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Introducing Castleman Healthcare

Castleman is a non-profit making GP provider company, made up of 12 member GP practices working 
collaboratively to meet the healthcare needs of over 120,000 people across Poole North and East 
Dorset. 

We manage a number of healthcare contracts on behalf of the practices and provide additional business 
structure and management support for three Primary Care Networks – Network Poole North, 
Wimborne & Ferndown and Crane Valley. 

By sharing costs and resources, the PCNs are able to operate far more effectively.  This puts our 
practices in a better position to provide patients with healthcare to meet their needs. 

Purpose of this document
We have produced this document primarily to update our member practices on what we have 
collectively achieved over the past 12 months. It outlines our main achievements and our plans, as we 
embark on the next three years of our journey together.

We would like to actively encourage comment from all our stakeholders.  
Please direct these to info@castlemanhealthcare.co.uk.
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Message from the Board

Over the past 12 months, there have been a number of changes across the primary care landscape and 
Castleman has been quick to respond to these.  A key milestone nationally was the creation of Primary 
Care Networks (PCNs) in July 2019. For us this seemed a natural and logical progression, which built 
on the solid foundations we had already laid by working more closely, not just with each other, but also 
with other organisations and professionals from across the wider healthcare and voluntary sectors.

The creation of PCNs has also prompted us to focus on how to accelerate our drive to deliver more 
services at scale. By working more efficiently the PCNs can make that important shift from providing 
reactive to proactive care for the local population to either stay well or live their lives as fully as 
possible with existing conditions.

During 2020, we will be looking closely at our own business structure and how we can become more 
successful to create a sustainable organisation ready to meet the many challenges of the future. Any 
operating surplus benefits the patients cared for in our member practices and helps improve the 
services delivered.  

We plan to explore how we can extend our business reach further.  We are already looking at the 
best way to evaluate several opportunities, and these will be captured in a new, robust business plan. 
We will be looking to incorporate some of the latest thinking and innovation from across the primary 
care sector and beyond, taking best practice from the wider health and care landscape and from other 
sectors if applicable. 

As we prepare for the next phase of our journey, we have decided that the time is right to reflect on 
the skill mix and structure of our team.

In 2019, Fiona Cleary was appointed as the CEO of Castleman and she has agreed to lead on the 
delivery of a review of our organisation. She will focus on how we can expand our business to meet the 
challenges we face over the next few years and has been tasked with creating a new structure to deliver 
an agreed business plan. 

Over the last year, we have discovered new ways to work together and have developed opportunities 
to transform care. We look forward to continuing this positive relationship with all our members and 
stakeholders and would like to thank you all for your continued support.
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Our Objectives

Everything we do is designed to support our GP member practices and the Primary Care Networks 
to which they are aligned. This is so they can provide the very best care in the localities where they 
function. 

By working collectively, we ensure that we are in the very best position to:

• Compete for contracts in the healthcare services market.

• Reduce costs and administrative burden for practices and the PCNs by sharing resources.

• Have a strong voice locally when discussions take place on how services should be planned to 
improve the patient journey.

To do this we work hard to run Castleman as a successful and sustainable business. We operate as a 
not-for-profit company and all financial surpluses when available are reinvested in clinical services. 

During 2020, we will look at how we can extend our reach to incorporate a wider range of 
opportunities into our business model. This will require careful evaluation, but we believe that by 
offering business management support across a wider geography, we may be able to generate a surplus 
which will both improve the sustainability of our business and benefit healthcare improvements for our 
patients. 

Putting our practices first
We will:

1. Continue to support the PCNs with their development so they are well placed to respond to the 
contractual obligations of delivering the Network Directed Enhanced Service. 

2. Support our member practices to continue to be sustainable and retain income.

3. Continue to deliver on all existing contracts. 

4. Develop a future business model that is sustainable and offers Castleman and its members a secure 
and robust future.

5. Ensure our business structure and skill mix matches the ongoing requirements of our business plan.

6. Widen our offer to other PCNs, where this makes good business sense, so that patients can benefit 
in the long-term from the additional investment this will create.

Creating a business model fit for the future
The business model we will develop for 2020/23 will focus on three areas: 

1. Increasing services beyond those provided for existing Castleman practices and widening the 
number of contracts managed. 

2. Developing a shared model of support for PCNs that enables collaborative learning and 
financial savings, including marketing this to other PCNs. 

3. Building partnerships with external organisations to develop a wider suite of business 
proposals, which will enable Castleman to expand its portfolio. 

For each area we will consider how we create value and determine what our GP practices, PCNs and 
patients will want in the future:.
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What we have achieved so far

Over the past four years Castleman has matured as an organisation. We are proud of what we have 
achieved with local health and care organisations, particularly for our member practices.

We have built new collaborative relationships with local community and health organisations and 
deepened many existing relationships.

We have delivered several programmes and services to benefit local patients, practices and partners.

Integrated Community and Primary Care Service (ICPCS) and Frailty 
Programme, 2018 onwards 
We have implemented the ICPCS contract in collaboration with Dorset HealthCare (DHC) to support 
and develop our response to meeting the needs of frail patients and those with long term health 
conditions. Together we have developed new services and recruited a workforce to deliver these 
changes.  Achievements include: 

 • The appointment of pharmacists, healthcare assistants, a dietitian and podiatrist who focus on 
supporting patients with long-term conditions such as respiratory diseases and diabetes.

• The appointment of two pharmacists and a part time technician focusing on care home support. 

• Development of service pathways with Poole Hospital and Dorset HealthCare teams for respiratory 
and diabetes patients. 

• Supporting the set up and development of the East Dorset Integrated Hub, with a team based in St 
Leonards in Dorset, working alongside the community rehab team, and the Poole Hub to provide a 
service for our frail patients. 

• Securing funding so that practices can continue to deliver their frailty service at practice level and 
developing a Castleman Enhanced Frailty Service using 10% of practice frailty funds. This is providing 
support for very frail patients requiring bespoke intervention and guidance for care homes in each of 
the PCN areas.  

• Providing funding to support the set-up of the East Dorset hub, three leg clubs, specialised equipment 
and additional training across East Dorset and Poole North.
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“As a Locality Manager for Dorset HealthCare, I am proud to say that we have significantly improved 
ways of working, regarding joint working (management), multi-disciplinary working (clinical) and adding 
in a more robust approach to urgent response and caring for those who are most frail. 

 The integrated working over the last 12 months between Castleman Healthcare, Primary Care and 
DHC has been amazing and I look forward to continuing joint working with new developments to 
improve services to patients and their families/carers.

Castleman Healthcare has gone from strength to strength, ensuring excellent patient care is first and 
foremost. To achieve this, Castleman Healthcare has developed strong working relationships across a 
variety of organisations, including Dorset HealthCare (DHC).”

Brad Rootes, Locality Manager East Dorset & Purbeck, Dorset HealthCare.

Primary Care Networks (PCNs)
In line with the national introduction of Primary Care Networks in July 2019, Castleman agreed a 
structure and outline of support for these new organisations. We now provide programme management 
and business support for three PCNs, building on the existing arrangements we already had in place 
with many of the practices involved. This includes:

• Managing key meetings for clinical directors, the Network Steering Group and the Protected Learning 
Time meetings.

• Representing the PCNs at Dorset Clinical Commissioning Group (CCG) and other stakeholder 
meetings to inform decisions which will impact the PCNs.

• Recruiting and implementing specialist roles on behalf of the PCNs – social prescriber roles, 
pharmacists, teenage counsellors and physiotherapists – to provide financial efficiencies.

• Financial, legal and HR support and guidance, with contracts in place with external specialist providers 
including LMC Law.
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PCN Pharmacy Teams 
In 2019, we entered into a collaborative relationship with Dorset HealthCare’s Pharmacy Department 
to build an innovative employment model to ensure the sustainability of the pharmacy workforce in the 
local area and improve our services to patients. With the support of funding from Dorset CCG, this 
partnership recruited four pharmacists and three pharmacy technicians to support GPs in improving 
medicines safety and helping our patients have their medication tailored to their needs. We have also 
appointed a Castleman Pharmacy Advisor to lead on the development of our pharmacy teams, to raise 
their professional profile and help to ensure pharmacists are part of the extended multi-disciplinary 
team across the PCNs. 

 

“A key emphasis this year for our new pharmacy team has been to support the growing population in 
residential and nursing care. The pharmacy team has focused on improving standards of pharmaceutical 
care and ensuring each resident has had their medication reviewed in accordance with NICE guidelines. 

Castleman Healthcare and Dorset HealthCare continue to work together to plan our future pharmacy 
workforce. Our priority is to ensure we continue to develop the team and utilise pharmacy professionals to 
support general practices in delivering high quality medicines optimisation services for those patients most 
in need.”

Peter Cope, Lead Pharmacist at Dorset HealthCare

Transformation Programme 2017-2019
Castleman delivered the Transformation Programme on behalf of East Dorset and Poole North 
localities from April 2017-19. This has helped us build a positive reputation locally and many productive 
relationships with wider stakeholders.

Several services have been set up as a result of this work, so that patients can gain access to the 
specialist care they require.

MSK practitioners

Patients with bone, soft tissue, muscle, joint or ligament problems can now receive diagnosis and 
treatment from specialist musculoskeletal (MSK) practitioners at several of our practices, either through 
self-referral or referral via a GP.  We were one of the first areas to place MSK practitioners in our 
practices from Poole Hospital and DHC. In future the PCNs will be able to employ MSK practitioners 
using PCN funding which will also increase the number of appointments available. 

Nurses Forum: Raising the 
profile of the wider workforce 

We have established a forum for nurses 
from across our practices so they can 
more easily share information, ideas, 
knowledge and support each other. We 
have 25 nurses regularly attending the 
forum and we will continue to expand 
this group. We hope to access the PCN 
development fund to provide further 
support and to retain this essential 
workforce. 



A N N UA L  R E P O RT  2 0 1 8 / 1 9  A N D  B U S I N E S S  P RO P O S A L S

8

Training for GP Practices 

Our practices were provided with training from an external company to help them with their 
administration workload including a course on managing clinical correspondence. Reception staff have 
been trained on active signposting so that patients are directed to the most appropriate service to 
meet their needs. We have also published a local directory of services with local contact information, 
signposting to organisations providing services which impact care, including those in the wider public 
sector such as housing services and the voluntary sector. The directory is used by our practice staff to 
help patients navigate their way to services. It is available on our website and is used by our recently 
appointed Social Prescribers. 

Improved Access to GP Services (IAGPS)

We were involved in the initial design and delivery of the IAGPS service which improved access to 
appointments for patients, particularly during the evening and at weekends. During 2017-19, we worked 
with the Mid-Dorset Health Alliance and were quick to implement services in Poole North using some 
of the funding available. This service is now being delivered as part of the Integrated Urgent Care 
contract with DHC and we are working closely with them to agree how to make the best use of the 
IAGPS funding element, to ensure that primary care benefits from this service. 

School-based initiatives

We have supported Public Health Dorset by delivering sessions in schools on the importance of self-
care and we have created a separate young person section on our website to share information on this 
topic. 

Programme management

The transformation work provides an opportunity to review a number of processes within Castleman. 
These have since been used to support the delivery of other programmes of work and projects. 
For example, the systematic mapping and engagement of key stakeholders and the development of 
relationships with organisations impacting people’s wider health have been a valuable support to several 
other initiatives. 

Phlebotomy & INRs

Castleman was involved in the set-up of this service as it was moved out of the acute sector. This 
included replacing highly complex arrangements with a more simplified pathway for patients. Some of 
the details are still being worked through and our team is offering ongoing support to practices on this.

Public Health
Castleman continues to manage the public health contracts on behalf of all our practices. We are 
pleased that all of our practices recognise the benefits of bidding collectively, despite some of the 
changes implemented over the last year, which mean individual practices are now free to bid for 
public health contracts if they wish. Under this collaborative arrangement, Castleman has bid and won 
contracts with NHS Health Checks, LARC, Smoke Stop and Needle Exchange. 

We continue to work hard with local colleagues to resolve some of the discrepancies regarding 
payments for these contracts and are pleased to report that Public Health Dorset are addressing these 
issues on behalf of all practices. 

We recognise that despite these issues, practices have continued to deliver large numbers of NHS 
Health Checks and LARC, although engagement in Smoke Stop has dwindled because of the reporting 
requirements. We have separately raised concerns with Public Health Dorset on the Smoke Stop 
requirements.
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Governance Update and Castleman Structure

Governance
The Board is led by a team of committed and professional members of our practices including GPs and 
practice managers. We have appointed a CEO with experience from the business sector, as well as a 
background in health and the wider public sector.

Castleman works hard to ensure practices who commission our services inform the development of 
our business. 

The Castleman Board members also support the Clinical Directors with the development and 
operation of their PCN Steering Groups and meetings. This brings our teams together, so we share 
good practice, success and opportunities.

We have put in place governance structures, policies and procedures that comply with best practice 
arrangements. The Board continues to work hard to make the company and its governance safe, fit for 
purpose and ensure that due diligence is always up to date. 

Castleman Healthcare Ltd is a company 
limited by shares which: 

Castleman Healthcare’s Shareholder 
Agreement:

Is registered at Companies House Sets out how the Board of Directors 
are elected

Is owned by shareholders who are the 
Practices and run by the Castleman 
Board

Sets out the rights and obligations of 
shareholders

Has a nominated GP to hold its shares 
on behalf of each practice

Regulates the sale of shares in the 
Company

Is governed by its Articles of 
Association and a Shareholders’ 
Agreement 

Describes how the Company is run

Has shares set at a value of £1 per for 
up to 10,000 patients and £2 for over 
10,001

Describes what will happen if a 
shareholder wishes to leave the 
Company

Is a non-profit making limited company Defines how important decisions are 
made 

Is fully insured. Provides guidance in relation to 
tendering for services. 

The Castleman Board was advised by our legal advisors, LMC Law, to amend the Shareholders’ 
Agreement and Articles of Association, to ensure greater transparency in the way we manage and 
govern our company. As a result, two new documents have been drafted. The first clarifies the process 
for the appointment and termination of directors. The second offers additional information on shares, 
share capital and different classes of share, as well as information on the administrative process for 
calling meetings and voting rights. These two new documents will be presented for adoption by Special 
Resolution at the 2020 AGM.

Separate to this, LMC Law facilitated a session for directors to increase awareness of directors’ liability, 
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board structure, managing conflicts of interest and the process of election of directors and voting rights. 
We plan to run a similar session for shareholders in 2020 so they can better understand the role they 
are expected to perform and their rights.

Structure
The current Board structure is below and is due for review in the new business model. 

Shareholders 

Chair   
Dr Lionel 

Cartwright

Vice Chair 
Dr Samur 
Ghazawy

CEO  
Fiona Cleary

Director 
of Finance 
& Board 
Secretary 

Fiona 
Pickering

Director of 
Governance 
Dr Dominic 
Hennessy

Interim 
Director 
of HR & 
Comms 
James 

Leyland 

Board PA 
Amy Strange

Castleman Board
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Communication and Engagement 

We place great importance on prioritising effective communication and engagement with our practices, 
commissioners, stakeholders and the wider health community. We have worked hard over the past year 
to improve our communication skills. We have developed a more systematic approach to communication 
and always work hard to communicate in an open, trustworthy, accessible and responsive manner.

We are proud of our developing relationships with the wider health sector and the benefits this 
collaboration brings to our business. We regularly represent our practices in discussions at local, 
regional and sometimes at a national level, so their views are considered when decisions are made that 
will impact their work or the care of their patients. To do this we participate in several networks and 
forums, as well as facilitating opportunities on behalf of practices.

We also strive to listen to as many voices as possible, particularly when it comes to the way we interact 
and do business with others. We will always take the opportunity to proactively seek feedback through 
our face-to-face and written communications, and we use this to inform improvements in the way we 
do business.

We recognise that there is a strong link between engagement with partners, patients, carers and wider 
stakeholders, and improvement to the redesign of services to meet the needs of local populations. This 
is an area which we would like to explore further over the next 12 months.

We always try to match the channels of communication we choose to the engagement preferences of 
different stakeholder groups. 

Engaging member practices
Castleman facilitates a Network steering board (formally the locality meeting) every two months to 
bring together representatives from the three PCNs and other stakeholders to discuss achievements 
and challenges. Following this meeting an update capturing key discussions is circulated more widely to 
practices.

 “I have worked with Castleman Healthcare for several years and the team has provided excellent 
support, particularly on the management aspect of many projects. Most recently they have supported 
the development of three Primary Care Networks sitting under the management umbrella of Castleman 
Healthcare.

Throughout this time the Castleman team has championed the development and support for Primary Care, 
while setting up positive relationships with both Secondary Care and Community Trusts in our area. They 
have the trust and support of all the Practices in the three Networks.”

Dr David Richardson, Clinical Lead for Poole North Locality and Partner Canford Heath 
Group Practice 

Engaging people and communities
Opportunities for engagement and general news about Castleman are regularly updated on our website 
– www.castlemanhealthcare.co.uk. We also regularly update our social media channels:

Twitter: @castlemanHCltd

Facebook: @transformationtrailway
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Finance Update 

During 2018/19, our primary financial objective was to ensure that we improved the business accounting 
procedures to place us in a strong position to manage an increasing number of contracts.

We were fortunate that we had also generated funds to enable us to strengthen the governance and 
operational structures within Castleman. This included funding to enable us to recruit administration 
support for the Board and to pay for legal, HR advice and insurance.  

During this period, we made the decision to align our financial year end with that of NHS contracts. 
We believe this will make accounting easier going forward. So, this year we changed to end date of the 
financial year to March 2019, meaning a financial statement period of nine months (30 June 2018 to 31 
March 2019).

For this period, we are therefore pleased to report a net operating surplus of £6,693.00 with 
commitments brought over into 2019/20.  These commitments are set against the delivery of ICPCS, 
Castleman enhanced frailty work, phlebotomy and project management work streams. 

The Integrated Community and Primary Care Services (ICPCS) contract for Castleman started in 18/19, 
with several projects focusing on the management of long-term conditions and the development of 
East Dorset Integrated Hub. This contract continues into 2019/20 and is supported by appointments to 
several new posts. More details of this project can be found under our achievements in this report.

The 2018/19 financial year saw the start of 10% of the over 75s/frailty funding coming to Castleman. 
The bulk of this frailty budget has been carried forward into the frailty funding stream and is being used 
in the 19/20 financial year to deliver the Castleman Enhanced frailty funding. This has now started and a 
report on this service will be ready by the summer 2020.  

As a result of the ICPCS investment and the Transformation Programme, we achieved a stronger 
foundation than we expected in 2018/19. This was also achieved by working at scale, providing a lean 
approach to project management and keeping overheads at a minimum. As a result of this, we are 
starting the 2019/20 financial year in a stronger position, enabling us to establish a wider project team 
across the practices for specific projects they are delivering. 

We anticipate that the work that we are providing to the PCNs will continue to grow and we are 
looking at how we can extend this business model to bring in additional funding. As a result of the 
changes in Crown Indemnity insurance cover, we are no longer required to pay insurance for healthcare 
practitioners which means this money can be redirected to fund an additional year of legal and HR advice. 

Our Public Health services brought in over £148,000 to practices throughout the year and we are 
delighted that Castleman will continue to deliver these services for at least another year under the 
existing contractual framework. 

The table below shows the profit and loss account for Castleman Healthcare Limited for the 9-month 
period of 1 June 2018 to 31 March 2019.

Castleman Healthcare Limited - Profit and loss account for the year ended 31 March 2019

2019 2018

£ £

Turnover 321,428 341,096

Staff costs -8,861 -12,791

Depreciation and other amounts written off assets -4,025 -917

Other charges -301,769 -316,705

Profit 6,693 10,683
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Our Practices  

Network Poole North PCN 

Canford Heath Group Practice 9 Mitchell Road, Canford Heath, Poole, Dorset, BH17 8UE 

Harvey Practice 18 Kirkway, Broadstone, Dorset, BH18 8EE

Hadleigh Practice Hadleigh House, 20 Kirkway, Broadstone, Dorset, BH18 8EE

Birchwood Medical Centre The Birchwood Medical Centre, Northmead Drive, 
Creekmore, Poole Dorset, BH17 7XW

Wimborne & Ferndown PCN

Walford Mill Medical Centre Walford Mill Medical Centre, Knobcrook Road, Wimborne, 
BH21 1NL

The Old Dispensary 32 East Borough, Wimborne, BH21 1PL

Quarter Jack Surgery Rodways Corner, Wimborne, Dorset, BH21 1AP

Penny’s Hill Practice St Marys Road, Ferndown, Dorset, BH22 9HB

Orchid House Surgery St Marys Road, Ferndown, Dorset, BH22 9HF

Crane Valley PCN

Barcellos Family Practice Corbin Ave, Ferndown, BH22 8AZ

West Moors Group Practice 175 Station Road, West Moors, Ferndown, Dorset, BH22 
0HX

Cranborne Practice The Surgery, Penny’s Lane, Cranborne, Wimborne, BH21 5QE

Verwood Surgery 15 Station Road, Verwood, Dorset, BH31 7PY

Our registered address:  
Castleman Healthcare Ltd, c/o 18 Kirkway, Broadstone, BH18 8EE  

Company Registration Number 09577921

www.castlemanhealthcare.co.uk
email: info@castlemanhealthcare.co.uk


