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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

“In a world where you can be anything, be kind.” A powerful legacy in the wake of Caroline 

Flacks’s untimely death. 

As I write this over one million people have signed a petition for Caroline’s Law, which 

would see new, stricter laws around safeguarding celebrities and people in the public 

eye. 

The social care sector undoubtedly leads the way in safeguarding, kindness, compassion 

and trust, and I am proud to be part of a sector that holds these values at its core.

The focus of this month’s issue is Leading the Way in Social Care and is packed full of 

fantastic features around this theme.

Our regular columnist, Professor Martin Green from Care England, opens this edition on 

page 5. In his article, Training and developing leaders and managers, Martin explains 

that, by taking a less formulaic and more outcome focussed approach, we can really 

focus on people’s experiences of care. 

Pages 12 and 13 highlight an innovative charity with experts Leading through lived 

experience at its’ heart. Heart n Soul have flipped the microscope on people with 

learning disabilities and autism and are leading a research project around attitudes 

towards learning disabilities. A must read! 

According to Skills for Care, good leadership skills are important in any role. Frontline 

workers can, and often do, exhibit leadership skills every day and everywhere. On pages 

32 and 33 we Ask the Experts, a group of Great British Care Award winning frontline 

leaders, who tell us, how in their role, they are leading from the frontline.

Finally, in her article on page 20, Sex, sexuality and relationships,  Karolina Gerlich CEO 

at the National Association of Care & Support Workers, looks at CQC’s new report on  

sexual wellbeing and safety. Karolina explains why the sector should be 

leading the way in removing the taboo that still exists around romantic 

and sexual relationships for people in receipt of social care.

Care Talk  is the voice of social care so as ever do keep your good 

news stories and article suggestions coming in.

Enjoy this issue

Lisa



I N  M Y  O P I N I O N

Training and
developing
leaders and
managers
The health and social care systems spend 

enormous amounts of money on training and 

development, yet we are still in a situation where 

things sometimes go wrong. When this is serious 

enough to need an independent Inquiry, one of 

the first recommendations is the need for training. 

Sadly, what is not often done, is inquire into why 

the training people have already had has failed 

us. I think we need a new approach to training, 

which is far from less formulaic and more about 

developing people’s capacity to deliver rather 

than routinely teaching them to perform tasks.

It is my view that we have got ourselves into a very restrictive 

approach to training and we tend to focus on the minutia of 

delivering every element of the service, rather than focusing 

on the outcome and how people experience care. Social care 

services are about people and we should never try to distil 

our relationship with the people we support into a series of 

tasks. Rather, we should focus on relationship-based care, 

which is about giving people a life rather than a service. 

Of course, in advocating this new approach, I am not saying 

we should not train people to do some of the required tasks 

because this has a part to play. I would not, for example, want 

to fly on an aeroplane where the pilot has been beautifully 

trained in customer service but never been told how to land 

safely. Similarly, in social care we have a range of things which 

we need to know how to do, but these are underpinning skills, 

they should not be the only focus of social care.

Training people to understand how to enable outcomes 

is very important, particularly when we are training and 

developing the managers in social care. There is a need for 

managers who can understand how to deploy resources 

efficiently, but who also understand the primary role of their 

services is to give the people who use them a good life and 

the staff who deliver them a supportive environment. 

The way in which the current system works is not very 

conducive to flexibility or outcome-based measures. For 

example, the Regulator will ask for evidence that people have 

received training in health and safety, lifting and handling, 

food preparation and a range of other processes, what 

they are not good at doing is asking whether or not people 

have been trained in how to communicate, to have good 

interpersonal skills and know how to respond to the needs of 

the people who use services. In my more positive moments, 

I think this may be because these areas are seen as a given 

and they are the things that every regulator and every service 

user expect to have, though sadly, many do not receive. 

As we look towards a new era of health and social care, where 

there will be increasing use of technology and an emphasis 

on measuring outcomes and the experience of service users, 

I hope we will use this is as our opportunity to revolutionise 

and overhaul the training and development of social care 

staff. I want to see ongoing training, which blends the needs 

of the service user and the skills of the member of staff, to 

provide bespoke training packages which will enable people 

to facilitate outcomes rather than just deliver care. 

The transition from where we are to where we need to be is 

going to be significant, it will require everyone in the system 

from providers, educational institutions, regulators and 

commissioners to think differently about what training staff 

need to do a good job. It will also require service users and 

the general public to be less focused on process and more 

on outcomes and experience. There is a massive task ahead 

of us, but I do believe there is a window of opportunity and I 

hope that new approaches to the funding and development 

of health and social care will also be mirrored by changes to 

training and development packages, which will enable people 

to deliver good outcomes for their service users.

Professor Martin Green OBE
Chief Executive
Care England 

“The Regulator are not good
at asking whether or not people

have been trained in how
to communicate.”

5
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T A L K I N G

Leadership in Social Care

Leading th way
through CPD

Oliver French, Project Manager for Employer 

Engagement at Skills for Care says that investing 

in continuing professional development of the 

social care workforce is an absolute necessity 

for supporting the evolving needs of those we 

support today and in the future.

Every year, Skills for Care hosts its annual Accolades awards 

that celebrate innovation and excellence in workforce 

development.

The awards which are open to England’s 18,500 adult social 

care employers, and around 75,000 individual employers, 

were created to not only celebrate new thinking in finding, 

retaining and training workers at all stages of their careers. 

but to also remind ourselves what ‘great’ looks like in adult 

social care.

One of this year’s categories was ‘Most effective approach 

to continuing professional development for the regulated 

workforce; which was won by the Adult Practice Development 

team at Hertfordshire County Council. An expert panel of 

judges noted that they’re really respondent to their staff, 

using feedback to make improvements as well as supporting 

staff’s mental health, wellbeing and resilience.

This category was created to reflect the need to support the 

continuing professional development (CPD) of 41,000 nurses, 

5,500 occupational therapists and 18,000 social workers who 

practice in adult social care. But it was clear from hearing 

from all the category winners and finalists that CPD for their 

staff at all levels is critical to what wins them a place at this 

high-profile award ceremony.

Investing in CPD is also a reflection that the demands on 

people working in our sector changes as the more complex 

needs of the people they work with change, which means 

they need to be up-to-date in their day-to-day practice. 

It’s also clear that CPD is at the heart of every good employer’s 

practice and investing in their staff pays dividends, not just 

from a business point of view, but more importantly in 

making sure they can help the people they support to live the 

lives they want.

Oliver French
Project Manager 
for Employer Engagement
Skills for Care

“CPD is at the heart of every good
employer’s practice.”

Find out more 

For information around Skills for Care’s 

recommendations for developing managers, CPD 

programmes, funding and endorsed learning providers 

visit: www.skillsforcare.org.uk/leadersandmanagers  

   

It’s also clear that CPD is at the heart of every good employer’s 

practice and investing in their staff pays dividends, not just 

from a business point of view, but more importantly in 

making sure they can help the people they support to live the 

lives they want. 

One of the Accolades winners had brought his registered 

manager to the awards ceremony. That trusted and 

experienced manager had started off as a care assistant, 

but was able to progress her career as her employer has 

invested in both her training and CPD. Most employers who 

offer high-quality services will recognise they have similar 

success stories in their organisations, and the other positive 

of investing in your staff is they’re much more likely to stay 

with you as they feel valued.

Skills for Care recognises that investing in CPD can be a 

considerable commitment, so has created three modules to 

develop the skills and knowledge of managers and future 

leaders in care services. It will be those leaders and managers 

who set the tone in how an organisation is run, and its values, 

so it made sense to support employers to invest in their CPD.

The modules cover the fundamental building blocks 

managers need to lead and develop busy, high-quality 

services focusing on the importance of ‘self-management’, 

‘developing a positive workplace culture’ and ‘performance 

management’.

The CPD modules also offer an important opportunity for 

managers to think and talk more widely about what practical 

and emotional support they need, including peer-to-peer 

networks, supervision, succession planning and recognition. 

The CPD modules are offered in addition to Skills for Care’s 

existing leadership programmes like ‘Lead to Succeed’ and 

‘Well-led’.

Skills for Care also recognises that effective CPD can require 

a significant amount of investment in time and resources, so 

the £3 million Workforce Development Fund (WDF) funding 

for 2019-20, was designed to support managers and deputies 

to develop the skills and knowledge they need to lead high-

quality services. 
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T A L K I N G

Leadership in Social Care

Leading by experience

Optalis provides care and support services to 

older people and adults with disabilities, across 

the Berkshire region.

Co-production is not just a concept, it is a meeting of minds 

coming together to find a shared solution. For us, that means 

involving the people we support, our customers, and the 

people who provide that support, our colleagues in the 

decision-making process. 

Optalis has nurtured this approach since the organisation 

started back in 2011. Our commitment has always been to 

co-create with our workforce, at all levels, to ensure better 

outcomes for people who use our services and to build 

stronger communities. It is imperative that our workforce 

have the opportunity to influence the way that services are 

designed, commissioned and delivered. 

“Employee engagement and
customer experience are 

intrinsically linked.”

Jeannette Crisp
Director of HR
and Corporate Services
Optalis

Most recently, support workers helped streamline the 

recording paperwork used within services, to ensure that 

their valuable time was spent working more closely with 

customers. Using employees experience and expertise, has 

contributed to a more efficient use of resources. 

I am fortunate to spend time with staff in a variety of settings 

and I am impressed by their passion and engagement. I am 

consistently told that our staff really value the opportunities 

they have to openly discuss what matters to them and 

they feel part of something that makes a difference. This is 

supported by our recent staff survey, where we have seen 

a 9% increase of staff saying they are proud to work for 

Optalis. Studies have shown that employee engagement and 

customer experience are intrinsically linked, and it is this 

belief that we see in the ways that our staff interact with our 

customers and the positive feedback we get on how our staff 

support our customers every day. 

Co-production needs to take a flexible approach when 

engaging the workforce and working together as a team, 

ensuring that the journey is ongoing and responsive. We 

want our colleagues to have the capacity to make a particular 

contribution to the leadership of co-production initiatives, 

and to feel confident and empowered to make their voice 

heard. 

This has led us to involving colleagues in the forming of 

the Corporate Strategy through ‘tea and talk sessions’ and 

building a vibrant and productive staff forum. 

Optalis staff forum
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Following on from the staff survey, a number of staff 

engagement sessions across the organisation were held 

to gain a deeper insight into employee responses and 

gave colleagues the opportunity to find solutions to their 

identified issues. This is when the ‘You Said, We Did’ model 

was introduced. 

This model ensures that our staff have a clear line of sight 

from the issues that they have raised to the actions that we 

have taken as an organisation, as a result. 

For example, our staff told us that our eLearning system was 

For example, our staff told us that our eLearning system was 

difficult, so we did some user testing on alternative options 

and picked one that works much better for our staff. Because 

of this, our training compliance has improved, and staff are 

accessing more development opportunities to enhance the 

service they are able to give. 

I believe that the increase in participation in the staff survey 

(rising from 42% in 2018 to 52% in 2019) is as a result of our 

staff seeing that we are acting on what matters to them, and 

that we are honest about the things that we are not able to do.

Optalis has built a culture that enables colleagues’ to influence 

the shape and direction of our organisation. Employees were 

recently involved with the recruitment of the new Optalis CEO. 

Staff and customers hosted a lunch, to meet and question the 

potential candidates. Informal discussions took place and 

views on each of the candidates were then shared with the 

main interview panel.   

By ensuring employees are involved in generating ideas and 

developing the solution, great initiatives can arise, and this 

clearly aligns with our vision of a co-production approach. We 

are an organisation in service of our staff and have their voice 

at the heart of our decision making.

“We want our colleagues to feel 
empowered to make their 

voice heard.”

Optalis Star Awards
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T A L K I N G

Leadership in Social Care

Leading from the ground up
– promoting frontline leaders

Looking after and supporting your peers is 

important in all work environments and, one 

could argue, this is something that’s particularly 

pertinent to the care industry. But whilst being 

empathetic is important in a caring industry, 

as with the majority of workplaces, there’s a 

hierarchy in place and steps have to be taken to 

ensure everything runs smoothly from the very 

top to the bottom, with leadership being key to 

that.

I’ve been a team leader at Foxholes Care Home for almost 

three and a half years now, having started out as a carer 

almost three years prior to that. Like most team leaders, I’ve 

progressed through the ranks of carer, to senior, and then 

team leader. Starting on the frontline - so to speak – has given 

me invaluable insight into day-to-day needs, but I’ve risen to 

team leader because of the support I had around me.

It comes back to the old cliché that if you look after your team, 

they will in turn look after you, so it’s paramount a culture is 

fostered where this mentality is adopted and practised.

During my in-house training, I was taught to always ask for 

help if in doubt and it was drilled into us that it’s normal to 

not know everything. We’re all human at the end of the day, 

so our knowledge is fallible. Those in care should operate in 

an environment where it’s acceptable and indeed expected to 

seek help no matter what position of power you hold. This is 

something I’ve taken onboard throughout my career. If a carer 

asks me something I don’t know the answer to, for instance, I’ll 

be honest with them. Ultimately, it’s about creating a culture 

whereby all staff feel confident to communicate.

Staff wellbeing is also crucial on the frontline and, as a carer 

who was supported by my leader, I want my team to get the 

same treatment. I always go last for my break as it’s important 

Sarah Weston
Team Leader
Foxholes Care Home

to me that my team have their breaks on time, so that they 

can unwind, socialise and have lunch together. If they’re 

looked after, we’re all looked after.

Creating a family atmosphere is underrated in care. I felt 

like I was accepted into a family when I started my career 

at Foxholes, and I want my team to feel the same. Senior 

management regularly get involved in supporting carers 

and it’s important for them to see first-hand that we’re all in 

it together.

People choose to work in healthcare because they really 

want to. They are passionate, enthusiastic and dedicated 

to delivering exceptional care and making a difference to 

people’s lives – that’s something that has to be commended 

and nurtured. Therefore, by giving the carers on the frontline 

the tools to learn and progress, it will help unlock their full 

potential, growing key talent. There’s always a variety of 

training and qualification opportunities for those who want it 

at Foxholes and we make that clear from the get-go. Retention 

is paramount in care and we want our carers to know they are 

with us for the long-haul if they want to be! 

It’s been amazing to see my team develop and learn, and 

witnessing their dedication to the job is special. There are 

a few carers under my leadership that I can already see as 

future leaders one day, and it’s about ensuring they have the 

right support around them to excel in an industry that’s so 

rewarding if you commit and immerse yourself into being the 

best you can possibly be.

Sarah Weston is a Team Leader at Foxholes Care Home, a 

residential care home set in 18 acres of serene and peaceful 

Hertfordshire countryside, surrounded by grazing horses and 

an abundance of wildlife. Purpose built near the market town 

of Hitchin in 2012, Foxholes provides a luxurious standard of 

accommodation and facilities

“I’ve risen to team leader because of 
the support I had around me.”
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T A L K I N G

Leadership in Social Care

People taking the lead
But a movement is growing. Five self advocacy hubs from 

around England have  been working together with Learning 

Disability England to build a strategy and work  out key 

demands for people with learning disabilities. They want an 

end to  Assessment and Treatment Units (where people are 

kept living in institutions); people  with learning disabilities 

to be paid to provide their expertise and advice; and for self-

advocacy hubs to develop in every part of England.    

We think this social movement is a sign of things to come. 

Among the other  movements taking part in our programme 

are care workers collaborating to make  the case for improved 

working conditions in the sector; people with lived experience  

of mental distress working with social workers and other 

professionals to shift systems  to adopt social approaches 

to mental health; and medical students pushing for a  shift 

in the medical curriculum towards social prescribing. These 

grassroots, people powered movements harness the energy 

and anger many feel about services which  do things ‘to’ 

people, not ‘with’ them.    

Beyond our own social movements programme we are 

joining others to campaign  for people powered change. One 

of these is #socialcarefuture, a growing  movement of people 

who are imagining, communicating and creating together a  

future where what we currently call social care makes a major 

contribution to  everyone’s wellbeing and which, as a result, 

will enjoy high levels of public – and  hence political – support. 

The vision of the future they are championing is one that  can 

be realised through the connection of grassroots activists 

with decision-takers  and policy-makers and is a vision we 

think we can all agree on:     

“We all want to live in the place we call home with the people 

and things that we  love, in communities where we look out 

for one another, doing the things that  matter to us and that 

we’re good at.”

At Nesta, we want to see a health and care system 

that supports people to lead  healthier and happier 

lives. We believe that people are experts in their 

own health  and the health of their communities. 

In a time of change, people are increasingly demanding that 

health and care  systems work more closely with communities 

and offer more personalised and  equitable approaches to 

health. Dramatic social change has been driven time and  

again by people coming together in social movements to 

fight for their rights, solve  problems and shift how people 

think, support each other and demand what they  need.     

We believe there is untapped potential to combine the energy 

and dynamism of  social movements with the need for 

radical institutional change. The structure of  health and care 

services often work against the needs of marginalised groups 

of  people. Over the period 2019-20 we have been working 

with social movements to  learn how to effectively support 

people powered change in health services.    

One of these movements is Self Advocacy Together. Self 

advocacy is about people  with learning disabilities being 

in control of their own lives. This means speaking up  about 

what they want and being listened to. It means being able to 

choose things  for themselves.     

In recent years, the need for a national self advocacy body 

has become very clear:  the abuse at Whorlton Hall exposed 

by BBC Panorama showed the need for people  with learning 

disabilities to have more say in how care is provided. Statistics 

continue  to show that people with learning disabilities 

get worse health care and die younger  than the rest of the 

population.    

Damian Hebron
Programme Manager - Health Lab
Nesta

Sophie Kendall
Programme Manager - Health Lab
Nesta

“This social movement is a sign
of things to come.”
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T A L K I N G

Leadership in Social Care

Leading research through
lived experience

Pino Frumiento MBE
Co-founder
Heart n Soul

What is Heart n Soul at The Hub? It’s a project that 

flips the microscope – that’s what it is. 

People with learning disabilities and autistic people have 

been under the microscope for years, for too long. It’s time we 

were heard and seen. We want to be trusted and we want to 

be properly involved in conversations that matter to us.

Our project is all about people with learning disabilities taking 

control. It makes me feel great to be leading our research. It’s 

great to be in a building like Wellcome Collection. It’s showing 

people that we can really do research.

We have decided to try new things on our project, but what 

we really want to do is have conversations. And people are 

starting to listen to us. 

I, and other co-researchers with learning disabilities, work 

together with lots of people – some of them are in health care 

and social care, some are designers or artists, and some of 

them work in universities.

“We have filmed ourselves asking 
questions that are important to us.”

Robyn Steward - Heart n Soul at The Hub  

© Christopher Andreou

A creative Third Space session  (Heart n Soul)
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One of our projects is called Third Space. The ‘Third Space’ 

is where we sit down and spend time with doctors and 

nurses and carers. We know they are so busy. I wouldn’t have 

expected them to do this with us, but they are doing it! It’s all 

about us spending time with each other as human beings, not 

as patients and carers. It’s good that they’re doing this. It’s just 

the start, but they’re connecting with us and we hope this can 

grow in the future.

We know some of us need care and support. But we want to 

work together and move forward together, so that even if we 

need care, we can also be free and be in control of our lives.

I also want bigger changes for people like me. I want to feel 

like we are connected with society. Not for people to always 

turn away from us.

At the beginning of this project we heard about some 

research. It said that most people feel good towards learning 

disabled people. But when we talked about this with each 

other we knew that this doesn’t feel true in our lives. So, we 

are having the biggest conversation we’ve ever had. We have 

filmed ourselves asking questions that are important to us 

and the public are answering us. 

We want to find out what people really think about people 

with learning disabilities, but we also want to share what we 

think and how we feel so that people understand more about 

us and our lives. If we can understand each other more then 

maybe we will be able to change things for the better. I can’t 

wait to see what comes out of it.

“It makes me feel great to be 
leading our research.”

You can answer Pino’s questions at 

www.heartnsoulasks.com. 

Heart n Soul at The Hub is a research project led by 

people with learning disabilities and autistic people 

from award-winning creative arts charity Heart n Soul. 

The project is based in The Hub at Wellcome Collection, 

a space for collaborative research. You can find out 

more about Heart n Soul at The Hub and join their 

mailing list at www.heartnsouleye.com.

The Hub space at Wellcome Collection  (Wellcome images)

Heart n Soul at The Hub co-researchers in the 
filming studio © Heart n Soul

“What we really want to do
is have conversations.”



National Intergenerational 
Week

Ben Dunn
Senior Digital 
Communications Executive
St Monica Trust
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“Intergenerational conversation 
is a really important one at 

the moment.”
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National Intergenerational Week is a celebration 

of the moments and places where different 

age groups come together. The person behind 

the campaign is Ben Dunn, a senior digital 

communications executive for Bristol-based 

charity, the St Monica Trust. He talks to us about 

the origins of the campaign and what he hopes to 

achieve.

Why have a National
 Intergenerational Week?
The intergenerational conversation is a really important 

one at the moment. That’s partly because there’s a growing 

amount of study to support bringing together different 

generations as a credible means of addressing issues, such 

as social isolation, political divisions and the cost of housing.

There’s loads of amazing intergenerational work taking place 

across the UK, which are tackling some of these challenges 

by bringing people from all different age groups together in 

a number of creative ways. From intergenerational home-

shares to intergenerational care and community spaces, the 

range of work is growing constantly. There are also some very 

established intergenerational networks in UK, particularly in 

Scotland and Northern Ireland. What we’re trying to do is bring 

together the wider conversation, provide an opportunity to 

share learning and also amplifying the importance of the 

work that is being done through a collective voice.

What is National Intergenerational Week?
National Intergenerational Week is about providing a 

platform for seven days of online conversations about 

intergenerational projects, their benefits and best practice. 

Individuals and organisations wishing to take part can 

search ‘National Intergenerational Week’, visit the St 

Monica Trust website and find social media resources that 

they can download. We’re asking people to promote their 

organisation’s intergenerational work and its benefits using 

the hashtag #IntergenerationalWeek. 

They can also use the hashtag to promote any 

intergenerational events taking part in their local community.

What inspired you to create National 
Intergenerational Week?
Intergenerational friendships have always been a big part of 

my life. Before getting into digital comms in the charity sector, 

my background was mainly in the arts. I grew up in a musical 

family and spent most weekends in my teens playing in bands 

alongside musicians who were in their 60s. In the world 

of music there’s a lot of value placed on intergenerational 

learning. It’s a mutually beneficial thing, with the older 

musicians providing knowledge and experience, and the 

youngsters providing energy and new creative ideas as they 

work side by side. I think younger people are missing out on so 

much if they don’t have the opportunity of spending time with 

older people. I’m very lucky in that I now get the opportunity 

to build relationships with people of different generations as 

part of my work at the St Monica Trust. It’s a dream job and 

to be able to work on this campaign supporting others to 

explore those relationships is real privilege. 

What do you hope to achieve with National 
Intergenerational Week?
We have more than fifty organisations from across the UK 

who have signed up to participate in the campaign so far. 

We’re looking forward to bringing everyone together during 

the week itself and hearing about all the wonderful work 

that is happening out there. We appreciate that we’re not 

trying to change the world overnight. What we would like 

to see is a good selection of organisations from all over the 

UK and representing different sectors, joining together in the 

conversation.

National Intergenerational Week will run from 23 to 

29 March, 2020. For more information visit www.

stmonicatrust.org.uk/national-intergenerational-

week or email Ben.Dunn@stmonicatrust.org.uk 



 People with complex 
neurological conditions

abandoned in care homes

Ruth Smith
Chief Executive
Christchurch Group
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“I am a 46-year-old woman and
I was in a bed that was meant for

a dementia patient.”
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Ruth Smith, Chief Executive Officer at Christchurch 

Group (the UK’s leading provider of neurological 

rehabilitation services) reflects on a report 

published by Sue Ryder in March 2019 which 

estimated over 15,000 people with complex 

neurological conditions are living in general old-

age care homes, and considers what 2020 might 

hold for these individuals and their families.

Last year, we saw many important developments in the 

neurological rehabilitation sector which are already making a 

difference to service users and employees alike. The launch of 

a new Rehabilitation Prescription, a crucial tool to document 

the rehab needs and care pathway for people with Acquired 

Brain Injury (ABI), addressed some of the key concerns of 

healthcare professionals and ensured that assessments will 

take place within 48-72 hours of admission. 

It was also heartening to see the work of the All-Party 

Parliamentary Group on Acquired Brain Injury capture 

public attention and tirelessly campaign to address national 

gaps in funding and provision for patients in need of 

neurorehabilitation. I’m confident that the Group, headed 

up by Chris Bryant MP, will continue to ensure the delivery 

of neurorehabilitation services is high on this government’s 

agenda.

In the run up to the General Election in December 2019, all of 

the main political parties were unified in their agreement on 

the necessity for a fresh approach to social care, with Prime 

Minister Boris Johnson saying a “revolution” was needed. 

However, in a BBC interview conducted in January 2020, 

Johnson revealed that his “clear plan” for tackling the crisis 

could take up to five years to implement.

This simply isn’t good enough for the 15,000 people with 

neurological conditions like Multiple Sclerosis or Huntington 

’s disease who have been abandoned in elderly care homes 

due to a lack of care provision in their area. These people are 

unable to receive the specialist care they so desperately need 

and are at risk of social isolation and poor mental health. I was 

appalled to read about the case of Nina Thair, a secondary 

school teacher from Brighton, who was transferred to an 

elderly care home after her MS symptoms worsened and 

had to sell her home to pay for the cost of her care. Ms 

Thair’s summary of the situation was spot on: “The system 

is full of people doing their absolute best in very challenging 

circumstances. But I should not have been there. I am a 

46-year-old woman and I was in a bed that was meant for a 

dementia patient. There are just not the services available for 

working-age adults like me.”

With recent estimates by the brain injury charity Headway 

putting the number of individuals living with long term 

disabilities as a result of ABI at 500,000, it is clear that the 

UK’s need for effective, compassionate and well-regulated 

neurological care is not going away. I’m hugely proud of 

Christchurch Group’s multi-disciplinary team who provide 

bespoke rehabilitation plans to each of our clients – it’s this 

compassionate but most importantly clinically-led approach 

which means 86% of our service users are able to return 

home following a period of rehabilitation.

The emotional aspect of brain injury and neurological 

conditions is immense for clients and their families, so it was 

devastating to read in Sue Ryder’s report that over 500 people 

in these elderly care homes were in ‘out of area’ placements 

in non-neighbouring local authorities. At Christchurch Group 

we recognise the vital role families play in the recovery and 

mental wellbeing of clients, which is why we fund travel costs 

to maintain relationships and family units.

I hope 2020 brings with it more integration between health 

and social care as well as improved healthcare outcomes for 

neurorehabilitation patients. Amplifying the voices of one of 

the country’s most vulnerable patient population groups is a 

hugely rewarding part of my job – I sincerely hope that this 

year, their needs are listened to.

“15,000 people with neurological 
conditions have been abandoned

in elderly care homes.”



The value of volunteers

Sarah Clarke-Kuehn
Group Director – Care
Sanctuary Care
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“We give residents the 
opportunity to volunteer within 

their own local communities.”
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Volunteers are a valuable resource that can 

hugely benefit the quality of life for older people 

in care and nursing homes.

Two years ago, Sanctuary Care launched a volunteer drive 

aimed at introducing even more people to a career in the care 

sector while at the same time building on the high-quality 

care we deliver and enriching the lives of residents.

In that time the programme has gone from strength to 

strength, with nearly 800 people having enrolled so far. 

Volunteering provides the opportunity for people to gain 

an insight into work within care – positively leading to 

permanent employment, which is helping to further bridge 

the well-documented staff shortages across the adult social 

care sector.

Managing over 100 care homes across England and Scotland, 

caring for more than 5,600 residents, we are not immune to 

recruitment challenges and our drive to increase volunteering 

opportunities supports our overall strategy to recruit and 

train quality staff who share our passion for delivering quality 

care and enriching the lives of residents. 

Our programme was designed to benefit residents, the 

homes they live in and those participating in the voluntary 

placements, providing opportunities to develop their skills 

and experiences, with the opportunity to lead to permanent 

employment.

Ashiea Louise Kelly and resident Veronica Grant
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Volunteers undertake a variety of tasks. This may be spending 

one-to-one time with a resident; a seemingly simple task yet 

one which is integral to a person’s overall wellbeing. Activities 

such as playing board games, helping with crossword 

puzzles, gardening and knitting are also an important part in 

maintaining social interaction for residents.

As well as providing vital hands-on experience, the 

programme’s success has also enabled us to forge fruitful 

links with other organisations, offering opportunities that 

provide mutual benefits for both residents and the volunteers 

themselves.

With this in mind, a successful link-up has been secured with 

disability charity Mencap, facilitating placements within care 

homes for people with learning disabilities.

We are also working with the younger generation with the 

aim of introducing them to care as a vocation and to pursue a 

career within the sector. To this end, a flourishing partnership 

has been developed with The Duke of Edinburgh Award, for 

which we are proud to be an Approved Activity Provider, one 

of just 42 organisations throughout the UK to have achieved 

such prestigious status. 

Another growing partnership is with the University of 

Worcester and their WorcTogether project, where students 

undertake placements in some of our nine care homes in 

Worcestershire. WorcTogether promotes the opportunity for 

students to work with national employers such as ourselves 

to develop skills including communication, leadership and 

learning how to connect with people.

Significantly, volunteering isn’t just limited to people 

interested in care as a career and we have an exciting pilot 

initiative giving residents opportunity to volunteer within 

their own local communities.

Through speaking with residents and discovering their 

passions, including what they used to do in their own working 

lives, we have been able to tailor placements to suit them, 

including with local schools.

While volunteering is essentially unpaid, to see it solely as 

that is to miss the point. Those who have taken part in our 

programme have acquired valuable skills which are of benefit 

to all, and they will continue to further enrich the lives of our 

residents.

“Volunteering can positively 
lead to permanent employment

in care.”

Resident Gordon Byrne and Ryan Khan





A bright light for care leavers
 

Gary Thomas
Area Director for South 
and South West
The Children’s Society

T A L K I N G

Children & Young People

19

“Bright Light offers help into
employment, further education

or apprenticeships.” 

https://www.childrenssociety.org.uk/what-we-do/

our-services/bright-light

https://www.catch-22.org.uk/services/bright-light/

Every year thousands of young people leave 

care. When they turn 18 they are expected to 

live independently, look after their own finances, 

find employment or continue in education, they 

are expected to be adults. This is a daunting 

experience for any young person, but for those 

who have grown up in care, who have not had a 

family there to support them, this is even more 

challenging.

Take something as simple as getting their first job. For most 

young people their first experience of employment will be 

a Saturday job. It starts with a search, sending out CVs and 

filling in application forms, which a parent will probably help 

them with. The next step is an interview, this may be a nerve-

wracking experience, but again it’s likely parents will have 

helped them prepare, maybe ironed an outfit, given them a 

lift or the money to get there. Parents may run through some 

possible interview questions or the young person may have 

had special lessons at school. 

If the interview is a success there may be family 

celebrations, if not someone is there to pick 

them up and give them the confidence to try 

again. 

For many young people a Saturday job is to 

give them some extra spending money for 

clothes, socialising and hobbies. First jobs 

are also a way to learn about the world 

of work, to find out about application 

forms, interviews, time keeping, employer 

expectations and more. 

But what about children who did not have this 

experience, those in care. In December the 

Department for Education released the latest 

figures around looked after children.  It found 

39 per cent of care leavers aged 19-21 are not 

in employment, education or training. This 

compares to just 12 per cent of other young 

people in the same age group. Clearly more 

needs to be done. 

Many of these vulnerable young people will 

have experienced serious trauma in their 

lives. They may have mental health issues, 

problems with housing, social workers and 

more. For these young people the 

idea of getting a job is huge.  

Then if they succeed in doing so, there will be many more 

barriers and issues that these young people may still be 

struggling with.  If they have moved into independent 

accommodation for the first time they will be leaning to 

manage their money, they could be struggling with debt or 

even facing eviction. Employment will bring fresh concerns 

such as being able to afford to buy the new shirt for work, 

the travel to get there or money to buy lunch.  Then there’s 

socialising with colleagues and the alien nature of the office 

or workplace. 

All these issues may cause the young person to seem 

disinterested and unreliable. Employers may wrongly think 

they are part of the ‘snowflake generation’ who don’t know 

the meaning of hard work.

The reality however is different and it is organisations like 

The Children’s Society and Catch22 who understand this. 

That is why we recently launched new collaborative project 

– Bright Light. The pilot scheme is being offered in four areas 

of London to local care leavers. Generously supported by the 

Clothworkers Foundation, it is a programme offering care 

leavers a full wraparound service that is designed to help them 

get into employment, further education or apprenticeships. 

Young people who enrol onto the course will be provided 

with one to one support for up to 18 months. Career coaches 

will help care leavers to create a stable personal life and a 

good understanding of budgeting. They will help them think 

about their futures, building their confidence, helping them 

to understand employer expectations, CV writing, interview 

techniques, budgeting, the importance of time management 

and more.  

Career coaches will also try to work with the employer to 

ensure they have the right understanding and support in 

place so that care leavers can thrive. 

At The Children’s Society we believe in care leavers, they 

have so much potential. Many of them have overcome huge 

issues and with the right support, such as the new Bright Light 

programme, we know they can become incredibly productive 

members of society.  



Sex, sexuality
and relationships

Forming romantic and sexual relationships is 

a big part of life for most people. Our romantic 

histories often serve as markers of different parts 

in our lives. For many, some of the most beautiful 

days are related to relationships.

Yet, somehow, it seems that the moment people enter social 

care their romantic and sexual needs disappear. They become 

taboo. I have come across very few places that openly and 

actively talk about them.

However, CQC has just launched a report on sexual wellbeing 

and safety, which is a great way to start a bigger and deeper 

conversation around these topics. 

First of all, better quality and more-consistent training is 

needed. Care workers need to learn about different sexualities 

and genders so the support they offer is personalised in this 

area as well. As a bisexual female, I hope that if I need care 

I will not be judged for being attracted to men and women. 

And yes, I am happy to talk here about my sexual orientation.

It is the responsibility of leadership to open up discussions. 

Sexuality and topics around sex must move from being taboo 

to being a part of every initial assessment and training. People 

still have a right not to disclose it but we should ask, the same 

way we ask about family and health conditions. If we are to 

improve on relationship-centred care, we really need to cater 

for all needs, not just those we are comfortable with.

Open conversation and better training should also reduce 

the number of adverse incidents and abuse. In this area, 

what also needs to be looked at more is the experience of 

care workers. We are taught about safeguarding and rights 

of the people we support; very rarely do I hear – having not 

experienced it myself – that care workers are taught that they 

have a right not to be sexually abused. It has been my own 

experience, and I have heard from a number of care workers 

that it happens and is often excused as a ‘part of the job’. It is 

not. Care workers should not feel scared of disclosing their 

sexuality or being inappropriately addressed or touched. 

By ensuring that care workers feel safe in their place of work 

we improve the culture of care, which should reduce the 

number of incidents in both directions. 

Wherever care is delivered, a microcosm is created where 

each action has consequences and the well-being of one 

group of people affects others. 

Karolina Gerlich
CEO and Founding Director
National Association of Care & Support Workers Ltd

T A L K I N G

Home care

“Sexuality and topics around sex 
must move from being taboo.”
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“CQC has just launched a report 
on sexual wellbeing and safety.”



Developing next generation 
social care nurses

Joan Sirett
Matron
Sonnet Care Homes
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“I am an ‘old school’ nurse but
nursing is still a wonderful and

satisfying profession.”
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Joan Sirett, Matron at Sonnet Care Homes, has 

dedicated her life to caring for others, having 

received her nursing qualification in 1980.  She 

was recently a finalist in The Great British Care 

Awards and was hailed by the judges for her 

compassion and wonderfully positive approach 

to both her staff and residents.  Here Joan talks 

about her career and her passion for nursing in 

social care.

I started my career as an Auxiliary Nurse working evenings to 

fit in with the family. I commenced my State Enrolled Nurse 

training in 1978 and qualified in 1980, then after 6 months 

I was lucky to be accepted on the very first Conversion 

Course to become a Registered Nurse. The conversion was 

with Chelmsford District School of Nursing as there were 

no universities in those days for nurses! I really enjoyed my 

training and was proud to receive the gold badge, which I 

still have, for the student with the highest score in the final 

examinations.

As a Registered Nurse I then went on to attain degrees in 

Healthcare Management, Infection prevention and Control, 

and Nurse Education.

I feel that my career has really benefitted from my working 

my way up through the ranks from Nursing Auxiliary to Nurse 

Consultant and now as Matron for Sonnet Care Homes. It has 

given me an insight into colleagues needs and concerns at all 

levels, and I am able to better understand the pressures they 

face.

Nursing is a career for people who have the best interest of 

others at heart. It can be sad, it can be rewarding, and it can 

be frustrating at times, but mostly nursing is putting yourself 

in the place of the other person and doing all that you can to 

make them feel safe and reassured that you genuinely care.

One of my favourite things is supporting student nurses and 

seeing them develop into competent, efficient and effective 

professionals. Every student is different, some need more 

guidance, some need to be helped to step back a little and 

to learn not to run before they can walk. It is very satisfying 

when students contact me to let me know that they are now 

practicing as a Staff Nurse. I always remind them, do not 

forget your patient, they are the most important thing in your 

working day. 

My role as Matron for Sonnet Care Homes is especially 

satisfying because it is so diverse. I can be working with 

frontline team, teaching with our Trainer, or being a practice 

supervisor to student nurses, trainee paramedics and student 

mental health nurses, as well as ensuring good practice and 

coordinating new initiatives within the care homes.

Recently I managed the Gold Standards Framework (GSF) 

accreditation initiative St Mary’s Court Care Home. This 

involved ensuring that the whole team were aware of what was 

happening, empowering them to ask questions, and making 

them comfortable with their personal role in the accreditation 

process. Once the team understood that the resident would 

benefit from the GSF, it was much easier for the initiative 

to be a success. We attained the accreditation with credit 

which I could not have achieved alone, it was real team effort. 

Through the same process of education, communication and 

team support, The New Deanery Care Home is also now close 

to achieving accreditation on the GSF. This will mean that all 

Sonnet Care Homes residents approaching the end of life will 

have their needs met in a timely manner to ensure a peaceful, 

dignified and pain free end to their life. Our residents only die 

once and we must get it right for them and their families. 

My ethos has always been ‘care for others’. From taking 

students under my wing, to looking after people and their 

families, to helping to make a stay in a care facility the best it 

can be. I am an ‘old school’ nurse and although nurse training 

has changed considerably, I believe that nursing is still a 

wonderful and satisfying profession.

Joan with student nurses



Developing autism training 
for health and care staff
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Last year, after a concerted campaign from 

autistic people and people with a learning 

disability, the Government committed to rolling 

out mandatory training for all health and care 

staff. This means professionals need a clear sense 

of what they need to know, and health leaders 

need to know how to get their workforce ready to 

meet this challenge.

Workforce development is about working out what skills, 

knowledge, behaviours and values people need to do 

particular jobs and planning the learning programme and 

support they will need to do those jobs. 

 

Care or support will be better when people are supported by 

knowledgeable and confident workers who can adapt and 

flex their knowledge and skills to the particular needs of an 

individual and their family.

 

In late 2019 Health Education England published the ‘Core 

Capabilities Framework for Supporting Autistic People’. The 

framework was developed in partnership with autistic people 

of all ages, families and a wide range of health, social care, 

independent sector and voluntary sector organisations.

www.skillsforhealth.org.uk/learningdisabilityandautismframeworks

Capabilities:
The framework sets out 19 capabilities (skills, knowledge and 

behaviours) that people need to bring to their work. Values 

underpin every aspect of the framework. These capabilities 

are grouped together under five domains and three tiers.

 

Domains:
A. Understanding autism (and that that every autistic 

      person has a different combination of traits and 

      sensitivities and is unique)

B. Personalised support

C. Physical and mental health

D. Risk, legislation and safeguarding

E. Leadership and management, education and research

Tiers:
1)  People who require a general understanding of autism  

      and the support autistic people may need

2) People with responsibility for providing care and 

      support for an autistic person or people, but who could 

      seek support from others for complex management or 

      complex decision-making

3) Health, social care and other professionals with a high 

      degree of autonomy, able to provide care and support 

      in complex situations and/or may also lead services for 

      autistic people

 

The domains, tiers and the capabilities are all interlinked. 

Under each domain, there are a number of capabilities, which 

then set out the sort of knowledge and skills that are needed 

for each tier.

 

The best way to explain this is to look at one of the domains. 

The first domain is about understanding autism and has two 

capabilities in it. They are: 

1) understanding autism 

2) identification and diagnosis of autism 

For both of these, it’s essential that workers understand that 

each autistic person is different. 

 

Tier one applies to all workers not providing specialist care 

to autistic people, but there are still likely to be autistic 

people using their service every day as part of the general 

population. You might address the capabilities by arranging 

for an autistic adult to talk about autism in team meetings or 

in supervision. 

 

At tier two, workers need to know everything in tier one. 

They will also need to be able to understand and have skills 

from other domains - such as how to address the health 

inequalities experienced by autistic people. People needing 

this level of capability are likely to meet and work in services 

more specifically for autistic people.

 

Tier three is about expert knowledge and skills, understanding 

the medical and social models and key policy and legislation. 

These workers are likely to be working with autistic people all 

the time and advising or making decisions which will affect 

other workers.

 

The most important thing to remember is that the framework 

is not about progression from one bit to the next. It’s about 

checking what people need to know, when, and also how to 

apply that knowledge in practice. Even more importantly, 

it’s about engaging autistic people and their families in 

developing workers’ confidence and competence and 

everyone respecting each other.

Find out more about Skills for Care: 

www.skillsforcare.org.uk   www.skillsforhealth.org.uk

Jim Thomas  
Programme Head - 
Workforce 
Innovation 
Skills for Care

Colin Wright  
Development
Manager 
(Frameworks)
Skills for Health

Marie Lovell  
Project Manager
Skills for Care
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Challenging communication
 

R E A L  L I V E S

For Jola Janson, communication is at the very 

heart of care: it was her own moving experiences 

at home in Poland, and then her arrival in England 

with limited language skills, that gave her the 

ability to support residents who have lost their 

powers of communication.

Before moving to England in 2015 to work at Care UK’s Norfolk 

House care home, Jola had carved out a career using drama 

and art therapy. She followed a Masters degree in Education 

with postgraduate courses in drama, psychodrama, 

therapeutic communication methods and theatre directing 

with children and young people. 

She also learnt methods to help society’s most vulnerable 

people - from people with learning disabilities to those with 

addictions - using various communication tools offered by art, 

therapy and her own intuition.

Once in England, she set about using her skills to benefit older 

people with communication problems. She explained: “When 

I was a teenager, I lived for more than two years with my 

beloved nanny in her house – just me and her. 

“She had Alzheimer’s disease. It was a very hard to watch such 

a wonderful, artistic woman change into someone I didn’t 

know. When sitting next to her, holding her hand, I looked into 

her eyes, trying to find the woman who used to be my role 

model and my support.  She was alive and yet she had gone, 

and I felt a terrible sense of loss. She was a wonderful singer 

and the only thing left unchanged in our relationship was our 

love for music.”

Jola also tragically lost her own daughter, Laura. She 

had spent time in a coma, and Jola dedicated her time to 

communicating her love and affection to her daughter while 

she was in the hospital.

Jola was determined to use her experience to support others. 

After several care roles, she became a lifestyle coordinator 

at Care UK’s Milner House. She said: “When I moved here 

I felt insecure, frustrated and unsafe, because of my lack of 

English. Having insufficient language skills, you focus not on 

language itself but on body language, facial expressions and 

atmosphere. You try to catch the mood of the person sitting 

with you and key words in their speech. This gave me an 

invaluable insight into communicating with those who had 

lost their communication skills.”

Jola spent a great deal of time working with a resident who 

was deaf and blind. She explained: “I started by reading her 

life story and looking at photos of her, to gain ideas. I began 

to wear a bracelet. I would put her hand on my bracelet each 

time we met, and she began putting her hand on my wrist 

trying to find the bracelet so she could recognise me.”

The next step was inventing a common code of touch to 

communicate. Jola worked one-to-one with her on sensory 

activities, providing her with tactile and olfactory stimulation, 

re-establishing a sense of awareness of her body and her 

environment.

Food played an important role and Jola ensured the resident 

was able to smell and touch her meals for recognition. Jola 

said: “I tried to respond to the resident’s needs: if I saw her 

becoming anxious I would gently massage her hand or just 

hold it, and this calmed her. I was really touched when, after 

some time, she used to look for my hand to touch it and kiss it.

“There is no doubt for me that it was the experience 

establishing communication with my darling daughter that 

helped me establish my relationship with the special resident. 

I can’t overestimate how much I have received working with 

the residents of Milner House.”

Jola Janson
Lifestyle Co-ordintor
Care UK

Milner House Dog Show

“I would put her hand on my
bracelet each time we met.”

“Jola invented a common code
of touch to communicate.”
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Multi-skilled Tarnya’s award
winning approach to care

R E A L  L I V E S

“I first knew the care sector suited me after meeting 

Michael*. He was a very challenging gentleman, 

who had difficulties with communication. He was 

often frustrated and aggressive - but I couldn’t give 

up on him – I wanted to find a way to connect.” 

Taryna  Ansell first entered the care sector as a support 

worker for adults with learning disabilities when she moved 

to Clacton-on-Sea 19 years ago. She realised early on that she 

thrived on a challenge: “Michael hated having a wash – it was 

a constant flashpoint and his support workers struggled to 

coax him to engage with the most basic daily aspects of life, 

like washing.”

Now working as activities co-ordinator at Edensor Care 

Centre, a home for elderly with nursing and dementia needs 

in Clacton-on-Sea, Taryna was highly commended at the 

Great British Care awards East of England when judges noted: 

“Taryna is caring through and through. She goes above and 

beyond to provide meaningful activities to each one of the 

residents. An absolute asset to the sector.” 

Her dedication and determination has seen her make a 

positive impact to the lives of many over the years, including 

Michael.

“One day I asked if I could sit near him and have a little chat, 

to calm him. After a while, he seemed happy for me to be 

there, so I seized the moment and gently asked: ‘Do you think 

you might like a nice warm bath?’ To my surprise he agreed 

– it might seem like such a small thing but it was a huge 

breakthrough – I had earned his trust. I realised then that care 

was where I was destined to be and I’ve never looked back.”

Taryna went on to work as a hospital healthcare assistant 

delivering end of life care – a role which sparked an enduring 

passion. 

“I cannot think of a greater honour than to support a person 

through their final moments in life. It can be frightening but 

having someone there, offering comfort and calm can make 

so much difference.”

Taryna is now working towards achieving the Gold Standard 

Framework in end of life care at Edensor Care Centre, run by 

the charity Diagrama Foundation. Many Edensor residents 

come from social care and have no relatives or visitors. Taryna 

works tirelessly to ensure they are not lonely and are kept 

engaged: “I cannot think of anything worse than spending the 

last days and hours of your life alone, so we try to make sure 

everyone has someone with them at this time. I’d rather be 

called in, in the middle of the night, than for someone to die 

alone.” 

A trained aromatherapist, Taryna has been using this to boost 

residents’ wellbeing, relieve discomfort, and reduce pain. She 

has also organised monthly pamper days at the home to give 

residents the VIP treatment and help them feel special – often 

volunteering her own time.

She now has a pivotal role at Edensor in introducing the 

Montessori Method of Dementia and Aged Care – an 

innovative person-centred approach widely practised across 

the US, Canada and Australia which has had significant 

positive outcomes – including improving quality of life and 

significantly reducing the need for anti-psychotic drugs and 

sedatives.

“It is such an exciting time for residents at Edensor. This new 

approach will really personalise the care they receive, help to 

protect their memories and keep people active and engaged 

for longer.”

Taryna believes the secret to great care is being non-

judgemental and person-centred. “We come from all walks 

of life but underneath we are all humans and deserve to the 

treated with dignity. And good listening is crucial – taking time 

to understand who that person really is, what is important to 

them and what has shaped their life – so we can make sure 

their experience focuses on them as much as possible.”

*name changed

Tarnya Ansell
Activities Co-ordintor
Edensor Care Centre

“I’d rather be called in, in the
middle of the night, than for

someone to die alone.” 
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“A trained aromatherapist, Taryna
has been using this to boost

residents’ wellbeing.”
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It’s not all tea and biscuits...
but don’t forget the Ginger Nuts!

R E A L  L I V E S

Awards finalist Jacqueline Edwards talks about 

her fast and somewhat bumpy journey to running 

a care home, working in partnership with local 

health teams and her mission to raise standards.

On 31st December 2000, I walked away from my career in 

interior design into a very uncertain future.

My journey took me to University to study nursing. Being the 

‘new girl’ again at 34 was a humbling experience but I grew 

in experience as the years passed.  My new career kept me 

busy and happy for many years, until I married in 2014. and I 

changed lanes again.

So, I became the Registered Manger of my own care home, a 

dream come true. But the responsibility weighed heavily on 

my shoulders.  On my first morning in charge, a tiny elderly 

lady with tight white curls backed by two larger ladies with 

identical dark bobs cornered me.

“So, have you got those Ginger Nuts?” said the tiny lady 

menacingly, in a broad Glaswegian accent. 

“Better have,” echoed the two ladies eyeing me coldly.

I felt totally out of my depth. I didn’t know the staff or the 

residents, there was always someone or other calling in sick 

and there were constant repairs needed for the neglected 

building. I scribbled ‘Ginger Nuts’ on my ever-growing list and 

tried to figure out where to begin.

Even though I had a background in nursing, I felt completely 

overwhelmed by the switch to the social care environment. 

The outgoing management had left everything in a mess. The 

Policies and Procedures manual was hopelessly out of date, 

there hadn’t been a fire drill in living memory and the staff 

training programme consisted of videos showing patients 

smoking in bed.  I had to learn and learn fast.

I moved into the Care Home with my family. I worked every 

shift alongside the staff and even  cooked the Sunday Lunch 

so I could see the problems first hand. There was no vibrancy 

at all, and this showed itself in the activities programme.  In 

fact, there were no activities at all, just a jumble of battered 

board games in a dusty corner.

 

When designing a completely new programme, I came up 

against resistance, but I continued to push on. One by one, 

the staff began to see the positive effects. This meant I could 

turn my attention elsewhere.

The current training programme was woefully inadequate. 

But I knew where to find some of the best training this country 

had to offer.

I used my contacts at the local District Hospital to place some 

of my staff on the NHS basic training programme there. The 

staff loved coming to the hospital and they felt invested in 

bringing change back home. 

The academy offered us more places on the next training 

cycle and soon, all our staff were trained to the excellent NHS 

standards.

I saw a real way to raise the standards of local care and helped 

roll the programme out to the other local care homes so their 

staff could access the best training too. This initiative is still 

running today with increasing success.

While liaising with the training academy, I also networked 

with other specialisations at the hospital, including the FOPAS 

(Frail Elderly Persons Assessment Service).  Their consultant 

is passionate about elderly care and came to Compton View 

for a meeting about how to improve pre-hospital care.

Jacqueline Edwards
Care Home Manager
Compton View 
Residential Care Home

“I scribbled ‘Ginger Nuts’ on
my ever-growing list.”
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We brainstormed many idea’s that day, and links were created 

between ourselves and the FOPAS team. As a result, they now 

come out to our Care Home regularly to assess residents at 

risk and treat them in the community, preventing admissions. 

This service has also been offered to local care homes and the 

response has been fantastic.

It was around this time that I undertook my Nurse Prescribing 

Qualification, which would allow me to take a greater role in 

the medications management of Compton View and provide 

us with an extra layer of audit and safety. This allows us to forge 

better links with our supporting services such as outpatients 

and GP practices and relieves some of the pressure on these 

overburdened teams. This fledgling role is still growing, and I 

am proud to be a pioneer. 

At election time, I contacted all the politicians standing for 

election and invited them to come and pitch for our residents’ 

vote.  It was an afternoon of intelligent debate. It angered 

me to see how this community of elderly people had been 

ignored in local politics. 

I wrote to local MP’s stating my concerns for the future of 

social care, the issues we faced as managers and providers 

and highlighted the abysmally poor treatment of the elderly 

in our society. This led to an invitation to write an article 

for The Parliamentary Review’ on current issues facing the 

elderly today.  And in September 2019, my husband and I 

travelled to the House of Lords to share our views with other 

industry leaders and interested political parties.

Whether anything changes as a result or not, we will continue 

to speak out for those we represent. The elderly community 

are still relevant, and they deserve to be heard. We will speak 

loudly, and we will not go away until elder issues are at the top 

of the political agenda.

I am proud of all I achieved 

in my first year as Manager 

of Compton View Residential 

Care Home. I am intensely 

proud of the valuable team 

I have around me and, at 

the heart of it all, the elderly 

community that we are proud 

to serve.

I am also proud to announce that we have never run out of 

ginger nuts.

“I invited the local politicians 
to come and pitch for our

residents’ vote.”
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Weaving wellbeing 
into activities

R E A L  L I V E S

“Seeing residents smile during our knitting club 

makes my day. It brings home how transformative 

and life-changing care work can be.” These are 

the words of Lorna Mclean, a London-based carer 

who was nominated for a carer award in 2019 

due to her novel approach to improving resident 

wellbeing. 

Lorna has been teaching residents with 

mobility and sensory issues how to knit 

through her creation and facilitation 

of a new knitting club at Bridgewater 

House, an extra care scheme owned and 

managed by homes, support and care 

provider Octavia. Before spearheading 

the purposeful activity group at the 

beginning of 2019, Lorna researched 

instructions online and practised the 

new craft in her spare time, motivated 

by her ultimate aim of improving 

outcomes for the older people she 

supports. Lorna recalls “Learning to 

knit has been a long-held aspiration 

of mine. After hearing how the artistic 

activity can boost older adults’ mental health, I decided to be 

proactive and teach myself. Using online resources, I learnt 

how to make a slipknot and work a basic stitch. Once I felt 

confident enough in my own ability, I launched the knitting 

group.”

Violet, a Bridgewater house resident, used to cry a lot and 

feel distressed on a regular basis, but Lorna’s words of 

encouragement coupled with Violet’s new hobby have helped 

put a smile back on her face.

“Violet’s spirit visibly lifts when people compliment her 

work. It is amazing to see the knock-on effect that this has 

had on her confidence and state of mind. Knitting not only 

stimulates the brain and puts it to good use, it also helps our 

residents develop new skills and enhance existing ones. They 

are taking on a project which when completed, becomes an 

accomplishment they can be proud of, thereby helping them 

feel good about themselves.”

As well as boosting residents’ self-esteem through a creative 

form of expression, the group also has important social value, 

promoting resident socialising as they engage through a 

lively and stimulating activity. 

“It is wonderful to see group members helping each other 

out– learning new techniques and exchanging knowledge. 

They happily carry on knitting even when I am called away 

from a session. We started out with smaller items such as 

hats and scarves but now the group are ready to move onto 

jumpers and slippers.” 

Lorna’s journey in care began in 2000 when she took on the 

role of care assistant in an Ickenham based sheltered housing 

scheme. Her natural ability to engage with residents on an 

individual level shines through in her comments on her career 

choice: 

She says: “Caring comes naturally to me probably due to what 

I am told is my ‘cheerful nature’ and long history of looking 

after older people”, says Lorna. “Growing up, I liked helping 

older family members as I always believed you can learn a lot 

from those with more life experience than yourself. A family 

friend once told me that if you earn ten pence you should 

always try to save at least two pence of it - a valuable life 

lesson that goes beyond monetary value and has remained 

with me ever since.” 

Lorna believes that “communication, compassion, empathy 

and resilience” are the key tenets of good care. Her 

commitment to tailoring care to individual need has not gone 

unnoticed by her colleagues, as she was recently nominated 

for the Home Care Worker award at the London region 2019 

Great British Care Awards. 

“It was lovely to be nominated and I’m grateful for the 

recognition. My job feels worthwhile every day as it is 

eternally rewarding to help those that are vulnerable.”

Lorna Maclean
Home Care Worker
Octavia

Edith Foster – Bridgewater resident

Lorna Maclean

“Spirits visibly lift when people 
compliment their work.”



C H A T

WHAT KEEPS ME                AWAKE AT NIGHT

opportunities to learn and advance their careers and to feel a 

sense of purpose, supported by an experienced, professional 

senior management team. Yet they often perceive working 

in the care sector as unattractive, the work status low and 

unskilled, and poorly paid, with no job security. 

This attitude often reflects how some staff perceive their 

role – “I am just a care assistant, chef, cleaner…..”.  I strongly 

believe that everyone’s role matters and that we all have 

the compassion, dedication and commitment to deliver 

the highest quality of care. We get to make a difference to 

people’s lives every day, we put smiles on people’s faces and 

we are there when families experience the loss of their loved 

one. To care for another person is a vocation that can be 

demanding but is always rewarding. 

The recruitment and retention challenge will not be resolved 

overnight, but if we can do our bit to make caring more 

attractive as a career pathway we will deliver better continuity 

and quality of care for residents, by staff they know, reducing 

the use of agency staff. At Orchard, we provide learning and 

progression opportunities, mentoring, paid training and 

professional development and career pathways that are 

geographically unlimited.

Orchard has travelled a long way 

on its quality journey. Today, 88% 

of our core home portfolio are 

rated ‘Good’ or ‘Outstanding’ by 

the CQC and we are all working 

hard towards achieving 100%. 

The operations team, home 

managers and care staff have 

embraced new ways of working  

that allow us to identify where 

standards fall short of what 

we would expect, and respond 

quickly to improve. 

My commitment to our colleagues, 

residents, families and partners is 

that we will always strive to deliver 

care that we would all wish 

for our loved ones. 

People in our 

communities 

d e s e r v e 

n o t h i n g 

less.

Hayden Knight 
Orchard Care Homes

Hayden Knight
CEO
Orchard Care Homes
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“We can all do our bit to make
caring more attractive as

a career pathway.”

I enjoy a good night’s sleep. However, having 

responsibility for a portfolio of homes across the 

North of England, being a Nominated Individual 

and recently welcoming my baby daughter into 

this world, there is no shortage of sleepless nights. 

Everyone needs a supportive network of people 

around them. I rely on a dedicated, reliable team at 

Orchard who share my vision, and are passionate 

about making Orchard the best it can be. Outside 

of work, I am lucky to have a very understanding 

family and a close group of friends.

Although we have a robust governance system and we strive 

to have a positive supportive culture, as many leaders within 

the care sector, I can often lose sleep over the unknown 

factors which could impact the quality of care. With every 

best endeavour, there may always be something that can 

arise. Quality and the experience, passion and dedication 

of our staff are so closely interlinked. As CEO, it is my job to 

ensure that staff have the right tools, processes, systems and 

high standard of training to enable them to do their job well. 

I am passionate about transparency, I want to make sure 

our staff feel confident to raise concerns safely and without 

retribution knowing that their feedback will be acted upon.

Recruitment and retention are some the most challenging 

aspects for any care provider.  The King’s Fund, a charity that 

shapes health and social policy in the UK, reports that there 

are over 110,000 vacant positions in the sector, with providers 

often relying on expensive agency staff.  

Since taking on the post of CEO, I have been working hard 

with my team to identify what we can do differently and 

launch new initiatives to make Orchard a great place for 

our employees, creating an organisation that people will be 

proud to be part of and feel that they are continuing their 

professional career without having to switch employers. 

As we enter a new decade, I am deeply committed to 

acknowledging and rewarding the contribution our carers 

make to raise the profile of the caring profession as a 

positive career choice. Orchard, other care providers and the 

government all have a responsibility to shift public opinion. 

Those who are thinking about their next career move need 
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C H A T

Each month we feature an inspirational 
individual or team who overcome barriers to 
make a real difference in their communities.  
This month we feature Rosa Mae Hancock, 
an inspirational little girl with profound 
and multiple learning disabilities. Recently 
Rosa won the Young Person’s Award in the 
Dimensions Learning Disability and Autism 
Leaders’ List.

“We are good at thinking about physical access, like toilets 

and ramps, but we need to think more about sensory access. 

Rosa has been making people think!” – Joanna Grace, The 

Sensory Projects.

Introducing Rosa Mae 

Hancock: Sports, arts 

and entertainment 

Leader and winner of 

the Young Person’s 

Award in Dimensions 

Learning Disability 

and Autism Leaders’ 

List 2019.

Before we start 

Rosa’s story, take 

a moment to 

think about the 

circus. Think 

about the sights, 

the smells, 

the sounds 

and how the 

a t m os p h e re 

changes from 

outside the 

Big Top to 

inside the 

trademark 

tent. 

Try to imagine the smell and feel of the grass, the sudden 

wafts of popcorn, the sound of people laughing and 

children crying, the music, the flashing lights...It can be an 

overwhelming experience for many, but more so if you have 

sensory sensitives and have never been before.

Now it’s time to meet Rosa. Rosa has profound and multiple 

learning disabilities and doesn’t use words to communicate. 

Her family and friends fondly describe her as full of life and 

joy, a young girl who loves to see other people enjoying 

themselves. Perhaps this is why she communicated ‘yes’ 

when asked if she’d like to create a sensory social story for 

going to the circus.

“A sensory social story is a tool
people can use to prepare for a

new experience.”

PEOPLE POWER

It’s showtime!
Rosa inspires circus sensory story
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Visit dimensions-uk.org/leaderslist2019 to meet all 

our inspirational Leaders and follow DimensionsUK on 

social media to stay up to date.

A sensory social story 

is a tool people can use 

to prepare for a new 

experience. It provides 

more than a description 

of what to expect; there’s a 

video that gives visual and 

audio guidance about the 

atmosphere and materials 

that can give a taster 

experience of how things 

will smell, feel or look. 

The pack contains, for example, a piece of pink cellophane. 

Circus lighting makes people appear pink. Cognitively able 

people can interpret this, but for someone who experiences 

the world through their senses alone, abruptly turning 

pink is potentially frightening. The tinted cellophane helps 

anticipate and overcome this fear.

Now, Rosa didn’t have all of the tools available to prepare 

for her trip to the circus. After all, she was creating 

it for other people! But she dealt with the 

challenges, enjoyed her time there 

and helped identify things other people should be aware of 

before visiting.

Rosa’s experience at the circus was recorded and she co-

produced the final video with The Sensory Projects. The 

video talks about the smell of the grass and the popcorn, 

shows how the sights and sounds change and shows Rosa 

relaxed and enjoying herself. Circus Starr, who commissioned 

the piece, have reported that many families are requesting 

the pack and that Rosa’s work will help many more people to 

enjoy the circus. Rosa played a central role in removing some 

of the stress of new sensory experiences both for people 

with profound and multiple learning disabilities and autistic 

people who may struggle with the sensory challenges of the 

circus.

“We still talk about Circus Starr and sing the song now 

and it always brings a smile. Although it is hard for 

Rosa to understand exactly how she has shared her 

story with other people she is very proud of the work 

she has done.” – Rosa’s mum, Amy.

Rosa’s story is best told through her 

video, find it by searching for 

Rosa Mae Hancock at 

dimensions-uk.org 

“Rosa co-produced the final video
with The Sensory Projects.”
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VOICE OVER

“In your role, how do you lead
from the frontline?”

According to Skills for Care, good leadership skills are important in any 
role. Frontline workers can, and often do, exhibit leadership skills every day 
and everywhere. We asked Great British Care Award winning frontline care 
professionals the question:

“In your role, how do you lead from the frontline?”

C H A T

Ask the experts

“I am able to earn the trust of staff by being willing 

to work alongside the team when required.  I am not 

afraid to get my hands dirty and take a whole home 

approach to sort out issues. As an effective frontline 

leader however, the main task is empowering my 

staff to make decisions about their work and the 

processes involved. Like a coach, I stay close enough 

to see everything but far enough to see the entire 

field. Through the constant process of observation 

and feedback, I can offer different perspectives and 

allocate resources when required.  I actively support 

continuous improvement of “the work” and of course 

the development of staff. Leading from the front 

means ensuring that all our residents receive top 

quality health care in their home. I strongly believe 

in recognising individuality and this means listening 

to the residents constantly to ensure that they live 

happy, fulfilled lives every day. 

In order to do all these, I ensure that I  have an in 

depth understanding of my home, the business and 

the care industry.”

Victoria Oladosu
General Manager
Barchester

“In order to be a frontline leader resilience is required 

together with the ability to take both yourself and 

others out of comfort zones, in order to achieve 

positive outcomes.  Equally when things are not 

working it is using that resilience to go back to 

the drawing board and come up with alternative 

strategies. I am a strong believer in leading by example 

and encouraging and empowering my staff team to   

achieve their absolute best life.  Commitment to my 

role is absolutely paramount for me.”

Michelle Woodcock
Service Co-ordinator
CareTech Community Services

“I’m not afraid to get my 
hands dirty.”

“For me the main purpose of my role is to ensure the 

customers with learning disabilities that we support 

and work with are at the centre of everything we do. 

As manager, the role isn’t about doing things yourself, 

it is about facilitating and providing opportunities for 

both the customers and staff to grow and develop. 

It is about communicating clearly what is expected 

at a service level and enabling everyone involved to 

contribute. It is also important to involve stakeholders 

and engage the wider community. Above all it is about 

having fun and enjoying what you do to support 

those around you.”

Simon Biscoe
Unit Supervisor
Silsoe Horticultural Centre
Central Bedfordshire Council
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■ Leading by example    ■ Inspire commitment in others    ■ Being honest and transparent

■ Involving staff in decision-making    ■ Keeping the service users at the heart of everything     ■ Earning trust of staff

■ Constant observation and feedback    ■ Full understanding of the business, residents and the sector

■ Empowering team with own skills and knowledge

C H A T

Ask the experts

“I lead from the front by creating a positive 

environment, which has proven to create a culture 

whereby both my team and the people we support 

are focused on achieving the best they can each day.  

As a team we consistently reflect on what we do well 

as a service and what we can change to make a bigger 

difference to someone’s life.  For me, leadership is 

about being honest and transparent with everyone 

involved – I want my team to feel like one big family.”

James Sainsbury
Service Leader
Community Integrated Care

Key Points

“As a frontline leader, I like to lead my team by example. 

I feel that I am innovative and very open to learning. 

I like to pass on any skills and knowledge to the team 

I manage in order to empower them to provide even 

better person centre care.  I am always looking to 

identify improvements and assess what actions are 

needs to be taken. As a team we deliver a constant 

cycle of learning and improvement from any issues 

that may have arisen. My team and I are committed to 

the people we support to ensure that they receive a 

high quality of care and live a happy and meaningful 

life. “

Sam Cant
Team Leader 
East Street & Keer Avenue,
Focus Care Agency

“I love my job and I am passionate about the work 

myself and the team do which is why I think leading 

from the front comes naturally to me. I would never 

ask the team I work alongside to do something I 

would not be willing to do. I enjoy being on shift each 

day demonstrating best practice and ensuring the 

individuals we support are leading the best life they 

possibly can. 

Those days where you accomplish something, big or 

small, and being able to go to bed at night with the 

feeling “I’ve changed somebody’s life for the better 

today” is what motivates me each day.”  

 

Leah Wharton
Team Manager
Zeno Ltd (NW)

“As frontline managers we are responsible for 

managing staff and operations, often across multiple 

locations, and act as an important communication 

channel between practitioners, customers and senior 

management. The most successful managers are 

those who inspire commitment in others by giving 

them the skills and confidence to flourish along 

with offering positive, constructive feedback to learn 

and develop. Involving staff in decision-making and 

providing opportunities to take on more operational 

responsibilities has helped me realise their potential. 

We have the opportunity to directly influence how 

successful our teams can be ultimately leading to 

the success of our services and the organisation as 

a whole.”

Fiona Dianin
Scheme Manager
Peabody

“I empower my team to provide 
even better person centre care.”

“I’ve changed somebody’s life
 for the better today.” 

“As a team we constantly reflect
on what we do well and what 

we can change.”
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C H A T

IT’S NEVER TOO LATE TO CARE

John McLoughlin
From printing 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 

John McLoughlin from Ideal Carehomes who 

previously worked as  printer.

John McLoughlin
Domestic Assistant
Ideal Carehomes Group

“You spark up relationships with
the residents  which makes coming 

into work a pleasure.”

John McLoughlin is a domestic assistant at De Brook Lodge 

in Urmston, part of the Ideal Carehomes group.

After 34 years working for the Manchester Evening News, 

along with many printers, John McLoughlin was made 

redundant. Seizing the opportunity to follow his heart and 

do something meaningful with his time, John followed in the 

footsteps of his daughter and joined the team at De Brook 

Lodge care home. 

He says: “When I left school I joined the Manchester Evening 

News as a messenger boy and after a year I progressed up to 

the machinery room. You couldn’t work on the printing press 

until you were 21 so from the age of 16, I was responsible for 

keeping the floor tidy and maintaining the machines. When 

I was 21, I started to work on the printing presses, which I 

loved. 

“After 17 years on the job, I was made redundant and made 

the move to the new site at Telegraph at Trafford Park (TTP). 

I was there another 17 years but history 

repeated itself and again I was 

made redundant. At the same 

time my dad was very ill and 

I became his carer. When he 

sadly passed, it was time for me 

to get back out into the working 

world and find a new job. My 

daughter was already working 

as a carer at a lovely care home just 

10 minutes from my home in Stretford. 

De Brook Lodge, she told me, was a great 

place to work, and she persuaded me to give 

it a go. 

“And I’m so glad I did. I took up the position as 

domestic assistant and it’s my job to ensure 

the home’s communal areas, and the residents’ 

bedrooms, are as clean and tidy as possible to 

create a real home-from-home environment.  

I take great pride in making De Brook Lodge 

a clean and welcoming place to live and visit. 

I also love getting to know our residents and 

their friends and family.  Whether it’s helping 

them organise their rooms or simply making 

them a cuppa, it’s really rewarding to know 

that you’ve helped put a smile on their face 

that day. 

“One of the things that makes my job so 

special is the staff at De Brook Lodge. They’re 

a fantastic bunch and we all get on like a 

family. My head housekeeper, Tracy Pickwick, 

is excellent and really supportive of me in 

my role. I’ve been with the team for almost 

six years now and I can’t see myself working 

anywhere else. You get to know the staff, and spark up 

relationships with the residents too, which makes coming into 

work a pleasure.  Don’t get me wrong, as with any job it can be 

difficult and challenging some days, but knowing that you can 

make a difference to someone’s life, and seeing the residents 

happy in their environment, is an amazing feeling! 

 

“It takes dedication and commitment to carve out a career in 

care but it’s what I get out of bed for each day. I’ve recently 

been nominated by my peers for two awards, which means the 

world to me. Not only was I a finalist at the Great British Care 

Awards in the ancillary category, I was also a finalist for an 

Ideal Carehomes Award, in the ‘housekeeping hero’ category.

Having spent the majority of my life in a completely different 

sector, I just feel incredibly lucky that I’ve been able to move to 

such a caring and rewarding role that I love.”

Stacey Linn, Director at Ideal Carehomes, adds “We are so 

pleased that John decided to take up a career in care. He’s 

been an invaluable member of the team since he joined us 

and he really makes a difference to the residents’ lives and 

the overall running of the home. He takes great pride in his 

work, which has been recognised recently with two award 

nominations. We’re so proud that John made the finals and 

wish him every success.”
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C H A T

STORY TIME

The Seven Ages of Care
By Debra Metha

   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 ageing buffoon...

Harry sits in the foyer with a red album resting 

under one arm, as people arrive and depart, 

trailing leaves and shots of fresh air. Staff 

breeze in with the first of the day’s 

relatives and the postman whistles 

up to the desk. 

Harry sits straight-backed, nodding smiles to all. 

“Cup of tea, sir?” Nicky asks, as she sweeps by 

with a tray.

Harry never says yes, but stands and bows. 

He bows to all the ladies in Haverhill 

because when he was in rep, he bowed 

every night on stage for decades. But he has better years in 

the album.

One morning, a journalist arrives to interview a resident who 

has touched 105 years. 

From his chair, Harry spots her hurrying through to sign 

the book. She’s wearing an overly long duffel coat, the sort 

children and seafaring men wear in films from the 40s. It’s 

buttoned top to bottom and the hood sticks out at the back 

like a basket on a bike. And there’s a smell to her – perhaps the 

moist car park smell of rushing.

He catches her eye and she smiles. Her face is flushed, and 

several strands of white blonde hair are stuck to her temples. 

He knows she’ll be directed to take a seat, so he edges forward 

and places the album on his lap.

“Hello, dear lady,” he says, turning his knees towards her chair 

and throwing out one arm with a velvet flourish. “Welcome!” 

She smiles at Harry and looks across to the desk, but the girl 

has gone. He holds her with his wet, green gaze.

“Henry Rathbone Jnr at your service, my dear.”

“Justine Kerr,” she replies, accepting his hand.

“Aha, dearest Deborah. Marvellous in From Here to Eternity, 

wasn’t she? You have her eyes, my dear.”

“I’m no relation, as far as I know,” Justine says. “I’m here to 

interview Vivien Jones.”

Harry blanks a frown. “Vivien?”

“ I’ve shared a stage with 
the best of them.” 

                 “She’s 105 this week.”

“I think you must mean Vivien Leigh.” 

He places the album between them 

and smoothes the padded cover. “Wasted 

journey, my dear – long dead. Beautiful funeral 

though, as those things go.”

“Are you visiting?” she asks, fiddling with pens and a 

digital recorder from her bag.

“Yes, waiting, and we might be waiting some time. 

So, let me show you something that will interest a 

woman like you.”

Harry opens his leathered past. The first old 

photograph is of a grainy group of soldiers 

lined up at the edge of a stage.

“See? This one is me, third from the right.” Harry 

draws his bent finger across to a face Justine 

almost recognises. “The Great Olivier! Oh yes, I’ve 

shared a stage with the best of them.”

“How wonderful,” Justine calls out, catching the eye of any 

passing uniform. “You acted with all the greats, then!”

Pages turn and turn – star after star in costume: Gielgud, 

Burton, Redgrave, Bogarde; always with Henry Rathbone Jnr 

helping fill the stage with a gun or a trident.

“Indeed, I did. I think perhaps there’ll be time to interview me, 

after you’ve seen Miss Leigh.”

The album folds shut and returns to rest under his arm. “I’ve 

outlived them all, you see.”

“Perhaps,” Justine smiles as the manager arrives and extends 

a hand. 

“Is that gentleman visiting?” she asks as they make for the lift. 

“Harry? No, he’s been here nearly eight years now.”

As the lift arrives, a measured voice carries the length of the 

corridor:“I am the last of that great age, dear girl!”

And he returns to his seat shaking his head – she’ll never get a 

good part dressed like that.
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Karleen Taylor-Williams
Crown Care Group

THE 
CARE HOME REGISTERED MANAGER 

AWARD

AND THE WINNER IS...

Karleen Taylor-Williams from Crown Care Group, 

was the proud winner of The Care Home Registered 

Manager Award at The National Finals of 

The Great British Care Awards 2019.      

What the judges said:

Awards presenter Alison Hammond, Peter Shergill, 
representing sponsors Access Group, winner 

Karleen Taylor-Williams and awards host Steve Walls 
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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

“Karleen is passionate about 
her role and rises to the 

challenge to deliver the best. 

She will challenge ‘the norm’ 
to ensure people can live 

their life in the community. 

Her management team has 
developed to ensure the 

service is well led at 
all times.”



Support continues for The 
National Learning Disabilities 
& Autism Awards 2020
There are many reasons to sponsor The Learning Disabilities & Autism Awards... 
but don’t just take our word for it.  Here, some more of the industry’s key stakeholders, 
tell us why they continue to support the sector’s premier events.

2020
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Domus Recruitment

“Focus Care Agency are delighted to sponsor the award for Outstanding Contribution. It is a fantastic opportunity 
to recognise the hard work, passion, dedication and commitment of people in the social care sector. It is time to all 
come together and celebrate the great care and support our sector provides. We would like to wish everyone good 

luck with their entries.”

Elaine Cole  Registered Manager, Focus Care Agency  www.focuscareagency.com

 

Focus Care Agency

“Domus Recruitment are delighted to have the opportunity to show our huge admiration and support to the 
thousands of individuals throughout the country who operate within the Learning Disability and Autism care sector. 
Having been working in partnership with so many excellent care providers and care professionals over the past 10 
years, the positive support you provide to individuals, whether it be in their own home, supported living or residential 
care homes, is an inspiration. It is a huge honour for Domus Recruitment to be able to recognise all the hard work and 
dedication that goes in to making sure every person matters.”

Thomas Brandrick  Managing Direcor, Domus Recruitment www.domusrecruitment.co.uk

“We are delighted to be sponsoring the Making a Difference Award as part of the 2020 National Learning Disabilities 
Awards. As a large provider of adult care, community support and special education, we strive to make a positive 
difference to people lives, as well as their family and friends. We know important it is to recognise individuals who 
demonstrate outstanding excellence in this area. Our staff support the most complex, vulnerable and hard to place 
young people and adults. We are proud to work with such amazing employees, who are committed to supporting 
people to gain independence in their own homes and within their local communities. We also support children and 
young people to maximise their educational and social potential. For over 17 years the priority of all our Education 
and Care services has been to support people to be as independent as possible and to live fun, fulfilled and meaningful 

lives, a right that everyone is entitled too.”

Nina Sharpe  Adult Care Director, SENAD Community  www.senadgroup.com

 

Senad

“The Precious Homes team is really pleased to sponsor the Sporting Chance Award at the 2020 National Learning 
Disabilities Awards. As an independent provider of innovative support services for young people and adults with 
autism, learning disabilities and complex needs, our vision is to be a provider of choice and a supporter of progress 
in life. We do this by supporting individuals to become as independent as possible and to successfully integrate into 
the community. This absolutely includes encouraging an active lifestyle and participation in sports, which can have 
a hugely positive impact on people’s health and wellbeing. Having watched, encouraged and facilitated one of the 
people we support to win a Gold medal at Special Olympics football championships in Dubai last year, we have a 
special affiliation with this award. We’ve seen first hand the positive impact of sport on the people we support and 
are looking forward to hearing more about some of the innovative and creative ways that other care providers are 
encouraging participation. We feel extremely privileged to be able to honour the work of the amazing individuals 
who are working to develop independence and quality of life for people with learning disabilities.”

Marek Lapham  Business Development Manager, Precious Homes  www.precious-homes.co.uk

Precious Homes

S O C I A L  C A R E ’ S  G O T  T A L E N T
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Supporters of the inaugral
Children & Young People Awards

come together

HELP US PAY TRIBUTE TO THE UNSUNG HEROES OF OUR SECTOR

The ICC, 
Birmingham
Friday 5th June 2020

www.cypawards.co.uk/nominate

Care Talk magazine are delighted to host 

the inaugural National Children & Young 

People’s Awards. These unique awards will 

celebrate excellence in care and support 

for children, young people and families, 

showcase innovation and best practice in 

this area and pay tribute to those individuals 

or organisation who excel in quality care 

provision.

Thursday 9 February saw key partners of these awards 

come together to discuss the issues facing the sector. 

Hosted by Care Talk and Hays, guests represented all 

areas of children and young people services at a dinner 

at the Malmaison, Manchester.

We were delighted with the response and enthusiasm 

in the room, which clearly demonstrated an appetite for 

recognition for the frontline workforce who go above 

and beyond caring and supporting children, young 

people and families.

Benefits to individuals 
By nominating a colleague, you will be supporting their 

dedication and commitment whilst also helping to raise 

the profile of care in this sector as a whole.

Benefits to organisations 

By nominating your employees, you will be 

demonstrating pride in their hard work and excellence. 

The awards also present an excellent publicity 

opportunity. Should a nominee be successful, you and 

your guests will have the chance to purchase a table 

at the superb gala dinner – what better way to raise the 

profile of your organisation through networking and 

motivating your staff!

The judging day 
All shortlisted nominees will be invited to attend an 

interview with an independent panel of judges. The 

judging will take place on in Birmingham, on 30th April. 

Nominees must be available to attend the judging day. 

The judging venue will be announced shortly.

Who should apply? 
The awards represent all areas of care and support in 

children, young people and family services, whether it 

be care homes, local authorities, fostering and adoption 

services or the voluntary sectors. From frontline staff 

such as key workers and care managers to people 

who have made an impact in other ways through child 

protection, supporting care leavers and inspirational 

young carers.

The gala event 

All the finalists will be invited to purchase a table 

at a spectacular gala dinner where the winners will 

be announced. The gala dinner will include a drinks 

reception, dinner, entertainment and dancing, and will 

be compered by Great British Care Awards host, Steve 

Walls.

Guest speaker, Niall Kelly, Managing Director from Young Foundation, 

said: 

“There is a real need to recognise the incredible passion and 
commitment of our frontline care and support staff.  These 
awards will provide a  wonderful platform to celebrate great 
practice and innovation which promotes meaningful outcomes 
for vulnerable children and young people.”

Virginia Perkins, Human Resources Director at Care 4 Children said:

“I have always been a huge supporter of nominating individuals 
and care teams at external events.  We are actively encouraging 
our workforce at Care 4 Children to nominate colleagues for 
these awards so they can be formally recognised for their 
outstanding work.”
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CELEBRATING EXCELLENCE 
IN FRONTLINE CARE FOR
CHILDREN & YOUNG PEOPLE

www.cypawards.co.uk

www.cypawardsco.uk/nominate

NOMINATENOW!AT:

info@care-awards.co.uk

SPONSORSHIP
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NOMINATE
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care-awards.

co.uk

SPONSORSHIP

OPPORTUNITIES

AVAILABLE!
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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
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How to be outstanding

An outstanding 
person-centred approach

At Marie Curie, the UK’s leading terminal illness 

charity, we believe everyone deserves the best 

possible end of life experience. As we only have 

one opportunity to get this right with each person 

we care for, we have a responsibility and a duty 

to ensure our services deliver the best possible 

care. It is a real privilege to be involved at such a 

sensitive and personal time with people and their 

families. 

Person-centred culture 
Treating everyone we care for as an individual is essential and 

underpins our entire approach. We believe that each person’s 

specific care requirements, and their wishes, are unique. 

Every patients’ experience is informed by a host of factors, 

including what family and loved ones are available to 

support, where they live and what cultural beliefs they have. 

Identifying each person’s wishes helps to empower them, 

offering a choice and a degree of control – which ultimately 

preserves their dignity and independence. The CQC’s report 

highlighted an example of this when one of our nurses 

honoured a patient’s religious beliefs by playing prayers 

through an internet-enabled speaker system. As a relative 

told the CQC inspector: “I can’t believe how much they did. It 

was truly amazing how they helped at the end. I can’t thank 

them enough.” 

Influencing the wider care community
While our nursing service cares for a proportion of the people 

affected by a terminal illness, we know that there are more 

people across the North East who are dying without the care 

and support they deserve.

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 Audrey Rowe, Regional Manager 

at Marie Curie, tells us how the Marie Curie 

Nursing Service North East achieved its 

recent Outstanding award.

Audrey Rowe
Associate Director of Practice 
and Workforce
Marie Curie

One organisation cannot meet  this ever-growing demand 

on its own, so all stakeholders must work collaboratively to 

enhance and deliver excellent care.  A good example of this 

is the Marie Curie @ Northumbria partnership service, where 

Marie Curie Nurses and Healthcare Assistants are integrated 

in hospital  and community  palliative care teams alongside 

NHS Northumbria staff. These combined areas of expertise 

complement each other to offer a truly person centred  co-

ordinated service which has proved hugely effective in the 

five years since its inception. 

In addition to our regular services, we support staff  in local 

care homes by sharing best practices. These include guidance 

in key areas such as verification of  death, which helps reduce 

waiting times and anxieties for family members who need to 

begin the grieving process. 

We’ve also established close links with nearby hospices, 

a training partnership arrangement with The Alzheimer’s 

Society, we regularly attend Gold Standard Framework (GSF) 

meetings and have developed connections with academics at 

local universities. 

Well-led and responsive 
Often, when people only have days left to live, it is essential 

that we are able to respond quickly. Our 24-hour rapid 

response service is a lifeline to both community professionals 

and patients. According to one external professional, “It’s an 

invaluable service for us and for people who need it – there 

are people who would otherwise have come to the end of 

their lives in hospital when they wanted to be comfortable at 

home.”

We wouldn’t be able to provide the level of high-quality care 

we do without looking after each other too. Our person-

centred approach and culture extends to all our staff and we 

are extremely proud of the team and the excellent care that 

they deliver. 

The emotional toll of caring for people at the end of life can be 

hard. In recognition of this, we’ve championed the importance 

of staff wellbeing, while also encouraging colleagues to 

pursue new learning and career development opportunities.

  

This three-pronged approach has served us well, however, 

it’s by no means exhaustive. As there’s plenty more work to 

do in order to provide care for everyone who needs it, our 

Outstanding award is just one of many valuable steps in the 

right direction required.    

“We support staff  in local care 
homes by sharing best practices.”



42

L E T ’ S  L E A R N

The best of the best

Protecting care providers 
and patients 

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 Amelia Greenwood, a clinical 

lead nurse and frontline leader at Local 

Care Force, who’s innovative projects has 

resulted in significant improvement in 

patient safety and experience.

Amelia Greenwood is the Senior Regional Clinical 

Lead Nurse at Local Care Force - a leading nursing 

and social care agency in the North of England. 

With over 22 years of experience, she joined the 

business after a successful career within the NHS, 

HC-One, The Priory and Cygnet Healthcare.

Amelia’s passion for her role is clear. She continuously thinks 

up new and innovative ways to improve the wellbeing of 

those she supports. In fact, over the last 3 years, she has 

implemented two award-winning initiatives. Both inspired by 

her ambition to improve patient care and services by better 

supporting staff.

‘Agency Nurses: Protect Yourselves; Protect Your Patients’ 

was developed when Amelia recognised that agency nurses 

didn’t experience the same level of support or opportunities 

to learn as permanent staff. This was highlighted, at the 2015 

RCN Job Fair, when a survey of 143 nurses (not registered with 

Local Care Force) revealed that:

Amelia Greenwood
Clinical Lead Nurse & Frontline Leader
Local Care Force

“Address your Stress supports
carers to take care of their own

mental health.”

■ 38% didn’t feel supported

■ 60% felt isolated

■ 37% didn’t feel safe

■ 40% felt they didn’t get a full explanation of 

     their placement

Amelia decided to create a unique programme that would 

allow excellence in clinical care to flourish – by providing 

Specialist Continuing Professional Development, access to 

tangible resources and ongoing clinical support.

As a result of her programme, untoward incidents reduced 

from 8.3 to 4.8 per month (a 42% reduction) and, when Local 

Care Force nurses were surveyed in 2017 and 2019…

■ 99% felt part of a team

■ 98% felt supported

■ 98% felt safe and

■ 97% felt they received a full explanation of their 

     placement

As well as developing this initiative, Amelia was hands-on in 

its delivery, providing revalidation support, 1:1 clinical and 

managerial supervision and group support sessions covering 

a range of subjects - from clinical skills to specialist mental 

health training. This project has now been further developed 

to include all care and support staff. 

Amelia’s second campaign ‘Address your Stress’ followed 

shortly after. She knew that to effectively provide support, 

care providers need to take care of their own mental health.

1 in 4 people experience mental health difficulties and 95% 

of stress-related sickness is believed to be reported under a 

different reason, largely due to stigma. Amelia was passionate 

to make sure this wasn’t the case at Local Care Force, so she 

introduced a bespoke, stress and mental health awareness 

programme.

It focused on how to support colleagues to spot the signs of 

stress. Self-help provisions also highlighted how to manage 

and reduce symptoms. Workplace adjustments were also 

made, including the introduction of a designated mental 

health nurse and a mentoring system to ensure there was 

always someone to talk to. In addition, general wellness 

benefits, promoting exercise and healthy eating, were 

introduced, such as free fruit and personal training sessions.

The ‘Address Your Stress’ training generated fantastic results 

- from lower staff turnover, reduced sickness/absence and 

stronger and more empathetic teams.

As a result of Amelia’s ongoing efforts, she received numerous 

accolades, including her recent win at The Great British Care 

Awards 2019 for Frontline Leader of the year. She was also 

a finalist in The Nursing Times Awards for Patient Safety 

Improvement, The HSJ Awards and The NT Workforce Awards 

- to name but a few.
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To top it all off, Amelia’s work was inducted into the RCN’s 

Library of Best Practice - as the gold standard for agency 

nursing in the UK – which showcases and celebrates the 

innovators and pioneers of Nursing.

Amelia is now working on rolling out her initiatives to all 

businesses, allowing everyone to benefit from improved 

awareness, better staff support and a higher-quality of patient 

safety and wellbeing.

“Amelia’s work was inducted
 into the RCN’s Library of 

Best Practice.”
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Applications for organisations to host a graduate are 

open now until Monday 6 April 2020.  

More information about the programme can be found 

at: www.skillsforcare.org.uk/hostagraduate   

“Taking part in the programme made us think about our key 

objectives as an organisation and clearly articulate how these 

could be achieved. We have also benefited from having a new 

perspective as part of our discussions.”

Yvonne Obuaya, Managing Director at Curado, also welcomed 

a graduate into her organisation.   

“What attracted me to this programme?”, she smiles. 

“When I was at an interview panel for the programme, 

the presentations that the graduates were giving were so 

impressive. I thought to myself wow, I need these people in 

my company.”

Overall, the programme has been a positive experience for 

Curado: “There have been lots of benefits, but I would say 

the key ones have been the impact on our workforce. Our 

employee engagement has enhanced greatly, and when you 

have more valued staff, they are more motivated, and they will 

go the extra mile. 

“That in effect has had an impact on the quality of care that’s 

being delivered, and it’s given Curado an insight into the 

direction it wants to go into.”

Andy Tilden, Skills for Care’s interim CEO, added: “Now going 

into our tenth cohort, we’ve seen many success stories over 

the years as the programme continues to develop influential 

and confident leaders of the future. 

“It’s imperative that we continue to invest in new talent as the 

sector faces significant challenges. The programme offers 

graduates the chance to develop their careers, and their 

hosts have told us how graduates have created opportunities 

to do things differently in their service. I would urge any 

organisation thinking of offering a placement to apply before 

the deadline.”

Skills for Care is looking for innovative social care 

organisations to host ambitious graduates on a 

one-year programme designed to develop future 

leaders in health and social care.  

Run in partnership between Skills for Care, the NHS Leadership 

Academy, and supported by the Department of Health and 

Social Care, the challenging programme offers employers 

access to a talented pipeline of graduates who bring 

transferable skills and knowledge which are a proven catalyst 

for change and improvement. Since its launch in 2009, Skills 

for Care’s Graduate Management programme 140 graduates 

have joined employers after completing a rigorous values-

based selection process before being carefully matched with 

host organisations.  

Melanie Weatherly MBE, Chair of Lincolnshire Care 

Association (LinCA), recently hosted graduate Grace Neal. 

Over her year with LinCA, Grace worked to improve the 

workforce of care staff in Lincolnshire by working closely with 

schools and colleges to develop a Care College in Lincoln. She 

also supported SME providers to access council levy funding, 

increasing the amount of apprenticeships in Lincolnshire.  

Grace also completed her secondment with Health Education 

England, helping her to understand health and social care as 

a system-wide approach. 

“What has been fantastic to watch is the way that Grace has 

blossomed, and there isn’t any other way to describe it,” says 

Melanie. “LinCA would be happy to host another graduate, 

and part of Grace’s contract involves her completing an 

application to host a future graduate.

Could you host a graduate
in your organisation?
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Kit or care? Getting best value

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

make alterations that are “necessary and appropriate” and 

reasonable and practical”. The client can apply personally, or 

a landlord on their behalf (again assuming certain conditions 

apply). The council can also instigate a Regulatory Reform 

Order (RRO), to provide more flexibility in the way the DFG 

is applied in their area, according to their own local needs. 

This may include such measures as removing the means 

test for adaptations up to a certain value, for certain types of 

adaptation, or to add discretionary top ups to the statutory 

maximum of £30,000. The RRO also gives the council the 

flexibility to fund preventative adaptations. Such orders can 

also be used to deliver a preventative solution. (https://www.

foundations.uk.com/dfg-adaptations/dfg-regulations/

the-regulatory-reform-order/) 

Foundations, the national body for home improvement 

agencies (HIAs), says greater take-up of the Grant would 

free up significant social care resource to assist those 

where provision of kit is not a stand-alone solution. The RRO 

provides councils with the powers to maximise flexibility 

to optimise the DFG fund for the benefit of vulnerable and 

disabled people.

Cost to health & wellbeing
How do you put a price on independence? On staff health & 

wellbeing? 

Time and again, Closomat users reiterate the psychological 

advantages of regaining their independence, of not having to 

rely on someone to help them ‘go’, to wipe them afterwards, 

nor worry that they have not been able to clean themselves 

effectively. Manual handling is the most common cause of 

injury to care staff. And, as I said earlier, how would you like to 

wipe someone’s bottom? It is a function we all do as rote, but 

it is complex in terms of gross and fine motor skills, in terms of 

balance, load-bearing, and flexibility. That can also lead to risk 

of exposing the client to risk of falling. There is also the issue 

of the consistency of clean, regardless of who is wiping. Have 

they managed to clean every skin fold, remove every trace 

of urinary or faecal contamination? Residue can lead to skin 

complications. Unless hands are washed thoroughly it can 

transfer to others. All of these have health implications, which 

can impact significantly on NHS costs. 

So look beyond the bottom line to achieve best value- you do, 

after all, have a duty to achieve that, for you and your clients.

www.closomat.co.uk

Robin Tuffley, Closomat, 

looks at the options that 

give provider and client best 

value- and not just in £.

Would you like someone 
to wipe your bottom?

In my line of work, I sometimes sound like a stuck record 

saying that. It’s also one of those things that cuts both ways- 

equally, would you like to have to wipe someone’s bottom?  It is 

a British peculiarity that we don’t have serious conversations 

about using the toilet. Service providers and clients alike are 

reluctant to raise it, yet it is one of the five Activities of Daily 

Living (ADLs) that justify provision of social care support.

But which solution justifies best value? It depends on each 

individual client, and to what extent they need care support. 

If the main “need” is toileting support, then the maths clearly 

proves best value for everyone involved is achieved by 

providing kit (https://www.closomat.co.uk/resources/cost-of-

care.html). It also means care staff can be deployed where 

they are most needed.

Care v kit package:
■ care package (1 or 2 carers to assist, equivalent of 2 

      hours/day, 7 days/week, 365 days/year)

■ Provision of a shower/wash and dry toilet aka Closomat 

      Palma Vita

■ Provision of a shower toilet and toilet lift aka Closomat 

      Palma Vita and Aerolet toilet lifter 

‘Year of care’ costs:
■ Care package: £15/hour = £10,950 pa* ongoing cost

■ Provision of a shower toilet i.e. Closomat Palma Vita: 

      £2660 one-off cost

■ Provision of a shower toilet (Palma Vita) and toilet lift 

      (Aerolet): £5735 one-off cost

So, if the social care provider funds the equipment, four 

people can be helped for the cost of providing one carer to 

do the same task. Surely that gives better value? Potentially, 

the cost benefit for the social care provider is even greater, 

equivalent to £0.

Government funding available
Provided certain criteria are met, the client could apply 

for a Disabled Facilities Grant (DFG) from the local council. 

The grant is mandatory, if the client has an assessed need 

at the point of application, and can be up to £30000 to 

“Care staff can also be deployed 
where they are most needed.”
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Altro’s adhesive-free
floors collection has grown

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

The new Altro Wood adhesive-free and Altro Cantata ranges 

are the first floors to use Altro’s innovative underside emboss 

structure, which provides 14dB impact sound reduction and 

comfort underfoot. Coupled with exciting, aesthetic options, 

these ranges are ideal for more public-facing areas, where 

they will continue to make a great first impression and 

support the wellbeing of users for the lifetime of the product.  

Where safety and toughness are the key drivers for hard-

working service areas, Altro XpressLay™ adhesive-free safety 

floor continues to deliver robust, good looks.

New Altro Wood adhesive-free has 12 wood-look designs, 

enabling you to create biophilic, stylish, or warm and homely 

aesthetics together with the safety and durability needed 

for medium to high traffic areas. With 14dB impact sound 

reduction, a 10-year guarantee and Altro’s one in a million 

slip-resistance reassurance, Altro Wood adhesive-free offers 

high levels of comfort underfoot providing a safe, durable and 

decorative solution for busy spaces.

Altro Cantata’s 17 colours, designs and textured looks range 

from subtle, natural shades to terrazzo — organic with a 

metallic twist — and a selection of concretes allowing you 

to create an urban chic look. Altro’s most advanced cleaning 

technology ensures ease of maintenance and enhances 

infection control with the reduction of bacterial and mould 

growth by improved cleanability.  

Using Altro’s award-winning adhesive-free installation 

method, you can halve installation time compared with a 

traditional adhered installation. Depending on substrate 

condition, a 200m2 corridor would be laid in two days 

compared with four days with an adhered floor covering, with 

an approximate 20% cost saving too. 

With no DPM and no adhesive required, floors can be welded 

and walked on the same day. Adhesive-free floors are ideal 

for busy public spaces where disruption needs to be minimal, 

plus there are no associated adhesive odours. And at the end 

of their life, they can be re-used elsewhere or recycled.

Revolutionary, international award-winning Altro XpressLay 

was the world’s first ever adhesive-free safety floor and 

was introduced to the market place after 5 years of 

development and testing. In 2019 Altro XpressLay celebrated 

its 10th anniversary of providing safe flooring in diverse 

environments. Altro’s adhesive-free flooring is durable and 

can tolerate medium to heavy-duty traffic. They hold as 

effectively as Altro floors installed using adhesive: no rucks, 

no movement. Now that’s revolutionary.

Altro has added innovative new ranges to its 

award-winning, adhesive-free, sustainable 

floors to offer adhesive-free options for a host 

of applications in the building. Benefits include 

enhanced comfort underfoot and greater sound 

impact reduction, as well as greater creative 

freedom as more colour and wood design options 

give complete flexibility for differing application 

areas.  Altro’s adhesive-free floors also feature the 

most advanced Altro Easyclean technology, while 

retaining the benefits of reduced installation time 

and 100% recyclability.

New Altro Wood™ adhesive-free floor is a safety wood-look 

product with easy cleanability; perfect for decorative, homely 

or biophilic areas. The range has been created with design 

freedom in mind - Altro Wood adhesive-free shares some 

designs with Altro Wood Comfort and Altro Wood, allowing 

you to coordinate floors with different performance criteria 

across different areas of the building.

The popular Altro Cantata™ tonal and modernist adhesive-

free floor also now has a refreshed palette of colours and 

designs and improved cleanability.

“Altro uses its award-winning 
adhesive-free installation method.”
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Challenging CQC inspection
reports – is it worth it?

It is often the case that providers do not make 

use of the factual accuracy process to challenge 

an inspection report, even where they are not 

satisfied with the accuracy or completeness 

of the evidence relied upon to formulate the 

judgments within a draft inspection report. This 

is entirely the wrong course of action; providers 

should always make clear, robust challenges. If 

no challenge is made to a draft report and it is 

subsequently published, there is a presumption 

that the contents of the published report is 

entirely accurate. There is also no record that a 

provider has challenged the findings, which may 

be used as the basis to pursue enforcement action 

later on. 

It is reported that between 2018 and 2019, the CQC undertook 

in excess of 17,000 inspections across all sectors. However, in 

recent months, concerns have been raised through the CQC’s 

own quality assurance processes regarding the accuracy 

of inspection reports. It is reported that an internal audit 

at the CQC found that duplicate material was used in 108 

reports and the regulator has had to remove two experts by 

experience, as well as a specialist adviser from inspection 

activity. It is understood that the CQC are undertaking a 

‘lessons learned’ exercise to consider how they can avoid 

the risk of this happening again and improve their processes 

moving forwards.

This may not shock a lot of providers who have received an 

updated inspection report in recent years. In the past year, we 

have assisted numerous providers in challenging the factual 

accuracy of their draft inspection reports. In some cases, 

these challenges have led to significant changes in a report, 

including the removal of alleged breaches of regulations, as 

well as entire rating changes.

In one case, we represented a domiciliary care provider 

whose overall rating had dropped from ‘good’ to ‘inadequate’ 

following a comprehensive inspection. After some 

investigation, it was established that one whole section of 

the draft report related to a recent inspection of another 

provider, which had been conducted by the same CQC 

inspector. This cast significant doubt on the accuracy and 

completeness of the inspector’s overall findings. In addition, 

we submitted that there was insufficient consideration and 

inaccurate analysis of evidence available to the inspector on 

the day of the inspection throughout the report and repeated 

references to the inspector’s own personal opinions, all of 

which contravened the CQC’s own policies and procedures. 

As a result, the CQC agreed to conduct another inspection 

immediately and withhold publication of the factually 

inaccurate report. 

More recently, we acted for a care home provider who 

was alleged to have breached two regulations and was 

rated as ‘requires improvement’. Following the acceptance 

of a number of robust factual accuracy comments and 

supporting documentary evidence, the CQC agreed to 

remove the breaches and increased one rating from ‘requires 

improvement’ to ‘good’. 

In this ever changing regulatory environment, which is only 

likely to see further change as the CQC evolve and update 

their assessment framework and inspection approach, it 

is important that providers make detailed and supported 

challenges against any findings that are not accurate or 

consistent with the CQC’s strategy and framework in order to 

protect their business and reputation. 

Whilst it is always good to maintain a positive relationship 

with your inspector, providers should not be anxious about 

challenging their inspection reports or ratings where they 

have solid grounds to do so and can back up any challenge 

with robust documentary evidence. Inspectors expect to be 

challenged and it is widely accepted that errors or mistakes 

can sometimes occur, particularly in light of recent concerns; 

that is why these processes exist. In order to achieve success, 

however, providers do need to make sure that their challenges 

are reasonable and proportionate and are set out clearly to 

avoid any misunderstandings; challenges cannot be rushed 

or lack an evidential basis. 

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

“Providers should not be anxious
about challenging their inspection

reports or ratings.”

@SolicitorsLLP 

www.stephensons.co.uk

“An internal audit at the CQC found
that duplicate material was used

in 108 reports.”
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Cera Care acquires
Mears Care 

London-based homecare start-up, Cera Care, 

which uses digital and artificial intelligence to 

transform social care, has acquired care provider 

Mears Care. 

Cera has over 2,000 employees, 20 offices across the 

country, delivering over 10,000 visits per day – a new care 

session every 10 seconds; with the acquisition growing Cera’s 

revenues by over £30 million.

 

This deal will accelerate Cera Care’s ambition to roll out 

its innovative technology more widely across the UK; and 

put Cera Care in the top 15 league of home care companies 

nationally, making it one of the largest social care providers in 

the UK, only three years since its launch in 2016. 

Commenting on the acquisition, Cera Care’s co-founder and 

CEO, Dr Ben Maruthappu said: 

“Our acquisition of Mears Care gives us the opportunity to 

transform a traditional care service into an innovative care 

provider, that operates on the frontier of revolutionising 

social care. This milestone will provide us with much greater 

national coverage, combined with a strong network and 

talent-base, that takes our offering to a new level, serving 

many more users, and empowering many more care workers 

– making Cera the leader in modern and effective elderly 

care.”   

 

“Since our launch in 2016, we have demonstrated our 

commitment to improving the quality of care provided to 

older people. Through the development and use of pioneering 

new technologies, we are 

transforming the lives 

of users and front-line 

staff, while working with 

the NHS to deliver better 

integrated services across 

the country.”

Cera Care was co-founded 

by Dr Ben Maruthappu 

in 2016. Since then, the 

company has pushed 

boundaries with its Smart Care technology, ultimately 

providing invaluable support to carers, as well as helping 

individuals to stay in their home for longer.  

 

Recent tech roll outs from the startup include its machine 

learning algorithms that predict health deteriorations 

before they occur with 83% accuracy, and its Dynamic Tasks 

platform – a so called Google Maps for care which uses AI to 

recommend actions to carers, with 93% accuracy. Through 

today’s acquisition, these innovations will become available 

to thousands of households up and down the country.

 

What started out as a small scale start-up in 2016, Cera Care 

today has over 2,000 employees, making it now one of 

the largest start-ups in the UK. With plans to make further 

acquisitions and diversify its services to complex care and 

home diagnostics, Cera aims to be at the forefront of quality-

led, modern care services in the UK.

“Cera Care is one of largest
start-ups in the UK.”

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

“The acquisition gave the opportunity 
to transform a traditional service into 

an innovative care provider.”

Dr Ben Maruthappu
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Going green
at Seafarer’s Society

Surrey-based care home, The Royal Alfred 

Seafarers’ Society, is reaping the rewards of its 

green initiatives after cutting its plastic usage by 

74,000 items per year to dramatically reduce its 

carbon footprint.

The maritime charity caters for 68 residents at its Belvedere 

House nursing care home and has prevented 52,000 plastic 

cups and 22,000 wet wipes from reaching landfill by rolling 

out an environmental plan, fronted by staff.

In addition to this, the Senior Management Team has been 

working to reduce the home’s reliance on fossil fuels over 

the last three years by installing solar panels, which have cut 

electricity bills by around 15%. The home’s sustainable pellet-

fired biomass boiler has reduced gas usage by around 20% 

and a 135m borehole has also been sunk to supply fresh water 

at a projected saving of £8,000 per year, allowing the charity 

to invest in facilities for the home and its residents.

The initiatives come as authorities work to make businesses 

more carbon efficient. In May 2019, MPs approved a motion 

to declare a ‘climate emergency’ and the UK became the first 

major economy to commit to reduce net carbon emissions to 

zero by 2050. Retailers have been under pressure to reduce 

their plastic usage with initiatives such as the introduction of 

a 5p bag charge in 2015 resulting in a 90% reduction in single-

use plastic carriers.

Commander Brian Boxall-Hunt, Chief Executive of the Society, 

said: “Although public awareness and willingness to reduce 

carbon emissions is currently high on the news agenda, we 

identified the need to begin investing in green technology 

many years ago and are experiencing the benefits every day.       

“As a not-for-profit organisation, we have to manage the 

challenge of keeping costs down where possible while 

delivering an outstanding level of innovative care to all our 

residents that depend on us for a good quality of life. While 

investing in green technology was a big investment for the 

home, not only are we beginning to reap the financial rewards, 

but can be proud of our efforts to reduce our carbon footprint 

as much as possible.

“Our staff have been pivotal to this and the fact they have 

prevented thousands of unnecessary single-use plastic 

objects from being thrown away demonstrates our ability as a 

collective society to drive meaningful environmental change.”

Alongside its work to reduce waste and carbon emissions 

at its care home, The Royal Alfred Seafarers’ Society has 

also produced a top tips guide for like-minded businesses to 

reducing plastic waste:

1.  Prevent waste contamination by using a second bin to 

     separate non-recyclables 

2. Recycle contact lenses at your nearest opticians 

3. Use microfibre cloths instead of wet wipes that can be 

     washed and reused 

4. Use recyclable paper straws rather than plastic

5. Use compostable cups as opposed to single-use 

     plastics

www.royalalfredseafarers.co.uk

“We are reaping the financial rewards 
and are proud of our efforts to 
reduce our carbon footprint.”

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

“The home has reduced gas usage 
by around 20%.”
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