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The care home sector is an extraordinarily 
robust and adaptable one. The pandemic  
has been the ultimate stress test for  
those qualities as homes took strain on 
multiple fronts.

Carers dealt with the pain and tragedy 
endured by residents and their families. In  
the process, they put their own lives at risk 
daily: care staff faced the highest mortality 
rates by occupation during the first phase 
of the pandemic.1 Managers battled with 
constant pressures and with official advice 
that changed daily at the peak of the crisis.

The pandemic is far from over, and the 
recovery – on a personal and a business  
level – will take time. Meanwhile, operators  
will be grappling with the implications  
of the government’s new plan to reform  
social care funding. 

But the very fact that, unlike many other 
sectors, care homes continued to provide  
their vital services throughout this testing  
time is an indicator of how robust they are. 

Robust and reinvented
Creativity will reward providers in a reconfigured care landscape

Executive summary
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Agility and knowledge
The obligation to rethink the physical layout  
of homes, and the way staff work in them, has 
established a new baseline for the sector. We  
now have a more agile industry equipped with 
much more knowledge about how to deal with 
airborne viruses – a challenge that will not 
diminish, even as the threat of Covid-19 recedes.

I am convinced, too, that there is now a greater 
public understanding of the complexity and 
challenge of what care homes do. The way a 
society looks after its oldest members says a 
lot about its values and morality. If people were 
unaware of this work before the pandemic,  
they know now. We need to build on that 
awareness and win the recognition that care 
workers have earned.

Healthcare remains a sound and attractive 
sector for investment. At Barclays we are proud 
to have supported our portfolio of customers 
in the sector, which have performed remarkably 
well. We are committed to continuing these 
relationships, and we are just as open to new 
lending to care businesses as we were before  
the pandemic hit.

The reform of care funding is welcome and  
long overdue but throws further uncertainties 
into the mix. Operators will want to be 
reassured that the new arrangements will be 
positive for residents while supporting the 
sector’s recovery and long-term viability. 

Executive summary

Steve Fergus
National Head of Healthcare, 
Barclays Corporate Banking

The pressures that prefigured the pandemic 
have not vanished but some businesses now 
stand in better shape to handle them. Many  
of the changes triggered by Covid-19 are here 
to stay and most of them are for the better.  
I hope this paper will provide some inspiration 
as operators build on these changes to serve 
their communities in the years ahead.

“We now have a more agile industry 
equipped with much more knowledge 
about how to deal with airborne 
viruses – a challenge that will not 
diminish, even as the threat of 
Covid-19 recedes.”

Care staff and operators will undoubtedly 
need to draw further on that resilience in  
the challenging months to come. However,  
the reserves of creativity they have already  
shown will stand them in good stead.

Connectivity boost
In this paper, drawing on insight from 
operators and industry experts, we suggest 
how care homes can build on their pandemic 
response to shape a more diverse and viable 
sector. I’m grateful to our clients for sharing 
these insights with us.

Technology is one obvious foundation for 
growth. Even the smallest providers have 
accelerated their digital journeys and are  
more steadfast as a result. 

Helping residents to connect with loved 
ones was the initial impetus, but tech is now 
smoothing the operational process in multiple 
ways. Notably, it has streamlined the tasks 
involved in vital record-keeping. This releases 
more staff time to devote to care.

The digitisation of marketing is another 
example: virtual tours of homes are 
increasingly common. By providing an 
alternative to in-person visits and so 
saving carbon, these also have a positive 
environmental effect – an increasing focus 
of many operators with an eye on both 
environmental and financial sustainability.
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Connected for change

The distress of severed contact was among 
the most painful effects of Covid-19 on society 
as a whole, and it bit especially hard in social 
care. It’s little surprise that the biggest shift in 
the sector’s tech use has been in the wholesale 
adoption of video meeting platforms, which 
soared by 65% in the pandemic’s first year.2 

Like many operators, Runwood Homes swiftly 
acquired a stock of tablet devices for residents’ 
use. The company supplemented this with a 
personalised communication plan for each 
resident across its 62 residential care homes. 
These fed into a ‘communication tracker’, 
viewed weekly by Chief Operating Officer 
Gavin O’Hare-Connolly to ensure everyone was 
having meaningful contact with loved ones.

At local level, homes backed this up by 
providing relatives with access to photos 
and videos via private Facebook pages for 
family groups. There were also more formal 
communications. Managers led monthly Zoom 
meetings to keep people up to date with 
their home’s progress in the pandemic. And 
dementia training sessions for relatives, led by 
specialist practitioners, continued online.

Tech is the launchpad for a sustainable care sector

Chapter 1

“Face-to-face contact 
will always be the number 
one option, where it’s 
safe. But we’ve found that 
enhancing communication 
across the board is  
much more inclusive.” 

Gavin O’Hare-Connolly, 
Runwood Homes
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All these innovations are now enduring 
features of Runwood’s service, according 
to O’Hare-Connolly. “This is a new way of 
working,” he says. “Face-to-face contact will 
always be the number one option, where 
it’s safe. But we’ve found that enhancing 
communication across the board is much more 
inclusive. It enables us to involve relatives 
across the world, who always wanted to be part 
of mum and dad’s care, but never were under 
the old model.”

Fewer novices, more experts
The gains are not confined to residents and 
families. Runwood’s care home managers 
now benefit from access to board directors 
at weekly video meetings, another pandemic 
innovation that is now a permanent fixture.  
A new app for staff offers advice on wellbeing 
and round-the-clock counselling support if 
work takes an emotional toll. And a compliance 
monitoring system has created an operational 
risk dashboard for each home. 

The acceleration of digital adoption has been 
mirrored across the sector. One fifth of care 
organisations now consider themselves digitally 
‘expert’, while those who see themselves as 
novices dropped from 24% to 14% over two 
years.2 Critically, smaller homes are not the poor 
relation here: while less likely to have access 
to the full range of digital systems, they are no 
longer more likely to class themselves as digital 
novices than bigger operators.

Inequalities persist, however. Only one fifth 
of care organisations have 5G access. And, 
according to Mark Cossons of Barclays’ 
Digital Eagles programme, there is a “massive 
knowledge gap” between the most well-
equipped and digital-savvy operators and 
those who struggle with poor skills, limited 
devices and unreliable Wi-Fi connections.

Digital Eagles is striving to close that gap by 
working closely with the government’s NHSX 
digital transformation programme. At the 
start of the pandemic, the Barclays initiative 
was delivering basic skills training in a couple 
of care homes. This year it aims to help 5,000 
homes to master skills that range far beyond 
the use of email and social media for residents.

Upskilling busy staff is a priority. “We quickly 
realised that the care home environment was 
so fast-paced that people often couldn’t join 
a virtual [training] session,” says Cossons. 
“Our online learning platform Digital Wings 
underpins everything. It enables care staff to 
register free of charge and then learn digital 
skills at their own pace – taking 10 minutes to 
read a topic where and when they can.”

Chapter 1

“We quickly realised that the 
care home environment was 
so fast-paced that people 
often couldn’t join a virtual 
[training] session. Digital 
Wings enables care staff  
to learn at their own pace.” 

Mark Cossons, 
Barclays Digital Eagles
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Releasing time for care
At a wider level, Digital Eagles is supporting 
the roll-out of major projects to help homes 
function more effectively. These include proxy 
access training for ordering medicines online. 
“Avoiding the need to take residents to their 
GP is less risky, while saving an average of 33 
staff hours per month for a care home,”  
says Cossons.

In the same vein, many homes have turned 
to recording software to ensure that record-
keeping tasks, critical to compliance and safety, 
can be performed as efficiently as possible. 
Runwood is in the process of installing person-
centred software in all its homes. “We’ve found 
25 to 30% of staff time is released from formal 
record-keeping so they can spend more time 
on care,” says O’Hare-Connolly. 

Innovations such as these might ultimately 
provide the key to viability for care homes 
focused at the local authority tier of the 
market, says Amanda Nurse, Managing 
Director at social care analysts Carterwood. 
“With better ways to monitor clients’ needs, 
staffing can be reduced or adapted and care 
homes that do not currently seem viable  
might become so,” she suggests.
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To find out more about how Digital Eagles is 
helping care homes, or to nominate a care 
home for support, please visit barclays.co.uk/
digital-confidence/eagles/care-homes/

   @Digitaleagles

  Barclays Digital Eagles

   @digitaleagles

  Barclays Digital Eagles

https://www.barclays.co.uk/digital-confidence/eagles/care-homes/
https://www.barclays.co.uk/digital-confidence/eagles/care-homes/
https://twitter.com/intent/tweet?url=https%3A%2F%2Fwww.barclays.co.uk%2Fdigital-confidence%2Feagles%2Fcare-homes%2F&amp%3Btext=Digital%20Eagles%20in%20care%20homes
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Ffacebook.com%2FBarclaysDigitalEagles&data=04%7C01%7Cmark.cossons%40barclays.com%7C7761596f0e2c4640340f08d981b805e6%7Cc4b62f1d01e04107a0cc5ac886858b23%7C0%7C0%7C637683449627634152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=sDSoOl%2BmUBtB7ur3T36IhjlIdVHIiXKnkaTZE2Iowgc%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.instagram.com%2Fdigitaleagles%2F&data=04%7C01%7Cmark.cossons%40barclays.com%7C7761596f0e2c4640340f08d981b805e6%7Cc4b62f1d01e04107a0cc5ac886858b23%7C0%7C0%7C637683449627634152%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=atsxA7jDTAjuVlfshJ1Bhl4X6rLJhZ%2FYVWorTONlLjI%3D&reserved=0
https://www.linkedin.com/sharing/share-offsite/?url=https%3A%2F%2Fwww.barclays.co.uk%2Fdigital-confidence%2Feagles%2Fcare-homes%2F
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From the perspective of carers, social care has 
often been subordinated to the NHS in the 
public mind – or simply ignored. In some ways, 
the pandemic has only underlined this divide.

Care homes have toiled at the front line of 
the pandemic, yet the ‘Clap for Carers’ was 
widely perceived as a way to honour NHS 
‘heroes’, while media coverage of care homes 
was inevitably shaped by the consequences of 
the discharge of older people from hospitals 
in the early phases of Covid-19. And there 
are questions about the proportion of the 
new health and social care levy that will reach 
care homes: the £5.4bn earmarked for the 
next three years represents one sixth of the 
revenue to be raised.3

Local authorities and operators across the 
country have tried to redress the balance by 
showcasing the efforts of staff. There have 
also been national awards, such as the National 
Care Forum’s ‘Social Care Heroes’ campaign. 
Few of these have broken into mainstream 
consciousness. However, there may 
nevertheless be a deeper understanding of the 
role of social care as a result of the pandemic. 
“There is at least some recognition now of the 
hard work that social care staff do daily,” says 
Gavin O’Hare-Connolly of Runwood Homes.

There is certainly evidence that enhancing 
public knowledge of the sector results in a 
closer affinity with those who provide care. 
A recent survey by the Institute of Health 
and Social Care Management (IHSCM) found 
that people who have had some first-hand 
experiences of social care are three times 
more likely to want to work in the sector.4 

Steve Fergus, Barclays’ Head of Healthcare, 
says: “We need to find better ways of telling 
more of these positive stories and getting 
them into the public domain – so that care 
workers take their rightful place in the public 
mind alongside nurses and doctors.”

Deeper understanding?
A higher care sector profile could trigger positive change

Chapter 2

“There is at least some 
recognition now of the hard 
work that social care staff  
do daily."

Gavin O’Hare-Connolly,
Runwood Homes
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Foundation for partnership
One positive aspect of Covid-19 was the 
obligation on commissioners and governing 
bodies to respond swiftly. As Amanda Nurse 
of Carterwood observes: “It was suddenly 
possible to negotiate a block contract with a 
commissioner in weeks, rather than several 
months or sometimes even years.”

With up to 70% of its beds reliant on local 
authority funding, this was especially 
important for Runwood. “We had a lot of 
contact with commissioners throughout the 
pandemic, and that partnership working with 
key commissioners, infection prevention and 
control (IPC) leads and key contract people  
was really critical,” says O’Hare-Connolly.

The onus is on all sides to maintain this 
momentum, says Fergus: “Money was found; 
people were picking up the phone to each 
other. Slowly but surely, human relationships 
have been established, so the foundations  
are there to build on.”

A valued workforce
Nine in 10 social care staff don’t believe 
workers get the recognition they deserve, 
according to the IHSCM survey. Significantly, 
the wider public is of the same mind in this 
respect: 86% of all respondents agreed.

The second-class image of the sector 
inevitably has an effect on staff morale. 
“People in the sector generally feel fairly 
deflated,” says O’Hare-Connolly. “I feel there 
needs to be a complete refocus of the role of 
social care at the heart of government. With 
the correct fee structure, we can enhance  
pay and conditions in social care.”

In the meantime, how can operators help to 
sustain spirits? Runwood has issued shopping 
vouchers to staff as a thank-you token at 
intervals throughout the pandemic and 
plans to do so again at Christmas. O’Hare-
Connolly also insisted that Investors in People 
reaccreditation efforts should continue during 
the pandemic, feeling strongly that it was 
critical to keep up a people-first framework in 
the worst of circumstances.

The operator’s staff retention and control of 
agency costs has remained strong, though 
mandatory vaccinations will provide a further 
challenge. O’Hare-Connolly puts much faith in 
hearing and recognising staff voices: “People 
who live and work in our homes have as much 
say in terms of what we do as an organisation 
as any of the board members. That has always 
been key to our success in the sector.”

Chapter 2

“We need to find better 
ways of telling positive 
stories – so that care 
workers take their  
rightful place in the  
public mind alongside 
nurses and doctors.”

Steve Fergus,
National Head of Healthcare, 
Barclays Corporate Banking
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A new blueprint for care

Care homes with easy access to the outdoors 
found themselves with a huge advantage as 
the pandemic took hold. From pleasant and 
desirable areas to relax, gardens became 
invaluable space to ensure visits could 
continue, whether in the fresh air or in specially 
constructed pods.

With most bedrooms in its new-build homes 
enjoying their own terraces or patios, Hallmark 
Care Homes was especially fortunate. 
Residents in its dementia communities also 
have access to large terraces and roof gardens, 
which limits the requirement to move through 
the home to get outdoors. One major challenge 
for the group, however, was in restricting close 
interaction among dementia communities for 
isolation purposes. 

“One of the biggest changes we are making 
is moving towards the household model, 
with communities of up to eight, rather than 
the current model of up to 30,” says Aneurin 
Brown, the group’s Operations Director. 
Besides limiting the spread of any infection, he 
says, being part of a more intimate community 
has a positive effect on residents’ wellbeing 
and sense of purpose.

Pandemic-driven changes in layout and processes will endure

Chapter 3



Configuring for the future
Like many operators, Hallmark has also 
rethought the layout of communal spaces, 
setting aside rooms for testing and adopting 
one-way systems. All of its homes now have 
the ability to designate specific external doors 
and room entrances as ‘in’ or ‘out’ routes, but 
must be versatile enough to reclaim valuable 
space for ‘normal’ operations. “Flexibility is key, 
as we simply don’t know if we will need these 
facilities,” says Brown.

This kind of configuration will need to be 
incorporated into the scheme design for all new 
care homes and for the retrofitting of older 
stock, says Amanda Nurse of Carterwood. 
“Most care homes have only one public access.  
I know of a number of designs looking to 
address that in creative ways,” she adds. 

“An important consideration for new builds is 
whether slightly smaller units might be more 
viable in the event of an outbreak, both in  
terms of virus containment and mitigating 
any loss in revenue. However, this is likely to 
be more achievable in locations with higher 
affluence, where smaller units have greater  
financial viability.

Chapter 3
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“Wet rooms are being 
retrofitted to an increasing 
number of existing care 
homes in order to avoid 
shared bathing facilities. 
In addition, we are likely to 
see increased and improved 
staff accommodation, given 
the highly competitive 
staffing market.”

Amanda Nurse,
Carterwood
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“At the same time, wetrooms are being retro-
fitted to an increasing number of existing 
care homes in order to avoid shared bathing 
facilities. In addition, we are likely to see 
increased and improved staff accommodation, 
given the highly competitive staffing market.”

Stronger barriers to infection
Dealing with seasonal infections was, of 
course, a way of life for care homes long before 
Covid-19 struck. Excess deaths in the winter 
of 2017-18, influenced by flu and particularly 
cold weather, were comparable to those of the 
first wave of the pandemic. Many operators 
see the pandemic-enforced redesign of home 
layout and working practices as creating more 
effective barriers for future flu epidemics.

This is the aim of the Runwood Homes 
group. Besides investing in its gardens, 
creating vacuum-sealed visiting pods, and 
providing staff rooms for small cohorts to 
limit movement across homes, the group has 
been working to gain registration as a member 
of the Infection Prevention Society UK. The 
professional body provides benchmarking of 
IPC activity and performance.

“We’re the only care home group to have 
membership, which has given a great level of 
assurance to the public,” says Runwood’s Gavin 
O’Hare-Connolly. “We are now, if not expert, 
certainly proficient and knowledgeable in 
preventing and controlling infections. Our IPC 
practices are robust and enhanced, and I don’t 
see that ever relaxing as we go forward.

“In fact, my view is that social care is 
unrecognisable now compared with two years 
ago. Staff have been skilled up to deliver a very 
different model of care, one that has changed 
from social to biomedical.”

“One of the biggest changes we 
are making is moving towards the 
household model, with communities 
of up to eight, rather than the 
current model of up to 30.”
Aneurin Brown,
Hallmark Care Homes

Chapter 3
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The government’s health and social care levy, 
announced in September, is set to bring new 
funds to the sector. The new cap on care costs 
and more generous means-testing system, 
together with capital limits for care funding, 
should help to ease the burden on many 
residents and families.5  

Care providers are naturally concerned 
to know how the additional funds will be 
allocated and how quickly that will happen. 
The government’s swift response to the 
pandemic in setting up various support grants 
gives some cause for optimism that the new 
exercise will be similarly efficient.

Action is also promised to ensure councils 
pay providers a fair rate for care. Operators 
will want to see how the new arrangements 
works in practice, with concerns already raised 
about the effect of allowing more self-funded 
customers to pay the same fees as publicly-
funded residents.6 Much of the detail, in fact, 
has yet to be clarified, with a White Paper 
promising to outline a ‘once-in-a-generation 
transformation’ of adult social care.

Reform is long overdue and very welcome, 
but it arrives at a sensitive time. It is hard to 
overestimate the scale of the challenges now 
facing many care home operators. Many have 
leaned heavily on block contracts, the furlough 
scheme, tax deferrals and the infection control 
fund. The removal of this support will require 
careful handling, especially since many of the 
extra costs linked to the pandemic, from  
PPE to increased insurance premiums, will  
continue indefinitely.

With fees running above pre-pandemic levels, 
operators have largely been able to cope with 
pre-existing staffing and cost pressures. But 
as Covid-19 recedes, underlying issues will re-
emerge for individual operators and the sector 
as a whole.

Unmet demand
The impact of the pandemic on elderly care 
homes was evidenced by an increase in 
closures in 2021 compared with 2020. Elderly 
care home closures in 2021 were on average 
15.2 per month, 0.8% above 2020 levels. 
However, there have also been more openings 
in 2021, an average of 7.6 per month compared 
with 6 per month in 2020. 

Securing the bottom line
Providers are thinking ahead to ensure post-pandemic viability

Chapter 4
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With recovery, the huge underlying 
shortfall in care bed supply will come back 
into focus: more than 220,000 ensuite 
wetrooms are needed by 2024 to meet 
demand. This creates opportunities for 
mid-market developments in particular, says 
Carterwood's Amanda Nurse. However, she 
points out that the areas with the biggest 
shortfalls, including Cornwall, Wakefield, and 
Dudley,  include small pockets of wealth that 
will support only a limited expansion of the 
self-funding market.

“The acquisition of older stock to extend and 
reinvest may be the only financially viable way 
to address the need for new services in those 
locations,” she says. “Operators will need real 
expertise to do it successfully, but it’s a great 
place to start adding value to those homes.”

Kick-starting the market
Carterwood foresees a possible return to 
the 87% average pre-pandemic occupancy 
level as soon as May 2022.7  And the drop in 
occupancy levels has not hit overall value, 
says Keiren Cole, a partner at real estate 
consultancy Knight Frank. 

“Of all the property elements, healthcare  
has been least affected by Covid-19 
compared with, for example, retail  
and hotels,” notes Cole. “The strong 
fundamentals of an ageing population  
and a shortage of accommodation remain.”

There are many signs that the sector remains 
an attractive investment opportunity. In the 
spring, for instance, French care group Korian 
announced its first step into the UK market. It 
acquired the Berkley Care Group, which runs 
six high-end homes across the South and 
South-west of England and the Midlands.8  

Alternative funding routes
While the dip in occupancy has seen some 
banks step back from developments in the 
sector, this is likely to be temporary. And banks 
have been helpful through the pandemic, 
supporting operators via government funding 
schemes while simultaneously deferring loan 
payments and resetting covenants.

Indeed, many homes’ relationships with 
funders have never been closer, says Barclays’ 
Steve Fergus: “As a sector, we’ve been talking 
to operators daily to see how we could make 
their lives easier. Having been through this 
together, there’s a real openness now in the 
relationship between us and our social  
care clients.”

Alternative lenders have stepped forward  
to fill the gap too. Ground rent deals – in  
which a care home owner sells the freehold 
element of their property to an investor, in 
return for a long-term leasehold agreement  
– became popular a few years ago; Cole  
expects to see more such arrangements as  
confidence returns.

Chapter 4

Sale and leaseback arrangements remain 
a common way for operators to release 
capital from their estate as an alternative 
to debt funding. These deals have obvious 
disadvantages – the operator no longer 
benefits from the property value if they sell 
the business – but the pandemic has proved 
that they are at least flexible. As occupancy 
dropped, says Cole, renegotiations took place: 
“We’ve seen real compression of yield at the 
top end of the market, as rents were brought 
back to a more reasonable level.”

Wider living choices
The pandemic made everyone more aware of 
their home surroundings, and older people 
are no exception. The result is the emergence 
of a more discerning client base, keen to 
examine every aspect of their future living 
arrangements and explore all the alternatives 
before committing themselves.

“The pandemic has taught us that the 
importance of choice has never been 
so relevant for potential residents and 
their families.”

Gavin O’Hare-Connolly,
Runwood Homes
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That means more owners of social care 
businesses may find success in providing a 
wider choice of living options. Larger care 
groups, such as Avery and Hallmark, have 
already expanded into retirement living, as 
the boundaries between the two sectors 
start to blur. 

Runwood Homes is also branching out with 
Sanders Senior Living, a new premium brand 
aimed at the self-funded market. The move to 
diversify was accelerated through a strategic 
repositioning, says Runwood's Gavin O’Hare-
Connolly: “The pandemic has taught us that 
the importance of choice has never been 
so relevant for potential residents and their 
families. Irrespective of funding means, we 
must offer superb environments with the 
best care and in true partnership.”

Bold thinking required
A ‘care village’ model could now be open to 
smaller operators too, Cole suggests. “Care 
homes that have enough land could start to 
add self-contained units – something that 
offers more of a step down from residential 
care,” he says. He points out that bank 
funders will need to be open-minded in 
facilitating such diversification.

Amanda Nurse also sees scope for more mixed 
developments: “I think we will see lower-
dependence residential providers seeking to 
reposition, moving away from marketing their 
services as a traditional registered care home 
and instead showcasing the facilities and the 
lifestyle that the home can offer. To me, it’s 
about repurposing and repositioning.”

Barclays’ Steve Fergus concludes: “As a proven 
sector with a competitive funding market, 
social care has a strong future. It can only 
grow stronger by offering the widest possible 
options to people as they age, so new capital 
must be attracted to a range of developments.

“Bold thinking on the part of government 
will be required to secure the best long-term 
provision for older people in our society. In 
the meantime, the imagination and agility 
of providers will enable them to thrive in 
the marketplace and offer the best possible 
experiences for their residents.”

Chapter 4
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“I think we will see lower-dependence residential 
providers seeking to reposition...showcasing the 
facilities and the lifestyle that the home can offer.”

Amanda Nurse,
Carterwood
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Make lasting connections

Most homes have improved virtual 
communication for their residents. 
Some have also widened the platforms 
in use so that photographs and videos 
can be shared among widely dispersed 
relatives. Consider regular links to 
strengthen communications between 
managers and families. 

Streamline bureaucracy

Introducing digital care planning 
technology can significantly release 
staff time. It has also been shown to 
improve job satisfaction and delivery 
of person-centred care. Using the 
Barclays Digital Wings platform, staff 
can gain skills even if they have only  
a few minutes.

Strengthen retention

Consider ways to reward staff with 
thank-you tokens. Share stories of 
great work with the home community 
and through local media if you can. 

Stimulate new leads

Use online platforms for marketing 
too – virtual tours and personalised 
messages from home managers  
on your website can offer potential 
residents a useful insight into  
your culture. 

Think radically

Most home layouts now allow for 
reconfiguration – how will this work 
in the long term? Besides one-way 
systems and entrances, consider more 
significant changes such as reducing 
the size of resident communities. 

Explore growth options

Consider alternative funding models 
alongside debt funding as tools to help 
expand outdoor areas, acquire new 
premises, or diversify into different 
types of living provision.

Strategies for success
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Consolidate change for long-term benefits
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Digital Eagles

This year, Barclays Digital Eagles digital 
adoption programme (working closely with 
the government’s NHSX digital transformation 
programme), aims to help 5,000 care homes 
master skills that range far beyond the use of 
email and social media for residents and staff.

iPortal

Helps with streamlining efficiency of payments 
and banking with digital relationship tools such 
as alerts on pending transactions and service 
announcements to keep you up to date with the 
latest system updates and fraud alerts. It includes 
a mobile and tablet app to view accounts, review 
and authorise transactions and message  
Barclays on the go.

Funding

We provide a range of flexible funding to support 
your business. From supporting your working 
capital needs to funding your growth plans, our 
financing options provide the solutions and 
specialist support to enable you to focus on 
driving your healthcare business forward.

ESG / Green solutions

Barclays is dedicated to helping companies 
take action to address the environmental and 
sustainability challenges facing our planet and 
their operations. To this end, we offer a wide 
range of flexible financing and deposit solutions 
to support your company's sustainability agenda.

Integrated solutions

Co-ordinate cash and treasury management 
across your business with reporting and full 
transactional capability across your business. 
This enables you to simplify your cash 
management structure by managing pooled 
funds through multiple virtual accounts, 
combining funds segregation with online 
payments and reporting.

Precisionpay

Barclaycard Precisionpay aims to make virtual 
payments easier and faster, while helping  
to improve working capital and increase  
business efficiency. 

Barclays Corporate solutions
Customer transactions, strategic actions
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About the author

For further information and to find 
out how our sector specialist team 
can help your business respond to the 
issues outlined in this report, please 
contact Steve Fergus.

Steve joined Barclays in 2019 and was 
appointed Head of Healthcare in 2020. 
With more than 15 years’ experience within 
Corporate Banking, he has undertaken 
roles ranging from leverage finance to client 
coverage with his focus being purely on 
Healthcare over the past seven years.  

The Barclays Corporate Healthcare team 
supports a wide-ranging client base with 
their dedicated specialist approach, industry 
knowledge, and sector-specific products  
and services.

Steve Fergus

Head of Healthcare, 
Barclays Corporate Banking 
07788 359229

steven.fergus@barclays.com
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To find out more about how Barclays can support 
your business, please call 0800 015 42 42* or visit 
barclayscorporate.com

*Calls to 0800 numbers are free from UK landlines and personal mobiles, otherwise call charges may apply. To maintain a quality service we may monitor or record phone calls.

Please consider the environment before printing this report.
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