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This month we’re talking...

Circulation List

Has this month’s Care Talk 

been read by all your staff? 

Use our list to be sure!

  Chief Executive

  Managing Director

  Registered Manager

  Supervisor

  Care Staff

  Ancillary Staff

  Service Users

  Families

Welcome to the February issue of Care Talk.

As I write this, The Duke and Duchess of Sussex, Harry and Meghan, have stepped back 

as senior members of the Royal Family.  In a previous interview, Meghan said of her 

difficulties living under media scrutiny, “It’s not enough to just survive something, you have 

got to thrive,” something we can all relate to in social care.

The focus of this month’s issue is, aptly, Surviving and Thriving and is packed full of 

fantastic features around this theme.

Our regular columnist, Professor Martin Green from Care England, kicks off on a positive 

note in his article, A Bright Future for Social Care, (page 5). Martin tells us why, despite 

the enormous challenges faced by the sector, thanks to the level of vision, commitment, 

energy and innovation that is at the very centre of care, the sector can indeed survive 

and thrive.

Mike Padgham, Chair of the Independent Care Group, reflects on his own experiences as 

an established provider, struggling to survive in a turbulent climate . Here, Mike explores 

the latest challenges for the sector and calls for A Unified Voice for Social Care in order 

for providers to survive and thrive (page 8). 

Social care has one of the highest staff turnover rates of all sectors with home care 

being the most affected. So, with such an industry wide high turnover rate, how can we 

motivate people to remain in the sector? On pages 34 and 35 we Ask the Experts, a group 

of home care workers from a variety of Great British Care Award winning providers, who 

tell us why they remain committed to caring for people in their own homes.

Finally, we are delighted to be able to profile some of last year’s Regional 

Award winners and finalists throughout this issue. Our Real Lives, 

It’s Never too Late to Care, and Best of the Best features, highlight some 

great examples of best practices from inspirational people who really 

are thriving care professionals.

 Enjoy this issue and as ever do keep your news and views 

coming in.

Lisa



I N  M Y  O P I N I O N

A bright
future for
Social Care
The social care sector is facing enormous 

challenges and they are coming from all 

directions. We have the challenge of under-

funding, a regulator that is becoming tougher 

and being joined by others such as the CMA, a 

pretty hostile media environment and of course 

the ever-present challenge of how to recruit and 

retain a skilled workforce. 

If you saw these issues in isolation it would be a very 

depressing outlook for the social care sector, but thankfully, 

this negativity is completely outgunned by the level of vision, 

commitment, energy and innovation that is at the very centre 

of social care. 

It is true to say that the world is changing at a hugely fast 

pace and all too often the social care sector has been slow 

to understand this changing agenda and to harness it for the 

benefit of our sector.

One area that has been particularly difficult for social care 

is the rise of technology and innovation. I often hear people 

talking about the fact that social care is a person-to-person 

sector and this means that it is difficult to implement 

technological solutions to some of our biggest challenges. I 

profoundly disagree with this assertion. It is absolutely true 

that people are at the very centre of everything that we 

do, but I believe technology, properly deployed, can make 

significant impacts on the quality-of-life of people who use 

care services, and also significantly improve the experience 

of the staff who deliver them.

In the past we have tended to use technology as a way of 

policing the staff. Local authorities who have been reluctant 

to fund services to the correct level have thought nothing of 

imposing technology as a way of monitoring care contracts. 

I believe it is much more important to start thinking about 

what care staff do to deliver outcomes, rather than how long 

they may be in a service, or with a person.

I have been so delighted to see how the technology revolution 

is starting to make a real difference to the quality of care 

which service users receive. 

I recently saw a new system that was being implemented by a 

care provider and this was ground-breaking and did so many 

really sophisticated things that improved quality-of-life for 

residents. 

This system was able to be flexed to be very individual and 

was able to do things such as provide smells and music that 

would enable people living with dementia to have a much 

better quality of life and experience less agitation. I was also 

recently in a learning disability service where technology 

has enabled the care provider to see minute by minute the 

quality-of-life and the delivery of the care plan which each 

resident had. 

I believe that the future of our sector will be defined by both 

technology and data. If we are going to be effective and meet 

the challenges of increasing need, we cannot continue to 

use the same model that has served us for the last 50 years. 

Apart from anything else there will not be enough staff to 

run services in the way that we always have done, and if we 

continue to deliver a 20th century service it will be not be fit 

for purpose for citizens in the 21st-century who have more 

complex needs and higher expectations. 

Despite the many challenges which social care faces I am 

optimistic about the future. This optimism is based in the 

dynamism, commitment and desire to improve, that the vast 

majority of care providers have at the heart of their practice. 

The people who thrive in the future will be the people who are 

proactive and willing to embrace change, using technology 

and data as an essential part of delivering high quality care 

and support.

Professor Martin Green OBE
Chief Executive
Care England 

“The future of our sector will 
be defined by both technology 

and data.”

5
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Surviving and thriving
in the new decade

Daniel Carmel-Brown
Chief Executive
Jewish Care

“We have been brave and bold in 
moving our business models.”

One aspect of these developments has been to be brave 

and bold in moving our business models from old historic, 

paternalistic and charitable purposes, to develop much more 

of a mix, where we provide services which people can and do 

pay for. That ultimately enables us to continue to provide for 

those most in need. The greatest example of this has been 

the opening of Extra Care schemes, with two currently open 

and a third being built. These really are meeting a need for 

those who wish to age well as part of a community. While 

20% of the apartments are designated as affordable housing, 

the remainder are let at market rent, with the organisation 

providing the personal care depending on individual needs.    

This change of approach, which has evolved over the last 10 

years, has helped us thrive in that decade. However, we are 

mindful that the 2020s will bring different challenges and 

know that to continue to thrive, we will have to continue to 

adapt. 

The beginning of the year has marked the launch of our new 

strategy and within it there is a clear focus which recognises 

that over the next few years we most certainly won’t be able 

to continue to be an ‘all things to all people’ organisation. 

Together with our board of trustees, we are setting out a 

pathway which will inevitably see us become more focused 

on our core business areas and provide other services 

in different and more efficient ways, often in partnership 

with others. Central to this will be a greater emphasis and 

investment in our people. After all, while technology has and 

will assist us, nothing can replace the people who provide the 

important care and support across our sector.  

Just one week before the general election 

last year, Jewish Care was visited by our local 

Conservative candidate, and because it was 

considered a marginal seat, he brought the Prime 

Minister with him.  Whilst much of the coverage 

surrounding the Jewish community during the 

election campaign was focused on negative 

issues, I was keen to make sure we used this visit 

to focus on the positives.

We talked with the Prime Minister about how care providers 

like Jewish Care need the government to get to grips with 

how we can all survive in such a tough climate and where 

the benefits of living in an ageing society also bring many 

challenges too. I told the Prime Minister that in his efforts 

to build a national consensus on the issue of the long-term 

funding for social care, he should look for examples of 

organisations who not only survive, but thrive too.

I am of course mindful that there are many organisations 

who thrive, but I offer here just a few examples of how Jewish 

Care has been able to thrive as one of the medium size care 

providers which manages 10 care homes, a social work 

service and a range of community based provision, much of 

which is unfunded by government or local authorities.

In Jewish Care’s case, success most certainly breeds success. 

We have had a long-term strategy to consolidate our services 

on to modern, purpose-built care campuses. Each of these 

projects has required us to raise significant sums of money 

from our local communities. We have seen that if we engage 

communities in the concept, development and delivery of 

projects, people not only come on the journey, they stay with 

us and in many cases increase their levels of engagement.

“If we engage communities, people 
not only come on the journey, 

they stay with us.”
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Embracing the challenges
for home care

Martin Jones
CEO
Home Instead Senior Care

Home as the hospital ward of the future
Technology and medical advances mean the way people’s 

care needs are met is rapidly changing. In response, home 

care providers need to place innovation at the heart of what 

they do and see delivery of quality care as a continually 

evolving process whilst never forgetting this is a people-

based industry. 

It is my personal belief that people’s homes are going to be the 

hospital wards of the future. People should have access to the 

products and services they need, to help them stay at home 

for longer. We provide a wide range of flexible help at home, 

whether it be a need for companionship, someone to help 

with domestic tasks or just a lift to medical appointments. It 

doesn’t always have to be traditional services – home care 

companies like ours can stay ahead by encouraging our 

clients to adopt positive behaviours such as maintaining a 

healthy diet, keeping mentally and physically active, getting 

good quality sleep and socialising with others. 

Attracting the right talent
In order to provide the high-quality care that will see them 

thrive, home care companies must strive to attract and retain 

the best talent. At Home Instead, we have several measures 

in place to help our CAREGivers, including support services 

which offer benefits such as professional advice, resources 

and counselling. Additionally, we offer a blended 12-week 

training and development programme of face-to-face, virtual 

reality and theory-based learning delivered in line with the 

Care Certificate in England, as well as a suite of ongoing 

development tools.

Never Faulter On Quality 
If home care providers want to stay ahead of the pack, then 

they must never faulter on quality. This means focusing on 

the frontline care offered to clients, the training and treatment 

offered to teams delivering care and continuing to embrace 

innovation and technology. Home Instead’s commitment to 

never faltering on quality has seen more than 60 of our offices 

awarded with an outstanding rating from the Care Quality 

Commission. There is no reason why this sort of excellence 

cannot become the industry standard. 

“People’s homes are going to be 
the hospital wards of the future.”

In the UK, there is a widespread assumption that 

following retirement, people will live at home 

until they no longer can, and the next natural step 

is moving into a residential home or care home. 

The ONS has predicted that by 2068 there will be 

8.6 million people in the UK over the age of 65 – a 

staggering number which means this “traditional” 

path of ageing isn’t sustainable. 

In order to survive and thrive, home care providers need to 

work to shift the public perception of the ageing pathway, 

educating them on the support which is available and how 

they can access it.

Home is where the heart is
A recent study by Home Instead Senior Care revealed that over 

two thirds of over 65s would prefer to stay in their home with 

a visiting carer, over moving in with a family member or into 

a care home. The challenge for home care companies is how 

to deliver this wish to stay at home at scale and with quality of 

care as number one priority.  At Home Instead, our answer has 

been to provide flexible, personalised home care based on a 

client’s specific requirements; we believe in delivering the 

kind of care that we would want and expect our own parents 

to receive. This approach allows clients to stay in their own 

community, under their own roof, surrounded by their own 

things and to continue to live by their own rules. Enabling this 

level of independence and offering personalisation is key if 

home care providers are to thrive.       
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A unified voice
for social care

Mike Padgham
Chair
Independent Care Group (ICG)

“Can we create a stronger 
organisation like the CBI 

has for business?”

That is just the latest challenge for providers in recent months, 

and indeed years, as we all try to steer our way through the 

turbulent waters of social care.

As a provider, I have felt it important to buck the trend for 

closure and consolidation and to expand and grow to a size 

we feel we can operate efficiently at to thrive in the future. 

Hence, we have grown from two centres to five, through 

acquisition, in the past three years.

There is no magic bullet for success and all providers – small, 

medium and large – are vulnerable when times are tough. 

However, it remains our belief that growing to enjoy some 

of the economies of scale that brings, is more sensible than 

staying as we were.

The cornerstones of success remain, in my belief, providing 

the best care that you can, investing in your team and your 

premises and strong marketing. Always moving 

forward and looking at ways to improve and 

innovate will always be top of my agenda.

Speaking as chair of the Independent 

Care Group (ICG), an organisation 

of care providers across York and 

North Yorkshire, I would say that 

supporting our members through 

these troubled times is our 

number one priority.

Fundamental to that is growing 

the organisation – the greater 

the size of the group, the stronger the voice we 

have. Allied to that is gaining and growing our profile and I am 

proud that we have punched above our weight in that regard 

for some years now. We regularly gain local, regional and, 

increasingly, national coverage for our campaigning voice on 

behalf of social care as we fight for fairer funding across the 

sector. We all have a part to play in getting social care higher 

up the political priorities.

There is little doubt that these are difficult times 

for social care providers.

Despite positive noises about a Green Paper to reform 

funding of the sector last year, nothing was forthcoming. And 

for all the promises during and after the General Election, we 

have begun 2020 with little sign of any improvement.

So, the situation of 1.5m people still living without the care 

they need and providers enduring a precarious existence 

continues.

The Government is to increase the living wage and minimum 

wage. Good news for lower-paid workers like those in social 

care and I would love to see even greater increases.

But the sector must be able to afford them and unless these 

rises are matched by an uplift in funding into social care, 

these wage increases will just add further pressure 

to providers, especially to those who are 

providing publicly-funded care.

“Withholding our fees from the 
CQC might make a statement.”
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That will be the key in 2020: to keep up the pressure on the 

Government, remain positive but determined to fight for 

change. The Government is showing little sign of budging 

on social care – talking yet again of “cross-party” consensus, 

which in my book sounds like yet more 

reports, consultations and 

meetings before we see any 

action. We have had enough 

of those in the past.

The ICG and others will need 

to step up the pressure this 

year to persuade politicians 

that we need action now, not 

a further pushing of social care 

into the long grass.

What can we do to make the Government listen? 

Not a withdrawal of services, as that would harm the very 

people we are caring for. But what about withholding our fees 

from the CQC, might that make a statement?

That would only work if everyone did it together. Such unity is 

going to be vital if we are to get our message across.

There is room for lots of different organisations to represent 

social care but that isn’t necessarily the best channel to reach 

government.

Maybe this is the decade that we unite and create one, national 

organisation that speaks for all aspects of social care which, 

with strength in numbers, is listened to more readily than 

many different groups are. Can we create an organisation like 

the CBI has for business, the NFU for farming and the BMA 

for doctors; one strong and unified voice, with a single, clear 

message: get social care done. Worth thinking about.

Meanwhile, this is a big opportunity for the Government to 

be bold and brave over social care, to take risks. They will be 

forgiven if their solution isn’t instantly perfect but what would 

be unforgivable would be to carry on as we are, do nothing 

and leave care to struggle on and that 1.5m to grow and grow. 

This is an opportunity for the Government to go down in 

history as the one that solved the social care crisis once and 

for all; we must make sure they do.

 “I have felt it important 
to buck the trend for 

closure and 
consolidation.”
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Bringing our 
best selves to work

medicine, occupational therapy, monitoring patients 

recovering from surgery, providing personal, social, 

therapeutic and rehabilitative care, supporting adults or 

young people with mental health issues, and dietetics. A 

newly created, national role to address the nationwide 

shortage of nurses, Assistant Practitioners are able to deliver 

care, administer medications and write care plans for nursing 

residents. The hybrid role, a cross between a care worker 

and nurse, has recently been rolled out across the UK by 

Care England to provide a solution to the care sector nursing 

shortfall.

As a care group, we are early adopters of this new role. We 

recognise the value in supporting care staff to develop their 

careers in health and social care and progress both personally 

and professionally. You can see the difference in the approach 

these APs take to resident care – taking a holistic view of their 

needs and engaging professionally with all stakeholders to 

ensure the best outcomes for those in their care. 

In addition to qualifications, staff wellbeing is a cornerstone 

of our HR strategy. Having been a family business for over 30 

years, we would not be in the position we are now in without 

our team. Staff are an extension of our family and we care 

as much about their well being as we do our residents. In 

our experience, through continuously learning and pushing 

ourselves and each other, we feel a greater sense of pride 

and purpose in our work, and this translates to better morale, 

happier staff and ultimately to deliver the best service for 

our residents. And it’s not just our staff members we look to. 

During one of our recent staff training sessions in person-

centred care, a resident took part too, which was invaluable 

for the team and really opened the eyes of the trainees to 

what it is like to be on the receiving end of the care we provide. 

We like to think we are trailblazing by including our residents 

in staff training delivery, and hearing the perspective of care 

delivery from an actual resident made the team want to get it 

right for everyone. We hope others will do this more too – in 

our view it can only bring a positive outcome.  Moreover, the 

resident who took part in the training said they felt their voice 

was heard which made them feel empowered, giving them a 

sense of value that they said had been missing for some time. 

Ultimately, staff and residents alike at Askham look forward 

to growing future skills together in an environment that 

supports and provides them the platform to thrive. 

Aliyyah is a Director at Askham Village Community, a 

specialist rehabilitation and care community situated on the 

edge of Doddington, between Peterborough and Cambridge. 

A family business of over 30 years, it provides specialist care 

and rehab for the very young to the elderly, offering day visits, 

respite or long-term care, goal-focussed rehabilitation, and 

continuing reablement support.

In any industry, staff need to feel competent and 

confident in what they are doing. Without this, 

dissatisfaction creeps in, and this is when staff 

either leave or do a poor job. For me, we have a 

responsibility to every staff member we recruit to 

ensure they can bring their best self to work, and 

that they can make the biggest positive impact on 

all those they interact with every day. It is only if 

we do this, that we can be sure that the care we 

provide at Askham is really and truly excellent 

care. 

Training is a huge part of this. In an ever-changing landscape, 

we offer respite, residential and nursing care to people young 

and old with complex and often unique needs. We are also 

one of the biggest employers in our area – competing with 

the likes of major supermarket chains and retailers locally for 

good staff. It is crucial that our staff can see their progression 

potential and feel that we are supporting them in their 

careers, providing opportunities for development to enable 

them to provide the right level of care to the individuals they 

look after – today and tomorrow. 

This year in particular, we are supporting a number of senior 

staff with their personal ambitions of further education. We 

have four members of staff undertaking a Masters in subjects 

as varied as Psychology, Advanced Clinical Practice, and 

Mental Health. We also encourage our staff to be experts in 

specific areas – for their own sense of self but also to then 

ensure that specialist knowledge is put to good use for 

residents. Most recently, we are supporting our Clinical Lead 

to become a trainer an Aquatic Therapy – this will enable 

more of our staff to be trained in this form of therapy so more 

residents can benefit – with no additional cost to the funder 

or taxpayer. 

To ensure we are providing opportunities at all levels in the 

organisation, not only meeting our own needs but those of 

the wider industry as well, we recently saw our first-ever class 

of eight Assistant Practitioners pass their training to enter 

new roles in supporting our nurses and physiotherapists in 

delivering extraordinary care to residents. 

Assistant Practitioners can deliver high-quality, patient-

centred care in a variety of settings including respiratory 

T A L K I N G

Surviving & Thriving

Aliyyah-Begum Nasser
Director
Askham Village Community





Will 2020 be the year we
solve the social care crisis?

Standing on the steps of Downing Street, Boris 

Johnson promised to solve the social care crisis. 

He has made clear that he intends to ensure no 

one need sell their home in order to pay for their 

care. To date, however, these bold and important 

commitments are yet to be underpinned by detail 

on how the improvements will be achieved or, 

indeed, how much they might cost. 

The Prime Minister has committed to an additional £1billion 

funding for social care next year. This is welcome but all 

commentators have acknowledged that it will be barely 

enough to keep the social care sector going as it is - let alone 

sufficient to provide the improvements that those who need 

care deserve. To bring about genuine change there needs to 

be a complete overhaul of society’s approach to social care.

We know that the care sector faces problems which it will 

take more than words to fix, but it is encouraging that the 

Government has made this critical issue a priority. The UK’s 

ageing population means that growing numbers are in need 

of care and increasingly they have more complex care needs, 

but too often the care sector is treated as an afterthought.  

Similarly, the numbers of individuals with learning difficulties 

is increasing.  At the CareTech Foundation, we have made it 

our mission to change the way society views the care sector. 

With our #ChampioningSocialCare campaign, we are pushing 

for greater support of the social care sector, care workers and 

those living in care.

I believe that if we are to make the kind of dramatic 

improvements that the social care system requires, we need 

to drastically re-examine the way the public – and politicians – 

think about care and care workers.

Jonathan Freeman
CEO
CareTech Foundation

T A L K I N G

Social care

12

@CareTechFdn

“Care workers end up not having 
the care they need to look 

after themselves.”

We rightly respect the work of doctors, nurses, paramedics 

and other health professionals. We recognise their service 

to our communities and we are grateful for the way in which 

they look after our friends and family members when most in 

need. The same should be true of care workers but, in truth, 

care work is often seen as less important or less worthwhile 

than other professions. 

Those who work in care are highly-trained, dedicated 

professionals who perform a demanding job. Whether it be 

young people with learning disabilities or those in later life, 

care workers help people who are often in desperate need. 

Typically, they do so in difficult circumstances, with little 

fanfare or gratitude. It’s time we changed that and showed 

care workers the appreciation they deserve.

A recent report from the Care Workers’ Charity shows that 

carers aren’t getting the support they need. It is a sorry state 

of affairs when care workers, who spend so much time looking 

after the needs of others, end up not having the care they 

need to look after themselves. Care work can be emotionally 

and physically draining, and it’s vital that no carer should 

have to face these issues alone. Across the sector, we need to 

ensure that we put in place the best possible support, training 

and development for care workers.  Without such support, the 

morale and well-being of teams is affected, and carers don’t 

feel supported to do their jobs well.  And commissioners must 

recognise that the costs of such support are an essential part 

of what it takes to provide care appropriately.

It is obvious that there’s no single, easy fix for the care sector 

and that it will take time for the real improvements we need 

to become a reality. But, with the Government promising 

to make social care a priority, I am optimistic that this will 

lead to greater recognition for our care workers. As leaders 

in care though, we cannot afford to wait for government 

action to bring about the change our sector so desperately 

needs. We all have a duty to ensure that in 2020 we are 

#ChampioningSocialCare, so that each and every care worker 

feels valued and supported in their work.

“For genuine change there needs 
to be a complete overhaul of 

society’s approach to social care.”

@jonathanfreeman

www.caretechfoundation.org.uk
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The health and social care crisis –
is the question too difficult to answer?

A look at the impact of the election on health and 

social care.

In December 2019, the Conservatives won the general election 

with a significant majority. Whilst Labour and the Liberal 

Democrats set out detailed plans for health and social care 

funding and reform during the election, the Conservatives 

were challenged about their lack of detail on the issues. The 

primary focus during the election and Boris Johnson’s aim as 

the re-elected Prime Minister is to “get Brexit done”. 

As expected, Brexit and the NHS took centre stage in the 

Queen’s Speech on 19 December 2019. The Prime Minister’s 

introduction stated that it was the “most radical” Queen’s 

Speech in a generation, aimed to “deliver on the priorities 

of the British people”. Yet, it failed to set out a plan of action 

for health and social care – a key matter needing urgent 

attention.

Despite promises from the government that it will focus 

on achieving a long-term solution to health and social care 

challenges, the so-called “ambitious” reform plan lacks any 

sense of sustainability. The plan includes an additional £1 

billion funding for adult and children’s social care every year 

until 2024 and a promise to seek cross-party consensus 

urgently to bring forward necessary proposals and legislation. 

That £1 billion is to be split between both adult social care 

and children’s services and individual local authorities will 

decide how the amount is divided in each area, based on local 

need. The government acknowledged the rising demand of 

social care, but the allocated funding is unlikely to meet that 

demand. 

Crucially, the government’s plan does not include any detail 

about how the recruitment and retention crisis in the sector 

will be addressed. It is reported that 1 in 3 staff employed 

in social care leave their position each year and there are 

currently around 110,000 vacant roles in the sector.  

The Prime Minister has stated that no one should be forced 

to sell their home to pay for care, but it is unclear how exactly 

this will be achieved as the government has failed to provide 

details on how it intends to resolve the issue.

The Conservatives’ illusive social care green paper has not yet 

materialised and in October 2019, the Health Secretary, Matt 

Hancock, indicated that it might be abandoned. The Health 

Secretary stated that the focus is on finding a solution rather 

than setting out many options. Mr Hancock further indicated 

that the significant delay in publishing the green paper was 

because of the lack of cross party consensus. 

Although the government’s significant majority gives it the 

power to implement a robust solution, the lack of detail and 

the half-hearted promise to start cross party talks does not 

bode well given the failed history of a cross party consensus 

on the issue of social care reform. Unfortunately, 

the government’s plan for health and social 

care appears to have adopted a make do and 

mend approach. It is unclear what the aims of 

any cross party talks are, and any such talks 

appear unlikely to take place promptly given the 

current distraction – Brexit.

There is a great deal of uncertainty for the 

sector at this time and in order to thrive, 

health and social care needs more 

political attention, increased funding 

and robust reform. It remains to be 

seen what is in store in 2020 

and beyond. 

Sarah Price
Solicitor
Lester Aldridge

“The government appears to 
have adopted a make do and 

mend approach.”

“The so-called “ambitious” 
reform plan lacks any sense 

of sustainability.”

Laura Guntrip
Partner
Lester Aldridge
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The future of the workforce
is in the government’s hands

Karolina Gerlich
CEO and Founding Director
National Association of Care & Support Workers Ltd
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“The law must recognise that that 
the job itself is highly skilled.”
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The December election produced the 

Conservative government a strong majority. 

For social care, this means that changes can be 

decided on swiftly and implemented with the 

urgency warranted by the current state of affairs.

As rewarding as care work is, it is also extremely demanding 

and requires an enormous range of skills. This needs to be 

recognised in the country’s immigration policy; care workers 

should be classed as key workers and given visa exemptions. 

With the average care worker earning under £20k a year, it is 

essential that income restrictions are not imposed on future 

care workers immigrating to the UK. After all, the salary of a 

care worker does not fairly reflect the immense value they 

add to society. 

Immigration policy must reflect the importance of care work, 

and the high level of skill necessary to deliver the high-quality 

care we aim for. With a huge shortage of staff already, 

it is essential that we remain open and welcoming 

to talent.

It has been a long 

time coming that the 

social care workforce is 

recognised in legislation. 

Professionalisation of 

care staff has been on 

the agenda of previous 

governments – now is the 

time for England to catch up 

with Northern Island, Scotland, 

and Wales in terms of care worker 

registration. The law must recognise 

that that the job itself is highly skilled 

and better protect people who use care 

services.. 

Registration of care workers in England 

and a robust, flexible, and ambitious 

training framework will improve the 

general quality of care; they will also 

“The attitude that social care is 
where money goes to die does not 

have a place in 2020.”

give care workers respect and recognition befitting their hard 

work and personal sacrifices.

The government is facing the huge challenge of addressing 

decades of neglect. Speed and decisiveness are needed, 

followed by substantial increases in funding to a level that 

would make the sector sustainable. Care workers are worth 

the investment, considering the value of the work they do: 

economically, and in the health and well-being of society.

Many care workers come to NACAS expressing worry about 

the daily challenges they face and the lack of training to 

cope. Currently, legal requirements for social care training in 

England do not reflect the complexity of the role. 

The attitude that social care is a ‘bottomless pit where money 

goes to die’ does not have a place in 2020. In the same way 

that care workers should be seen as no less important than 

nurses and doctors, social care should no longer be treated 

as an afterthought to the NHS. A well thought out and long-

term workforce strategy, in the Social Care People’s Plan, is 

what we need from the government this year. 

There is a lot of great practice in parts of the UK, in 

european countries, and around the world. 

Now is the time to take the  results of years 

of research and implement it on a national 

level. 

The future of a 

sustainable care 

workforce lies in 

government-level 

understanding of 

what social care 

is. We support and 

enhance people’s well-

being, and share some 

of their best and most 

difficult times; we work in 

caring relationships, sometimes 

lasting many years, including nights, 

weekends, and even Christmas. As 

such, it is unacceptable to fund and 

regard social care as merely a task-

based service.



Dignity in care:
what does it mean?

Dianne Underwood
Director of Quality & Care
CRG Homecare
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“There’s no ‘one-size-fits-all’ 
in care.”
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Dianne Underwood is Director of Quality and 

Care at CRG Homecare, one of the UK’s leading 

providers of domiciliary care, which offers quality 

care to service users in the comfort of their own 

homes. 

The beginning of February marks Dignity Action Day, 

which aims to raise awareness and promote dignity in the 

care sector. It champions health and social care workers to 

understand and instil dignity in everything they do, giving 

service users a sense of purpose and control in their day-to-

day lives.

Respect
For me respect is imperative when it comes to 

creating a culture of dignity in care.  The 

morals and beliefs of service users 

should always be followed and 

respected. Everyone is different 

and should be treated as such 

– there’s no ‘one-size-fits-all’ in 

care, so communication is key.

Service users should always be 

involved in decisions related to 

their care, as making changes 

without consulting them can 

make them feel dehumanised 

and undervalued. Service users 

will appreciate being consulted about 

any changes to their care, whether it be 

medication or new staff – they need to know that their 

opinion is respected and understood.

Many people using our service feel lonely and isolated, so the 

unique bonds they develop with their carers mean that our 

care workers can get a feeling for how to interact with each 

service user and better accommodate their needs.

Caring
Compassion is absolutely essential in care.  It might not 

be something that many people consider, but properly 

addressing individuals is important for promoting dignity. 

A name is vital to someone’s identity, so making an 

assumption about which title or name a person would prefer 

to be identified by can harmful. We make sure that all of our 

care workers ask each service user how they’d like to be 

addressed, so that all of our users feel respected. Many of 

our staff tell us they treat service users like their own family, 

affording them the same levels of care and compassion. 

Respecting personal space and possessions
A person’s home is their sanctuary, so having strangers come 

into that space can initially be a very daunting prospect 

for a service user. We speak to them all individually 

to understand their expectations of their care team 

and discuss the importance of respecting space 

during training for all of our care workers.

It’s so important to establish 

boundaries as it makes 

people feel respected and 

instils a sense of trust. All 

of our relationships at CRG 

Homecare are built on trust 

– due to the nature of the 

support we provide, there 

are often situations where 

an individual’s dignity could 

be compromised so we train our teams to handle hygiene 

activities sensitively.

Maintaining personal dignity and treating people with respect 

are two of the biggest challenges that the care industry faces 

today. All adults are entitled to it – no matter their age, gender, 

skin colour or disability – and care workers should always 

strive to keep this in mind each and every day – that’s the 

Power of Care.

To find out more about CRG Homecare and its 

services, visit: 

https://crg.uk.com/homecare/

“A person’s home is 
their sanctuary.”



Connecting with nature
in dementia care

Ask anyone about their favourite childhood 

memory, and most often it will involve being 

outdoors – picnics, sledging, collecting conkers, 

spotting birds and creepy crawlies. 

Later in life, and particularly for people with dementia, 

feelings of happiness, health and wellbeing continue to be 

evoked by the outdoors and can significantly impact quality 

of life. Biophilic design focuses on increasing connectivity to 

the natural environment and demonstrates beneficial effects 

in care facilities. James Botterill, director at HSSP, shares his 

experience in designing ‘homes that care’ for people living 

with dementia, centred on biophilic principles.

Outdoor play, at any age
Access to the outdoors is an important aspect of caring for 

people with dementia, providing fresh air, smells, birdsong, 

colours and natural light to stimulate the senses. Wildlife 

gardens and raised planting beds encourage exercise and 

purposeful activities, with a therapeutic effect on stress 

and blood pressure. It provides space for social interaction, 

addressing feelings of isolation and promoting well-being.

However, accessibility is a barrier in many care homes. 

Biophilic design requires indoor space and outdoor areas to 

be simple and safe, aiding navigation and mobility. At HSSP, we 

have worked on a concept that deconstructs the traditional 

institution into a cluster of smaller, self-contained ‘pods’. It 

breaks down long corridors and noisy communal areas to 

create light and airy spaces with straight-forward access to 

the outdoors. The design provides a sense of familiarity and 

freedom, even for the less mobile.

The outdoors also provides a neutral space for all ages 

to engage. In Norwich, we recently designed a high-

dependency nursing home to include an outdoor children’s 

play area that encourages young families to visit and enjoy 

intergenerational play.

Evoking childhood memories
Memories from childhood are more deeply rooted than 

more recent ones and creating environments that evoke 

happy early life memories can be stimulating and comforting 

James Botterill
Director & Award-winning 
RIBA Chartered Architect
HSSP
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HSSP Architects was established in 1966 and prides 

itself on its quality service and client relationship. The 

award-winning practice works across the commercial, 

residential and community sectors. More information: 

www.hssparchitects.co.uk

“Viewing nature from indoors can 
have the same beneficial effects.”

Magnum Care Home, Stamford, Rutland: 
Our design in Stamford has a good sense of Biophilic design. We have 
designed the internal layout to maximise the open views of Burghley 
House and the adjacent River. The home has also been designed with a 
glass roof terrace to allow first floor free flow access to the outside, 
maximising views over the River.

to people living with dementia. The ‘Gables Care Village’ 

project in Leicester includes a proposed uplifting outdoor 

space with bright beach huts, reminiscent of holidays by the 

British seaside that might have been enjoyed by many of its 

residents.

Bringing the outdoors in
Biophilic principles apply inside, as well as out. Natural light, 

materials, textures and colours can be immensely therapeutic 

and even viewing nature from indoors can have the same 

beneficial effects on health and communication. At the Alysia 

Care Home in Rutland we focused on bringing year-round 

natural light into internal residential spaces, from bedrooms 

to corridors. Artificial patterns and lighting contrasts can 

confuse people experiencing sight loss and dementia, so we 

work on carefully balancing light and colours throughout. 

Orientation and feelings of wellness can be aided by a view of 

a building, landscape or garden. Residents at the Alysia Care 

Home enjoy grand views of the Elizabethan manor, Burghley 

House, through large windows in the central communal 

building and, on the first floor, a glass roof terrace offers a 

place to enjoy the River Welland and surrounding countryside. 

From care homes to homes that care
The principles of biophilic design don’t stop with the 

architecture. Installation of incubators into communal areas 

so that residents can watch chicks hatch provides an uplifting 

experience of new life and proves to be a boost to feelings of 

wellness. And it is not just the residents that feel the effect. 

Embracing nature through biophilic design also impacts the 

mindset of staff and the quality of care. Designing homes that 

care recognises the importance of a connection to nature 

and natural light, and it is critical that our care home design 

evolves to recognise the benefits of a biophilic approach.



2020 – the outlook
is positive

Fiona Williams
Chief Operating Officer
Prestige Nursing + Care
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The care sector is a hugely important industry, 

with more and more people relying on the care 

industry every year as the UK population ages. 

Last year, Age UK predicted that, by 2040, the 

number of older people in need of care and 

support, whether publicly or privately funded, 

will increase to 1.2 million. This is an ominous 

trend, given the UK is in the midst of what has 

been called ‘a care crisis’. 

An ageing population means that more people are requiring 

care, yet there is a recruitment shortfall which is only set to 

widen in the next decade across all forms of care. For example, 

earlier this year three thinktanks concluded that, based on 

current trends, NHS staff shortages will rise to nearly 70,000 

nurses and more than 7,000 GPs within five years. With recent 

statistics suggesting the UK population will grow by 10million 

in the next two decades, further pressure will undoubtedly be 

placed on the medical and care professions.  

Furthermore, the continued political and economic 

uncertainty, largely around Brexit, has meant that time that 

should have been devoted to helping to tackle the care crisis 

was diverted to trying to solve the Brexit conundrum. As a 

result, much needed investment, both in terms of money and 

resources, has been stunted.

Opportunities 
However, despite these very clear challenges, there is much 

to be encouraged about and, looking at 2020, we at Prestige 

Nursing + Care see much to be excited by. With a strong 

Conservative hold in Parliament, and a budget date set for 

March general election looming, we should expect to see 

concrete proposals from the Chancellor to tackle the care 

crisis, with the possibility of cross-party consensus to tackle 

the issue head on.

“We expect to see concrete 
proposals from the Chancellor 

to tackle the care crisis.”

Politicians coming together to help the industry with support 

is of paramount importance, as well as a concrete pledge to 

support and grow the care industry. This needs to include 

budget details, but also plans to help those requiring care – 

and administering it. 

As well as plans from politicians, technological innovation 

should support our care teams to continuously improve 

our efficiencies and the level of care we can provide for our 

client’s. We expect the pace to of technological developments 

in the next 12-24 months to increase and we’re really excited 

about some of the proposals emerging.

Another huge benefit for the care industry has been scientific 

breakthroughs. Instances of dementia and other complex 

conditions are becoming easier to diagnose – and at an earlier 

stage. This gives us hope that we may be able to help stem 

the tide. At Prestige Nursing + Care we work closely with 

Dementia UK and we have our own Admiral Nurse, Sue Jones, 

who ensures that our care teams are kept up to date with best 

practice and developments in dementia care.  

Something else that we’re really excited about, is a keenness 

from school and University leavers to consider a career in 

care. An October 2019 poll by the Department of Health and 

Social Care found that over half of people aged 18-34 were 

open to switching jobs to start a career in adult social care. 

This is a hugely positive trend and shows the high number of 

people wanting to help others. No two days are the same and 

at Prestige Nursing + Care, we’ll be continuing our recruitment 

drive to promote the benefits of a career in care. 

Retain independence
At Prestige Nursing + Care our core focus is to help people 

retain their independence in their own home whilst receiving 

care and support. Whilst there are undoubtedly hurdles and 

challenges for the industry to overcome, there are also clear 

opportunities to look forward to in 2020. We’re really excited 

about the positive impact that we can continue to provide to 

those requiring care – and their friends and family. 

“Over half of people aged 18-34
were open to switching jobs to 

a career in care.”



Getting in early is key
to nurse recruitment

Stacey McCann
Chief Operating Officer
Belong
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“Creative routes to nurse 
recruitment are proving to be the 

way forward in social care.”
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Nurse recruitment was one of the defining issues 

of the recent election campaign and remains high 

on the agenda of care providers as we move into 

2020. Promoting the rewards of nursing in social 

care has never been more vital as we compete 

with the NHS to attract and retain recruits, and 

offering students experience in the sector early 

in their training is key to achieving this. Belong 

villages are using a range of approaches to build 

links with local educational establishments and 

help establish an alternative career pathway for 

newly qualified nurses as a way of promoting a 

steady influx of talent. 

Many of the success stories coming out of the villages have 

arisen as a result of college and university work placements 

and apprenticeships, with several students later going on to 

pursue a full-time career with Belong. 

Most recently, the Newcastle and Stafford Colleges Group 

(NSCG) awarded Belong Newcastle-under-Lyme the 

‘Best Large Employer’ accolade for providing excellent 

opportunities for new staff and students to develop their 

skills, through a range of health and social care programmes.

Work placements and apprenticeships offer the opportunity 

to acquire real, hands-on experience, such as handling peg 

feeds and medications, as well as assisting multidisciplinary 

teams. At Belong, students are also encouraged to work on the 

24-hour support households, to deepen their understanding 

of customer-focused care around the clock. 

Case in point 
Adult nursing graduate, Lisa Wynne, undertook an eight-week 

work placement at Belong Wigan, during the first year of her 

BSc honours degree at the University of Central Lancashire 

(UCLAN) in 2017. Under the guidance of her mentor and 

Belong Wigan Nurse, Lisa Wynne

(L-R) Belong Wigan Support 
Manager, Lana Welsh, resident 
Gordon Hughes and Nurse, 
Lisa Wynne

Belong support manager, Lana Welsh, Lisa gained first-hand 

knowledge of working in adult social care and a thorough 

understanding of nursing best practice. She also developed 

a strong bond with the rest of the team, which provided her 

with an insight into the teamwork required to work effectively 

in a social care setting. As a result of this success, Belong 

maintained a relationship with Lisa throughout the duration 

of her degree, and upon graduating 

with an Upper Second Class Honours 

(2:1), she was invited to return to the 

village to take on a permanent, full-time 

nursing position.  

Commenting on her appointment, Lisa said: “Social care has 

long been my passion and I’m thrilled to be living this out at 

Belong Wigan. My work placement was invaluable, providing 

me with the skills and experience required to start my career. 

I was also able to build meaningful relationships with both 

my team and customers throughout the programme, which 

stood me in good stead when returning to a permanent 

position. I look forward to sharing my experience with the 

next cohort of students.” 

Creative routes to nurse recruitment are proving to be the way 

forward in the face of rising demand in the social care sector. 

Belong has found student placements and apprenticeships 

to be particularly effective tools for attracting talent, as they 

provide a unique insight into the meaningful and rewarding 

nature of a nursing career. Building links with community 

organisations and educational establishments is the crucial 

foundation on which these approaches can be developed 

and will generate interest in the long run. As demonstrated 

by Lisa’s story, finding and retaining nurses is possible, it just 

requires the right approach. 



What we want to see from the 
new Government 
Change can’t come soon enough for autistic people and 

their families. So many are already living without the basic 

support they need, and we fear this will only get worse if 

the new Government doesn’t finally resolve the question 

of how to fund social care. In the immediate term, it is vital 

that the Government uses the upcoming update to the 

autism strategy to set out what services councils should be 

commissioning and how. 

While the autism strategy is an important opportunity to 

drive forward change, its promise can only be fulfilled if we 

also have a social care system that works. During the Queen’s 

Speech, the Government said it would work to find cross-

party consensus about how to fix the social care system. And, 

as part of the Care and Support Alliance, we’re calling on them 

to set out a plan to do so by March. But, if a consensus can’t 

be found across parties, this must not mean further delays.

The Government should create a system that really works for 

everyone, including autistic people. This means: 

■ putting a stop to people having to struggle on with 

     unmet needs

■ making sure councils have the funding they need in the 

     future to provide high quality care 

■ working with charities, autistic people and their 

     families as well as care professionals to find out 

     what they need, and delivering on their 

     promise from July 2019 to solve this once 

     and for all. 

A bright future 
for autistic people? 

Anna Bailey-Bearfield
Policy Manager
National Autistic Society
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Could the 2020s be the decade that autistic 

children and adults in England finally get the 

support they need? There are some promising 

signs, with the Government set to publish the 

new national autism strategy in the coming 

months and committing to extend this to children, 

alongside adults, for the first time. 

But real change won’t happen until the Government sorts 

out tfhe crisis in social care. This is one of the most striking 

issues which undermined the promise of the original autism 

strategy when it was first published 10 years ago.  

Our joint inquiry with the All Party Parliamentary Group on 

Autism found that 71% of autistic adults don’t get the support 

they need. We hear from so many who become lonely or 

isolated and even develop mental health problems after 

struggling without the support they need. 

For more than twenty years, governments have recognised 

that the social care system is underfunded and that disabled 

and older people aren’t getting the support they need. But no 

government has – to date – been able to change this. And it 

has increasingly affected councils, who struggle to provide 

the care many autistic adults need.  

A new Government
Every year, more and more people need social care. Despite 

this increase in demand, councils have seen their budgets 

squeezed in recent years. Successive governments have had 

to invest short-term funding to prevent the care system from 

collapse. 

Back in July 2019, during his first speech as Prime Minister, 

Boris Johnson promised to resolve the social care crisis “once 

and for all”.  However, we and over 80 other organisations in 

the Care and Support Alliance were disappointed that there 

was no firm commitment to reform social care in the Queen’s 

Speech in December 2019, despite a brief mention. We were 

- and are - worried that social care could be put in the “too 

difficult to solve” box once again. 

Find out more 
www.careandsupportalliance.com

“71% of autistic adults don’t get 
the support they need.”

“The Government is set to 
publish the new national 

autism strategy”



Invest in success:
Top tips for social care best practice 

Pauline Paterson
Director of Regulation & Quality
Keys Group
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We all know the importance of going the extra 

mile to ensure that we are delivering exceptional 

care but how can social care providers make sure 

that they are always improving? In my experience, 

positive transformation starts from the top, and 

in this article, I will share some of my top tips for 

social care best practice.  

Transparency 
Social care will always throw challenges into the path of those 

involved in delivering it. At Keys Group, we want to learn from 

those challenges and ensure that we can always identify 

how we can improve our practice based on these learnings. 

We always welcome and consider the feedback we receive 

from the children and young people we support, as well as 

from their families and carers. However, it is important not 

just to listen, but also to show that we are responding and 

developing practice as a result of what we hear. Transparency 

is the foundation of effective learning and ensures both 

accountability and responsibility to those we support and to 

each other.  Our first annual quality report is a significant step 

in publicly demonstrating our commitment to transparency 

and to learning and developing at every opportunity. 

I would encourage all social care providers, from board to 

floor, to ensure there is room for reflection in their day-to-day 

operations, as well as a willingness for everyone to share and 

collaborate on how procedures, behaviours and habits can be 

improved or adapted. 

Leadership and people 
Social care is all about people, so it is crucial that providers 

identify best practice for recruitment and retention and 

develop excellent leaders. At Keys Group, we have seen 

success in both areas in the past two years – and I believe 

this is because we have invested in our staff and developed 

our leadership talent. For example, we established the 

Keys Academy which provides training and development 

to everyone at Keys Group, and helps our staff gain not 

only vocational qualifications but also to develop their 

management and leadership skills. 

Training is so important, not just to maintain high standards, 

consistency and continuously improve, but also to create a 

workforce that feels valued and invested in. Internal training 

programmes also allow all the work you do to be underpinned 

by values, such as our EPIC values of Excellence, Passion, 

“An increased understanding 
between our services and police 

forces has improved quality.”

Integrity and Caring. To create a motivated workforce, you 

must first make sure staff know and internalise the values 

they should be living out every day. 

In-house specialist expertise
In-house specialist support can be invaluable in bolstering 

the services that your business provides. Hiring individuals 

who have knowledge and experience in very specific areas 

who can use that experience to improve the quality of care 

adds significant value to the work we do. This kind of support 

is something we strongly value at Keys Group, and highly 

recommend. 

In July 2016, we hired Steve Challinor, a retired police officer, 

as our Police Liaison Specialist Advisor to help the Keys team 

engage and work more collaboratively and proactively to 

address problems that may arise  between local police forces 

and Keys Group services. His work supported a forty percent 

reduction in  police interventions in Keys Group residential 

services from March 2018 to March 2019.   An increased 

understanding and co-operation between our services and 

police forces has also undoubtedly improved the quality of 

life of our young residents.  

So, what can we learn from this? The most important 

takeaway is that best practice in social care 

should always be led by expertise. Specialists 

– whether they be in addiction, trauma 

or, like Steve, in police relations – can 

deploy their experience for the benefit 

of those in care. What’s more, if they 

are in house, these specialists can 

build thriving relationships with 

the looked after young people, as 

well as the staff and management. 

Social care is all about improving 

lives and helping people, and we 

are always striving to maximise the 

quality of our care and education to 

fulfil our vision – Inspiring and supporting 

young people to live happy, healthy and 

successful lives. I hope these insights into the 

Keys Group will allow other providers to consider 

their current practice, and encourage them to ask: how 

can we do the best for the people we serve?





Why use Leecare’s Platinum5
web browser software suite?

T A L K I N G

Technology
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Platinum Care is a single care, medication, 

operations and financial management system, 

linked to modifiable staff and resident/family 

forms builders, report builders and Apps, 

giving you control over your system after 

implementation.

About Leecare 

■ Uses advanced technology

■ Servicing the sector since 1997  ■ Used world-wide

■ One database – all functions;

■ Auto-Quality Statistics Reports: Infections, Incidents,  

     Wounds, medications, Weights & Vital Signs, unplanned      

     weight loss, Discharges, Assessment changes, one 

     program does all 

■ Any device, any platform, any browser

■ Uploaded Documents feature allows uploading of      

     relevant hard copy docs such as x-rays / path results, 

     videos re care, pictures and more

Platinum5:
Access to all your 

data at the point of 

care. Platinum5 is the 

most advanced health 

and community care 

software in the industry. 

Platinum5 seamlessly 

integrates to manage 

all your organisation’s clinical, care, social support, business, 

management and best practice standards’ requirements. It 

includes an organisation managed, complete forms builder 

and reports builder for all system data interrogation.

P5Exec
Governance with ease. Supporting your operations 

with all management and safety system requirements. 

P5Exec’s operations’ modules address Quality/ Continuous 

Improvement, Staff & Supplier Management, Maintenance, 

Education & Credentials, Document Library, Staff Forms and 

Organisation Forms builders (to enable building and editing 

all forms) as well as Staff and Organisation Reports builders to 

create required reports.

P5Med
The right person, drug, dose, route, time, action, form, 

response- every time. P5Med is a complete medication 

management system to assist staff achieve an error- free 

administration process. It features seamless, real-time 

integration of data with P5, preventing adverse events with 

automated notifications, such as PRN notifications, addition 

of new meds into the system, infrequent meds alerts, allergy 

and key administration information displays.

P5Pharmacy
C o m m u n i c a t e 

directly with 

your pharmacist, 

designed with 

simplicity in mind. 

P5Pharm is a fast 

and smart way 

for your facility 

to always be in 

contact.

P5Finance
Finance connected to your care system. A fully integrated 

finance solution specifically created for elderly and 

community care organisations to configure organisation 

specific charges and ensure billing is as needed.

Ticks all the boxes
■ Professional Standards covered: Health, CQC/KLOE/

     PIR, DOLs/MCA, NICE, NHS, SOVA, IDDSI

■ GDPR compliant

■ Information linked throughout in REAL TIME

■ Objective decision making from real time data

■ Dashboards and reports emailed and viewed as needed

P5Insight using Beacon technology for 
pro-active staff alerts
P5Insight using Beacon technology for pro-active staff alerts

Beacons Bluetooth technology is used to highlight to staff, as 

they walk around, key details regarding residents including, 

Alerts, vital care information and needs.

P5Mobile
Helping staff enter details at the point of care, linked in real 

time to the fuller software program so that alerts can be 

triggered as for example, staff record a weight or vital sign 

out of an acceptable range or enter a new progress note or 

bowel entry etc.

P5Mycareplan for residents/clients/ 
families engagement
Using the P5MyCarePlan App - residents set their own goals, 

view care plan, reports and care docs, share daily photos, 

feedback, view planned events, increasing cognition and 

wellbeing by being involved in own care.

Leecare Awards
Our Award winning Platinum 5 software system has won 

implementation and best program / ICT company of the Year 

awards every year since 2006!

Easy to use

Find out more 
For more information, contact Temby Nyemba at: 

temby.n@leecare.co.uk

All Mobile Apps are linked in real time.
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Wellbeing... 
its not just about activities

R E A L  L I V E S

Ashton Wiles
Head of Wellbeing
Park View Care Home

“Wellbeing is not just 
about activities.”

“If we can’t make the activity 
a reality, we do it virtually.”

I have been working at Park View Care Home, for 

over six years. I began my role at Park View, as a 

Care Assistant, and then progressed to a Senior 

role. Two years ago, I was given the chance to 

be Head of Wellbeing to enhance the lives of 

residents within the home. 

I am passionate about ensuring a high quality service and 

want residents to feel completely at home here.  I work with 

the residents, their families and the wider team to ensure they 

are supported to live full lives through a tailored wellbeing 

programme. 

Physical and mental wellbeing go side by side, improving 

fitness, helping with depression, anxiety and loneliness, 

improving the quality of sleep and even reduce falls.  

With this in mind, I have introduced aromatherapy and yoga 

sessions and have also developed a working relationship 

with a local gym who visit and provide reablement training to 

improve mobility and sitting balance.

It is so important that we engage with every single resident 

within Park View and look at each individual life history.  

We can only help residents continue to live meaningful lives 

if we can understand them fully, especially our dementia 

community within Park View. 

Residents are encouraged to participate in the wellbeing 

programme so that it can be as person centred as possible.  I 

hold a monthly ‘Residents’ meeting’ which allows everyone to 

get involved in the planning for future activities programme.  

Feedback from this is important and we soon get a clear idea 

of what works and what doesn’t – there is no holding back!

I like to maintain strong links with outside communities, and 

our home is always open to visitors who come in weekly to 

entertain, share memories and promote engagement.  

Of course, daily group sessions are important; however, 

we also cover a range of activities on a one-to-one basis.  

Wellbeing is not just about activities, it’s about everyday 

meaningful interaction or engagement.

For example, we have a former piano teacher who I 

encouraged to run monthly, ‘Forever Young’, choir sessions 

at the home.  We also have a former farmer who loves our 

animal visits in the home.

And if we can’t make the activity a reality, we certainly can do 

it virtually through our virtual reality headset. For example, 

one resident who loves elephants recently went on a safari 

by simply watching a virtual reality episode.  She was thrilled! 

I take the attitude that anything is possible.  We want our 

residents to live life to the full and not just exist at their time 

within Park View – and we are proud to be able to say we have 

achieved this.
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Variety is the spice of life

R E A L  L I V E S

Cross Keys Care’s Inese Butlere describes how she 

has bought her very own style and creative flair 

– as well as resident involvement – to the busy 

social calendar at Lapwing Apartment extra care 

scheme.

I started at Lapwing Apartments as a receptionist. I instantly 

felt a connection with the building and the residents and 

could see so many ways to get them involved and build on 

the community feel. When you have a new build, where all the 

residents are new, it is important to get the events going and 

people mingling right from the word go.

The Manager, Maggie, and the team did a great job initially, 

but as the complex filled it was clear a dedicated activities 

co-ordinator was needed to keep the momentum going and 

make sure everyone felt at home the minute they moved in, 

reducing social isolation.

I was very keen to go for this job, as I knew I had many creative 

skills I could bring to the role, as well as already having a good 

understanding of the residents’ preferences. I was thrilled 

when I was offered the position - my dream come true! 

I really focus on making sure the residents have full say 

on what they want to do, and so, at the regular residents’ 

meetings I open-up the floor for new ideas. I also get them 

involved with the planning and making decorations so they 

feel involved in every event and activity. 

I try to bring some variety to activities, and because traditional 

entertainment is expensive, I have had to think outside the 

box. For instance, when walking through the city centre, I 

heard a brilliant busker singing, and so I asked them if they 

would be interested in coming to play for my residents. They 

were, and they went down a storm.

Inese Butlere
Activity Co-ordinator
Cross Key’s Lapwing Apartments

One of the groups Inese has organised for residents

“I heard a brilliant busker 
singing, and so I asked them to 

play for my residents.”



The daughter of one of our care workers is part of a Latvian 

dance troupe and so I asked if they would come in as well. I 

like to get something different in that the residents may not 

have seen before. The troupe were fantastic and got everyone 

moving and clapping.

I’m very keen to do things that reflect the multi-culture within 

Peterborough and the workforce at Lapwing Apartments – 

like the Latvian dance troupe and taking the residents to a 

Polish restaurant. I firmly believe that variety is the spice of 

life.
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“I like to do things that reflect 
the multi-culture within 

Peterborough.”

Inese, left and residents get spooky for Halloween

Residents enjoy a trip to a Polish restaurant

“I started as a receptionist but 
instantly felt a connection with 

the residents.”

Funding entertainment is always a problem, but we have 

come up with a solution.  When residents have items of 

furniture that they no longer want, I sell them on their behalf 

on Facebook, and all the money raised goes into the social 

fund.  We have raised over £400 so far. This means we can be 

more adventurous and go out to the cinema and on trips to 

restaurants. Some of the residents hadn’t been to the cinema 

for twenty years.

I also make sure that the events are varied and focus the 

residents’ health and wellbeing. l paint the ladies’ nails to build 

on their self-esteem, and we do chair exercises, to build up 

strength. We also have a church service from the Salvation 

Army - I really do try to cater to everyone’s tastes.

The last word goes to resident Grace Banks: “Inese really 

gets us involved; doing crafts, making sandwiches for our 

tea parties.  She is so enthusiastic, and she encourages us 

so much and makes us feel like we can really do it.  She also 

spurs us on to get involved. Sometimes we need a little kindly 

cajoling or else we end up sitting around! She’s just great fun 

to have around.
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Going the extra mile 
achieves marathon results

R E A L  L I V E S

Anne Bilham, Team Leader at Shared Lives 

South West, who showcases a great example 

of teamwork, service user inclusion and 

empowerment.

“We all live and breathe the model of care and come together 

to ensure the people we support live their best life,” said 

Anne Bilham, Team Leader at Shared Lives South West when 

talking about the staff team and the 300 carers within the 

organisation.

Anne Bilham joined Shared Lives South West three years 

ago and her enthusiasm, passion and knowledge shine 

through making her a great leader and team player. She was 

instrumental in making sure a large SLSW fundraiser didn’t 

falter and got the whole staff team, carers and people who 

use the services involved ...

In the summer the charity’s CEO Dominic Spayne, who is an 

experienced marathon runner, decided to run from North 

Devon to the South Cornwall, a total of 191 miles in five days to 

raise funds and awareness of the charity.

The idea was sparked by Anne, the seed was planted and the 

long the route was mapped.

Dom stopped at various points along the route where SLSW 

carers and people who use its services had organised picnics, 

barbecues, cream tea events to cheer him on.

Unfortunately, on day three of the event, Dom contracted a 

virus and had to rest. 

Within minutes of Dom calling, Anne was rallying the troops 

getting staff, carers and the people who use Shared Lives 

services to fill the missing miles, until Dom was fit enough to 

put on his running shoes again.

Anne herself got on her walking boots and ended up walking 

more than 20 miles of the route and even roped in her son to 

do some of it with her to fill the several miles of void.

“It was so important to me to keep this challenge going,” said 

Anne.

“I was on the road offering support throughout and felt 

responsible to get the task done. We have a staff member in 

a wheelchair who drove people to various drop off points on 

the route, others walked or ran parts of the route. Literally 

the whole team were involved and wanted to support the 

challenge.

“We also had various SLSW families walking and running 

parts of the route and cheering on runners/walkers if they 

didn’t feel able to take part.”

Anne Bilham
Team Leader
Shared Lives South West

“Anne rallied the troops getting 
staff, carers and service users to 

fill the missing miles.”

Anne’s team in Somerset
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Dom was back in action on the final day and Anne was there 

to support him across the finish line in Penzance along with 

SLSW families from across Devon and Cornwall who were on 

hand to cheer him on.

“It was a real team effort all round and I feel proud we all 

pulled it off,” said Anne.

In the three years Anne has been at SLSW she has seen many 

changes and one of the most significant changes to SLSW’s 

staffing structure, which elevated her role to include being 

a registered manager. She stepped up without hesitation 

and because of her positive nature, abundance of skills and 

knowledge she is truly an asset to the organisation.

SLSW, which has just celebrated its 15th anniversary, went 

through a period of change around a year ago after the CEO 

left, which challenged the organisation.

Anne played a huge part in settling the team and being there 

to talk and listen to the team’s concerns.

Ultimately this helped lead to the organisation transforming 

and being awarded ‘Outstanding’ by the Care Quality 

Commission for the first time overall and received 

‘Outstanding’ in the Well-Led section of the report. She was 

a big factor in SLSW achieving Outstanding as she was one 

of our three registered managers who worked together to 

share issues, improve consistency across the scheme, and 

implement ways of recording the necessary evidence of our 

performance. 

In recent months the organisation was also asked to provide 

emergency help to Somerset Shared Lives scheme. Because 

of Anne’s in depth knowledge and quick thinking approach, 

she was assigned to help the service. Her work led to SLSW 

taking on the scheme and expanding in October.

“We also had various 
SLSW families running 

parts of the route.”
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The power of music
 

R E A L  L I V E S

Musical power and initiative for people living with 

dementia across the UK #M4D2020

The power of music to improves the lives of people with 

dementia is becoming increasingly high profile amongst 

experts, caregivers, care home owners and families of people 

with dementia.  The music for dementia 2020 campaign www.

musicfordementia2020.com is empowering and changing 

the music and dementia landscape. 

M4D2020 campaigns for people with dementia to have the 

right to music as part of their care and access music free of 

charge, wherever they are. The campaign team is calling on 

the music industry, philanthropists, and the health and social 

care sectors to help make it free and easy for people with 

dementia to access music.

TV and radio presenter Lauren Laverne is spearheading 

the Music for Dementia 2020 campaign and urging people 

with dementia and their families to build music playlists.

“The use of headphones has 
been a way of bringing music 

to her individually.”

Music-based initiatives for people with dementia can range 

from community based music groups, live music in care 

homes, listening to the radio or recorded music, playing an 

instrument, music therapy, or using personalised playlists. 

Evidence suggests that there is a ‘memory bump’ for music: 

people with dementia retain the clearest memories for the 

music they enjoyed and heard roughly between the ages of 

10 and 30. 1 

Two Initiatives from the campaign include launching the first 

ever Musical Map for Dementia www.musicalmap.co.uk 

to connect people to local musical services.  The online 

interactive map which will become the largest and most 

comprehensive database of dementia friendly music services 

in the UK.



29

“Music for people living with 
dementia isn’t a nicety, 

it’s a necessity.”

Two Initiatives from the campaign include launching the first 

ever Musical Map for Dementia www.musicalmap.co.uk 

to connect people to local musical services.  The online 

interactive map which will become the largest and most 

comprehensive database of dementia friendly music services 

in the UK.

The recent high-profile playlist campaign is enabling families 

or loved ones who don’t know how to get on to the right 

platform to create a playlist and have conversations with their 

loved one about what music they would like on it. M4D2020 

has produced a series of guides to help families of people with 

dementia access the music they love. 

Both initiatives as well as the increasing impact that music 

has on dementia care is receiving widespread affirmation 

from care workers.   Research has shown there are evidenced 

emotional, psychological, social and communication benefits 

to playing personalised music with people living with 

dementia.

Music for Dementia 2020 has also partnered with Live Music 

Now to launch a new Musical Care Taskforce, which brings 

together more than 60 leading representatives from across 

health, social care, dementia and music with the aim to make 

music an essential element of dementia care. 

The daughter of Jean Cave, a resident of Sunrise of Guildford 

care home has witnessed the powerful benefits that music 

is bringing to her mum’s dementia.  She describes below the 

transformation a programme of musical events in her mum’s 

care home has brought.

“Mum is one of three sisters who sang, played the piano 

and performed when they were children and young women 

before the war. The sisters founded a primary school at 

the end of the war in which music and the arts were very 

important.  When I was a child the families got together every 

weekend, and evenings always ended with singing round the 

piano. My father and uncles were good piano players. Concert 

going and music was always a big part of life.

 

In her later years Mum hardly sang, saying her voice was no 

good anymore and she couldn’t reach the top notes. However, 

since living with dementia, music, and singing in particular, 

have come to be a large part of her life again. She remembers 

words of songs, poetry and music when she can remember 

little else. We can sing together and recite when we can no 

longer talk of the past. It gives her confidence because she 

understands.

 

Since being at Sunrise, the programme of musical events has 

been a great joy for Mum. Particularly important has been 

the choir. Although she can’t remember that she has been 

singing, at the time she is completely involved and happy. She 

throws herself into performance with no embarrassment and 

her voice is strong again. Somehow she is transported back 

to being the child who is taking centre stage in the dancing 

school show.

 

The use of headphones, with a voice talking to her one to one, 

has been a way of bringing music to her individually, allowing 

her to be happily involved in an activity on her own. You can 

see from her eyes and skin complexion that she is present and 

engaging in life and is happy.  As time passes and dementia 

takes Mum further from the life she had and impacts her 

understanding of the world around her, the music, singing 

and poetry become more and more important as a window 

into who she was and is. Music brings Mum happiness, and in 

doing so, makes us happy.

Grace Meadows, Programme Director at Music for Dementia 

2020 and a senior music therapist said: “Music for 

people living with dementia isn’t a nicety, it’s 

a necessity. I’ve witnessed first-hand the 

power of music in helping transform 

people’s lives. In every corner of the 

country there are talented people 

delivering musical services that 

can alleviate the often-distressing 

symptoms of dementia, such as 

agitation, apathy and anxiety 

but it’s vital people know 

where they are and how to 

access them.” 

1Rubin, DC; Rahhal, TA; Poon, LW, (1998) 
‘Things learned in early adulthood 
are remembered best’ Memory & 
Cognition, 26)



C H A T

WHAT KEEPS ME                AWAKE AT NIGHT

variation in numbers of older people admitted to hospital 

with bloodstream infections, resulting in avoidable suffering 

for citizens and higher cost to the NHS. 

Second, we need a national care workforce strategy 

alongside the forthcoming NHS People Plan. Analysis of skills 

and competencies required to meet population care and 

support needs must be conducted. Nationally recognised 

and accredited training programmes must be available, along 

with funding, to ensure the workforce is confident, competent 

and appropriately qualified. Clear career pathways, with 

skill and experience recognised by improved terms and 

conditions, will help to attract people to work in the sector 

and encourage them to stay. 

Third, we need radical reform of commissioning and funding 

of homecare. A higher proportion of outstanding rated 

homecare occurs in the self-funded than in the state-funded 

part of the homecare market. Self-funding citizens 

commission their own care and pay enough 

to cover costs and enable providers to 

operate sustainably. Councils need 

to follow suit. 

Fourth, we need to encourage 

innovation in operating 

models and digital 

transformation of homecare 

to enhance quality and 

efficiency of service.

Government spend on 

homecare is currently only 

£3.23 billion annually, with 

an additional £1 billion from 

self-funders. This compares 

with £150 billion for the NHS. 

When the Prime Minister 

makes good on his promise 

to fix social care, he would do 

well to invest first in 

homecare. 

Jane Townson 
United Kingdom Homecare Association

“Homecare providers must 
be key partners in the 

government’s strategy.”

Putting homecare on the map
What keeps me awake at night is thinking about how to put 

homecare on the map. If we, as a society, were to invest in 

enabling people to live well and independently at home, we 

could improve quality of life, increase healthy lifespan, reduce 

pressure on the NHS and save money for the whole health 

and care system. What little has been said publicly about 

social care by senior politicians, has focused almost entirely 

on protecting the housing assets of older people when they 

move into residential care. Of course that is an important 

issue, but it is only one of many. 

For a start, social care is not just about older people. Most 

councils are spending almost half their adult social care 

budgets on working age adults with disabilities. Furthermore, 

whilst there are at least 10 million people receiving or needing 

support and care at home, either formally or informally, the 

latest data from Laing and Buisson indicate that only 0.39 

million people live in care homes. Of these, only 0.17 million 

are paying for their own care, with a further 0.04 million 

paying top-ups on local authority fees. So a disproportionate 

amount of political airspace is devoted to an issue affecting 

a relatively small proportion of the population. The spotlight 

now needs to turn to the majority of people living in their 

own homes, where 9 out of 10 people want to stay. We need 

strategic leadership and investment to enable a strong, 

sustainable, innovative and person-led homecare sector to 

flourish. 

First, homecare providers must be viewed as 

key partners in the government’s strategy to 

prevent ill-health. Homecare workers often 

have daily contact with citizens. They 

therefore have greater opportunity 

than GPs or NHS staff to support 

people with simple activities to 

protect health and wellbeing, such 

as eating and drinking, exercising 

adequately, and connecting 

with their communities. Cases 

of malnutrition in older people 

have trebled in the last decade 

and costs of this to the health 

and care system will reach £13 

billion in 2020. Dehydration 

in older people is known to be 

linked to infection, illness and injury, 

which frequently result in hospital 

admissions. Absence of adequate 

homecare services in some 

parts of the 

country may at 

least partly 

e x p l a i n 

regional 

Jane Townson
Chief Executive
United Kingdom
Homecare Association

30
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C H A T

PEOPLE POWER

Recognition for a lifetime
championing others 

Each month we feature an inspirational 
individual or team who overcome barriers to 
make a real difference in their communities.  
This month we feature Suzie Fothergill who 
has overcome adversity and is now inspiring 
people all over the country in her role as 
chair of the National Association of Quality 
Checkers.  Recently Suzie won the Lifetime 
Achievement Award in the Dimensions 
Learning Disability and Autism Leaders’ List.

“Experts by experience”, “Quality Checkers”, “Quality 

Consultants.” All good organisations that provide services 

for people with learning disabilities will be very familiar 

with terms such as these. Quality Checkers are integral, for 

example, to how Dimensions improves the quality of our 

support. We know that people with learning disabilities see 

things, and have conversations, that other auditors simply 

can’t. At the last count, we now employ 56 people in this sort 

of role. Many other providers follow a similar pathway.

But a decade or so back, where did it all begin?

Suzie was perhaps the first ever Quality Checker and over the 

years she has encouraged many others to have the confidence 

to follow in her footsteps. She has trained hundreds of people 

with learning disabilities to work as Quality Checkers and is 

now the chair of the National Association of Quality Checkers.

Suzie is an inspirational woman and leader, and a mother of 

two. She also has learning disabilities. In her younger years, 

Suzie lived in institutions and experienced bad treatment; 

we’re privileged to be permitted to reproduce her powerful 

poem on those dark days here. It was this which inspired 

Suzie to work for justice for others, turning her bad 

experiences into something positive and 

inspiring people all over the country.her 

peers and the Precious Homes support 

team. 

“Suzie is a great champion for people’s 

rights, and she is not deterred by titles 

or importance. The phrase ‘Speak 

truth to power’ could be made for 

Suzie.  She is an inspiration to us 

all.” Senior Manager.

Suzie has suffered serious 

illness over recent years, but 

she continues in her hard work, 

without complaint, and with 

her usual love and humour.  A 

new project, Mindfulness for 

Life, was the first programme 

of its kind helping people with 

learning disabilities to practise 

mindfulness: delivered in 

association with Cumbria, 

Northumberland and Tyne 

and Wear NHS Foundation 

Trust, it is changing lives!

Over 400 people were 

nominated for the 42 places 

on the Dimensions Learning 

Disability and Autism 

Leaders List in 2019. They 

are emerging athletes 

and successful dancers, 

political campaigners and 

passionate self advocates, 

published authors and 

experts by experience. 

Several run dating 

agencies. They are also 

individuals with mild, 

moderate, profound 

and multiple learning 

disabilities. Individuals 

whose autism manifests 

in many different ways. 

Individuals with a wide 

variety of health needs. 

Individuals who have 

to work harder than 

others to get where 

they are because 

although we have 

come a long way, 

our society still isn’t 

shaped with disability 

in mind.

We will be profiling one Leader for forthcoming issues of 

Care Talk, to  help provide a platform for those Leaders 

to raise their voices and help accelerate social change. 

But you can also read and all the winners’ stories now. 

Visit https://www.dimensions-uk.org/

leaderslist2019Suzie (centre) and her family

I’m a woman who has talent That they can’t take away. They tried with drugs And needles to dope me every day.
Institutions stink, They make you want to puke, The doctors think they’re it And they will read you like a book.

I was kicked around and used Insulted and abused; They messed my mind right from the start Treated me like a dirty tart.
But it was them that did that, It was them that scarred my mind, It was them that corrupted my innocence, And left me feeling that no one cared.

They shoved me in a hostel, As a guest of the Salvation Army, With the company of drunks and punks It was enough to send a poor lass barmy.
I wonder why it had to be that all my life No one to love me No one to care 
No one to see 
No one to listen properly.
So now my second life begun- A new chance to live life through my son; A reason for living I have found And it’s going to be better second time round. So now I tell you

I’ve got a voice 
I’ve got a right to make a choice. I’m not a toy for you to abuse I’m a woman of spirit and now I’ll refuse... To take that abuse anymore.

Suzie Fothergill



32

C H A T

IT’S NEVER TOO LATE TO CARE

Neil O’Toole
Construction to care

Each month we profile a care professional 

who has come into the sector after a career 

change and who demonstrates that it really is 
never too late to care! This month we meet 

Neil O’Toole from Making Space 

who previously ran his own 

construction and civil 

engineering business.

Neil O’Toole
Facilities Assistant
Making Space

“I never forget the fact that I’m a 
stranger in someone else’s home.”

Neil O’Toole is a facilities assistant for 

Making Space and works across all the 

national adult health and social care 

charity’s north west services. The title 

‘facilities assistant’ is a very 

apt one for Neil, as 

he facilitates every 

request that’s made 

of him – “I do always 

say yes!” he admits. 

His naturally helpful nature and genuine interest in people are 

why so many at Making Space were keen to nominate him for 

the ancillary worker Great British Care Award in 2019, which he 

went on to win: “genuine,” “sensitive” and “caring” were words 

that came up several times. 

For Neil, everything he does is all in a day’s work. But his 

empathy and good nature make him a firm favourite with staff 

and service users alike.

Yet despite his natural affinity with the service users, Neil is 

a relative newcomer to the care sector. Until 2011, he ran his 

own construction and civil engineering business, working 

mainly on roads, bridges and sewers – a far cry from putting 

up shelves for elderly residents living with dementia living in 

residential care homes. But after 17 years of working in a male-

dominated environment in the British outdoors, Neil was keen 
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“After 17 years of working 

in a male-dominated 

environment outdoors, 

Neil was keen to find 

a role with more 

personal satisfaction.”

“I don’t think I’m doing anything special,” he says simply. “I’m 

just really interested in people and what they have to say. All 

I do is chat with people and listen. I never forget the fact that 

initially I’m a stranger in someone else’s living environment, 

and all I do is treat people with the respect they deserve.”

Neil’s keenness to involve service users and residents doesn’t 

stop at a friendly conversation. He encourages people to get 

involved with the work and is happy to spend time to show 

them the ropes.

“Whenever I get a request on a site, I’ll always ask if the person 

wants to help,” he says. “Lots of them don’t, and that’s fine – it’s 

my job after all! But some of them do, so we work together. It 

could be something as simple as picking out a paint colour, 

or we might be landscaping gardens for days at a time – it all 

depends on how much or how little the person wants to do. I 

get as much out of it as anyone – I work on my own a lot so I 

enjoy the company and getting to know people.

“And it’s something different every day. I could start off in 

Manchester and end up in Liverpool or Cheshire, I could be 

indoors helping someone decorate their room, or outdoors 

laying paving stones. I love the variety – I didn’t have that 

working in construction. 

“I do whatever I’m asked to do and go wherever I’m asked to 

go. For me, this job is all about the people. If they’re happy 

I’m happy.”

“Until 2011, Neil ran his own 
civil engineering business.”

to find a role where he could put his skills to use in a place 

where he’d get more personal satisfaction from his work. 

“I get so much more enjoyment working with Making Space 

than I ever did on the big jobs,” he says. “And it’s a totally 

different type of satisfaction – I get a lot of pleasure from 

doing very simple things, because I can see the difference 

it makes to people’s lives. Working on big outdoor jobs was 

anonymous. Here, I’m being welcomed into people’s homes 

and personal spaces, and I see how happy what I’m doing 

makes them. People are so genuine when they thank me - 

something as simple as hanging a picture brings a joy and 

appreciation that’s wonderful to experience. And it’s every 

day.”

To the residents and service users, though, Neil is much more 

than a handyman who fixes shelves and hangs wallpaper. 

warm, friendly and approachable nature means he’s a very 

welcome guest in the homes he helps to take care of. 

“Whenever I get a request I’ll always 
ask if the person wants to help”
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VOICE OVER

What motivates you to remain 
in home care?

Social care has one of the highest staff turnover rates of all sectors in the UK; 
 in fact, over 30% according to a recent survey by Skills for Care.* 

This equates to approximately 440,000 leavers over a year with home care 
being the most affected.  (*The state of the adult social care sector and workforce in England.) 

We asked home care workers from a variety of Great British Care Award winning providers the question:
“With such an industry wide high turnover rate for the home care sector, what motivates you to remain in the sector?”

C H A T

Ask the experts

“I wear my uniform with pride.”

“I became a carer for several reasons. The main reason 

for this was due to my own personal experience of 

care. My husband was very unwell and the support I 

received at this difficult time was invaluable. 

This made me decide to take the step into care and to 

give something back. 

Each day is different and the feeling of giving 

something back as rewarding and very humbling. 

Making a small difference to individuals’ life by visiting 

them for a short amount of time is something I am 

extremely proud of and I wear my uniform with pride.”

Angela McMillan
Bluebird Care Reading, 
Wokingham, Windsor, Maidenhead 
& Bracknell

“I care very much for others, I don’t feel right or 

complete if I can’t help someone, it is in my make-up. I 

get very passionate about what I do. 

Working in care isn’t just about making sure I get 

through my duties as quickly as possible. It’s about 

connecting with people, it’s a human business where 

understanding and compassion can make all the 

difference to an individual’s quality of life. 

Only the other day I was making cheesecakes and 

doing the gardening with my patients; and why not! 

It’s important to me that my patients should do the 

things they love.”

Sophie Bennett
Night Time Personal 
Nursing Assistant (PNA) 
Hilton Nursing Partners 

“It’s a human business.”

“I became a carer due to my own 
personal experience of care.”



“The mindset of caring is to put your clients’ needs 

before your own, it’s not about us it’s about them. 

It’s the fulfilment and satisfaction of making someone 

else’s life meaningful to them.  My goal as a home care 

worker is to make my clients feel safe and secure in 

their own homes and confident in my abilities. I will 

always strive to make a real difference in the lives of 

my clients by going the extra mile and putting their 

needs first. Positive feedback from my clients and 

their families is what motivates me. I feel proud of 

myself when my clients request me back. This is why I 

remain in the sector – its about giving back.” 

 

Catherine Craig
Christies Carer

“My motivation comes not just from the challenges 

and rewards of helping people live independently in 

their own home, but also from the importance my 

employer places on developing my career in care. 

I worked in adult social care for 14 years before 

moving to a desk job, but I didn’t feel rewarded and 

lacked a challenge.

 I realised that I missed working in the care sector. 

Continued Care had been rated Outstanding by the 

CQC and, six months on from joining them, I love my 

role. 

Every day is different, and I love the variety of care 

provided in the community. 

In addition, with Continued Care’s support, I have 

started a Level 3 Diploma in Health and Social Care.”

Nicola Noble
Care Worker
Continued Care

“I love what I do and am passionate about caring and 

supporting people. This is the drive and motivation for 

me to remain in the care sector. To provide care to 

someone and to help them achieve the best possible 

quality of life in their twilight years is something that is 

truly inspirational to me, a privilege to be a part of and 

is so very rewarding. 

Carers need to be given more recognition as this 

would encourage people to continue working in 

the sector. t is one of the most important jobs in the 

community”.

Kellie Williams
Caregiver
Right at Home Cardiff & Newport
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“I feel proud of myself when my 
clients request me back.”

“I love the variety of care provided 
in the community.”

“Caring is one of the most 
important jobs in the community”.

Key Points

■ Personal experiences

■ A passion to care 

■ Connecting with people

■ Making a difference

■ Every day is different

■ A meaningful vocation

■ Positive feedback from clients and families 

■ Enabling people to remain in their own homes

C H A T

Ask the experts
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C H A T

STORY TIME

The Seven Ages of Care
By Debra Metha

“Lydia had been a judge for over 
30 years and she rarely questioned 

her decisions until now.”

   All the world’s a stage,

   And all the men and women merely players:

   They have their exits and their entrances;

   And one man in his time plays many parts,

   His acts being seven ages. 

   Then the judge....

Who’s to judge us?
Parents and systems judge us all our lives, but 

they come and go. Where are the constants? 

Perhaps only what’s above us – only the moon, 

the sun and the stars; the only reliables in all 

our lives, sitting above us night and day. They 

don’t judge – they watch equally all through 

our lives. And yet our lives are not the same 

– they’re never equal. Things happen and we 

do things. Then we’re judged.

These thoughts occurred to Lydia over again as she stared 

from her bed, beyond the glass door of her room at Parkley 

House, off towards the garden treetops and the small stretch 

of sky in her sightline.

Lydia had been a judge for over 30 years – shaping people’s 

lives every day of her own. She took it very seriously, seriously 

enough to forego marriage and children in the name of civic 

duty and justice. And she rarely questioned her decisions 

until now. No longer able to care for herself, and diagnosed 

with the kind of sentence she had never encountered before, 

the move to a care home was both a fact and a terrible fiction.

Across her lifetime, she spent any free time in vast fields 

or whistling deserts to see what hung above her in the sky. 

Our universe never failed to thrill her with an unexpected 

joyousness. Yet now she could no longer look up, but achingly 

turn her head skyward from the pillow.

“Will you write a letter for me, Julie?” She asked one day when 

the clouds ate up the sun.

“Of course,” Julie said, putting down the pill cup and taking 

Lydia’s hand. “Is it because of the operation this week?”

Julie had sat with Lydia a little every evening for a year and 

although rarely able to help with the crossword clues, neither 

acknowledged this because for Lydia the weighted presence 

at the end of the bed and the jokes about black hats and 

sentences made her smile. 

“Lydia was diagnosed with the 
kind of sentence she had never 

encountered before.”

And for Julie, the grace of a woman reaching her end was to 

be honoured, even if the only way to do that was with tea, a 

smoothed sheet and the touch of a warm hand.

Julie wrote as she heard:

“Dear friends, loved and dear ones,

What is there to be said? As I come to it, I’m now 

not entirely sure. I was judged and in my turn 

have done the same; a life on the bench. It 

felt like a calling – something higher. And 

with a price attached to it. No husband, no 

children. I changed people’s lives every day, 

but now I don’t know whether I always made 

the right decisions. How could I? Yet, as I leave 

the universe, I don’t judge it. But I have learned 

this much: If you judge people, you have no 

time to love them. I loved my job and I loved                        

our   world...”

Lydia fell silent and Julie put down the pen.

“Enough for now, Lydia?”

“Yes, I’ll continue tomorrow, if that’s alright.”

Julie rustled through her bag and pulled out a CD. She tore off 

the cellophane and placed it in the machine on the bedside 

table.

“No reason the constellations shouldn’t come to you,” Julie 

laughed, pressing PLAY. “Thought you might like to spend the 

night with sex bomb Patrick Moore!” 

“What would I do without you?” Lydia smiled with her yellow, 

tired eyes.

She waited for Julie to say goodnight and close the door 

behind her before allowing tears to fall silently along her 

cheeks.

The operation went well and gave Lydia five more months 

in our universe. She listened to several more CDs about the 

wonder of our skies and told Julie that Patrick Moore was her 

new pin-up. She also managed a little more of her letter but 

finally decided to destroy all of it except one line:

“It takes a good deal of character to judge a person by his 

future instead of his past.”
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www.care-awards.co.uk

C E L E B R A T I N G  E X C E L L E N C E  I N  S O C I A L  C A R E

I N  A S S O C I A T I O N  W I T H

CLOSING DATE FOR    31ST AUGUST 2020
     NOMINATIONS

29th October
SCOTLAND

Venue TBC, Glasgow

5th November
NORTHERN IRELAND
Hilton Hotel, Belfast

13th November
YORKSHIRE & HUMBER

National Railway Museum, York

21st November
LONDON

Hilton Bankside, London

24th October
WEST MIDLANDS
ICC, Birmingham

31st October
EAST MIDLANDS

EMCC, Nottingham

12th November
WALES

Park Plaza Hotel, Cardiff

19th November
SOUTH WEST

Ashton Gate Stadium, Bristol

30th October
EAST OF ENGLAND

Peterborough Arena

7th November
NORTH WEST

Principal Hotel, Manchester

14th November
SOUTH EAST

Hilton Metropole, Brighton

26th November
NORTH EAST

Gosforth Park, Newcastle
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S O C I A L  C A R E ’ S  G O T  T A L E N T

Christopher Sogorski
Hill Care

THE 
ANCILLARY WORKER 

AWARD

AND THE WINNER IS...

Christopher Sogorski from Hill Care, was the 

proud winner of The Ancillary Worker Award 

at The National Finals of The Great British 

Care Awards 2019.      

What the judges said:

Awards presenter Alison Hammond, Liza Millington, 
representing sponsors Care Home Open Day, 

winner Christopher Sogorski and awards host Steve Walls 

 

NOW
SUBSCRIBE

FOR YOUR COPY OF

Online subscriptions 

FREE
Hard copy subscriptions 

£80 PER YEAR 
(10 issues)

Please send your request to:
info@caretalk.co.uk

Dementia Matters

Marking World Autism
Awareness Week 
See page 00 for full feature

Thanks to National Autistic Society for this month’s cover shot.  

Let’s Talk Social Care!   I   Issue 81   I   May 2019

WHAT KEEPS ME 
AWAKE AT NIGHT
Sara Livadeas, Freemantle Trust

STOP THE PRESSURE
Ruth May, NHS

DEMENTIA TODAY
Paul Edwards, Dementia UK

RECRUITMENT AND 
RETENTION MATTERS
Anchor Hanover

“Christopher adds an 
extra dimension to 

quality care and 
genuinely improves 

the quality of lives 
of the residents. 

He will often include 
residents in his 

maintenance duties 
where possible.”
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C A R E  T A L K  O N  T H E  R O A D

Care Talk has a packed agenda of conferences and seminars ahead. 
We are proud to be media partners and supporters for some 

fantastic events listed below.

 
Coming up...

  Date                                              Venue

National Finals Great British Care Awards 2020 

20th March

Children & Young People Awards 2020 

5th June

National Learning Disabilities & Autism Awards 2020 

26th June

2nd July

3rd July

Regional Great British Care Awards 2020 

24th October

29th October

30th October

31st October

5th November

7th November

12th November

13th November

14th November

19th November

21st November

26th November

*please note some dates/venues subject to change

ICC, Birmingham

ICC, Birmingham

LD&A Awards (England & Scotland), ICC, Birmingham

LD&A Awards (Wales), Park Plaza, Cardiff

LD&A Awards (Northern Ireland), Hilton Hotel, Belfast

GBCA (West Midlands), ICC, Birmingham

GBCA (Scotland), Venue TBC, Glasgow

GBCA (East of England), Peterborough Arena

GBCA (East Midlands), EMCC, Nottingham

GBCA (Northern Ireland), Hilton Hotel, Belfast

GBCA (North West), Principal Hotel, Manchester

GBCA (Wales), Park Plaza Hotel, Cardiff

GBCA (Yorkshire & Humber), National Railway Musuem, York

GBCA (South East), Hilton Metropole, Brighton

GBCA (South West), Ashton Gate Stadium, Bristol

GBCA (London), Hilton Bankside, London

GBCA (North East), Gosforth Park, Newcastle



Building a workforce 
fit for the future

L E T ’ S  L E A R N

Find out more
For more information on how Skills for Care can support 

adult social care employers to recruit, develop and lead 

their workforce, go to: www.skillsforcare.org.uk 

Andy Tilden
Interim CEO
Skills for Care

“I want to see employers 
finding people who have 

strong core values.”
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 to engage with them. We must always condemn bad practice 

from a minority, but when meeting employers I hear story 

after story of services that really make a difference so let’s 

shout it from the rooftops.

On a practical level we need to build on the work we’re doing 

to deal with the sector’s ongoing recruitment and retention 

issues.  I make no apology for repeating that on any given day 

we need to fill 120,000 vacancies, so we need to use a more 

positive media profile to show potential recruits the personal 

and professional rewards on offer in social care.

With that in mind I want to see as many employers as possible 

use our values-based recruitment tools finding people who 

have strong core values. We know these strong candidates 

are much likely to stay after their induction because they 

know what to expect and have the personal attributes to step 

up.

Leadership will continue to a big priority for us as we know 

well-led services are usually rated as good or outstanding. But 

we know the critical role of registered managers in delivering 

great services can be an isolating one, so I want to see 

more registered managers sign up for our growing national 

registered manager networks, offering them valuable time 

to network with their peers, gain new knowledge and maybe 

just get something off their chests in a safe and supportive 

space.

On the strategic front I want us to continue to push for more 

integration so social care, health and other professionals 

become equal partners in working closely together to 

support individual needs. We hear about some really good 

examples of that happening across the country, but we need 

to be much more agile in sharing and spreading learning from 

those projects.

I’m not unaware of the challenges ahead that will impact 

on all of us but speaking to employers and their workers I 

remain optimistic. That’s not me being starry eyed or naïve, 

but we have an opportunity in the coming year to make sure 

everyone knows that our workforce is a force for positive 

change in our communities.

2020 needs to be a year where more and more people have a 

greater appreciation of the contribution our workforce makes 

to social cohesion, but also opens an honest debate around 

what sort of workforce we want.

And I think we can make that happen.

Andy Tilden, Interim CEO for Skills for Care 

discusses the workforce challenges and positive 

change in our sector for 2020 and beyond. 

Social care shot up the political agenda in the cut and thrust 

of the General Election, so in 2020 I want us to make sure 

that workforce is at the heart of what I hope will be a serious, 

grown up debate about what sort of workforce we want not 

only in 2020, but into the future.

That debate will need to look at how we find, train and 

fund that workforce, but also how we make more use of 

technology, and that we’re listening to the millions of our 

fellow citizens who use social care services across England. I 

want all of our 18,500 employers who employ 1.49 workers to 

make their voice heard.

I recently attended our annual Accolades award where social 

care employers come together to share their knowledge 

and commitment to innovation in what we know is a tough 

operating environment. As I sat watching the pride those 

outstanding employers have in what they do, I just wanted 

to bottle that enthusiasm to share it with people in our 

communities who often only engage with social care in a 

crisis.

That event also reminded me we need to be much 

more proactive about changing 

the media narrative so when 

they’re looking to tell a more 

positive tale about how our sector 

does changes 

lives, we need 
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L E T ’ S  L E A R N

How to be outstanding

Outstanding teamwork

In recent years Royal Star & Garter has won many 

awards and plaudits for the exceptional care it 

provides from its Home in Solihull. Since 2017 it 

has been rated Outstanding by the Care Quality 

Commission (CQC) and in 2019 it was awarded 

the much sought-after Level 1 Accreditation 

from Dementia Care Matters for a third year 

running. The Home has also picked up honours at 

prestigious events, such as the National Dementia 

Care Awards and Markel 3rd Sector Care Awards.

Royal Star & Garter opened its Solihull Home in 2008. The 

charity was set up in 1916 to care for severely injured men 

returning from First World War battlefields. Today, it has 

Homes in Solihull, Surbiton and High Wycombe providing 

loving, compassionate care to veterans and their partners 

living with disability or dementia. The charity also runs a Day 

Care service from its Solihull and High Wycombe Homes, and 

will launch a Home Care provision from Surbiton at the end 

of 2020.

When Cheryl Harbourne joined as Home Manager in 2015, 

Royal Star & Garter in Solihull had an overall CQC rating of 

good. She says engagement with staff and teamwork was 

vital in the push for Outstanding. “We have a whole-home 

approach. We got everyone on board working to the same 

goal. We involved staff from all departments and did it as 

a team,” said Cheryl. “We keep talking to them and make 

them constantly feel part of it. We’re not telling them how 

to be outstanding. We are asking them to show us how to be 

outstanding, and to show the CQC. The staff own it, and want 

it as much as we do.” But a lot of other work goes into making 

Each month we profile a care provider who 

has achieved an Outstanding rating with the 

Care Quality Commission and find out what 

they think it takes to be truly Outstanding.  
This month we feature Royal Star & Garter 

in Solihull who achieved Outstanding in 

2017 and were especially praised for their 

approach to teamwork.

Cheryl Harbourne
Home Manager
Royal Star & Garter, Solihull

a home Outstanding. Cheryl continued: “It’s very hard to 

achieve. Everything has to be consistently great and then we 

have to push it that little bit further. We have to be innovative, 

we have to think outside the box, and we have to be a little 

bit different. We involve residents and relatives and ask them 

what they want. We’re constantly looking at ways to evolve 

and get better.”

And she encourages her staff to embrace CQC inspections as 

a chance to show off the great work carried out at the Home. 

She said: “On inspection days it’s natural to feel some nerves, 

but we view it as an opportunity to showcase the Home and 

all the great work that goes on here, all day, every day. Staff are 

encouraged to come forward and talk to inspectors, to show 

them the superb work they and their colleagues do, to tell 

them how special it is here.” However, Cheryl is well aware that 

receiving an outstanding rating is not the end of the journey. 

“Getting outstanding is tough, maintaining it is tougher!” said 

Cheryl. “We are constantly auditing and checking, looking at 

areas for further development all the time. We hold meetings, 

meetings and more meetings. We don’t stagnate, we don’t 

stand still. You must keep moving forward.”

That desire to constantly get better means Cheryl is targeting 

more improvements: “In 2017 we were rated Outstanding 

in three areas and good in the two others. So we’re aiming 

for five Outstandings in our next CQC report!” Though she 

wouldn’t say it herself, Cheryl is a key factor in the Home’s 

recent successes. Chief Executive Andy Cole said: “Cheryl 

has developed a great team who provide care with genuine 

love. Her dedication and drive to provide exceptional person-

centred care is shared by everyone at the Home. The Solihull 

Home deserves all the recognition it receives.”

“Getting outstanding is tough, 
maintaining it is tougher.”

Cheryl and Margaret

“Engagement with staff and 
teamwork was vital in the push 

for Outstanding.”
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The best of the best

Painting a positive 
picture of social care 

Each month we feature an Award 

Winning finalist; inspirational individual 

or team who are really are The Best of 

the Best in social care. This month we 

feature Kell Byer, a support worker for 

Peabody in London whose artistic flair 

has influenced his creative approach to 

supporting his customers.

Kell never imagined he would be working in social 

care. After finishing his Business Studies Degree 

in 2007 his focus was on finding a job in which to 

use his newly acquired skills.

Kell never imagined he would be working in social care. After 

finishing his Business Studies Degree in 2007 his focus was on 

finding a job in which to use his newly acquired skills.

Unfortunately, this coincided with the financial crisis and 

finding a job proved a lot more difficult than he had imagined. 

During this time Kell continued to paint, a hobby he had 

always enjoyed, and which helped him relax. Eventually his 

paintings covered every wall in the flat he lived in with his 

Mum, so he gave some away to family and friends before 

seeing an advert for market stalls in Acton Market.

A few weeks later Kell was showcasing his artwork on his 

own stall.  On realising that pictures with a local connection 

seemed popular he started creating new works depicting 

local landmarks which were quickly snapped up by the 

locals, including a school where he was invited to present 

the painting in assembly, and the nearby church where we 

has asked to conduct an arts session. Eventually Kell found a 

job working for Ealing Council but he wanted to continue his 

creative pursuits so registered as a volunteer at a local young 

adult’s centre, continuing to provide holistic art sessions for 

over a year.

Kelly Byer
Support Worker
Peabody

“Kell was showcasing his artwork 
on his own stall. “

When Kell moved from his job he had to put 

his volunteering on hold due to his longer 

commute, but these sessions had really 

inspired him to work with more vulnerable 

people.  

Kell’s new role was as a youth 

support worker in supported 

housing in Notting Hill. The role was 

centred on helping young people 

learn the skills to manage a tenancy 

and live independently but Kell was also 

able to run art workshops as part of his 

role, even exhibiting their work. He found this 

really helped his customers; providing a safe and 

relaxing space for people to explore their feelings 

and emotions through the creative arts.

Kell then found a role with working with young people 

in residential care. Many of these young people had to 

overcome challenging in their lives and needed stability, 

support and safety. The more he worked there, the more he 

became involved in all aspects of care and support, working 

closely with the young people building trust, confidence and 

teaching new skills. He then found another role through an 

agency working in the Peabody scheme at Ivydale Road in 

Nunhead, working with residents with learning disabilities. 

He had never worked with this customer group before and 

was a little nervous but it proved to be a turning point for Kell; 

“Working in this area has, at times, been the most challenging 

but at the same time most rewarding work I had ever done.”

Despite making the decision to undertake a course in 

electrical installations, support work had such a profound 

effect on him that he began to question his career move; “I 

felt so pleased that I was invited to work here, the residents 

were so warm and welcoming it immediately made me feel 

at home.

 

“I came to realise that helping 

people reach their potential is 

what I enjoy the most. I regularly 

try to think up a range of different 

creative sessions that the 

residents would enjoy like t-shirt 

printing, mug painting and murals, 

and am always decorating the 

walls of the scheme with photos 

and paintings. There are so many 

creative people at Ivydale Road 

which means I’m never short of 

inspiration and they have taught 

me so much. “But I feel that I am 

only giving back what they have 

given me; is joy and happiness.”



43

“Helping people reach their 
potential is what I enjoy the most.”

Top: Diane Walker (staff)
Next row l to r: Moradeke Adeosun (staff), 
Fatima Drammeh (staff), Lynne (resident)
Front row l to r: Nathan (resident), Mark (resident), 
Robert (resident), Tondea Odum (staff), 
Kell Byer (manager).
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Caring for the environment
and residents with solar PV

P R O D U C T S  &  S E R V I C E S

Neil added: “The solar installation is delivering significant 

savings. We use a lot of electricity throughout the day, and I 

knew that we would use everything that we generate from 

our panels so every kW is offsetting what we would have 

purchased from the grid. 

“The installation process was very slick. I am delighted to say 

that Geo Green Power have a great team of people who are 

all very hardworking craftsmen. The best accolade I can give 

about the system itself is that I don’t notice it’s there!”

Having seen the impact the solar installation has had on their 

energy bills and carbon footprint, Sambrook House are keen 

to replace their heating system with a more eco-friendly 

solution, such as a ground source heat pump, to further 

reduce their carbon emissions. 

Geo Green Power specialise in bespoke commercial projects 

and private home installations.  Built on a single core value: 

To employ people who provide the best customer experience 

possible, the renewable energy specialist offers a range of 

products including solar PV, ground and air source heat 

pumps, biomass boilers, battery storage and EV chargers. 

Geo Green Power works alongside customers, like Sambrook 

House, to create the most cost effective and efficient 

renewable solutions for their heating and energy needs. 

Investing in renewable energy solutions offers excellent 

financial returns, and by reducing harmful emissions it is also 

an effective way to support the fight against catastrophic 

climate change. Geo Green Power conservatively estimate 

that the systems they have installed since their launch in 

2009 currently save 12,200 tonnes of CO2 every year, and 

the Sambrook House installation will continue to contribute 

to this total for many years to come. 

When Sambrook House Residential Care Home 

was looking to renew energy contracts, the team 

discovered that they could reduce costs and cut 

their carbon emissions by installing solar PV. 

The 13.42 kW system, specified and installed by Geo Green 

Power, is delivering cost effective energy for the care home 

and saving 5.1 tonnes of CO2 a year. 

Sambrook House Director Neil Robson said: “The environment 

is becoming a real issue and something we care passionately 

about, so reducing the amount of carbon dioxide we put into 

the atmosphere was important.

“In January I began negotiating the next 3-year electricity 

tariff and the best I could achieve was a 28% increase. We 

were using well over £1000 per month, so I was looking at a 

steep cost increase unless I investigated an alternative.”

Geo Green Power were recommended to Sambrook House 

by a previous customer. Geo Green Power are experts in 

renewable energy, solar panel installation and ground source 

heat pumps. 

The Shropshire care home needed to ensure that their 

renewable energy installation caused minimal disruption 

f o r  t h e i r  2 8 

residents, visitors 

and staff. Clear 

access routes had 

to be maintained 

fo r  e m e rg e n c y 

s e r v i c e s  a n d 

d e l i v e r i e s  a n d 

they needed a firm 

that could deal 

with the industrial 

environment and 

a  three phase 

electrical power. 

“The solar installation is 
delivering significant savings.”

“The environment is something 
we care passionately about.”



45

Raising the bar in care

A NEW care consultancy is being launched 

which provides a unique blend of strategic and 

operational support unavailable anywhere else in 

the UK. 

Raising the Bar in Care has been launched by Sue Jones, from 

Penrhyn Bay, and Helen Butler and Tina Chapman, based in 

Grantham, Lincolnshire. 

The “only business of its kind” in the country, the trio say 

there is “huge demand” for support and guidance on future-

proofing health and social care organisations and services as 

the industry continues to grow significantly. With more than 

20 years’ experience in the financial services and care arenas, 

Sue says a further rise in the number of people living to age 

85 and above – expected to double by 2043– means the 

industry needs to prepare itself now for changes in legislation 

and technology. 

“Our passion is to professionalise the care sector, not just 

raising the bar in quality and standards but raising the bar in 

leadership and business development,” said the mum-of-two. 

“For too long it’s been an industry where you don’t need a 

high level of qualification to do the job, and the wages are not 

commensurate with the very valuable role professional care 

employees undertake. Care is expensive, and professionalism 

should reflect that. There are areas of best practice and some 

incredible private and public sector groups out there doing 

an amazing job, but generally, there is still a lot that need help 

and support to reach their potential and provide outstanding 

outcomes for clients.” 

Susan added: “There is a lot of research and 

innovation taking place behind the scenes, 

notably in the development of digital 

technology to deal with a massive surge 

in demand. Many organisations have 

not anticipated these moves; 

they are not ready. We are 

working in partnership 

with some of 

the leading 

companies in the industry and hope to collaborate with more 

from 2020 onwards.”

Helen echoed those words and said there is a need for a one-

stop-shop delivering legislative and HR support to private 

sector care groups and independent residential homes. Their 

service also includes business development, HR, governance, 

quality, compliance, marketing, technology support and 

more. 

“Raising the Bar in Care offers an end-to-end service not seen 

anywhere else in the UK,” she said. “There is free care available 

but it’s a very basic time-and-task offering, and it does not 

meet the needs of the individual. Loneliness, mental health 

and wellbeing are becoming more and more of an issue, they 

are a massive problem in care, and a spotlight needs to be 

shined on that.”

The team will operate from Lincolnshire and North Wales and 

will look to expand in the near future. Already working with 

franchises and independent care businesses, they will focus 

on strategy and innovation to help businesses reach their full 

potential and outsource, where necessary, to reduce costs.

“There is a social crisis in health and social care and that’s only 

set to worsen if companies don’t look to the horizon at their 

long-term plans and goals, rather than the day to day,” said 

Tina. “We all have experience in the care industry and bring 

different skillsets to the business, but with the same goal.  

That’s for the UK health and social care sector to be held up as 

a beacon of excellence, both in training and developing staff, 

offering high-quality support and setting new standards for 

other regulated industries to follow. There are big challenges 

ahead for the industry, but if we work together we can achieve 

these aims.”

“We are working in partnership 
with some of the leading companies 

in the industry.”

B U S I N E S S  B A N T E R

Find out more
For more information, visit the website: 

www.raisingthebarincare.co.uk

“There is huge demand for 
guidance on future-proofing social 

care organisations.”
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The increasing use of the CQC’s
criminal prosecution powers

The CQC has a wide range of criminal enforcement 

powers which include the power to prosecute and 

issue fixed penalty notices or simple cautions. 

These powers are, however, limited to registered 

providers and certain individuals who work for 

providers such as directors and managers, for 

example. Generally, the CQC will only consider 

issuing criminal proceedings where the breach 

in question is assessed to be serious; there are 

multiple or persistent breaches; there is a realistic 

prospect of conviction based on the evidence; 

and it is considered to be in the public interest to 

use their powers of prosecution.

Recent Statistics & Case Studies
In recent years, it has become apparent that the CQC have 

taken a more proactive approach to criminal enforcement 

action and there is no doubt that they are clamping down on 

regulatory breaches and particularly those who are carrying 

out regulated activities without the appropriate registration. 

The CQC’s annual report 2018 – 2019 was published in July 

2019 and the statistics contained within this report clearly 

demonstrate the CQC’s increasing use of their enforcement 

powers over the past few years. The report confirms that 

the CQC took criminal enforcement action against 211 care 

providers in 2018/2019, which reflects a 32% increase from 

2017/2018 and the CQC identify this as “a continuing trend 

over the last two years”. 

Some of the offences that the CQC can prosecute or issue 

fixed penalties for include:

1.  Failing to comply with regulations about quality 

     and safety;

2. Failing to comply with conditions of registration;

3.  Carrying on a regulated activity without being  

      registered;

4. Obstructing entry and inspection;

5.  Making false descriptions of concerns or statements 

     in applications.

There have already been numerous reported prosecutions in 

the last few years. In April 2017, a care provider was ordered 

to pay £163,185.15 in fines and costs following the death of 

a resident, who fractured their hip after falling out of bed. 

Following this, in October 2017, another care provider pleaded 

guilty to the Regulation 12 offence and was ordered to pay 

£59,570.58 in fines and costs by Camberwell Magistrates’ 

Court. This related to the care a 72 year old woman who was 

burned after sitting on a portable heater. More recently in 

2018, a care provider was ordered to pay fines and costs of 

£25,620 after a 66 year old resident sustained serious injuries 

following a fall down a flight of stairs. 

As can be seen from these cases, the fines issued in CQC 

prosecution cases can be significant and in some cases, could 

severely affect a provider’s ability to continue to invest in 

and maintain the business for the benefit of the remaining 

residents. This is because, for some offences, the Magistrates 

Courts have the power to order unlimited fines. These fines 

are based on a number of factors including the seriousness 

of the offence; culpability; the actual harm caused; and 

the company’s annual turnover or an individual’s financial 

circumstances. It is also important to note that, if the offence 

is accepted, credit for an early guilty plea could lead to a 

deduction of up to a third off the total fine.

It is therefore vital that anyone facing criminal enforcement 

action, particularly a CQC prosecution, seeks specialist legal 

advice as soon as they become aware of a potential criminal 

investigation. Early action and a measured and careful 

approach to the investigation, and any response made, can 

limit the impact of a prosecution; or even prevent it from 

proceeding to Court at all. In any event, it is vital that anyone 

subject to a prosecution engages in the proceedings and is 

appropriately represented at Court in order to protect their 

interests and long standing reputation in the care sector.

Laura Hannah
Senior Associate Solicitor
Regulatory Department
Stephensons Solicitors LLP

B U S I N E S S  B A N T E R

The Legal Bit

“Early action can limit the impact 
of a prosecution.”

“Fines issued could severely affect 
a provider’s ability to continue.”

“CQC criminal enforcement 
action in 2018/2019, reflects 

a 32% increase.”

@SolicitorsLLP 

www.stephensons.co.uk



Small things 
make a big di�erence

Help us pay tribute to the unsung heroes of our sector

NOMINATIONS NOW OPEN
info@care-awards.co.uk
For details

The ICC, Birmingham
Friday 5th June 2020

Categories available for nomination:

★ THE EMPLOYER AWARD  ★ THE NEWCOMER AWARD

★ THE SUPPORT WORKER AWARD  ★ THE KEY WORKER AWARD  ★ THE CARE HOME MANAGER AWARD

★ THE CARE HOME TEAM AWARD  ★ THE FOSTER CARER AWARD

★ THE FOSTERING & ADOPTION AWARD  ★ THE WELLBEING AWARD  ★ THE BIGGEST IMPACT AWARD

★ THE PROTECTION OF CHILDREN AWARD  ★ THE LEAVING CARE AWARD

★ THE PARTNERSHIP WORKING AWARD  ★ THE CHILDREN’S CHAMPION AWARD

★ THE YOUNG CARER AWARD  ★ THE OUTSTANDING CONTRIBUTION AWARD

T H E  I N A U G U R A L

SPONSORSHIPOPPORTUNITIES AVAILABLE!info@care-awards.co.uk
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