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Compass innovates by using data analytics and new technology to provide co-ordinated, 
whole-person support from multiple partners to older people at high risk of crisis. 
 

The current situation 
The UK is in the midst of an ageing crisis. In just 20 years, the number of people aged over 65 will grow by 50% and the number 
aged over 85 will double. Here in South Lakeland, we are at the front line of the crisis. Our beautiful scenery makes us hugely 
popular in retirement: we have a 40% higher proportion of over 65-year olds compared to the national average. The demographic 
challenges here, will be faced everywhere in years to come. Living longer is to be celebrated, but, it creates huge strains on health 
and social care services. Back in 2012, in its Ready for Ageing report the House of Lords concluded: “without radical changes in 
the way that health and social care serve the population, needs will remain unmet and cost pressures will rise inexorably”.  

The complication 
Radical change has not come. A 2016 National Audit Office report found that 1.15 million NHS hospital bed days a year are 
wasted, because of a lack of places to discharge people who no longer need to be in hospital. Delayed transfers of care have 
grown 31% in just 2 years. 85% of people in hospital unable to be discharged are over 65. Most frustratingly of all, the NAO 
identified the cost of delays in discharge at £820 million a year, but the cost of providing community care to alleviate the problem 
would be just £180 million – five times less. The solution seems to be staring us in the face – but it just doesn’t happen.  
We believe there are two fundamental, systemic reasons: 1) services are structured to deal with individual problems, not people as 
individuals. An older person may be hospitalised due to conditions brought about by poverty or loneliness. The hospital will treat 
them but send them back to the circumstances that caused it. 2) well-meaning organisations across the statutory and voluntary 
sector are capable of resolving many of these issues, but they fail to share information and work together effectively.  

Compass – our data-driven solution 
Here in South Lakeland, where we have no acute hospital and a journey to A&E can be 40 miles or more, we have an imperative 
to keep older people out of hospital. To achieve this, we developed Compass, our new operational framework for older people at 
risk of crisis. Developed over 4 years and based on conversations with and data from 3,000 older people a year, it enables us to 
provide holistic, personalised support that targets and co-ordinates help to the areas of greatest risk to an older person’s life. 
 

 

Compass is based on a very simple premise: everyone is different and, for support to 
be effective, it needs to be based on a ‘whole person’ understanding and provide 
joined-up support targeted to the person’s areas of greatest need. 

Compass has been built by our Deputy Chief Executive, Hugh Tomlinson, a systems 
and data-analytics expert, previously Managing Director of a large UK data company. 
Our small team of Compass Officers, visit older people needing support and 
undertake ‘guided conversations’. These are designed to explore in-depth five areas of 
the older person’s life: their health, finances, home situation, levels of social 
engagement and the services available to them in their locality.  

 

As they conduct the conversation, Compass Officers gather our Q1 Assessment data. 
This includes 31 discussion points about the client’s health and their ability to manage 
health problems; 27 discussion points about their mental wellbeing, based on the 
validated questionnaires ELSA (loneliness), PHQ9 (depression), GAD7 (anxiety) and 
WEMWBS (wellbeing); 12 discussion points about their domestic situation and home 
environment; and 12 discussion points about their engagement in the community. 

Through this data, we have a very clear understanding of the average client we support: 
• The majority are over 75 and live alone; 74% leave home just once a week or less 
• 54% are struggling to afford to eat, heat their homes and socialise 
• They take an average of 6.2 prescribed medicines at any time 
• They experience an average 1.4 falls a year 
• 42% have been hospitalised in the previous 12 months 
• They visit the GP an average 19 times a year and have spent 16.2 days in hospital 
• They have poor mental health and wellbeing  

 



 

The Compass Officer enters the data from the assessment into the Compass 
system, which generates a Personal Risk Report highlighting areas of the older 
person’s life that may be putting them at risk of crisis, either now or in the future. 

The Compass Officer and older person work together to develop and implement a 
holistic Personal Action Plan to address the areas of risk. This typically consists 
of a 6-12 week period of support from us and our partners along the following lines: 

Money – we help people claim their benefit entitlements (average income increase 
of £2,740 p.a.) and cut their utility bills so they can stay warm in winter 
Loneliness – we help people join local clubs and activities, many run by ourselves 
Health – we build people’s confidence to manage health conditions and introduce 
them to specialist partners, such as Alzheimer’s Society and Sight Advice 
Home – we help people make adjustments to enable them to stay living 
independently for longer, such as handrails and safety alarms 
Locality – we help people access services to reduce their geographic isolation e.g. 
home delivery prescriptions and use of the internet to contact family and friends 

Crucially, using our on-line Multi-Agency Referral System (MARS) we share this data with referral partners, so they also have the 
whole-person view. Partners record the support they provide via MARS, so all partners know the support the person is receiving.  

 

The difference Compass makes 
At the end of our support, we undertake a Q2 Assessment, which repeats many of the questions from the Q1. We now have data 
from over 2,000 older people who have benefitted from Compass and analysis of a sample shows the following outcomes: 
 

 

 Before After % Change 
Proportion worried about money 54% 29% ß53.7% 
Receiving visitors once a week or less 53% 25% ß52.8% 
Leaving home once a week or less 74% 52% ß29.7% 
Likelihood of hospitalisation 42% 32% ß24.8% 

Average number of days in hospital 16.2 10.9 ß32.8% 
Average GP visits per year 18.9 14.0 ß25.9% 
Average falls per year 1.4 1.0 ß28.6% 
Average prescription medicines at any one time 6.2 5.9 ß4.8% 
Average depression score PHQ9 (male clients) 7.91 6.54 ß17.6% 
Average anxiety score GAD7 (female clients) 5.74 2.47 ß56.9% 

Older people have vastly improved wellbeing, 33% fewer in days hospital (validated by the Nuffield Trust) and 26% less GP visits.  

Potential for the network of partners in the Stephen Lloyd Award to help 
We believe that Compass has the potential to help solve a previously intractable problem, not just in South Lakeland, but in the UK 
and beyond. Compass uses data analytics and new technology to drive systemic change, through using a whole-person view to 
target support to the areas of a person’s life most likely trigger crises, and to co-ordinate support across multiple partners.  

Compass has attracted a great deal of attention. Cumbria County Council’s Public Health team is encouraging voluntary sector 
organisations across the county to adopt our processes and we have had interest from the neighbouring local authority in North 
Yorkshire. However, our charitable objects are to support older people locally and expanding Compass to its full, national potential 
would stretch us beyond this. We would like help from the Stephen Lloyd Awards partners, in particular with: 

• Advice on how to develop Compass, so it benefits people across the UK and generates income for Age UK South 
Lakeland. What vehicle should we set up, what legal structure should it have and how to protect our intellectual property? 

• How can we secure early-stage investment for Compass to help us pay for marketing, on-going development and support 
for organisations who choose to purchase or licence it, before it reaches a critical mass? 

• How do we undertake business-continuity planning, so that Compass is not dependent on 1 or 2 key individuals?  

A Stephen Lloyd Award would help us realise the potential of Compass and use it to create systems change across the UK. 
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