
Providing you with a brief insight into 2024 at B&M Care

What’s Inside…
Core Values Launch
Learn more about the launch of 
B&M Care’s Core Values and how 
they shape our approach to care.

Dementia Care Innovations
Find out how we’re continuing to 
innovate in dementia care, with new 
training and technologies to support 
our residents.

Upcoming Projects
Stay informed about the exciting 
refurbishments, extensions, and 
new additions underway across 
B&M Care.

Editor’s Note
Greetings and a warm welcome to 
Issue 18 of the B&M Carer!
2024 has been a year of remarkable 
progress at B&M Care, with the 
opening of a new home and 
continued innovation in our 
dementia care.
In this issue, you’ll learn about 
the positive changes happening 
across B&M Care, including the 
launch of our Core Values, which 
you’ll see reflected in everything we 
do—Compassion, Connection, and 
Commitment. You’ll also read about 
some truly heartwarming moments 
from our homes.
For those new to B&M Care, we’re a 
provider of residential and dementia 
care for older people across 28 
care homes in Hertfordshire and 
neighbouring counties.
We’re grateful to have you as 
part of the B&M Care family and 
look forward to another year of 
continued growth, success, and 
delivering exceptional care.
To learn more about B&M Care, 
visit our website or follow us on 
social media.

www.bmcare.co.uk

Laura-Jane Hughes 
Content Manager and Copywriter

Dalton Lodge: A Warm Welcome 
to B&M Care’s Newest Home

This October, B&M Care proudly opened its newest care 
home, Dalton Lodge, in the vibrant borough of 
Walthamstow, London. Specifically designed to provide 
exceptional care for individuals living with dementia, 
the home offers tailored support for a range of needs, 
from low to high dependency.

The home features state-of-
the-art amenities, including a 
cinema, hair salon, spa, and 
beautifully landscaped 
courtyard gardens. A standout 
feature unique to Dalton 
Lodge is its very own ‘Green 
Man’ pub, inspired by a 
beloved local establishment. 
This familiar and welcoming 
space is perfect for socialising, 
activities, and providing a 
sense of nostalgia.

Dalton Lodge also marks an 
exciting first for B&M Care as 

the inaugural home to feature 
bespoke hand-crafted 
dementia signage. These 
beautifully illustrated signs 
not only enhance navigation 
for residents with dementia 
but also serve as lovely pieces 
of artwork throughout the 
home. Carefully designed to 
accommodate changes in 
perception caused by 
dementia, they blend 
practicality with aesthetic 
appeal, further enriching 
the home’s environment 

as per our Wellbeing by 
Design guidance.

As the first B&M Care home 
in Walthamstow, we have 
made great efforts to build 
strong ties with the local 
community. Partnering with 
Waltham Forest Council 
during Dementia Action 
Week, we hosted events such 
as the Virtual Dementia Tour 
and our Living Well with 
Dementia seminar. These 
events provide valuable 
support and education for 
local caregivers and anyone 
interested in understanding 
dementia better - we are 
dedicated to sharing our 
expertise outside of our 
care homes to our 
local communities.

We warmly welcome this 
home, its team, and the 
new residents to the B&M 
Care family, and look 
forward to seeing it flourish 
as a hub of care, comfort, 
and community.

Osbourne Court Wins at HCPA Awards
Osbourne Court’s exceptional 
team was celebrated at this 
year’s HCPA Care Awards, 
earning the title of ‘Most 

Innovative Care Team.’ Team 
Leader Johnson also received 
recognition as runner-up in 
the ‘Compassionate Carer’ 

category. These awards 
reflect the team’s creativity 
and compassion in delivering 
outstanding care every day.

Issue Eighteen/2024

http://www.bmcare.co.uk
https://en-gb.facebook.com/BandMCare/
https://x.com/i/flow/login?redirect_after_login=%2Fbandmcare
https://www.instagram.com/bmcarehomes/%0D
https://uk.linkedin.com/company/bmcare


Official Launch of B&M Care’s Core Values

COMPASSIO
N

This year, B&M Care proudly 
launched its Core Values, marking a 
significant milestone in our ongoing 
commitment to exceptional care. 
The project was led by Colleen 
Wood, Director of Organisational 
Culture, who has been working 
towards defining our core values 
since 2019.

The journey began with a desire to reflect 
the values that have always been at the 
heart of B&M Care—values instilled by 
our Chairman and Founder, Bill Hughes, 
and the original senior leadership team 
nearly 50 years ago. Equally important 

was incorporating the attributes and 
principles upheld by the incredible teams 
working across our care homes today.

Time spent engaging in interviews, 
in-depth discussions with managers, 
and feedback from staff surveys 
culminated in the creation of the 
Three C’s of B&M Care: Compassion, 
Connection, and Commitment.

	● Commitment: We are dedicated to 
fostering an environment where both 
residents and colleagues can flourish. 
As a family-run organisation, we 
understand the importance of making 
our care homes safe, cherished 
spaces where residents feel valued 
and supported.

	● Connection: Transparent 
communication is central to everything 
we do. We strive to ensure that team 
members, residents, and their families 
feel truly included as part of the B&M 
Care family. Genuine human 
connections built on trust and 
understanding are at the heart of 
quality care.

	● Compassion: Each B&M Care home 
nurtures a culture of empathy and 
kindness. Our care is rooted in 
compassion, creating an atmosphere 
where residents and colleagues alike 
feel safe, respected, and cared for.

The official launch began with a 
presentation at our central support office 
in August. This was followed by a Values 
Roadshow at each of our care homes. 
This rollout encouraged feedback from 
staff and celebrated the many ways these 
values are embodied daily.

These Core Values have been embedded 
into our policies, procedures, interview 
questions, and internal communications, 
ensuring they are part of everything we 
do. They provide a framework that not 
only guides us today but will continue to 
evolve as B&M Care grows.

The launch of the Three C’s underscores 
our unwavering dedication to our 
residents, colleagues, and the wider 
B&M Care family. Together, we move 
forward with renewed purpose, driven 
by the values that define us.

Launching Our New Website
In March we proudly launched our newly designed and updated website, a 
project over a year in the making. Created in partnership with our digital 
marketing partners, Wagada, the website has been crafted to provide a 
seamless and user-friendly experience for visitors.

The site features a sleek search function 
and updated visuals, including a video 
showcasing some of our wonderful 
residents and stunning drone footage of 
Chesham Bois Manor and Ryeview 
Manor—two very different yet equally 
impressive care homes in our portfolio. 
With a stronger focus on being 
informative, the website highlights our 
innovative dementia care and 
commitment to sharing this expertise.

A key addition is the Blogs and Guides 
section, offering educational content 
about residential care, dementia, and 
practical advice for caregivers. 

Since its launch, the website has 
significantly increased visitor traffic by 
approximately 175%, boosting enquiries, 
and underscoring its success in engaging 
families seeking quality care. We’re 
thrilled with the outcome and look 
forward to reaching even more families.
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Dementia Innovation at B&M Care Continues

At B&M Care, innovation in dementia care is at the heart of everything we 
do. Building on the launch of our Dementia Manifesto last year, we are 
excited to see the plans outlined in the manifesto come to life, 
transforming the care experience for our residents.

One of the most significant 
developments is the introduction of 
Wellbeing by Design, a comprehensive 
guide developed by our Director of 
Dementia Care, Caroline Inch. This highly 
researched framework offers practical 
guidance for creating dementia-friendly 
living spaces across all our homes. The 
guide covers elements like colour, 

contrast, signage, and the design of 
bedrooms and outdoor spaces to 
promote wellbeing and calm 
environments. To further enhance the 
design, new artwork by illustrator Tara 
Hughes was created, including 
innovative wayfinding signage that will 
be featured in new B&M Care homes, 
the first being Dalton Lodge.

We are also proud to announce that our 
Level 2 Dementia Training is now 
officially accredited. This training is being 
rolled out across senior teams, including 
the new team at Dalton Lodge, ensuring 
that our staff continue to deliver the 
highest standards of care.

Lastly, we are introducing Painchek 
software, following a successful trial at 
Ryeview. This app combines AI facial 
recognition with other non-facial pain 
cues to calculate a pain score, helping us 
better assess and manage pain in 
residents who may have difficulty 
communicating their discomfort.

These innovations are a vital part of our 
ongoing commitment to exceptional 
dementia care, and we believe they will 
continue to improve the quality of life for 
those living with dementia in our homes.

Introducing Our New Cloud-Based Customer 
Relationship Management Platform (CRM)

We’re excited to announce the 
introduction of CareHQ, a new CRM for 
enquiries, scheduling, and invoicing. 

Developed in partnership with 
TrustedCare, a long-standing collaborator, 
this platform is tailored for UK care 
providers and simplifies daily operations.

The system will modernise our 
processes, streamline reporting, and

enhance the enquiry and admissions 
journey. With improved accuracy and 
efficiency, it’s a significant step forward 
in supporting our care teams and 
maintaining the highest standards 
across our homes. 

Development 
Update

This year has been marked by 
impressive development and 
reinvestment projects across our 
homes. It all began with the luxurious 
refurbishment of Osbourne Court, 
which is now well into its second phase. 
The home now features a modern, 
vibrant reception area and carefully 
designed new lounges and bedrooms. 
The extension at The Radley is also 
ongoing, with a completion date set for 
Spring 2025. Similarly, construction on 
the extension of St Anns began this 
year, while St Joseph’s is set to benefit 
from the installation of a second 
passenger lift.

Our training space, The Forum, has 
undergone a contemporary redesign. It 
now includes breakout pods and new 
audio-visual technology to deliver online 

training. With sustainability in mind, 
we’ve installed solar panels at our 
central support office, and there are 
plans to extend this initiative across our 
homes. Many of our homes are 
undergoing electrical upgrades, 
including the addition of EV charging 
points, as we start to transition away 
from fossil fuels.

These projects reflect our ongoing 
commitment to creating modern, 
environmentally friendly spaces, all while 
continuing to provide exceptional care. 
Beyond our existing care homes, we are 
in the detailed design phase in 
preparation to commence the build of a 
next generation B&M care home in 
Milton Keynes.
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Celebrating 50 Years of B&M Care
Next year marks a momentous milestone for B&M Care as we celebrate our 
50th anniversary. Founded in 1975 by our Chairman, Bill Hughes, the company 
began with the purchase of Clare Lodge, then a home for just ten residents. 
Fast forward to 2025, B&M Care proudly operates 28 care homes with 1,580 
rooms and employs nearly 2,000 dedicated staff.

Our success over the past five decades is a 
testament to Mr Hughes’ determination, 
integrity, and commitment to caring for the 
elderly. Equally, it reflects the hard work, 
compassion, and dedication of our 
incredible teams, who provide exceptional 
care every day.

The year ahead promises to be one of 
celebration, with fun and exciting events 
planned across each of our homes to mark 

this golden milestone. We are also planning 
an extra-special Golden Rose Awards, a 
grander event than ever before to honour 
our ‘golden’ 50th anniversary and recognise 
the exceptional contributions of our staff.

To commemorate this milestone, we are also 
committing to connecting to our local 
communities with ’50 Acts of Kindness for 
The Community’ – spreading the compassion 
that B&M is known for, companywide. 

Upcoming 2025 
Discovery Events…
Available In Person:
Dementia Awareness 
Accredited Training
This nationally recognised 
training workshop will grant 
participants an official 
‘Dementia Training Level 1’ 
certificate, as it is accredited 
by Advantage (an accreditation 
body specialising in health and 
social care). Located at our 
designated training space. 

Virtual Dementia Tour 
What does it feel like to live 
with dementia? How does it 
impact your everyday life? Find 
out more when Second Wind 
Dreams Virtual Dementia Tour 
visits B&M Care. Locations TBA.

Available Online:
Funding Long Term 
Care Webinar 
Join us for a webinar hosted 
by SOLLA Accredited Adviser 
Nicky Cave from Eldercare 
Group, where she’ll provide 
valuable insights into care 
funding options, including local 
authority support, and address 
common questions.

Dementia 
Awareness Webinar
Aimed at anyone caring for a 
loved one with dementia, this 
webinar helps participants 
better understand how to 
interpret behaviours and find 
out about the small things that 
can be done to provide support. 

Scan to 
find out 

more

B&M Care in Brief
Buckingham Palace Visit

Anne, a resident at Ashlyns, 
fulfilled her lifelong dream of 
touring Buckingham Palace’s 
state rooms. Engagement 
Lead Matthew Delicate 
organised the visit, where 
Anne and her friends 
explored the palace, enjoyed 
tea and cake, and strolled 
through the gardens.

MP Attends Hillview

Official Opening

Hillview, purchased in 1985 
and fully renovated in 2024, 
was officially opened after a 
year of operation by 
Hertford’s new Labour MP, 
Josh Dean. Many residents 
from St Catherine’s moved 
in last year, and now the 
home is thriving at almost 
full capacity.

Multiple Skydives

for Charity

Our compassionate staff 
went above and beyond this 
year to raise money for the 
Alzheimer’s Society. Milford 
Lodge’s Activities Organiser 
Devina raised £430, while 
Eme Cameron, Home 
Manager at St Lauras, and 
Barbara, Care Manager at 
Montrose, raised £1,300 
through sponsored skydives.

BGT Finalist Collaboration

Engagement Leads Debbie 
and Julie, from St Anns and 
Templemore, take residents 
weekly to Dementia Sings 
Out, a local community choir 
led by Gareth Fuller of 
Britain’s Got Talent fame. 
Gareth shared his insights on 
the choir’s impact in an 
exclusive interview for our 
social media.

Helicopter

Dreams Fulfilled

Doris, a resident at White 
Plains, achieved her 
long-held ambition of flying 
in a helicopter. She soared 
over Chalfont St Peter, her 

hometown, making the 
experience even more 
special, all thanks to 
Engagement Lead Wendy. 
Kate, Engagement Lead at 
St Matthews, also helped 
resident Violet take to the 
skies in a helicopter this 
year too!

Leadership

Pathway Updates

Dr. Lee Waller has joined our 
Leadership Pathway team as 
a Leadership Development 
professor. The Leadership 
Pathway, our annual talent 
development program, 
identifies and accelerates top 
internal talent into 
leadership roles. In 2024, 
we’re proud to celebrate 11 
successful graduates.

Issue Eighteen/2024

https://www.bmcare.co.uk/events/

