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“Staff are so caring and supportive, 

and they listen reflectively so as to 

find solutions. Granvue is a good 

place to be to find yourself again! – 

I am thinking more clearly and feel 

more confident again”  

Person using Granvue
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Each year I am proud to share our 

Quality Account with a very wide 

audience. This document provides 

you with an overview of our charity's 

achievements to continuously improve 

upon the high standards of our mental 

health and employment services 

across Devon.  

This has been an exceptional year for 

our organisation and it is a challenge to 

truly describe the incredible efforts of 

our workforce to not only ensure that 

our services were maintained during 

a pandemic but to also create new 

support services for a community in 

greater need than ever before.

Throughout the pandemic, services 

coped with varying waves of anxiety, 

uncertainty and confusion with 

exceptional skill and professionalism 

throughout. Our natural communication 

methods of contact and facial 

expression were replaced overnight 

with masks and distance. Staff across 

the organisation rose admirably to the 

challenge of significant changes across 

all areas of our work, and we applaud 

the positive attitude of everyone in 
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At the height of the pandemic and during 

lockdowns, Step One delivered two new 

pilot projects in partnership with Devon 

Partnership Trust (DPT). These time-

limited projects delivered telephone and 

video call support to over two hundred 

people who had mental health support 

needs. Both projects reported positive 

outcomes for people using the service 

and were a good example of collaborative 

working to meet increased need at a 

critical time.

To support the launch of the Torbay 

COVID-19 helpline, 12 of our staff 

volunteered their time on this service 

over three months while the new service 

established regular staffing levels. 

Our staff also volunteered to help at 

vaccination centres and it is a testimony to 

our staff’s commitment to supporting the 

wider community during a critical time.

Recognising the wider and long-term 

impact of the pandemic on people’s mental 

accommodating extraordinary measures 

over the past year.

Our Infection Control procedures and 

systems were quickly enhanced to ensure 

that our staff and people we support were 

kept safe and informed through regular 

meetings and communications. I would 

like to thank our community and partner 

providers for their positive response to our 

appeals for PPE and testing equipment.

COVID-19 risk assessments were 

completed for all services and 

modifications were established to ensure 

services were maintained safely without 

compromising the quality of provision.

Our strong governance arrangements 

continued to ensure effective oversight  

of quality and safety. Our schedule of 

service audits continued in addition to 

extra infection control audits which 

monitored control procedures, staff 

training and compliance. Our Board of 

Trustees ensured regular review at full 

Board and Committee meetings.

Each year, the charity sets Quality Priority 

targets for the next 12 months and each 

target has a dedicated project plan. The 

Quality and Improvement Committee 

reviews target progress throughout the 

year and further details of quality priority 

achievements are provided in section 4 of 

this document.
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The Board of Trustees are pleased to endorse and support 

Step One’s Quality Account for 2020-21. The Board 

recognises the progress continuing to be made, and the 

positive achievements in what has been an exceptionally 

challenging year. Feedback from clients, clients’ families, 

service partners, commissioners and staff reinforce the 

importance and positive impact of delivered services.  

In recognising the challenges of the past year, we 

commend and applaud all Step One staff for rising to 

the challenge, bringing flexibility, creativity and agility 

in adjusting service provision to ensure that our clients 

continued to receive the high-quality support that they 

need and for which we are renowned.

2. Statement from the Board of Trustees health, we launched a new service to provide people in Devon with a range of wellbeing 

courses, support groups and tools to manage their mental health. The BeWell@StepOne 

service is provided free of charge to the Devon community and is funded through 

our charitable reserves. BeWell@StepOne is delivered by qualified peer trainers and 

monitored through our quality assurance framework. Formal evaluation of the project 

will be conducted over the project cycle with validated tools.

Over the past year, Step One has worked with over 750 

people across our wide range of specialist provision in 

Devon. During our annual survey, 91% of respondents stated 

that they would recommend Step One to friends and family 

if they needed similar support.

In such a difficult year it is inspiring to receive such positive 

feedback and for staff to hear what a difference they 

continue to make to people’s lives.

Susan Sutherland 
Chair of Trustees

Eilis Rainsford 
Chief Executive
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Step One supports people to 
manage their mental health, achieve 
employment goals and live more 

independently.

People’s challenges and needs are often 

varied and linked. Difficulty finding 

employment can affect mental health 

and vice versa. If a person reaches 

a mental health crisis, they may not 

be able to live independently. Autism 

spectrum conditions are unique to 

individuals but can affect how people 

engage with the world around them and 

can be isolating.

3. About our services Our services and key achievements  
during the pandemic

Despite the COVID-19 pandemic, Step One 

worked with over 750 people across our wide 

range of specialist services in Devon. 

Cypress Hospital and Granvue Crisis House 

Since the beginning of this financial year, the 

priority for our acute services has been to 

continue to deliver high standards of support 

and the ongoing provision of hospital beds 

and this has been achieved. As a result of 

COVID-19 and to safeguard adequate and 

consistent staffing for this service, an early 

agreement was reached with commissioners 

that we close Granvue temporarily. As the 

We also endorse and encourage the focus on quality 

and continuous improvement, a willingness to 

identify and report issues, explore underlying causes 

and in seeking to resolve them, to learn from the 

experience. 

The Board of Trustees maintains its attention on 

monitoring and governance of quality through the 

Quality and Improvement Committee, chaired by, and 

with active Trustees’ involvement.  We look forward 

to continuing to work with Eilis and her team on the 

next year’s quality priorities, as part of the delivery 

of quality services by Step One and the overall 

outcomes for the people it works with, their friends 

and families.

Robert Williams 
Chair of Quality  
& Improvement Committee
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year progressed, and our understanding 

of operating with COVID-safe measures 

developed, we were gradually able to reopen 

these crisis support beds. Our overall bed 

occupancy during the year at Cypress was 

75%, and at Granvue we still achieved overall 

occupancy of 50% despite staying closed 

during the first quarter of the year.

Supported Living and Community Support 

This service continued to deliver support 

throughout the year despite the lockdown 

through either face-to-face or telephone 

support, according to individual client 

preference. During the year, the service has 

provided people in Devon with an average of 

730 individual support hours each week. The 

service introduced additional support through 

a new Torbay Community Access (TCA) pilot 

from April 2020 funded through the Devon 

Partnership Trust until March 2021. This 

service supported over 170 people who were 

on Community Mental Health Trust waiting 

lists. Following the success of the TCA pilot, 

Devon Partnership Trust commissioned us 

to deliver a similar service in Exeter (ECA) 

from October 2020. This was funded through 

another iBCF (Improved Better Care Fund) until 

March 2021. We hope to be able to offer these 

services again in the future.

In 2020-21, we relocated our Community 

Support Team to the vacant wing on the 2nd 

floor of Beaufort House. This enabled us 

“I just wanted to thank you for your support in 

making my dream of employment a reality… 

you are so kind and nice and encouraging and 

make me feel that anything is possible. I am very 

hopeful, the complete opposite to this time last 

year, so this service is invaluable to me.”  

CFO3 participant, Plymouth Community
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awarding body and this will be delivered 

by CFO3 staff to support preparation of 

programme pathway.

Thriving Workplace - BeWell@StepOne  

In June, the Board approved piloting a new 

approach to the Thriving Workplace business 

plan for the remainder of this financial year. 

We rebranded and launched the service 

under a new name of ‘BeWell@StepOne’. 

The mission of BeWell@StepOne is to provide 

support to as many people as possible across 

Devon through online courses, support 

groups and learning opportunities with 

the aim of reducing the pressure on NHS 

services and help individuals to manage 

their own mental health and support 

others in their communities. Following the 

launch of the BeWell@StepOne service we 

successfully applied to become an accredited 

training centre with Highfield in August. This 

accreditation provides quality assurance to 

attendees, businesses, and commissioners. 

In addition, we now have access to 

accredited training which we can deliver to 

our staff.

Impact of COVID on our services  

We continued to deliver our services 

by adapting quickly and implementing 

additional infection control measures to 

safeguard people and staff. A summary of 

these changes to service delivery are:

• CFO3 adapted to working from home, 

offering community and telephone support. 

to provide better protection for the team 

and clients during lockdown with the 

larger space allowing for social distancing, 

especially as we returned to providing more 

direct face-to-face and daytime support. 

Building work was also completed at the 

Keyberry Road supported living house 

increasing occupancy from 5 to 6 bedrooms. 

Torbay Peer Support Project  

Due to the age of this client group, face-

to-face support was suspended prior to 

lockdown. Staff have worked extremely 

hard to maintain support groups and  

courses for this client group through social 

media. While delivering ongoing support to 

this group, staff also helped to resource  

the TCA. 

CFO3 

This service has continued to deliver support 

to community clients through telephone 

support during lockdown. Understandably, 

we were not able to access HMP Dartmoor 

during this time and this has had an 

impact on some of our targets during the 

year. Access to the prison started again in 

October and the team have worked very 

hard to bring enrolment targets back on 

track and receiving positive feedback for 

their efforts from the Shaw Trust. Further 

courses were facilitated at Beaufort House 

to improve Education Whilst On Programme 

(EWOP) targets during the end of the year. 

We also received confirmation of the Let’s 

Talk course accreditation with Highfield 
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We adapted Business Services support 

and were able to interview and recruit 

remotely using online interviews and 

recruitment.

The team delivered a new website and 

have developed and enhanced  

our social media presence across 

several platforms – raising awareness 

of Step One within the Devon 

community and promoting the new 

BeWell@StepOne service

Moving forward and dealing with  
future pandemics 

Learning from what went well, what 

difficulties we needed to overcome and 

what we could have done differently 

has helped inform our contingency plans 

for how we would manage a similar 

pandemic outbreak in the future. We 

have identified what we need to do 

to sustain the work we have achieved 

and feel confident that we are in a 

strong position to manage this current 

pandemic going forward. 

Comments from our staff around our 
organisational response to COVID-19

“Your response to getting us PPE  

was fantastic!”

“Good communication especially  

during COVID, and a good support  

network when needed.”

Community Support and Supported Living 

reviewed their models of delivery and the 

structures and resource needed to support 

more people and to improve governance to 

ensure high quality provision. They offered 

telephone support to people who chose to 

self-isolate or who needed to shield and 

set up and piloted two new services (TCA 

and ECA).

Cypress worked with DPT wards and crisis 

teams to revise admission processes, and 

the Clinical Commissioning Group (CCG) 

agreed the closure of two beds to allow 

for provision of isolation rooms. Staff were 

given a new uniform and a uniform policy 

was introduced with staff continuing to 

wear a uniform in the future.

Granvue negotiated and agreed with the 

CCG to close to admissions and were able 

to close earlier than originally planned 

to merge staff to support Cypress and to 

maintain the crisis service.

Thriving Workplace adapted to develop 

online training resources creating the 

BeWell@StepOne service.

Torbay Peer Support used their established 

social media platforms to communicate 

with volunteers and provide self-help 

information. 

We regularly carried out detailed 

planning for the COVID-19 pandemic 

and implemented it as part of Business 

Continuity updates. 

•

•

•

•

•

•

•

•
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“The course was very well laid out 

and encouraged participants to join in. 

Very thoughtful facilitators and very 

accommodating” 

Participant on Coping with Anxiety course  
on the BeWell@StepOne programme

Fundraising 

To increase and diversify our income 

streams we recognised the need to 

explore a dedicated fundraising strategy. 

Throughout October and November, a 

series of workshops were held online 

with Trustees and operational staff to 

 

develop a new fundraising strategy for 

the charity. Following Board approval 

in December the charity committed to 

pro-actively developing our fundraising 

objectives supported by profile-raising 

activities.

“With Step One’s support, I am more confident 

in myself and I am learning to become more 

assertive and proactive in my life. I am also 

much happier in myself.”  
Person using Cypress
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The service is very helpful and supportive, and I 

got a lot of useful information. The staff are very 

understanding and do everything they can to support 

you the best way they can – they point you in the 

right direction. It’s built my confidence up a little 

more and helped me find ways to get information and 

find other groups that are out there.” 

Person using Torbay Community Access
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Number of people who used our services in 2020-21:

Numbers supported were reduced due to COVID. 

SERVICE 2019/20 2020/21

Cypress  104  112

Granvue  61 25

Community  151 128

Supported Living 19 16

Torbay Peer Support  132  86

CF03  251 102

Torbay Community Access 0 165

Exeter Community Access 0 86

Thriving Workplace 48 33

TOTAL 766 753

"Step One 

employed an 

average of  

99 staff"

• Devon Partnership  
 NHS Trust

• Devon Clinical  
 Commissioning Group

• Devon County Council

• Her Majesty’s Prison and  
 Probation Services

• Shaw Trust

•  South Devon  
 NHS Trust

• Ageing Well

• Nuco Training and Mental  
 Health First Aid England

• Devon Mind

In 2020-21, we worked closely with:  
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Step One’s Mission, Vision and Values

Our Mission 

We support people with disabilities and mental health issues to take control of 

their future and fulfil their potential.

Our Vision 

 • People and communities have the capacity and resilience to manage their   

 health and wellbeing.

 • People have access to, and choice between, effective alternatives for support.

 • People are supported to live as independently as possible and are assets in  

 their community.

Our Values 

 • We respect individual needs and aspirations. 

 • We are proud of our differences. 

 • We show courage and persistence.

753
753 people were supported by Step One 92% of people surveyed would recommend 

Step One to family and friends if they 
needed similar support

92%

62% 3

Three new services were launched

62% of sta� responded to the Step One Sta� 
Experience Survey
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"The staff are really supportive and 

knew how best to support me. I feel a 

lot better in myself. I feel I can manage 

my mental health, go out more and I 

feel more confident in myself.”

Person using Cypress

Our commitment to quality 

By 2022 we will: 

• Be known for high quality, innovative,  

 creative and responsive services that work  

 positively for people and their communities.

• Have innovative pilot schemes with  

 evidence-based practice and rigorous data.

• Be the ‘go to’ organisation for the services we  

 deliver, for commissioners, people in our  

 community, research and innovation, and  

 provider partners.

• Have a proud, energised, skilled and confident  

 workforce with the capabilities and capacity to  

 innovate in our chosen areas.
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The key priorities for the charity in 2020-21 were ensuring client safety, clinical 

effectiveness and subsequently a high-quality client experience.  To support these areas, we 

planned to focus on a number of key initiatives.  Due to the COVID-19 pandemic, the progress 

on these priorities was variable. 

Incident Management

We focussed on redesigning our incident reporting to improve how we monitor the themes 

and number of incidents by type and by service. This has enabled us to refine our processes 

for reviewing incidents to ensure all appropriate actions have been implemented. 

This has improved service manager oversight to sign off incidents when identified, with the 

outcome that actions are completed, and Step One can ensure patient safety continues to be 

our principal focus. 

Staff Skills & Development 

Whilst the pandemic hampered our 

efforts to some extent (as we were 

unable to interact with staff on a 1-2-1 

basis for much of the year) we achieved 

some significant changes and rolled over 

additional developments to the 2021-22 

year where we will be able to focus on 

training needs, recruitment and retention 

amongst other key objectives.

During the year, we successfully delivered 

a number of workshops, focus groups and 

staff interviews to better understand the 

development needs of our staff.  Following 

these sessions, the key developments 

for staff around pay and reward were 

reviewed, and we were successful in 

developing a job evaluation tool and 

made recommendations for phase 1 of 

development of our Terms and Conditions of 

employment for all staff including revision 

and rationalisation of pay bandings. 

We also reviewed our apprenticeship 

programmes, planning a second nurse 

apprentice for Cypress and we recruited 

a new apprentice within our Business 

Services team. Our current Business 

apprentice was offered a new role within 

the HR team to support succession planning 

and expanding our teams within Step One.

4. Our priorities for improvement in 2020-21  
and how we did
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Digital Technology 

As a fundamental business function, IT 

at Step One had been identified as a high 

priority for development and plans were 

underway to develop a much-needed IT 

strategy for the organisation. The first 

lockdown created impetus and urgency 

to rapidly upgrade our digital capabilities, 

and considerable work was undertaken 

by our in-house IT team to develop and 

swiftly deliver the strategy, prioritising 

urgent business requirements.

Investing in the right equipment and 

software ensured our ability to continue 

to deliver services and, in many cases, 

provide better alternatives to delivering 

support. The people we support, and 

their families joined us on our learning 

journey. When people were anxious 

about receiving face-to-face support, 

we were able to provide a range of 

alternatives with confidence. 

Our Business Services support became  

much more accessible to our delivery 

services where inefficient and unnecessary 

travel was no longer required.

The much-awaited electronic rota system 

for our Community team was successfully 

launched in March and is already helping 

deliver efficiencies to the way we work. 

IT have been working with managers and 

service staff to prepare for the transition 

to the Cloud-based system and will 

continue to work with the IT strategy 

development plan over the next 12 

months.

Feedback 

Alongside improving our 

digital technology, we also looked at 

improving our feedback capture by 

identifying alternative feedback 

mechanisms. For the first time in 2020, 

we rolled out a digital survey gathering 

feedback from people using our services 

which improved our response rate from 

21% in 2019 to 36% in 2020. 

We use feedback to help build on the 

quality of our services and to ensure a 

continuous cycle of improvement. The 

feedback has allowed us to develop better 

communications not only internally but 

also to service users and their carers.
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5. Reviewing the quality of our services

5.1 Safety

The most significant incident trends this year: 

The implementation of robust risk 

management plans has seen a decrease of 

14 self-harm incidents in the figures from 

2020-21, when compared to the 2019-

20 figures. However, self-harm incidents 

still appear as one of the largest categories 

of incidents reported so we will continue 

to consistently review the training needs 

of staff to help improve our understanding 

and to develop the most appropriate ways 

of supporting people who are emotionally 

distressed.

 Incidents relating to violence and 

aggression had the same number of 

instances as self-harm, there was a slight 

decrease from 2019-20 and no incidents 

resulted in harm. We will review our 

status against the NHS violence prevention 

and reduction standard to identify any 

future requirements to manage risks 

that support a safe and secure working 

environment for staff.

Although medication management 

incidents were the next highest category, 

there was a significant decrease from 

the previous year. It is likely that this 

is because of changes we made to our 

systems and processes following a 

medication management incident analysis 

undertaken last year. 

Incident Categories 2020-21
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There was a slight increase in the number of accidents involving slips, trips and falls, two 

resulting in moderate harm. We wanted to understand whether there were any learnings to help 

improve the environment, therefore undertook a falls incident review, produced a report with 

recommendations which will help support people who are at risk of falls.

Incident Volume by month
“Thank you. You have been recognised as a HOPE 

Facilitator who has gone above & beyond during the 

pandemic! Thank you so much for all of your hard 

work, support and dedication over the past year and 

a half.  We couldn’t have done it without you.”

From HOPE Programme Co-ordinator, Torbay and South Devon NHS Foundation Trust
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5.2 Effectiveness

As part of our quality cycle, we hold 

regular audits throughout the year, 

these audits include:

• Support records audits  

• Medication audits (both internal  

 and undertaken externally by  

 the Devon Partnership Trust  

 Lead Pharmacist)  

• Environmental ligature audits  

• Infection control audits  

• Health & Safety audits  

• Information security audits  

• Safe staffing audits

We highlight the status of audits on 

a Quality Audit Schedule, which flags 

overdue audits and any outstanding 

actions that services need to take in 

response to findings. 

The effectiveness of our 

services is monitored 

by asking people who 

use them what impact 

the service has had on 

them. The following 

table illustrates how 

people have described 

the difference Step 

One’s support has made 

to them.

What difference has Step One's support made?

Less time in hospital
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5.3 Experience 

235 people who used our services returned a survey in 2020-21, a 

response rate of 36%.

 

Friends and Family Test

People are given the opportunity to submit feedback about Step 

One services using a simple question which asks how likely, on a 

scale ranging from extremely unlikely to extremely likely, they are 

to recommend the service to their friends and family if they needed 

similar care or treatment.

Results from our 2020 survey were:

SERVICE LIKELY TO RECOMMEND?

Step One 92%

NHS Mental Health 87%

* NHS Mental Health 
data is from the Friends 
and Family Test Data – 
February 2021

https://www.england.
nhs.uk/publication/
friends-and-family-test-
data-february-2021/

“Every member of staff has shown kindness, 

empathy and actively listened without 

judgement. I felt welcomed and almost sad to 

leave as the support is so highly given and I 

will miss all the friendly faces. Step One has 

shown me how to use the support around me, 

as I have seen the people do care.”

Person using Cypress
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When asked why they gave the answer they did, people told us:

“The staff do have the right skills and 

knowledge to support my son, I would not 

have been able to cope without them.”

“Every person who has supported me 

all have various attributes and aid with 

helping with mental health strategies.”

“Staff offer support and time without 

being intrusive, all show empathy and no 

judgements.”

“They are always there with good advice 

and listen to our worries and concerns 

and work with us to try and come to a 

solution that will work with everyone.”

“Each staff member had their own 

personality but delivered themselves in a 

very open and trusting way.”

“My mental and physical health improved 

during my stay.”

“They are good at their jobs and give you 

confidence that they know what they are 

doing.”

“The staff are caring and compassionate 

and showed me the right skill set to 

support me.”

“I think that the staff are friendly and 

professional and very efficient.”

What people told us about staff
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“Every member of staff greets the clients with friendly faces (even behind masks) and 

warm words really help.”

People receiving community support suggested there could be better communication 

around the support hours and appointment times. The service has invested in an 

electronic rota system which offers a more efficient method for scheduling staff to 

support sessions and a more effective communication process to keep people receiving 

support informed.    

People told us 

how hot Cypress 

was last summer. 

The service 

has installed air 

conditioning so 

that the building 

is now better 

equipped for future 

hot weather. 

Concerns and complaints 

The organisation received seven complaints in 2020-21 from people receiving 

support from Community Services, Cypress and Granvue. 

Concerns and complaints are dealt with by frontline resolution where the 

service manager seeks to resolve the complaint within three working days. 

Concerns and complaints themes
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If this is not successful, or the complaint requires 

independent investigation, the service or complainant 

escalate this to the Quality Assurance team. 

Four complaints were dealt with by frontline 

resolution; three were escalated to the QA team for 

investigation. 

Individual services and teams discuss complaints and 

their learning; the Services Management Team also 

review these, so that we can share learning across 

the organisation.

At the last CQC inspection, Cypress Hospital 

was rated Good in all five domains.

Overall rating for the service Good

Are services safe? Good

Are services effective? Good

Are services caring? Good

Are services responsive? Good

Are services well-led? Good

5.4 CQC Registration Inspection
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The response rate for the 2020 Staff Survey 

was 62% (this compares with 47.3% for the 

national NHS Staff Survey in 2020).

  How likely are you to recommend Recommend

  Step One - as a place to work 79%

  NHS - as a place to work 67%

Latest published NHS data showed the South West of England region reported the 

lowest sickness absence rate in January 2021 at 5.1% (full year not available) at 

Step One the sickness absence rate for the entire year was 1.6%.

Step One staff turnover for the year was 2.7%.  

NHS shows a provisional turnover of 4.8% for the same period (https://files.digital.nhs.

uk/2D/5352A2/NHS%20Workforce%20Statistics%2C%20March%202021%20England%20Provisional%20statistics.xlsx)

5.5 Staff Experience
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“Step One is an invaluable service which helps you to sort 

through your problems and work out what is right for 

your future. They were always ready to help and put me 

on the right path. Working with Step One has allowed me 

to examine my thoughts and what I’m telling myself so 

that I can make a difference to the way I live. I’ve realised 

it takes time to recover and speaking about your illness to 

people who understand is important.”

Person using Granvue
We refurbished one of our supported living houses during lockdown
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Digital Technology

We will continue putting into practice the 

IT Strategy introduced in our priorities in 

2020-21. 

To support improvements to quality, 

working conditions, flexibility and 

efficiency we will implement a programme 

of improvements for IT systems which 

will include modernising our IT provision 

by improving speed, security, simplifying 

usability and resilience and will provide 

long term cost effectiveness and waste 

reduction as we focus our spending in the 

right areas for our IT to support the charity 

and the services it provides.

Staff Skills & Development

We will continue to implement our Staff 

Skills and Development Strategy introduced 

in our priorities in 2020-21. 

We will create a clear, proactive workforce 

strategy which ensures we have a long-

term, progressive plan to develop a range 

of service specific specialist qualifications 

creating a resilient, diverse and sustainable 

workforce.

6. Our priorities for quality improvement in 2021-22
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This will enable us to provide more effective 

services by having staff who are highly 

skilled, motivated and enabled to deliver  

high-quality services and better care 

provision for our service users.

Smoking Cessation

We will build on our interventions for 

smoking, screening questions and brief advice 

about how best to stop smoking to support 

NICE guidelines and align Step One in smoking 

cessation interventions.

We will improve staff training and competency 

in recognised smoking cessation training 

packages so that they have the right 

knowledge to support people in our services 

to stop smoking. Our staff will know how  

and where to refer people for specialist 

trained support.

By providing improved support and 

encouragement, people will be better 

informed to make healthy lifestyle choices 

and drive positive change.

"A very helpful and supportive service.  

I felt listened to and given relevant advice 

and information. Step One treated me with 

understanding and empathy.”

Person using Torbay Community Access

“The service is very supportive and helpful.  
I can always rely on the support workers.”

Person using Step One’s Supported Living
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5.7 Data quality and security

Even during this challenging year, 

Step One achieved Cyber Essentials 

accreditation during a period of 

rapid change for the IT function. 

In addition, the NHS Digital Data 

Security Standard demonstrates 

that Step One successfully operates 

a managed data security plan.  The 

Cyber Essentials accreditation covers 

the basics of cyber security in an 

organisation’s corporate IT system 

and implementation of these controls 

can significantly reduce the risk of 

a cyber-attack.  The key controls 

for Cyber Essentials are boundary 

firewalls and internet gateways, 

secure configuration, access control, 

malware protection and patch 

management. 

Our process of continual improvement 

to our reporting and quality of data 

ensures the management team, 

Quality and Improvement Committee 

and Board of Trustees are provided 

with reliable information 

to support future 

improvements and 

effectively monitor the 

quality of our services.

Equality and Diversity

Of people who used our services 44 

completed and returned an Equality and 

Diversity monitoring form in 2020-21.  

While this was greatly reduced from the 

previous year, we are aware that limited 

face-to-face contact (caused by the 

COVID-19 pandemic) with our service users 

has had an effect on completion rates of 

the monitoring form. Moving forward, we 

will continue to encourage our service 

users to complete the forms enabling us 

to gather evidence of our diversity and 

inclusivity and ensuring that we meet our 

Public Sector Equality Duty.
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Step One Charity (SOC) and the delivery of 

the CFO3 contract on behalf of Shaw Trust  

and HMPPS

The last 16 months or so have proved very 

difficult for everyone, both commercially and 

domestically, due to the Covid-19 pandemic.  

That said, Step One Charity and their CFO3 

team have stepped up to the challenge, 

analysed, adapted and continued to deliver 

the CFO3 programme to their clients and 

stakeholders.

During the major lockdown periods, client 

contact in the community was maintained 

but on a remote basis, via telephones, text 

messages and emails. Remote and electronic 

methods were adopted to ensure ongoing 

new client enrolments could be achieved.  

This enhanced client communication 

activity led to increased and close working 

relationships with the client’s offender 

managers at the local probation offices.

Face-to-face delivery of the regular training 

courses was suspended but as providers 

explored online course delivery methods, 

these were explored by the case managers 

and clients used smart phones or computers 

to gain work related qualifications where 

7. External statement from a partner provider 

appropriate. After the first major lockdown 

was lifted but probation offices remained 

out of bounds except to high-risk clients, 

approval was sought by the SOC CFO3 team 

from internal management and probation 

officers, for client meetings in open public 

areas like cafes etc. This facilitated the 

return of a more familiar and regular 

support process.

Support of clients in the custody setting of 

HMP Dartmoor has been seriously limited 

for most of this period and even suspended 

during the major COVID lockdowns. SOC 

staff have continued to show their 

dedication to this programme by chasing 

every opportunity to access this custody site 

and support their clients, even if it has just 

been talking to them through their cell doors 

and providing them with information and 

small work packs. During the first lockdown, 

individual letters were even sent to each 

custody client to let them know they had 

not been forgotten about and support would 

resume as soon as possible.

Employment outcomes has been fantastic 

with 24 achieved over this period against 

a target of 23. These have been achieved 

by ensuring the clients are supported 
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through a person-centred approach, hard 

work and perseverance and continuing to 

build solid relationships with employers 

and recruitment agencies by the case 

managers; overall a fantastic result for 

everyone.

Throughout this period the Step One 

CFO3 team have continued to deliver an 

outstanding service to their programme 

clients and stakeholders, they can hold 

their heads up high with pride and know 

that they are making a very positive 

difference to their programme clients.

HMPPS CFO3 – Supply Chain Manager

“The service was helpful and it helped me to talk 

to someone when I was going through hard times 

– they listen and they don’t judge. They fully 

support you from day one and it has let me know 

that there are people out there to help me in 

many different ways. Step One has changed the 

way I look at things in life.”

Person using Torbay Community Access
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