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Henshaws Background

•

Henshaws is a northern charity supporting people living with sight loss and a range of other
disabilities to go beyond expectations.

•

Henshaws charity in Manchester is 183 years old.

•

Henshaws first ‘school’ was called a Blind Asylum. It was in Manchester on a site with a School for the
Deaf, which has developed into the Seashell Trust.

•

Henshaws employs over 440 staff (a 33% increase on 330 staff 3 years ago).

•

Henshaws has a number of specialist face to face services which include a specialist disability college,
community houses and supported living, a specialist Arts and Crafts centre and Community Services.

•

Henshaws works with circa 7,000 people through its Community Services and last year a quarter of a
million people engaged with Knowledge Village.

•

Henshaws has developed an online Knowledge Village which provides a place to share our knowledge
and expertise with those experiencing or working with sight loss and disability. People can explore
our videos, blogs, resources and eBooks to learn about everything from apps and technology to our
useful Life Hacks.

•

Henshaws has an annual turnover of £12.5m.
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2023 – Visual Impairment Growing Numbers
• The number of blind people will triple in the next four
decades and approx. ½ billion people will have a VI by
2050.
• The growing ageing population and the growing
population in Southern Asia and Sub-Saharan Africa
are the main contributors but……
• Even in 2018, 250 people per day in the UK started to
lose their sight and 50,000 people go blind in the US
every year.
• WHO estimates 80% of VI can be prevented or cured.
• Henshaws is aiming to deliver to as many people as
possible across the World.
• Positive Customer Engagement on a global scale will
be critical.
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Our Award Winning Pathway to Independence
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Planned Outcomes
Customer Satisfaction
95% of people rating the service as friendly & respectful, professional and knowledgeable
at good (4) and above.
95% of people rating for specific aspects of our service at good (4) and above.
Following support from Henshaws through the Pathway to Independence 80% and above
are likely to recommend our services to other people.
95% of people will rate a good or above overall satisfaction for services.
Outcomes following more in-depth intervention through Let’s Make a Plan and the
Hospital Patient Support Service
At least 80% of people will identify improved emotional wellbeing following access to
services.
At least 80% of people will demonstrate increased independence and confidence
following access to services.
At least 80% of people will feel better informed about their eye condition, general
health and the support available to them following access to services.
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Our Knowledge Village
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The Big Opportunity – Single Point of Access for Eye
Services Funded through Devolution Agenda
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The GM LEHN Community Sight
Loss Framework, June 2019
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What are the other key benefits
• Support would be offered to all Greater Manchester based residents (including those
people awarded with a Certificate of Visual Impairment (CVI) and also those
currently undiagnosed with an eye condition), members of the individual’s caring
networks and local eye support professionals.
• A proactive contact model would be adopted and all people issued with a CVI would
be directly approached with the offer of help and support within the first year of
their diagnosis.
• Overall services would include general advice, information and guidance, personal
plans and specialist communications.

• This would enable a person centred approach and would utilise a social prescriptive
model of support.
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What does it look like?
• Single point of access for sight loss services would cover all of Greater Manchester
through an integrated Customer Engagement Centre solution and CRM solutions
• The service would utilise a triangle of Care model of support with the person with
sight loss being at the heart of all services available.
• The service will be delivered using an integrated Omni-channel approach and will be
delivered via telephone, video, social media, web chat and email.
• The service would systematically collect patient data and aggregate information
collected to ensure the service meets specification and articulate patients outcomes.
• Data captured would enable;
Evidence, impact and outcomes of access.
Identify and analyse cost savings across the local economy.
Identify costs / benefits across individuals, local authority areas and the
framework.
Identify service gaps in the delivery of services and recommend changes
improvements.
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Key Challenges
Putting remote services on the agenda (including with internal
audiences)
Funding Infrastructure improvements as a charity
Developing staff skills and finding the right staff
Accessibility for staff and users
Example of web chat accessibility

Importance of IVR for people with a VI
Reinvestment and refreshment of offer
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Meet our service users

https://www.youtube.com/watch?v=iDBJq
YtAyGU&feature=youtu.be
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