC Social Care Taskforce, UKHCA,  
Action Group and Provider Reference Group.

• Membership of Institute of Directors
• Membership of various local and regional 

provider associations
• Carer Partnership board representation 
• Various trade press articles and contributions 

from different team members
• Panel debates and presentations for a range of 

events, i.e UKHCA, Barclays Bank and HCPA
• CQC Quality Matters contribution
• Twitter and social media engagement.
• Consultant Admiral Nurse in partnership with 

Dementia UK
• Accredited internal training programmes
• Supporting Portland, Weymouth and South 

Dorset businesses and local community to 
enable economic growth such as the Portland 
Economic Vision

MARKET LEADERSHIP AND INFLUENCE:

r e g e n e r a t i o n  p r o j e c t
A S T L E T O W N  

Community leadership 
group

Health & Social Care Academy



10 || Agincare - Business Plan Overview 2018-19

The achievement of continued growth and 
sustainable profits is key as this both provides 

the ability to safely operate to high standards and 
to reinvest in our locations and people, whilst also 
providing a return on the investment of our family 
shareholders into the organisation.
We are proud that our growth is recognised 
in terms of our business and wider economic 
contribution to the areas where we work. This 
is particularly the case in Dorset, where we 
are the largest cross-sector health and social 
care provider and a significant local employer, 

contributing to the local economy.
In the recent years of austerity and cuts in health 
and social care, many care providers have ceased 
trading, either going into liquidation, closing down 
and exiting the sector or selling locations on to 
larger corporates or, in the case of care homes, to 
housing developers. Agincare remains a sustainable 
company with a long-term vision and, during the 
last year, we have taken on nearly 2,000 hours of 
work from other providers. Our teams have worked 
especially hard in these cases to ensure continuity 
of care and employment.

Agincare’s ‘Believe in Good Care’ is 
designed to remind staff existing and 
prospective staff, customers, carers 
and partner organisations, just what 
good social care provision means to 
the lives of those who receive it.

GROWTH IN TURNOVER AND SURPLUS:

OUR TEAM

Over 3,500 team members

Careers in Care across all services and 

head office functions 

350+ long service awards triggered in 

2017-18

Apprentices and QCF learners: 250+

82% of care teams express overall 

satisfaction in their employment with us

KEY ACHIE VEMENTS 2017-18

1.5m

42k

+13k

700

1.2m

80%

hours of home care

people living in our care and  nursing homes

reinvested into our existing services

separate home care visits each week

partnership LA and NHS funded work

weeks of complex live-in care and support

AGINC ARE FAC TOIDS

16 care homes, 25+ home care 
locations, 3 Live-in care locations

92% of residents in our care and 
nursing homes express overall 

satisfaction with the service

1 x Consultant Admiral Nurse 
promoting quality practice in dementia 
care and support for carers

TOTAL CQC REPORTS BY DOMAIN
6 x Outstanding -160 x Good - 29 x Requires Improvement
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398  Believe in Good Care Compliments
2 x CQC overall outstanding with 6 

outstanding domains

year on year growth across all groups

91% of people who receive our home 
care services are satisfied with the 

service they receive

x30 x9x2
Requires Improvement
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SUSTAINABILITY, QUALITY AND RISK MANAGEMENT:

Agincare has over 30 years of experience and 
a commitment to a long-term, sustainable 

future for our family-owned organisation. Our 
business decisions consider both the current 
and longer term position for Agincare, as well as 
those who work with us and those who receive 
care and support from us.  We continue to evolve 
and develop over time with changes in society 
and in the social care sector. Development of our 
related community regeneration work continues, 
especially around our head office location in 
Dorset, and in the creation of an associated CIC 
(Community Interest Company).
Quality improvement and learning is an ongoing 
discussion point across all services, as well as via 
more formal systems including ISO 9001, CHAS, 
UKHCA membership and code of conduct, CQC 
ratings and internal governance systems like 
Quality Management Committee and Quality 
Compliance group. Our Group Quality Manager 
chairs a monthly Policy Review group, to which all 
departments contribute, providing teams with the 

most up-to-date information and good practice to 
help support their work. Agincare are included in 
the CQC’s Market Oversight scheme and allocated 
a Corporate Provider Relationship Lead; both 
functions provide us with additional data on our 
position in the sector and provide scrutiny of 
our financial viability, sustainability and quality. 
Our CEO remains ‘Nominated Individual’ for all 
registered services, ensuring that compliance and 
ongoing improvement are recognised and driven 
throughout the organisation.
Our Group Board meet quarterly to review our 
planning, quality and risk management across 
all areas of care delivery, our objectives as laid 
out here and wider corporate governance. Risk 
areas in respect of both the sector and the wider 
economic position are regularly reviewed and 
activity moderated as necessary. Serious incidents 
prompt internal reviews and lessons learned, 
which are then incorporated into our training and 
development programmes.

Est 1986

Over 30 Years of Caring in Your Community

Discharge to  
Assess services

INITIATIVES

Crisis 
Response

Care into 
Prisons

Rapid
Response

Carer  
Respite

Night  
Care

Lansdowne Hill Care Home

23 May 2018CQC rating

Inspected and rated by

Nutfield Extra Care Scheme

XX May 2018
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QUALIT Y 

92% of residents in our care and nursing homes 
express overall satisfaction with the service

91% of people who receive our home care services are 
satisfied with the service they receive

SATISFAC TION SUR VEY RESULTS
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