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This month we’re talking...

Circulation List

Has this month’s Care Talk 

been read by all your staff? 

Use our list to be sure!

  Chief Executive

  Managing Director

  Registered Manager

  Supervisor

  Care Staff

  Ancillary Staff

  Service Users

  Families

Welcome to the 100th issue of Care Talk!

How time flies when you’re having fun... and fun it certainly has been! What better antidote to the 

negativity so carelessly portrayed by the mainstream media, than reading and publishing the many, 

many uplifting stories that come from the social care workforce.

Care Talk was launched 10 years ago with the aim of raising a positive profile of social care. As media 

partner to The Great British Care Awards, we saw hundreds of examples of dedication and excellence 

from frontline care staff and their employers, and we wanted to capture and disseminate these 

throughout the sector.

We’ve seen a lot of changes over the last 10 years, good and bad, but in the spirit of celebration, let’s 

focus on the good.  

From the outset we have always strived to be a force for good in the sector, sharing best practice and 

highlighting examples of innovation and creativity.  

Over the last 10 years we have seen a real shift within the good news stories, and whilst a genuine 

passion to care remains, there has been a clear increase in the skills set. Frontline staff are now 

caring and supporting people with increasingly complex needs; people who years ago would have 

remained in a hospital or a secure setting. We have seen countless instances of how innovative, 

person centred care has transformed lives and enabled independent living. Examples of supporting 

people at the end of their lives have also been well documented, further highlighting the compassion 

and diverse skills of our workforce.

Through support from the sector, Care Talk has been a platform for campaigning and changing.  We 

will continue to promote nursing in social care, equality of health for people with a learning disability 

and/or autism and the real need for parity of esteem with our NHS counterparts.  

We have also shone a spotlight on the value of co-production in informing and shaping care services.  

Through our partnership with The Learning Disabilities & Autism Awards and The Children & 

Young People Awards, we have been privileged to be able to highlight many inspirational Experts by 

Experience who have made a real impact in their communities.

During the pandemic we have been honoured to be able to highlight stories of bravery and 

resilience through our Social Care Covid Heroes. As a sector we already knew the skills and values 

of our workforce but this has been further reinforced during Covid. We have also seen incredible 

examples of a whole team approach to the crisis, with ancillary workers taking up the mantle, going 

above and beyond their traditional job descriptions. Chefs, administrators, maintenance staff and 

housekeepers… all bound by a common desire to ensure the safety and wellbeing of colleagues and 

service users.

Promoting excellence in the sector remains key, and through our new website, 
Care Talk Business, we aim to support social care providers at all levels to 
increase better outcomes for people who are supported by social care.

Care Talk is however just a platform Credit must really go to our fantastic 
contributors and our inspirational frontline care professionals. It is your 
examples of outstanding practice and commitment to make a difference, 
that enable us to truly be the voice of social care.

Thank you and enjoy this issue.

Lisa   #ThankYouSocialCare
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An 
outstanding 
workforce
It is appropriate in this 100th edition of Care Talk 

magazine to take stock and understand what 

makes a quality care system. In my view the core 

of good care are the staff, and how they respond 

to people who use services, and how they live  the 

values of social care in their professional practice 

are the cornerstones of quality care.  

It has become very clear during this COVID crisis that the 

social care workforce are one of our biggest assets, and the 

commitment and dedication that they have shown in the very 

worst of circumstances, is truly humbling 

COVID has been a watershed moment for the entire country 

and it has changed many lives forever. It has also led to a 

greater understanding of social care, that it has brought, 

must be the foundation of developing more recognition and 

reward for our amazing staff. 

If we are going to transform Social Care it requires all the major 

players in the system to think differently and to recognise 

and reward the social care workforce and acknowledge the 

complex and challenging work that they do. 

In order to transform social care, there are certainly many 

actions that are required by government. We desperately 

need a long-term funding solution for social care and a new 

recognition of what social care contributes to a national 

life. I believe social care is a part of national infrastructure 

and the staff must be seen as essential workers. Social care 

and the NHS are interdependent, and it is important that 

our colleagues receive the same recognition, training and 

rewards that are available to the NHS. We also need the public 

to understand and recognise social care and acknowledge the 

contribution of social care staff. I believe that the increased 

recognition that we have received during the COVID-19 crisis 

must be used as a platform for delivering this noble objective.

It is vital that people understand social care as a profession, 

rather than see it as a job. There is a requirement for a 

new qualifications and skills framework with portable 

qualifications that are recognised across the system. We 

also need to have clear career escalators and the reward 

and recognition that comes with being part of a nationally 

important profession.

There are also many things that employers can do to 

improve the status of the social care workforce. Social care 

staff are doing incredibly important and very complex work, 

which is both emotionally and physically very demanding. 

It is important that employers recognise this and offer 

opportunities for staff not only to develop, but also to have 

the support systems that will enable them to manage this 

extremely challenging and stressful work. Recognition is very 

important, and this is not always about the money. When I talk 

to our colleagues who work in caring roles, they tell me how 

important it is that they feel valued and recognised by their 

employers, and there are many examples across the social 

care sector of excellent employers who really understands 

this and find ways of supporting and recognising their 

colleagues. 

The COVID-19 crisis has realigned the economy and there will 

be many people looking for new opportunities, and I hope 

that many of them with the right values, will be attracted to 

social care because as well as being complex and challenging, 

working in our sector is one of the most rewarding and 

satisfying things anyone can do. 

Professor 
Martin Green OBE
Chief Executive
Care England 
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“It has become very clear during this 
crisis that the social care workforce

are one of our biggest assets.”

@ProfMartinGreen   @CareEngland

  

   

“Transforming Social Care
requires all the major players in

the system to think.”
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A huge thank you to all our
contributors past and present

Mark Adams
CEO, Community Integrated Care

“Care Talk is an incredible resource which 

showcases the very best of social care, 

enabling us all to be inspired by new 

innovations and continually advocate for 

the sector, raising the profile of the dedicated teams who do 

an incredible job every single day. At Community Integrated 

Care we are proud of the impact that social care has in helping 

people with support needs live the best lives possible. With 

the help of Care Talk we have been able to tell the story of 

our organisation and also spread the word of key innovations 

such as the Community Integrated Care Learning Disability 

Super League. It is a fantastic achievement for Care Talk to 

reach 100 issues and we can’t wait to read the next 100.”

“With the help of Care Talk we have been able  
to spread the word of key innovations.”

Jen and Sue Blackwell
Co-founder, DanceSyndrome

Jen Blackwell

“I am so honoured that Care Talk are helping 

me and my dancing family to get out there 

into the world. I love how you use the photos 

to show me and my fellow dancers living our dream.  For me, 

it’s so important to share that we are dancers even though we 

have a disability.  DanceSyndrome is everything to me, it’s my 

life, it’s my world…I love my job to bits. Dance gives me a voice 

to be heard.  So many thanks for doing this for me and my 

dance charity.”

Sue Blackwell

“Back in 2015 Lisa Carr from Care Talk 

gave DanceSyndrome an opportunity to 

contribute to the day conference ahead 

of the evening LD&A Awards ceremony.  

Lisa met Jen and DanceSyndrome through 

dance, their preferred and most effective 

means of communication.  This laid the foundation for an 

ongoing relationship. 

Care Talk allows people to be heard, not just seen.  Happy 

smiling faces have a tale to tell, and when you have a 

learning disability expressing yourself verbally can be hugely 

challenging.  Only by giving ‘voice’ to ‘people’ themselves will 

society become respectful, inclusive.”

“I love how you use the photos to show me
and my fellow dancers living our dream.”

Clenton Farquharson MBE
TLAP Chair

“I am delighted to have been invited to 

contribute to Care Talk over the years. It’s 

given me the opportunity to describe what 

good looks like in social care. I urge all 

members of the care sector to remember to include people 

with lived experience of disability in decision making about 

their care. When this is done in the spirit of genuine co-

production that values both the views of the person who 

draws on care, and the workforce, then we are leagues ahead 

in our practice of personalisation.”

“Care Talk has given me the opportunity to 
describe what good looks like in social care.”

Avnish Goyal 
Chair of Care England and Executive 
Chairman of Hallmark Care Homes, 
Santhem Residences and Savista 
Developments

“While as a sector, we are always looking 

up the mountain to see how much more we 

must climb, it’s important that we should also occasionally 

look back and see how far we have already come. Care Talk 

Magazine does a fantastic job raising the profile of social care, 

highlighting the amazing work of our frontline workforce and 

sharing best practice so we can all learn from each other on 

how to be outstanding. I would like to congratulate Care Talk 

on their 100th issue and I applaud their efforts in showcasing 

the sector’s stories of resilience and bravery this past year. 

2020 has been an unforgettable year, but we must take all the 

good aspects and practices that have come from this crisis 

and make sure they become the new norm. We also need to 

celebrate our accomplishments along the way, and have FUN!”

“I applaud their efforts in showcasing the sector’s 
stories of resilience and bravery this past year.”

Prof Martin Green 
CEO, Care England

“Since the very first edition Care Talk 

magazine has focused on the important 

issues in the Social Care and championed 

the fantastic people who use our services 

and the amazing people who work in our sector. Every 

single edition of Care Talk  has raised important issues, but 

at the same time, there has been a great balance between 

identifying challenges and finding solutions. The presentation 

of the magazine is engaging and accessible to a range of 

audiences, and in the first one hundred editions, Care Talk has 

established itself as a vital resource for the social care sector, 

and  I know you will go from strength to strength in the future” 

“Care Talk has established itself as a vital
resource for the social care sector.”
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Laura Hannah 
Partner, Stephensons Solicitors LLP

“As a firm, we are delighted that we have 

been able to contribute to Care Talk in 

recent years and provide its readers with 

important legal updates in what can be a 

very complex and challenging legal environment. Care Talk 

provides essential information and guidance for the entire 

social care sector, which has been an invaluable resource, 

particularly throughout the past year. It also provides a great 

platform to share examples of excellence within the sector 

and to celebrate some of our inspiring key workers, many of 

whom I have had the pleasure of meeting through the Great 

British Care Awards. Congratulations to Care Talk on your 

100th issue. I am pleased that I have been able to contribute 

to such an amazing resource and I look forward to continuing 

to work with Care Talk team in the future.”

“Care Talk provides essential information and 
guidance for the entire social care sector.”

Nicolas Kee Mew
Home Manager, Maria Mallaband 

Care Group 

“As a  care home manager, I find Care Talk 

magazine very informative and with great 

examples of innovation and best practice. 

It’s different from other care magazine and 

I always look forward for the latest issues.”

“Great examples of innovations and best practice.”

Vic Rayner
CEO, National Care Forum

“Congratulations! 100 editions of Care Talk 

is certainly something to celebrate! On my 

second day at NCF I  was lucky enough to join 

the Care Talk team at an editorial meeting 

– in person! (Those were the days!) It was clear to me from 

the range and depth of discussion at this meeting that this 

team had a really clear understanding of the many aspects of 

social care.  Discussions ranged across models of care for now 

and the future, the strength and value of the workforce and 

most importantly a passion to promote a positive view of the 

incredible impact that social care has on supporting people to 

live the lives that they want. 5 years later, my opinion has not 

changed. Care Talk is an excellent publication, and the team 

bring together expertise, knowledge, insight and vision to 

enable managers and colleagues across the country to have 

their finger on the pulse of the agenda for now and the future. 

Huge thanks to the team and look forward to the next 100 

editions!”

“Care Talk enables managers and
colleagues across the country to have their

finger on the pulse of the agenda.”

Oonagh Smyth
CEO, Skills for Care 

“Skills for Care has had a long and valued 

relationship with Care Talk who have 

published stories that illustrate both best 

practice and innovation across our ever 

evolving sector. We have been able to contribute regular 

features that really help our 18,000 employers think about 

the best ways to support the learning and development needs 

of a 1.6 million strong workforce. Care Talk have really stepped 

up during the pandemic offering employers a place to find 

information and guidance as they battled to keep people who 

draw down on services safe and well. Care Talk will continue 

to have an authoritative voice as our sector makes sense of a 

post pandemic world as we enter a period of great change in 

the coming months.”

“Care Talk have really stepped up during
the pandemic offering employers a place to

find information and guidance.”

Andrea Sutcliffe CBE
Chief Executive and Registrar for Nursing 
and Midwifery Council

“What an impressive milestone to reach. We 

need all the voices we can get to highlight 

the great work of people in social care and 

the challenges they face. Thank you!  I’m sure 

the next 100 editions of Care Talk magazine will be just as 

engaging as the first 100. I’m looking forward to seeing more 

celebrations of success, good practice examples and stories 

about the difference social care makes for the people they 

support which I hope will continue to inspire nurses working 

in social care and attract even more to join.”

“I’m sure the next 100 editions of Care Talk 
magazine will be just as engaging as the first 100.”

A huge thank you to all our
contributors past and present

“Without you, 
we would not 
have reached 
this milestone!”
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How to be Outstanding
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Bhavna Kean-Rao
Managing Director
BKR Care Consultancy

The CQC inspection went well, and your inspector 

indicated that they may be considering a rating of 

‘Outstanding’. Then you receive an email inviting 

you to submit a document asking you to explain 

why you should be rated ‘Outstanding’, which, 

given CQC’s need for evidence-based inspecting, 

seems a little unusual. Eventually the day arrives 

when the draft report arrives in your email inbox, 

or on the doorstep, Outstanding emblazoned 

proudly on the front page. 

The finalised report appears on the CQC’s website and there 

are the usual calls and messages of congratulations and 

perhaps some press interest. There may be an increased bed 

demand at the service as a result of the rating, however there 

are also down sides, for example the Registered Manager is 

suddenly a target for head-hunters. However, as one of our 

clients, Nina Sharpe Adult Care Director of SENAD Community, 

said, ‘Achieving an Outstanding Care grade cannot be reached 

by the Registered Manager alone. It has to be at the very core 

of the organisation and must filter down from Director level 

through to the support staff that work tirelessly to deliver it’. 

It is probably the active pursuance of this philosophy that has 

resulted in the services supported by Nina Sharpe achieving 

Outstanding ratings from the CQC.

Charlie Jones
Care and Clinical Director
BKR Care Consultancy

“Outstanding’ rated services
will  generally depend on the

knowledge that the CQC will not 
inspect for the next three years.”

Additional drawbacks may manifest in more day-to-day 

situations such as families referring to the rating when they are 

unhappy with some aspect of the service. It is our experience 

that relatives are quicker to raise their concerns directly with 

the regulator, rather than through the in house processes, 

w h e r e they feel 

the 

r a t i n g 

does not match 

their own experience of the service. 

In addition, staff often relax their 

efforts, less concerned at the continuing 

or furthering work that may be required as 

they see the service as at the pinnacle of its 

achievement. 

It is not uncommon for whole organisations to become 

ensnared in the same trap, such as assigning the 

‘Outstanding’ services manager to support other group 

services. This can, however, result in a key element in 

maintain the outstanding rating being absent for significant 

periods with a likely detrimental impact on compliance. 

Careful planning would be required to effectively cover the 

managers role in maintaining the standards at the service. 

There would also need to be clear lines of communication 

with service users and their relatives to ensure their continued 

support for any interim Manager who may be appointed.

Is ‘Outstanding’ really 
where you want to be?

Additional 

drawbacks may manifest in 

more day-to-day situations such 

as families referring to the rating 

when they are unhappy with some 

aspect of the service. It is our experience 

that relatives are quicker to raise their 

concerns directly with the regulator, rather 

than through the in house processes, where they feel the 

rating does not match their own experience of the service. In 

addition, staff often relax their efforts, less concerned at the 

continuing or furthering work that may be required as they 

see the service as at the pinnacle of its achievement.

It is not uncommon for whole organisations to become 

ensnared in the same trap, such as assigning the ‘Outstanding’ 

services manager to support other group services. This can, 

however, result in a key element in maintain the outstanding 

rating being absent for significant periods with a likely 

detrimental impact on compliance. Careful planning would be 

required to effectively cover the managers role in maintaining 

the standards at the service. There would also need to be clear 

lines of communication with service users and their relatives 

to ensure their continued support for any interim Manager 

who may be appointed.
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There is no doubt that achieving an Outstanding rating is 

something the service, its manager and the company should 

be proud. However, care needs to be taken to ensure that the 

journey is not perceived as being complete, as Nina Sharpe 

observes: ‘Maintaining it requires there to be focus and 

commitment at all levels. The whole organisation needs to 

be reflective in their practice and committed to constantly 

building on their knowledge and successes’. 

There are clear benefits to being awarded the highest 

possible rating from CQC. These may include higher levels 

of funding from Local Authorities or better borrowing or 

insurance terms. There is also the benefit that the service 

becomes a more attractive prospect to staff resulting in easier 

recruitment and better staff retention. The service is also 

likely to be more desirable for those seeking accommodation 

for their family members and thereby shortening the length 

of time rooms are unoccupied.  

Though the break from the cycle of CQC inspection may also 

be welcomed by some services, caution should be exercised. 

It is our experience that ‘Outstanding’ rated services will 

generally depend on the knowledge that the CQC will not 

inspect for the next three years unless they receive a serious 

allegation or incident.

The attainment of an ‘Outstanding’ rating is often the driving 

force for staff and manager to keep driving forward the 

quality of the service being provided. It is really when the 

outstanding rating is achieved that the hard work begins, it is 

far easier to attain than to maintain excellence.  

www.bkrcareconsultancy.co.uk

“There are also down sides – 
the Registered Manager is 

suddenly a target for 
head-hunters.”

“Additional drawbacks
may manifest in more
day-to-day situations.”
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How to be Outstanding

Kim Payne
Home Manager
Greenside Court
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“Coming back to Greenside Court
really felt like coming home.”

From exemplary nurse 
to outstanding manager

Shifting gears
When I had my daughter, I took a brief respite from my 

role at Exemplar Health Care to spend more time with her. 

I also pursued other career opportunities within care that 

eventually prepared me for my future role as Home Manager. 

I returned to Greenside Court as a Home Manager which 

was very different to my initial start at the company. I had 

more responsibility for managing a team and ensure the safe 

running of the home, but the role still held so many of the 

values that made me want to be a nurse at the start of my 

career.  It helped that I was so familiar with the care home, the 

staff, and residents. Coming back to Greenside Court really 

felt like coming home. It’s such a wonderful place filled with 

people who strive to provide the very best care and to make 

Greenside Court a home for all who live there. 

As Home Manager I lead a team of 80 care professionals, 

who have worked so hard to provide outstanding care to our 

residents – it was no surprise when the ‘Outstanding’ rating 

came following the CQC’s inspection. 

Creating a home
The people I work with are so hard working and dedicated - 

it tells you a lot when a home has colleagues that still work 

there 15 years later. Our home is “Outstanding” because our 

team works very hard to ensure we deliver a high-quality level 

of care at all times – our residents always come first.

I’m so grateful that I have been able to start and continue my 

career at Greenside Court. Progressing over the years felt 

natural because of how Exemplar Health Care views care. 

Whether you’re a nurse, a support worker, or a home manager 

you come into work each day to support people to have the 

best quality of life and make the home a place that everyone 

wants to be in. I believe that at Greenside Court we have done 

just that. 

Nurse Kim Payne’s career journey has been truly 

unique. Due to her skills and dedication, she 

rapidly progressed her career in care and is now 

the Home Manager of Exemplar Health Care’s 

Greenside Court.

Below Kim explains how she helped secure the home’s first 

‘Outstanding’ CQC rating. She also talks about how she 

navigated the transition from newly qualified nurse to home 

manager of an Outstanding-rated care home, and how 

upskilling was essential to succeed. 

How it started
At the time that I graduated as a qualified nurse from Sheffield 

University in 2006, it was hard to find a job in the NHS. I knew 

that I wanted to use my degree and help people, so I explored 

other options besides the typical NHS nurse route. This led 

me to research the care industry and I was able to get my 

first nursing role at Greenside Court, one of Exemplar Health 

Care’s care homes, supporting people with neuro-disabilities, 

mental health conditions, brain injury and stroke. 

After working at the care home for a couple of years and going 

to extraordinary lengths to ensure that our residents were 

happy and felt supported, I was promoted to Unit Manager 

where I led a team of other nurses and support workers. 

From day one, I knew I wanted to be a nurse within a care 

setting. As a newly qualified nurse, this wasn’t something that 

I had initially considered. When I first visited the care home 

(Greenside Court), I was really wowed by what Exemplar 

Health Care does. I could see how fulfilling the work would 

be and how my knowledge and skillset would be beneficial 

for the job. 

As a nurse, you are trained to view a patient as a whole, 

focusing on their mental, medical and physical wellbeing. 

This is exactly what we do at Exemplar Health Care – people’s 

needs and goals are always at the heart of all we do.

Exemplar Health Care has 32 homes across England that 

provide person-centered care and rehabilitation. The 

specialist nursing care provider is recruiting for several 

roles across its homes. Visit the careers section of the 

website to find out more: 

www.exemplarhc.com/careers/job-search
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How to be Outstanding

Avnish Goyal
Chair
Hallmark
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“We help care workers to be the
best version of themselves.”

How to be outstanding 

Outstanding care at Hallmark also starts with the 

environment we create. We have been building care homes 

for over 20 years and have won eight Pinders Healthcare 

Design Awards in that time as well as special recognition for 

‘Outstanding Contribution to Care Home Design.’ We have 

found that when you design a home to the highest level, from 

the infrastructure to the design elements, the team love to 

work there. This is because they are able to deliver the right 

services and care because they have all the resources they 

need inside the building.

                                                                                                                                  

At Hallmark, we never stand still as an organisation and are 

always striving to innovate. We are constantly evolving our 

dementia strategy, and our lifestyles programme, we invest in 

our services and we welcome ideas internally and externally 

to take our care provision to the next level. We also do our 

very best to collaborate with others. Most recently, we have 

partnered with Marie Curie to implement our End of Life Care 

Strategy. We are so excited about this unique collaboration 

which will see Hallmark and Marie Curie share learning 

together and will ensure outstanding care at Hallmark 

extends throughout a residents’ life journey.

 

As I and others in the care sector look ahead, I feel it’s 

important that we also look back and consider the many 

outstanding practices that have come from the Coronavirus 

crisis.

 

Firstly, we have a new understanding of infection control 

which will leave us in good stead for the future. Through 

adversity, our team members and residents have also 

become closer than ever and it’s been incredible at Hallmark 

to see the strong bonds that have been developed. It’s also 

been very clear that across the sector we have an amazing, 

caring and committed workforce who need to be applauded 

for their contribution no matter their role.

 

At Care England and also through my work with Hallmark, the 

Care Workers Charity and Championing Social Care I will do 

my very best to ensure that care workers are valued for what 

they do. The whole of the care profession must be recognised 

as a skilled sector and rewarded appropriately.

“Outstanding care at Hallmark
also starts with the environment

we create.”

I have worked in the care industry for over 23 

years and in that time, I have come across many 

outstanding homes. It’s wonderful to see more 

care homes achieving this coveted rating and I’m 

very proud of the fact we currently have three 

outstanding facilities at Hallmark.  

To me being outstanding is standing out and people who 

are outstanding stand out from the crowd! In order to 

be outstanding, you must exceed expectations. Being 

outstanding is not without standing problems, it’s how you 

deal with problems and learn from the situation to put things 

right. 

 

At Hallmark, we aim to be outstanding by making people 

feel special and putting residents and relatives at the heart 

of everything we do as part of our relationship-centred care 

approach. Our team members are also very much included in 

this as you can’t deliver outstanding care unless your team 

are outstanding. If you enable care workers to do their roles 

and if you provide them with good leadership, structure, 

motivation, the right equipment, resources, and training, this 

helps them to be the best version of themselves and creates a 

positive ‘can do’ culture in the home. 

 

This ‘can do’ culture needs to come from the top and it’s 

important that team members understand the vision 

and mission of the company. We have a clear vision at 

Hallmark which is ‘to be recognised as the leading provider 

of relationship-centred care for all’ and this is supported 

by our Charter. The Charter is a statement about how we, 

as a business, operate on a daily basis. Within our Charter, 

Hallmark’s timeless values; ‘integrity’, ‘quality’ ‘innovation’ 

and ‘relationships’ are communicated. The Charter is instilled 

throughout the organisation and seeks to positively influence 

the behaviour of our team members.
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Geoff Edwards
Operations Director for the
north of England 
Care UK

Care UK has 18 of its 124 homes rated as 

outstanding by the regulators – more than any 

other provider of homes for older people. In the 

article below, Care UK’s Operations Director for 

the north of England, Geoff Edwards, sets out how 

the providers’ culture and philosophy around 

nurturing and developing team members has led 

to this achievement.

From Aberdeen to Dorset, over 6500 families trust us to care 

for a loved one. They trust us to provide not just a safe, warm 

and comfortable place to live but a lifestyle that is tailored 

to each individual person’s needs and wishes. Families want 

to be sure that we will meet their love one’s personal and 

medical needs and that they will be treated with the same 

love and compassion they would give.

This is a challenge I know we could not deliver without some 

of the best trained and motivated teams in the sector and I am 

very proud of those teams.

Our success starts with recruiting and developing the right 

people. Over the past few years we’ve really raised our game 

on how we search, attract and retain the very best candidates 

to work for us; bringing the majority of our recruitment in 

house and promoting internally wherever possible.

Nationally, all social care providers are facing a challenging 

recruitment environment. This has led us to establish a ‘grow 

your own’ approach, developing and promoting deputy and 

home managers from within and enhancing our commitment 

to our apprenticeship scheme. We have more than 600 

apprentices of all ages in a range of roles from care assistant to 

IT support. Our partnership with an external training provider, 

and the fact that we pay at least the National Living Wage for 

all apprentices, has contributed to a successful scheme that 

we are very proud to run. This scheme builds skills, develops 

leaders of the future and helps us retain the very best.

We also run development programmes for team leaders, 

clinical leads and deputy managers who aspire to become 

home managers. Each year, a cohort undertakes a 

comprehensive course, devised and delivered in house to 

equip them with essential leadership skills. Currently, 108 

colleagues are enrolled on one of our leadership programmes, 

with 30 taking their level 5 care leadership qualifications.

Success starts with
the right people

Hartismere Place

“A focus on developing people
translates into well-led,

motivated teams.”
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thanking those who achieve remarkable things. We run a 

scheme that we call the Going The Extra Mile or GEM awards. 

Fellow colleagues, residents, their relatives and visiting 

professionals are invited to nominate team members that 

they feel have done something amazing that really brings 

to life our values of caring, passionate and teamwork. Each 

month, in every home and in our central support teams, GEM 

award winners are selected and given a certificate and a small 

reward. 

Covid-19 has bought terrible challenges for our entire 

workforce, but I am constantly amazed at, and grateful for, 

the resilience, hard work and sheet determination that our 

teams have shown over the last 12 months. We’ve all had to 

find new ways of working and an inner strength to support 

residents, their families and each other through these tough 

times. As the vaccine hopefully leads us out of the worst of 

the pandemic, I sense that our teams, while tired and a bit 

battle-weary, have a renewed sense of pride in how they 

coped in adversity. Equally importantly, the pandemic has 

forced us to find new ways of doing things, like online training 

or better use of social media to keep families and residents 

in touch that I am quite sure will bring efficiencies and better 

care as we go forwards.

We strongly believe that this focus on developing people 

translates into well-led, motivated teams that share our 

vision to deliver excellent care for every resident. To further 

enhance this, we’ve also developed a programme to help 

those homes that are consistently rated as ‘Good’ by the 

CQC or Care Inspectorate to achieve ‘Outstanding’. They are 

coached in how to produce the body of evidence of their 

already outstanding work and mentored to address weaker 

areas. The programme also gives networking and support 

opportunities in which we share learning from good, as well 

as not so good, experiences. All this led to a silver medal in the 

UK Employee Experience Awards last year. 

I also believe that the recognition we have from the two 

regulators reflects our ethos of recognising, rewarding and 

Hollins Park

Sherwood Grange

“We run a scheme that we call
the Going The Extra Mile.”
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Supporting outstanding
managers 

“We’ll laugh, last week we cried because unfortunately we’d 

had a really tough week in one of our services, but we’re there 

for each other and that has given us so much support. 

“I would say you’re not in this alone. Whatever you’re feeling, 

so are all your peers. Lean on each other. You get to hear the 

great things that are going on as well. Because pandemic or 

not, the great things are still out there, and great things are 

still happening in our services.”

Connecting with other managers and seeking support 

from peers helps managers look after 

their own wellbeing. As one registered 

manager told us: “to have enough 

energy for everyone else you have to 

look after yourself.”

Registered Manager of Auburn Mere 

Care Home in Watford, Marlene Kelly, is 

a chair of a registered manager network 

in her local area.

“I can remember when I started my job and I didn’t know 

another registered manager. It was really isolating.

“Registered managers really understand how other registered 

managers feel, more than anybody else. When you sit with 

somebody who goes through the same experiences and face 

the same challenges, there’s this real understanding of each 

other. 

“For the network I chair we try to be 

really open and honest with each 

other so that it saves time and makes 

you more efficient and is a kinder way 

of working. We’ve tried to create a 

little community where we can share 

information.” 

Hearing from other managers in 

the same role and who face similar 

challenges has proved incredibly 

powerful over the last year. Skills for 

Care has recently launched a new 

podcast series ‘The care exchange’ to 

celebrate the role of managers in social 

care. It provides a safe space where 

managers can listen to other managers, feel less isolated and 

pick-up some good ideas to support them in their own role.

“At the heart of every outstanding 
service is a manager.”

At the heart of every outstanding service is a 

manager working hard to ensure that they can 

create a person-centred culture that delivers 

great, high-quality care.

There’s no doubt that the pandemic has hit our sector hard, 

but despite this we’ve seen managers continue to put others 

first and hold services together. They have worked tirelessly 

to keep their staff and the people they support as safe and 

well as possible. 

Ronnie Lillywhite, who manages a 

supported living service, has focused on 

being responsive to change over the last 

year.

“I don’t think any of us in social care 

have ever lived through anything like 

this,” reflects Ronnie on managing 

services during a pandemic. “It’s really 

hard to stay focused. I’m not going to 

lie, business as usual is really hard to 

maintain at the moment. 

“For me it’s about rechecking my 

priorities and accepting that they are 

going to change on a daily basis, and 

not getting so caught up my to do list 

but learning to drop it if my team need 

me.

“I’ve had to just accept I can’t achieve 

what I used to achieve. So, strategies 

that I’ve put in place are reducing my 

to do list. I do it in tiny chunks now. I 

don’t set myself such a big task and 

that’s something that’s been really helpful lately.”

And Ronnie says support from other managers has been 

critical throughout the pandemic.

“The managers in my locality have a Thursday night catch up 

every week which you can drop in and out of. Sometimes it’s a 

workie call, ‘have you seen the latest form on this?’ and other 

times it’s just a let our hair down. 

Skills for Care aims to provide as much dedicated 

support and information for registered managers 

and front-line managers as we can. All their available 

support can be found at www.skillsforcare.org.uk/

registeredmanagers, including details of over 150 local 

networks across England. 

Ronnie
Lillywhite

Marlene
Kelly
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Mike Padgham, Chair of the Independent Care 

Group and contributor to the very first issue of 

Care Talk, looks back at the last 10 years of social 

care.

At its best, the last 10 years has seen improvements in care, 

advances in the use of technology to deliver that care and at 

least some greater recognition of the role the sector plays.

At its worst it has been a time of struggle and pain for care 

providers. Of some £8bn cut from social care budgets since 

2010-11 and 1.4m going without the care they need.

It has been a decade of provider closure and staff shortages - 

120,000 vacancies in the care sector on any one day.

Above all, it has been a period of big promises and even 

bigger disappointments.

Government after government has promised reform of the 

social care sector but none has delivered, all shying away 

from a nettle too painful to grasp. To put it in greater context, 

at least 17 social care funding reform white papers, green 

papers and official reviews have been published in the past 

20 years and we have had 13 social care ministers in those 

20 years too.

So, 2010 to 2020 was a decade of struggle. Demand for 

ever more complex care was rising sharply but with funding 

struggling to keep pace, that demand could never be met.

It was a miracle that the sector survived. It was only through 

the sheer hard work of providers, and in particular their 

staff, that it did. And care continued to be delivered to a very 

grateful, if slightly dwindling, sector of the community.

“Reform of the sector must
put carers on parity with their

NHS counterparts.”

Mike Padgham
Chair
Independent Care Group

Indeed, in its State of Care report for 2019-20, the Care Quality 

Commission (CQC), reported that care delivered the previous 

year was ‘mostly of good quality’. Some 80% of adult social 

care services were reported as ‘Good’ by the CQC and 5% as 

‘Outstanding’ as of 1 March 2020.

However, that same CQC had been warning for years about 

the fragility of the social care sector. And on the ground, 

we knew that care was on the brink, the perfect storm of 

rising demand and falling funding pushing more and more 

providers to the edge and some out of business.

To borrow boxing parlance, by 2020 social care was battered 

and bruised, on its knees and almost out for the count. What 

we didn’t need then was the potential knock-out blow of a 

merciless and virulent pandemic that would tear through 

health and social care like a whirlwind.

But that is what we have had since the start of 2020. 

As Covid-19 hit at the start of the year, social care was in a 

vulnerable position. Under-funded, short-staffed and with 

morale at rock bottom.

What it needed was massive government support to cope 

with a pandemic that was bound to affect the vulnerable 

people the sector cares for most seriously.

But with the Government focussed on ensuring the NHS 

was properly supported and did not become overwhelmed, 

at a crucial moment, care settings were left behind. The 

Government wrongly believed that Covid-19 would not have 

a big impact upon care and nursing homes. So they struggled 

to get access to proper personal protective equipment (PPE), 

adequate testing and even the right, clear advice. During the 

panic to protect hospitals, patients were discharged into care 

and nursing homes without being tested, with the result that 

Covid-19 got into those vulnerable settings.

“By 2020 social care was
battered and bruised, on its knees

and almost out for the count.”
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Improved testing, better access to PPE and finally the vaccine 

have had a huge impact in recent months, but the damage 

had already been done. More than 31,000 people died from 

Covid-19 in care and nursing homes. And care settings, 

already in crisis after a tough previous decade, have been left 

shell-shocked.

The impact of coronavirus is going to take a long time, and a 

lot of help and support, to recover from. 

So what of the next 10 years?

Well, it can’t be any worse than the last 10, can it?

We have to hope that the heroics our sector has performed 

during Covid-19 puts the spotlight upon it and we get the 

long-promised reform we desperately need. It is time we put 

social care at the front of the queue and give the millions of 

frail and vulnerable people the care they need and deserve, in 

a civilised country.

We urgently need a root and branch overhaul of the way 

social care is planned and funded; NHS care and social care 

to be merged and managed either locally or nationally; 

extra funding for social care, funded by taxation or National 

Insurance; dementia treated like other high priority illnesses, 

like cancer and heart disease and a fixed percentage of GDP 

to be spent on social care.

One easy step which could have been taken at the Budget but 

wasn’t, would be for social care businesses to be zero-rated 

for VAT, saving providers money they could then invest.

These measures, which must come now, before the 

momentum is lost, would start to restore the sector, begin 

to rebuild it after Covid-19 and set about creating a sector 

that does what it is supposed to do: deliver care to older and 

vulnerable people at a time and place where they need it.

Social care already contributes £46.2bn to the economy and 

employs 1.5m. With the right support it could contribute even 

more.  Aside from tackling the scandalous number of people 

who can’t get the care they need, investing in care would also 

make a valuable contribution to the economic recovery too.

Above all, we would see the amazing staff, who have 

performed miracles during the pandemic, finally getting 

the recognition and pay they deserve. Social care is a great 

profession but it remains the poor relation to NHS healthcare 

in the way it is regarded. Any reform of the sector must put 

those wonderful carers on parity with their NHS counterparts 

and make social care a more attractive profession to work in. 

It is, after all, highly skilled work and they deserve better pay.

I’ve said it before, but social care needs its Nye Bevan moment, 

someone to come along and finally grasp the issues and make 

a name for themselves as the figure who got social care done.

Social care has so much potential. But it must be unlocked. 

Whether anyone has the key at this moment in time will 

determine whether social care is set for a fantastic next 10 

years or a decade of more of the same.

“At least 17 
white papers, green 
papers and official 
reviews have been 
published in the 
past 20 years.”
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Nobody could have predicted the year and 

journey we’ve all been on through the COVID-19 

pandemic. We always knew we had an incredible 

sector and workforce, but you have done more 

than we could ever have imagined. COVID-19 has 

accelerated change across health and social care 

and in this new world we’ve also had to transform. 

At the beginning of the pandemic we acted early, decisively 

and quickly to respond to the challenge. We launched 

our Emergency Support Framework (ESF). This provided 

a structured framework for the regular supportive 

conversations that inspectors were having with providers. It 

also captured information which we shared to help support 

the wider health and social care system to respond to 

issues and keep people safe. We completed over 18,100 ESF 

assessments and heard some fantastic feedback from you 

about how valuable these conversations were. Listening to 

your feedback we developed our transitional monitoring 

approach which helps us target our regulatory activity most 

effectively – it’s the way we’ll work going forward.

I’m proud of the achievements we’ve made with Healthwatch 

England and other partners  on our year- long joint campaign 

called Because we all care. The ambitions of the campaign 

are to support and encourage more people in England to 

feedback on health or social care services. We’re asking 

“We need to make changes so we
can effectively regulate through the 

eyes of people who use services.”

Kate Terroni
Chief Inspector of Adult Social Care
Care Quality Commission

people to first raise concerns with the provider, but if they 

are unhappy about the matter not being resolved, then they 

should let us know.

We made significant improvements to our online form for 

people to share their care experiences. Last year just over 

37,000 people shared their experiences of care with CQC 

through our Give Feedback on Care online form, a 29% 

increase 

on 2019. Feedback through Give 

feedback on care really does make a difference. 54% of risk-

based inspections have been triggered by information from 

the public.

Infection prevention and control (IPC) has always been 

important but the COVID-19 pandemic put it in the spotlight. 

We introduced IPC inspections to share good practice, uphold 

high quality care and ensure services are safe. We’ve seen 

some fantastic IPC practice out there and published our 

findings last year to share best practice.

Since the beginning of the pandemic we have completed over 

3900 risk-based inspections of Adult Social Care locations and 

over 1300 Infection, Prevention and Control (IPC) inspections. 

This includes approved designate locations, which are part of 

a scheme to allow people with a COVID-positive test result to 

be discharged safely from hospitals. These inspections are 

measured against our ‘eight ticks’ of IPC assurance. 
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Since the beginning of the pandemic we have completed over 

3900 risk-based inspections of Adult Social Care locations and 

over 1300 Infection, Prevention and Control (IPC) inspections. 

This includes approved designate locations, which are part of 

a scheme to allow people with a COVID-positive test result to 

be discharged safely from hospitals. These inspections are 

measured against our ‘eight ticks’ of IPC assurance. 

There are 159 designated 

settings assured so far. We’ll continue 

to work with the Department of 

Health and Social Care (DHSC), 

local authorities and individual care 

providers to provide assurance of safe 

and high-quality care in these settings. 

Several weeks after we’ve assured a 

designated setting, we’ll be giving those 

providers a supportive phone call. The 

Care Provider Alliance have also brought 

together a working group to share best 

practice and advice. 

We’ll continue to look at IPC on risk-based 

care home inspections, including where 

there are rising numbers of people with 

COVID-19 and in response to whistle-blowing 

or information of concern. This year we’re 

beginning to explore developing our care home IPC 

methodology to community settings such as support 

living and extra care. 

We recently published a news story on the importance of 

visiting. We’re aware that in some places, blanket decisions 

are continuing to be made against government guidance. 

Where decisions are being made, whether that is for visiting, 

people not being allowed to see visiting professionals, testing 

or vaccinations, the focus must always be on the individual 

needs and rights of the person. If you’re making a blanket 

decision, we’re asking you to review these and 

talk to the people in your service, their 

relatives, loved ones and your local 

inspector. 

COVID-19 has accelerated change across health and social 

care and in this new world we must also transform. We 

need to make changes to the way we regulate so that we 

can effectively regulate through the eyes of people who use 

services, be flexible and proportionate in our regulation and 

drive improvement. We’ve learned a lot from our response to 

the pandemic, and we’re using this to put us in a better place 

for the future and support services to keep people safe. Thank 

you to everyone who took part in our strategy consultation. 

There’s still time to contribute to our consultation on 

changes for flexible regulation. We’ll be engaging around 

implementation of our strategy from May, so that we can 

make our strategy work for everyone. 

“We need to make changes so we
can effectively regulate through the 

eyes of people who use services.”

“In some places, blanket decisions
are continuing to be made against

government guidance.”



Invest in our people to
invest in our communities...

and in our businesses!

20

T A L K I N G

Social Care

The coronavirus pandemic has highlighted how 

essential care sector careers are to our society. 

Whilst many of us have worked from home 

throughout the pandemic, those in the care sector 

have been at their posts every day, at the risk of 

themselves and their loved ones, looking after 

our society’s most vulnerable in their greatest 

time of need.

“Companies are discovering that
volunteer programmes improve

employee satisfaction.”

Jonathan Freeman MBE
CEO
CareTech Foundation

You can find many examples of the bravery of these care 

workers by simply looking at the news cycles throughout 

the last year.  Or by viewing the many stories highlighted by 

the social media campaign #SparkleForSocialCare that was 

established at the height of the global pandemic, to highlight 

the phenomenal dedication, hard work and continued sparkle 

shown by the UK’s 1.6 million care workers.

Care work is an honourable and rewarding career. So why are 

people leaving care jobs? 

Those in care careers manage strenuous and emotional 

situations in the best of times, which have only been 

exacerbated by the pandemic.  Paired with the lack of 

structured careers, mentorship and training opportunities, 

these stresses have left many disillusioned with their career 

choice. 

51% of care workers are considering leaving their role because 

of the effect of their job on their mental health, according to 

research by The Care Workers Charity.  The average number 

of sick days per person working in social care is 25% above 

the national average.  74% of care workers report that they 

regularly experience stress at work.  The staff turnover rate in 

the adult social care sector is a staggering 30%.
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The shocking picture painted by these statistics points to a 

sector that needs, collectively, to do better by the people at 

its heart.  Institutional initiatives across care sector employers 

must be implemented to provide the proper emotional 

and career support that show our care workers that their 

knowledge and career experiences are valued.

According to publications like the Harvard Business Review 

and Personnel Today, more and more companies are 

discovering that volunteer programmes improve employee 

satisfaction, foster employee engagement and boost 

retention.  In the UK, of the 21% of employees who already 

lend their work skills to helping out good causes, 82% say it 

develops their work and skills knowledge, and 79% agree their 

employer also benefits from their volunteer work.  Research 

by Unum reveals that employees who feel cared for at work 

are 27% more likely to stay with their current employer for 

more than five years, compared to employees who only feel 

adequately or poorly looked after. 

The CareTech Charitable Foundation has entered into a 

number of partnerships over the last three years that not 

only empower the younger people we help, but provide 

volunteering opportunities to CareTech plc employees, 

allowing them to use their skills and knowledge acquired over 

their careers to benefit the next generation of carers.

A successful example of this can be found in EY Foundation’s 

‘Our Future’ programme, which the CareTech Foundation 

has supported to attract more young people in to social 

care careers., ’Our Future’ gives young people intensive 

employability skills, training and high-quality paid work 

experience in CareTech plc locations whilst providing 

CareTech plc employees the opportunity to volunteer as 

mentors. 

Over the course of the programme, the young participants 

gain an understanding of what care work is and how 

rewarding it can be through the help of their mentors, who 

themselves are developing leadership skills whilst showing a 

younger generation the significance of their role. 

Since the launch of the programme, many of the volunteer 

mentors from across CareTech plc have expressed to us how 

beneficial these volunteering opportunities have been to their 

professional development and overall job satisfaction.  Two 

CareTech plc employees in particular stood out to us: Lucy 

and Julie who both work at different CareTech plc locations.

For Lucy, she found that the mentoring experience was 

mutually beneficial, as it gave her time to reflect on her own 

career and to think about professional goals for herself.  

Whilst Julie told us that being a mentor reminded her about 

why she got into the care sector in the first place. She 

emphasised how it was “fantastic to be able to pass on her 

passion for the sector and to see that grow in others”.  

(You can read more about both Lucy and Julie’s experiences 

here:https://www.caretechfoundation.org.uk/mentor-

programme-boosts-leadership-skills-for-experienced-

care-workers/)

These are just two examples of the 

value that volunteering can bring to 

support recruitment and retention 

within the sector, providing staff with 

the opportunity to support others in 

their local communities.  The business 

case for employee volunteering, as a 

wealth of research has demonstrated, 

is overwhelming.  Employees want to 

know that their employers share their 

caring values and will support them to 

give back through schemes such as this.  

When this happens, staff stay longer, 

improve their skills, perform better and 

are much more satisfied in their roles. 

Cut to the chase of what social care is all about and it boils 

down to good people looking after those in need of extra help 

so that they can enjoy meaningful and fulfilling lives.  Strip 

away the jargon and the bureaucracy, and you are left with 

people helping others in need; others who either don’t have 

people around them to help or others who the people around 

them do not have the skills or capacity (and, sadly, sometimes 

the inclination) to help.  Those providing this care are, 

therefore, the key ingredient of every care provider’s recipe 

for their services.  Supporting skills-based volunteering 

programmes is a hugely powerful and beneficial means by 

which to invest in both our people and our communities – and 

which deliver huge benefits to employers.

@jonathanfreeman

“Care work is an honourable and
rewarding career. So why are

people leaving care jobs?” 



A fairer and fitter future
for social care
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“It’s been difficult to keep up everyone’s spirits but 

the staff have been wonderful” is the phrase top of 

my mind from the virtual visits I’ve done to care 

services during the pandemic.  

Time and again I have seen grateful smiles from residents in 

care homes, but I know from going out and about with care 

workers before the pandemic that caring has its ups and 

downs. Care work is rewarding but it is also challenging – and 

Covid has made the job a lot harder.  

Every day is made up of countless moments that can make 

you laugh or cry – each one requiring a response that is both 

professional and compassionate. What you do is so much 

more than a job. 

The pandemic has asked a great deal of so many people, but 

perhaps none more so than people working on the frontline 

in our health and social care services. 

Throughout the pandemic, carers have gone the extra mile 

to keep the people they look after safe, often involving huge 

personal sacrifices. 

I’ve heard stories of staff moving into homes to look after 

residents during the height of the pandemic. For others, it 

has meant restricting daily life even more than the rest of the 

country to minimise the risk of infection.  

One of the hardest things for care homes has been restricting 

visits in order to keep people safe. Like me, I know many of 

you will have spoken to relatives desperate to see their loved 

ones. These visits mean so much to residents and their loved 

ones, but they also make homes feel like part of the local 

community. 

It was right that as we took our first steps out of lockdown in 

March, we prioritised more meaningful visits to care homes 

along with getting children back to school. This carefully 

managed change has already made a huge difference. 

“Carers have gone the extra mile,
often involving huge
personal sacrifices.” 

Helen Whately MP
Minister of State for Social Care

But our roadmap out of lockdown has only been possible 

because of the hard work and sacrifices of so many people, 

and the success of our vaccine rollout. At the time of writing 

we have passed the 25 million mark for vaccinations across 

the UK, including over 90 per cent of care home residents and 

over 70 per cent of staff.  Getting vaccines into care homes 

has been a fantastic example of how the NHS, local councils 

and care providers can work well together – and a good sign 

for the future as we begin the task of rebuilding from the 

pandemic.  

There is still a way to go, so I hope those carers yet to take up 

the offer of free vaccinations will do so soon. We’re committed 

to reaching as many people through our recently launched 

COVID-19 vaccination uptake plan.  

While the vaccine rollout is still making good progress, we’re 

not out of the woods yet. That’s why we’re continuing with 

free PPE until June and we have recently announced an extra 

£341 million to fund social care infection control measures, 

extra costs of safe visiting and testing - taking spending on 

infection control in social care during the pandemic to over 

£1.3 billion. 

Two recruitment drives are also underway to attract more 

amazing care colleagues into the profession. ‘Call to Care’ 

invites applicants keen to support the sector during these 

extraordinary times on a short term basis, whilst the ‘Care 

for Others. Make a Difference’ campaign is designed to 

encourage people to start new careers in social care. 

Despite the challenges of the pandemic, we are gearing up 

for reform of social care so that we have a system that is fairer 

and fitter for the future.  The work of building back better has 

already begun, with a plans for a Health and Social Care Bill 

that will further integrate health and social care services and 

improve how social care is commissioned and delivered.  

This is just the beginning, with plans for long term reform of 

social care to be set out later this year. A stable, supported and 

qualified workforce is essential for our big ambitions for the 

future of social care. 

Care workers have been truly remarkable in this pandemic. 

It is for you and the people you care for that we must seize 

this moment and come out of the pandemic on a path to a 

stronger social care system.

“Plans for a Health and Social Care
Bill  will improve how social care is 

commissioned and delivered.”  



Cycling The Great Wall and other
 ways to beat the pandemic blues
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I’m not going to deny it- it was really hard 

going into the third lockdown. Like all Service 

Managers, I want to support the people that live 

here, their families and my staff to get through 

this pandemic. It has been so hard not having 

visitors since Christmas. Last summer we’d 

opened up and had people in the gym and our 

activities room. We had socially distanced events, 

and our drivers were getting individuals out to the 

community. Then it all changed again!

So, when the world outside is grim, planning something 

unusual can help. Many people here have just finished 

cycling the Great Wall of China! We did this using adapted 

bikes round our immediate area in Cheltenham and static 

bikes in our home. Before the pandemic, many people took 

part in the Leonard Cheshire run Gloucestershire ‘Wheels for 

All’ inclusive cycling scheme at nearby sports tracks and in 

the beautiful Forest of Dean. It’s been great to find new ways 

to keep that passion alive during lockdown rather than just 

putting it on hold. For those that were cycling on static bikes, 

a virtual link up with other cyclists was a gamechanger. We’re 

getting Great Wall of China t-shirts for all the people that got 

involved. 

What else has helped? Well, everyone is seeing their loved 

ones during lockdown more than even before the pandemic. 

With family support we make sure people have access to a 

Smart TV or iPad. They are talking to people every day. This 

technology helps us keep the precious relationship between 

volunteers and people living here going as well. 

One thing that really mattered to me was keeping our 

community links, not just for us, but to help people in 

Supported Living or those living alone. We make sure we 

offer people activity options where they could connect to 

our community, such as online dance sessions that everyone 

round here is doing.

“Many people here have just
finished cycling the Great Wall

of China!”

Lesley Gamm
Service Manager
Leonard Cheshire 
Gloucestershire House Care Home

The main skill I learnt during this period was how to keep 

doing what we usually do in a different way. That’s better 

than cancelling everything. We continued Covid-safe cooking 

activities. Even when we had a Covid case, we made sure that 

person still saw their usual therapy team members. Normally 

at Christmas we all go out for a big meal. This year everyone 

ordered their favourite foods and enjoyed them with the 

other people in their ‘household bubble’. We had games and 

music. There wasn’t anything extraordinary about that, but it 

made things feel a bit normal.  

As you’d expect, the staff are tired, but they’re doing an 

amazing job. They’re working as a team, helping each other 

and longing for this to be over. We all know it’s hard-going 

working in PPE. I want to boost their morale and I’m also 

always thinking: “we’ve got to keep staffing levels up to keep 

people safe”. Something I’ve learnt is never underestimate 

how much feeling appreciated matters during a crisis. It’s 

not rocket science; treating staff to pizza or buying chocolate 

brownies. I’ve also nominated the team for the Team Award in 

the South West Care Awards. 

As an organisation, Leonard Cheshire is writing to relatives, 

but I send my own personal letters too. It’s an extra touch that 

is needed during times like this. Our families are wonderful; 

so supportive and understanding of the restrictions we have 

had to follow.

In December 2019 we were given an overall ‘Outstanding’ by 

the CQC, but we never had chance to celebrate it. I’m looking 

forward to when we can safely have a celebratory party with 

everyone. This period has taught me how much it matters to 

have everyone with connections to our home come together. 

We’re getting Great Wall of China
t-shirts for everyone involved 



A new era for
 social care nursing
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Around this time last year, I was writing in Care 

Talk reflecting on the whirlwind first few months 

of the pandemic, celebrating the incredible 

contributions of everyone working across social 

care and exploring what more we can all do to 

build the profile of social care nursing.  

Just over a year on and no doubt we’re still in the thick of 

things. We’re still adjusting as things continue to change but 

thankfully now there’s some light at the end of the tunnel, as 

more and more of us get our vaccinations.

Through it all, I’ve been inspired by the dedication and passion 

shown by our nurses and midwives through some truly 

harrowing times. During the pandemic, we’ve needed our 

nursing and midwifery professionals like never before. I’m so 

pleased to see nurses in social care receiving the recognition 

on a national scale they so fully deserve. 

And the impact of your continued courage and dedication is 

clear, inspiring record numbers of students to apply to study 

nursing this year.

As the regulator, we have also been working hard throughout 

the pandemic to do everything we can to support our 

professionals working across health and social care to deliver 

safe, kind and effective care. 

Last year I touched on that age-old topic – the perception 

that nurses working in social care are less skilled than those 

working in the NHS, which we all know is absolute rubbish.  

“We’re proud of you and will 
continue to do what we can to raise 

the profile of social care nursing.”

Andrea Sutcliffe CBE
Chief Executive and Registrar
Nursing and Midwifery Council

A real concern though is that nurses working in social care 

often don’t have access to the same support or professional 

development opportunities that exist in the NHS. It’s 

imperative we all work together to ensure they have the right 

level of support to help them thrive and flourish and continue 

to make a difference in their local communities. 

That’s why as a part of our review of post-registration 

standards, we’re looking at what we can do to enhance the 

opportunities for social care nurses to learn and develop and 

get the recognition their expertise merits. 

Our new draft standards have proposed the addition of one 

more Specialist Practice Qualification (SPQ) in community 

nursing which won’t specify a field of practice and will aim 

to provide a dedicated qualification for those working in 

community nursing roles in social care. By the time you’re 

reading this, we should have launched our formal public 

consultation, so please do visit our website to get involved. 

We are keen to make sure any changes to our post-registration 

standards reflect the needs of everyone involved in providing 

or receiving care in the community – so whether you’re a 

nursing professional, care worker, care home manager or 

someone who receives care, please share your thoughts with 

us.  It really does matter!

 

This has been a tough year and social care has been in the eye 

of the storm.  You’ve faced uncertainty and change, distress 

and, I’m sure at times, despair.  But you’ve coped incredibly, 

providing care and support to people in the greatest need.  

On behalf of everyone at the NMC, thank you.  We’re proud 

of you and will continue to do what we can to raise the profile 

of social care nursing and make sure you get the support 

you need to deliver the high quality, compassionate care 

everyone deserves.

“The perception that nurses
working in social care are less
skilled than those in the NHS 

is rubbish.”  



World Autism
Awareness Week 2021

Top 5
We want everyone to understand the five key things about 

autism that autistic people and families tell us are most 

important to them: 

 

1. Autistic people can feel anxiety about changes or 

unexpected events 

You can imagine how tough the disruption and frequent rule 

changes of the past 12 months have been. The latest easing of 

the rules are welcome for many but mean more change and 

some autistic people will be anxious about this.

 

2. Autistic people can be under or over sensitive to sound, 

smells, light, taste and touch. This is called sensory 

sensitivity 

One of the hard-fought changes to government rules were 

that those autistic people who could not wear a face covering, 

usually for sensory reasons, did not have to. We can all 

make similar allowances in everyday life to support autistic 

people with sensory sensitives, once the lockdown ends, like 

dimming a light, turning down music or letting someone wear 

ear defenders if they need to.

 

3. Autistic people need clear communication and time to 

process information, like questions or instructions 

Many autistic people found the pace and number of new 

rules around coronavirus overwhelming, and the abstract 

language and metaphors used in government guidance 

hard to understand. They were overloaded by too much 

information. 

 

4. Autistic people can face high levels of anxiety in social 

situations

Early in the pandemic, there were assumptions that lockdown 

might be preferable for autistic people. This has been true 

for some people. But for many it has just compounded the 

loneliness they experienced before lockdown. 

 

5. Autistic people can have difficulties communicating 

and interacting with others 

Some autistic people will be anxious about being overloaded 

by the sudden increase in interactions and worried they’ll end 

up feeling left out and still isolated. Sticking to agreed times 

and giving plenty of notice about any changes can help. 

Thank you to everyone who is supporting World Autism 

Awareness Week this year, and helping us to create a better 

society for autistic people.
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It’s the start of April, which means it’s World 

Autism Awareness Week (29 March – 4 April). 

This is an important opportunity to get people 

talking about autism, finding out more about 

what it’s like to be autistic and celebrating autistic 

children and adults. It’s really encouraging to 

see so many people and organisations getting 

involved, and fundraising too, including schools 

and workplaces. 

This year feels even more important as it coincides with the 

latest easing of lockdown restrictions. It’s an opportunity 

to think about the society we want to live in when we leave 

lockdown – and the small things we can all do to make it work 

better for autistic people and their families. We’ve got lots of 

resources on our website to help, including posters, quizzes, 

videos and much more.

Public understanding
Almost everyone has heard of autism. But far too few people 

know what it’s actually like to be autistic - both the strengths 

and how hard life can be at times. We continue to hear from 

autistic people who routinely feel misunderstood, who are 

struggling without the right support, and who even feel 

judged and mocked. 

 

Better understanding of autism across society, from schools 

to workplaces and decision makers in local and national 

government, would transform hundreds of thousands of lives. 

Getting the strategy right
Many things need to change if we’re to create a society that 

works for autistic people, starting with the Government 

making sure its upcoming all-age autism strategy for England 

is ambitious and properly funded. And to get this right, they 

need to understand autism. We all have a role to play too, by 

finding out more about what it’s like to be autistic and the 

small things we can all do to make the world a little more 

autism friendly. 

Tom Purser
Head of Campaigns
National Autistic Society

Find out more about World Autism Awareness Week 

and get involved: autism.org.uk 





Making Progress
in challenging times

We offered a triage service to keep people safe and deal with 

any crisis which might arise. This was also offered to our Local 

Authority partners. We made some flats available as isolation 

units, so we could safely separate people in the event of a 

positive case. We used our drivers to deliver supplies to our 

homes, to families of staff that might need items whilst their 

relatives were working cluster shifts in 

our homes and to get essential items to 

our foster carers and families who rely 

on us for support.

Our corporate and commercial teams 

were quickly equipped for home 

working to enable the business to 

continue to function. Staff went beyond 

this and worked on getting their hands 

to sourcing anything from toilet rolls to 

pasta and a reliable supply of PPE.

Progress has been able to keep 

residents and staff safe; continue to 

provide essential services to families 

and challenge our creativity. Our 

community team started digital support 

sessions with young people, engaging 

in online training on anything from 

e-safety to managing anxiety, providing 

families with support and young 

people with consistency. Our staff and 

young people have engaged with the 

measures we had to put in place and 

coped exceptionally well through what 

has been an uncertain and anxious time, 

adapting and responding to the ever-

shifting demands of the pandemic.

We always pride ourselves on providing 

high-quality care and support, but this has been even more 

important throughout the pandemic, with the additional 

challenges this presented. Keeping our core values at 

the heart of our decision making has been our strength, 

providing a fixed point from which to navigate. It is wonderful 

to have been recognised for the outstanding support we have 

provided during this difficult time.

Our work has been recognised by the outside world. Progress 

was named winner of Outstanding Support During Covid-19 

category at the 2020 Best Business Awards.

The Best Business Awards are one of the UK’s highest-profile 

awards and winning this accolade speaks volumes about the 

quality of the work the staff at Progress do.

Most importantly parents, carers and the children and young 

people have been kept safe. 
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Children & Young People

Progress provides specialist social care services 

for vulnerable children and young adults with 

SEND. We are always aiming to increase resilience 

and reduce dependency, by providing a range of 

services which can be blended to offer seamless 

transitions through residential, foster care, semi-

independent and independent living. So, when 

the world was hit with the Covid-19 pandemic, 

Progress was immediately forced to adjust the 

way we work in response. This is our story.

We took an early decision to lock down services when the 

extent of the problem in Italy was seen. Whilst not a popular 

decision, we closed our doors to non-essential visitors, 

putting in place infection control measures early on, which 

helped us to stay ahead of the risks. As the first lockdown 

came into force, we prioritised the care of those that relied on 

us for critical support and scaled back our community-based 

services, after risk-assessing with our partners.

To ensure that individuals and families who could not receive 

direct support from us at this time were not isolated, we set 

up various forms of weekly communication, including phone 

calls, emails, and video calls. We offered our training resources 

to those using our services, to assist them to manage this 

complex situation. This was especially useful for some of the 

younger adults with Autism, helping them to understand the 

importance of infection control, PPE, and the key points of the 

Covid-19 outbreak.

Some community staff, unable to provide support due to 

restrictions, were deployed into our residential homes to 

increase resilience there. We assigned some as drivers, 

offering a ring-and-ride service to our workforce, to eliminate 

the use of public transport and minimise risks.

Claire Rogers
Managing Director
Progress

“Our community team started 
digital support sessions with

young people.”
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What will LD&A care and support look like in this new normal?



Our Covid year:
From PPE to vaccines and everything in between!
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Sanctuary Supported Living 

provides supported housing with 

care and support for vulnerable 

people with disabilities or 

mental health needs, people 

experiencing homelessness 

or domestic abuse, and older 

people who need support to live 

independently. Here, Sara Keetley, Operations 

Director, reflects on a year of Covid-19: the 

community support, the challenges of staying 

safe, and how they have managed – despite all the 

difficulties – to keep things fun.

Since the first lockdown, it’s become clear how much 

communities value our services, with many businesses and 

individuals generously donating food parcels as a lifeline for 

shielding residents, or to simply brighten people’s day. 

However, the changes particularly affected residents with 

learning disabilities who struggled without their preferred 

foods, including Warren, from Corner House in Mansfield, 

who loves Teenage Mutant Ninja Turtle pasta. Staff turned to 

Twitter for help and the public responded.

Residents also supported their communities in return – 

knitting groups in Stoke, Sheffield and Telford made clothing 

for babies and teddies for children. Many also donated to 

community foodbanks and animal centres. Meanwhile in 

Ipswich, two 18-year-old residents wanted to help others and 

so, with support from our teams, they started their first jobs 

as care workers. 

While community kindness kept everyone going during 

difficult times, our teams’ priority was keeping everyone safe. 

With cases of domestic abuse rising, staff at our Plymouth and 

Torbay domestic abuse services managed more crisis calls 

and requests for refuge accommodation than ever before.

Vast quantities of PPE were needed quickly and so we did 

everything to source supplies and get them to our frontline 

teams - our senior management team did the heavy lifting 

and went on the road delivering hundreds of boxes.

Sara Keetley

“Captain Sir Tom Moore and
rainbow decorations lifted spirits

for residents and staff alike.”
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As well as providing daily care and support, our teams also 

advocated for residents who couldn’t do so for themselves. In 

one worrying case, a doctor intended to place a DNACPR on 

a resident, because he felt that she had no quality of life due 

to her learning disability. Thanks to our team’s unwavering 

advocacy and care, the DNACPR was not applied and she 

fully recovered. We highlighted this to NHS England, raising 

awareness that DNACPR was being applied to people with 

learning disabilities, without the use of the frailty scale.

Most recently, with the roll-out of the vaccination, several staff 

members publicly shared their experience through written 

and video diaries, to reassure colleagues and residents. This 

included Deputy Local Service Manager Nina, who changed 

her mind about it after seeing her colleagues become ill and 

losing her dad to the virus.

Despite the obvious challenges, people found new ways 

to enjoy themselves. Services opened pop-up shops and 

in-house pubs, including the aptly-named ‘Staying Inn’, so 

residents could retain a sense of normality. 

Everyone took part in Clap for Carers and services made it a 

special event with socially distanced ‘dance-offs’ in Telford, 

and local farmers visiting on tractors and tooting their horns 

in Doddington.

Captain Sir Tom Moore and rainbow decorations lifted spirits 

for residents and staff alike, as people adjusted to the ‘new 

normal’. Outdoor music sessions replaced daycentre visits, 

bingo get-togethers became ‘corridor bingo’, and residents 

were inspired to take up poetry, creative writing and pen-

pal projects including Postcards of Kindness. In Gravesend, 

retirement residents received an inspiring banner made by 

schoolchildren who used to visit.

In New Milton, residents had fun with new mascots – 

cardboard penguins called Smiley and Wavy. Inspired by 

the Penguins of Madagascar film catchphrase “Just smile 

and wave”, Smiley and Wavy helped residents with learning 

disabilities understand social distancing and feel comfortable 

wearing masks. They now have their own YouTube channel!

There’s no doubt that Our Covid Year has seen staff and 

residents face greater challenges than we could ever have 

predicted, and it’s with sadness that we remember those who 

have passed away, either directly or indirectly because of 

Covid-19. Despite all this, I’m proud to say that, like so many 

across the social care sector, our teams have worked together 

to support residents and each other through everything. By 

recognising the difficulties we’ve overcome together and 

celebrating our successes, we know we can handle whatever 

the rest of 2021 brings.

“With cases of domestic abuse
rising, staff managed more crisis 

calls than ever before.”
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A* student becomes
a star carer
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Katy Docker has always wanted 

to work in the care sector. 

At school Katy excelled in 

her favourite subject Health 

and Social Care and went on 

to achieve an A* in her BTEC 

Level 3 Health and Social Care 

course. As part of this course, 

Katy undertook a placement at Ash Grove in 

Birmingham in 2019. Fast forward two years and 

Katy is now working as a full time Relief Worker 

at the same scheme, an integral part of the team 

and her youthful enthusiasm makes her a real 

favourite with the residents.  

Ash Grove, which is part of The Riverside Group, is an extra 

care scheme offering 35 apartments for people over the age 

of 55. Extra care at Ash Grove means people can still live 

independently but there is support for those that need it 

and staff are on site 24 hours a day, which offers safety and 

security to those that live there. 

Life at Ash Grove means that people can live in their own 

flats but also have the benefit of the communal area if they 

would like to socialise and join in with onsite activities. Mark 

and Marie, the managers at Ash Grove, always say it’s a home 

for life and the staff will go above and beyond so that people 

don’t have to move on to other care settings unless absolutely 

necessary.

As you might expect from someone still young and at college, 

joining any new team can be daunting and at first Katy 

was very quiet, you could even say shy. However, we have 

seen Katy grow into the role over the last 12 months – her 

confidence has flourished and she is held in high regard by 

the team.  

This is not a straightforward role. Katy has successfully 

managed some really challenging situations including end of 

life care – always demonstrating great empathy and care with 

the residents and their loved ones. She is confident, assertive 

and is already showing quality leadership skills within the 

team.

Katy has embodied the values of Riverside: care, courage and 

trust. “Working at Ash Grove has taught me a lot and it’s so 

rewarding to know that I am making a difference, being on 

the front-line in supporting all the residents against the virus,” 

says Katy.

The pandemic has brought fresh challenges, which Katy has 

met head on. Although it has been something of a ‘baptism of 

fire’ with Katy starting her career just before the pandemic, it 

has given her the opportunity to learn quickly and integrate 

herself into the team. 

Katy demonstrated her skills and commitment throughout 

the last year. She stepped up to the mark and became a real 

team player by doing extra shifts to cover colleagues who 

were isolating, whether that was doing spilt shifts or last 

minute shifts. She did not turn down a single shift that was 

offered.

We really feel that it’s people like Katy who are the future 

of the care sector – she is keen to learn and would like to 

progress to a management role. 

We think Katy puts it best when she says: “I feel more 

confident in myself and am keen to progress within the health 

and social care sector – this is very much where I feel my heart 

is at. Although I am still growing myself and understanding 

who I am, I get so much pleasure from caring for others. This 

is definitely my vocation in life”.  

Katy Docker

“This is definitely
my vocation in life.”

“It’s so rewarding to know that
I am making a difference.”



Administrator Adam
applauded by colleagues
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A care home administrator at England’s largest 

not-for-profit provider of care and housing for 

older people has been shortlisted for a Great 

British Care Award (GBCA).

Adam Woods, who works at Anchor’s Birkenhead Court care 

home in Birkenhead, was nominated for The Ancillary Worker 

award for his incredible professionalism and passion for the 

care sector. 

Adam has long had a personal dedication to the care sector 

having raised funds for Dementia services since the age of 16. 

At Christmas, he helped organise 50 Christmas hampers for 

people living with dementia and their carers.

During his time at Birkenhead Court, Adam has been widely 

praised for his dedication to supporting his colleagues and 

residents in his administration role. Adam has consistently 

gone above and beyond during the pandemic, often taking 

on extra administrative duties at Birkenhead Court and 

also nearby Anchor care homes. On one occasion Adam 

volunteered to remain onsite at Birkenhead Court for two 

days to man a floor that was undergoing fire alarm repairs 

to ensure all the residents were safe and wouldn’t need to be 

moved from their home. 

Along with his administrative work, Adam has also been of 

great service to the residents of Birkenhead Court and their 

relatives. In particular, he has taken the time to bond with 

residents personally to keep their morale up during the last 

year. In addition, he has also helped residents use iPads, 

Skype, and other technology services to arrange calls and 

con-versations with relatives unable to visit them during the 

pandemic. Adam’s colleagues were keen to raise awareness 

of Adam’s work, and nominated him for a GBCA.

Having received his nomination, Adam was interviewed by 

GBCA judges and made the regional finals for The Ancillary 

Worker award. During his interview, the judges noted Adam’s 

personal dedication to supporting people with dementia as 

well as his extraordinary work ethic in his administrative role.

The regional finals will be held on in July this year.  

Sharon Jackson, Adam’s colleague, and deputy manager 

of Anchor’s Birkenhead Court said: “This nomination is fully 

deserved, Adam is incredibly professional and is loved both 

by his colleagues and our residents as well! Adam is an 

incredible asset, not just to Birkenhead Court but the whole 

of Anchor Hanover. He fully represents our core values of 

Accountability, Respect, Courage and Honesty.”

Edith Squire, 92, a resident of 

Birkenhead Court, was also keen 

to praise Adam, saying: “Adam is 

brilliant, he really got to know me 

personally and you always feel like 

you can talk to him about anything. 

Thanks to Adam, I’ve been able to 

keep in touch with my family using 

technology which is really lovely 

given everything that’s been going 

on!”
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Adam Woods

“Adam volunteered to remain
onsite for two days to ensure

residents were safe and wouldn’t 
need to be moved.”
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A sweet recipe for success
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It was once said:

Cooking requires confident 

guesswork and improvisation 

- experimentation and 

substitution, dealing with 

failure and uncertainty in a 

creative way.

Add a pandemic into that mix and 

you’ll perhaps understand why Tyler 

Horton, chef at Aria Court Care Home, 

part of Athena Care Homes, has been 

nominated for a Great British Care 

Awards, Covid Hero Award...

Thrown into lockdown barely a couple 

of months into the job, not only did he 

face the huge issue of sourcing reliable 

suppliers but also the challenge of 

meeting the needs of residents who 

might be losing the fundamentals 

of taste and smell and therefore not 

eating and drinking as much. So, Tyler 

spent a few weeks of total focus in the 

kitchen and invented Jelly Gummies. 

Each sweet holds 10mls of fluid and by residents sucking on 

them throughout the day, fluid intake has been dramatically 

increased.

Highly scientific plus creative, I suggested:

“Yes, I felt like the Heston Blumenthal of the care world, 

creating shapes like love hearts and clovers and little houses 

in fruit, sherbert and licorice flavours while also focussing on 

the importance of colours for those with dementia.”

No scientist by heart, Tyler has his own formidable 

provenance: his grandad used to be the Queen’s chef for 13 

years working at Buckingham Palace catering the garden 

parties. As a youngster Tyler announced that he wanted to be 

a chef so his grandad trained him. From the age of 9, he was 

making roast dinners. To this day, he still has the worn copy 

of exactly the same recipe for coronation chicken as used at 

the palace.

It’s pretty clear Tyler doesn’t take a problem or a No lying 

down: so when Boris Johnson announced a ban on travel, 

he decided it could be done and would be done...on a plate! 

Having qualifications in European, Asian and African cuisine 

alongside Classical English, Tyler ‘flew’ his residents to 24 

countries in four months which raised both appetites and 

spirits for all at Aria Court.

“To this day, it remains one of my biggest achievements that 

one of my ladies - at 101 years of age - ate Thai food for the 

first time and enjoyed it. That’s just amazing for me.” Given 

such a world tour in the middle of the pandemic, the biggest 

challenge was originally with suppliers but now they’ve 

proven to be some of the best Tyler has ever dealt with and 

impressively all local - the furthest supplier being only 45 

minutes away.

And yet these challenges have morphed into unforeseen 

positives: “relationships have become stronger in many 

ways - us and the residents...us and the 

relatives...us and local suppliers.”

It’s hard to believe that Tyler has never 

worked in care before but he is keen to 

acknowledge that it has been the best 

of moves:

“It has paid off big time as I’ve never 

been happier. I’ve fallen in love with 

care. It’s an amazing industry especially 

elderly care because it’s a generation 

that’s really overlooked. I see them as 

the more knowledgeable generation.”

Ultimately, for Tyler, what the pandemic 

has really gone on to prove is how far 

the family can extend. It’s no longer just 

back at the house but where you work, too.

And what about the Covid Hero Award nomination?

“It feels wonderful to be nominated. We get constant 

recognition from the company and it feels like an investment 

in me to be up for this award. It’s just lovely - I can’t believe it!”

That said, it can’t come as a surprise to anyone at Aria Court 

currently sucking 

on a lime gummy 

and readying 

themselves for a 

culinary twirl of Sri 

Lanka...

Debra Mehta
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Tyler Horton

“One of my ladies at 101 years of
age, ate Thai food for the first

time and enjoyed it!”



Win for ‘flock-down’ 
intergenerational 

HenPower initiative
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A special project encompassing vulnerable young 

people in care, ex-battery hens and care home 

residents has been awarded for establishing 

intergenerational connections in the community 

online during the pandemic. 

National child and youth care charity, Kibble, has been 

awarded the Digital Innovation award by Generations Working 

Together for the HenPower project and has been recognised 

for continuing the initiative online during lockdown to ensure 

the relationships made between the groups were not lost.

The project focuses on establishing valuable connections 

between young people at Kibble and the older generation 

in community care homes. The young people worked with 

residents at local Spiers Care Home at weekly face-to-face 

sessions before the pandemic, which included caring for the 

ex-battery hens on-site at Kibble’s therapeutic Forest View 

School in Lochwinnoch, as well as art and music sessions.

However, due to lockdown restrictions, project lead and 

outdoor activity co-ordinator at Kibble, Rhona Dorrington, 

instigated the use of technology to make sure the young 

people and elderly residents could still enjoy time together. 

Using tablets and mobile phones, young people at Kibble’s 

Forest View campus were able to continue joining Spiers’ 

elderly residents for virtual visits with the hens as well as 

taking part in clay moulding and rock-painting.

In addition to visiting the hens during their very own ‘flock-

down’, aptly named by the children at Kibble, Rhona was also 

able to extend the animal visiting to the ducks, turkeys and 

ponies who are all a big part of normal day-to-day life and 

education at Forest View.

Kibble, supports young people who have faced trauma and 

adversity, providing therapeutic care and education for those 

aged 5 – 25. The national charity implemented the HenPower 

project in its early years residential and educational services 

at Forest View in 2019 before the pandemic hit.

HenPower is a national project, and the Kibble arm has been 

funded by The National Lottery Awards for All Scotland. 

Bringing generations together has proven to be massively 

beneficial in developing understanding, perspective and 

stimulating both groups by working together and learning 

from each other.

As well as the mental wellbeing benefits for all, there has been 

a noticeable increase in the physical and mental health of the 

elderly residents, with even one non-verbal resident speaking 

for the first time in years to express her fondness of one of the 

young people.

Rhona, said: “The power of the relationships built between 

the young people and the elderly residents is astounding. It 

is about establishing a bond with each other based on love 

and care, about being seen, and knowing that they are not 

forgotten.

“Connections to family members and daily routines were 

severely reduced for both groups this year due to lockdown, 

so it was crucial that we created some consistency for our 

young people and for the Spiers residents. HenPower is 

something they both look forward to so much. It’s a bit of 

fun while giving them experiences and connections they 

otherwise might not have had.”

Alison Ravandi, Home Manager at Spiers Care Home, said: 

“Interacting with the young people from Kibble has been a 

form of therapy for our residents, particularly while lockdown 

restrictions meant we could not welcome visitors or take 

residents out on their usual trips.

“The youngsters have worked hard 

and been very welcoming. Our ladies 

and gents have loved getting to know 

the kids, learning about their project 

and always looked forward to the next 

activity. The project certainly deserves 

the recognition it is receiving, well 

done to all involved.”

The level of intergenerational work 

completed last year was reduced 

due to the pandemic. However, 

Generations Working Together, 

a nationally recognised centre of 

excellence, has made innovation 

a key objective for its practices 

going forward, embedding and 

celebrating alternative approaches 

to intergenerational work through 

technology and innovation.

“Young people were able to
continue joining elderly residents 

for virtual visits with the hens.”

Rhona with chickens



Scoring for care
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Let’s kick off with a known fact: alone we can do so 

little, but together we can do so much. It’s hardly 

rocket science really, is it? We might call it people 

power, for instance.

John Hughes, Director of Partnerships and Communities 

for national social care charity, Community Integrated Care 

knows only too well the power of partnership, most especially 

during the pandemic.

One of many of the charity’s nationwide services, Community 

Integrated Care & Portsmouth FC have been nominated for a 

Great British Care Award. And it’s pretty easy to see why.

Pre pandemic, the charitable arm of the football club, 

Pompey in the Community delivered innovative, community-

based sports sessions for many of the people supported by 

Community Integrated Care, including those with physical 

and learning disabilities. And what 

better partner than a football team 

that is historically often at the heart of 

a community? John is passionate about 

this:

“We helped Portsmouth FC to set up a 

learning disability football team where 

our supported people can wear the 

shirt and play for the team they love. We 

created match day experiences, meeting 

their heroes, going behind the scenes, 

walking out onto the pitch in front of 

tens of thousands being cheered! When 

you think of how unfairly marginalised people with support 

needs are, our partnership gives them an opportunity to be at 

the heart of the community.”

And then all too suddenly it was gone - just like that. Everyone 

- the charities and the organisations and the footballers - 

could have scuttled off to ride it out, existing on the minimum. 

But the best partnerships are often dynamic and creative in 

their collaboration…

Recognising the challenges Community Integrated Care were 

under providing services across the whole of Hampshire, the 

Portsmouth team not only stepped in to help coordinate and 

deliver thousands of items of PPE, but also to store it all at the 

stadium. Some of the professional footballers joined in which, 

as we can all imagine, was a huge lift in spirits for whoever 

was answering the door that day!
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“Through the lens of
Portsmouth FC, they have created

a series of online activities.”
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charity like us - to see beyond just the people we support. We 

have a privileged position in the community.”

And as with so many, technology has proven to be a game 

changer: through the lens of Portsmouth FC, they have 

created a series of online activities including their community 

chef running weekly cookery classes which now reaches all 

the way up to services in Scotland.

“The pandemic makes you realise that even though it’s been an 

exceptionally tough year there have been some real positives. 

We now feel we can scale up some of our programmes in a 

way we never thought possible. In fact, we’re about to launch 

a public facing website where anyone can access the sessions 

for free.”

So, when we eventually blow the whistle on Covid-19 and 

everyone’s back out on the big pitch of life, remember this:

“The strength of the team is each individual member; the 

strength of each member is the team.”

                       Debra Mehta

The team also delivered thousands of treat boxes to staff 

colleagues and without that support, there wouldn’t have been 

the opportunity to show gratitude and thanks. Meanwhile, 

John secured a donation of 5000 apples and pears from the 

trade body in order to provide a little something fresh and 

healthy to take home when shopping time was negligible and

social care staff were not afforded the same privileges as NHS 

workers at the supermarkets.

“Through our partnership, a lot of the fruit was also spread 

out to local food banks, schools and struggling community 

groups and the reaction to that was massive. We received a 

letter from the Lord Mayor thanking us for what we brought 

to the whole community. And this is really important to a big 

“The Portsmouth team stepped
in to help coordinate and deliver 

thousands of items of PPE.”



The solution is complicated as it involves a variety of 

measures that all come together to improve the situation for 

people living with us- the use of technology to stay connected, 

a number of visiting types such as partitioned, window, 

garden and more recently close contact visits with testing 

and infection control measures. Vaccinations are providing us 

with another step towards close contact visits, but it remains 

early days as we now focus on the second dose of the vaccine. 

We continue to work closely with relatives, loved ones, health 

professionals and are involved in the discussions around 

finding ways for visits to take place safely.

The pandemic has shone a spotlight on the true value of 

the social care sector, many social care workers have made 

sacrifices to their own lives to ensure the same level of care 

and support continues to be delivered. 

Social care is firmly in the general public’s consciousness 

with much more awareness that there needs to be a positive, 

permanent societal change. 

At Anchor Hanover we intend to build on this momentum. The 

demand for care beyond the pandemic will grow along with 

the need to provide high quality care and support. We will 

be ready to meet those challenges. Ensuring resident safety 

and wellbeing remain our priority and we will continue to 

recognise our workforce. We hold regular colleague awards 

and will continue to make sure their hard work is recognised 

through external initiatives and sector awards. 

Recognising the profound contribution of our social care 

colleagues is crucial to inspiring a new generation of people 

to join our workforce and shinning a light on the exceptional 

care we provide.  
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As England’s largest not-for-profit provider of 

care and housing for people in later life we do all 

we can to ensure our residents receive quality 

care so they can lead fulfilled lives.

Our incredible social care workforce plays a crucial role in 

making this possible. They go above and beyond, day in day 

out, to make sure our residents are happy and well supported. 

At Anchor Hanover, we recognised during the early stages of 

the pandemic, that we needed to be innovative, making sure 

there were lots of practical resources readily available and 

accessible to support our residents. 

We adapted swiftly to meet the challenges that the pandemic 

presented, developing, and accessing new resources for 

residents in our care homes as well as easy to use options for 

colleagues supporting them. 

Our #BeKindToOneAnother initiative, the brainchild of a 

wellness co-ordinator at Anchor Hanover and led by care 

home managers helped our residents remain in touch with 

their local communities. Encouraging them to send letters, 

pictures, and poems to residents to lift spirits.

Maintaining our resident’s physical and mental wellbeing has 

also been crucial and last summer we hosted our very own 

Summer of Sport: a special tournament encouraging physical 

activity in all our care homes.

The pandemic has led to some positive transformation in our 

care homes with the development of ‘Virtual’ resources and 

embracing technology. However, we are in no doubt that there 

are significant challenges that our sector continues to face, 

the main one being keeping people connected to relatives, 

loved ones and wider communities through the pandemic. 

The last year has been incredibly difficult for everyone, 

as an organisation we take great pride in our care homes 

being an integral part of the community, we understand 

the importance of people having social relationships and 

connectivity with those closest to them, and that we are all 

frustrated by the current situation. 

Robert Martin
Anchor Hanover

C H A T

WHAT KEEPS ME                AWAKE AT NIGHT

“Recognising the profound
contribution of colleagues is

crucial to inspiring a new
generation  to join our workforce.”

“Care workers have made
sacrifices to their own lives to
ensure the same level of care 

and support continues.”
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Robert Martin
Managing Director of Care Services
Anchor Hanover
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IT’S NEVER TOO LATE TO CARE

Nichola Featherstone
Hairdresser to Housekeeping

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 
Nichola Featherstone, from Hatzfeld Care 
who has seen the Coronavirus pandemic 
take her from self employed hairdresser to 
member of the housekeeping team.

Nichola was quick to apply and is now a valued member of the 

house keeping team having settled in very quickly.  Nichola 

previously ran her own hairdressing business but due to 

pandemic she has put this on hold. 

Toni Whitfield an Administrator at The Park Care Home said: 

“Nichola stands out from the team with her bubbly personality, 

determination and her enthusiasm to help others whilst 

ensuring everyone follows infection control to the highest 

standards.

“She ensures at the start of every shift, that all daily cleaning 

checklists have been completed, she plans 

her shift well and is always offering 

suggestions on ways to improve.

“She takes the time to spend with 

residents, offering her help and 

assistance to clean their rooms. She 

enjoys taking time to listen to the 

residents about their life stories and 

her conversations always make the 

residents laugh.”

Not only does Nichola go above and 

beyond in her role but she also often 

uses her break to sit and join in activities 

when they are on. She understands the 

pleasure it gives residents to have that 

vital one to one contact.

Nichola added: “I took the position in March 2020 when Covid 

19 made an appearance on a temporary contract. I was then 

offered a permanent position which I accepted and have never 

looked back. I try to spend as much time listening to each 

service user and what they require in their own rooms to make 

them as happy as possible.”

Nichola Featherstone has seen the Coronavirus pandemic 

take her from being a self employed hairdresser to a valued 

member of The Park Care Home’s housekeeping team. 

Nichola’s bubbly and caring personality have seen her 

seamlessly fit into the care home with both staff and residents. 

Within the last year, one of the most challenging across the 

care sector, Nichola has gone from a temporary contract to 

accepting a permanent contract providing essential support 

in the home. 

The Park Care Home provides 24 hour residential care for 

adults with mental health needs.  The 35-bed residential 

home is a tranquil environment, supporting rehabilitation 

and recovery for people with severe and enduring mental 

health needs. One of the biggest assets of 

the CQC Outstanding rated care home is 

the caring team of staff.

As residents of the local town Nichola 

and her partner were delivering leaflets 

offering to help others when the first 

lockdown hit in March 2020. It was at that 

point that The Park Care Home Manager, 

Yvonne Hird, saw someone determined 

to help others and help gain control of a 

situation. The home was advertising for 

someone to join their house keeping team. 

Yvonne approached the pair and explained 

there were vacancies on her team at the 

care home. She said they were particularly 

looking for team members who had the 

same enthusiasm and determination 

that they were showing that day.

Nicola Featherstone

“Nichola previously ran her own
hairdressing business but due to

pandemic she has put this on hold.” 
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Each month we feature an inspirational 
individual or team who have overcome 
barriers to make a real difference in their 
communities. This month we feature 
Katherine Gooding who’s inspirational 
charity cycle ride landed her a place on the 
Dimensions Coronavirus Learning Disability 
and Autism Leaders’ List.

But this hasn’t held Kathy 

back from wanting to 

thank the organisation 

that cares for her and 

that supported and 

cared for her friend so 

well.

“In the time of 

l o c k d o w n … K a t h y 

brought a ray of sunshine into peoples’ lives.”

200 miles and £7000 later, she has achieved something 

phenomenal. But, Kathy did something else that is truly 

priceless…

“She brought the local community in her parent’s village 

together for a fantastic celebration, which was greatly 

received and very much enjoyed during difficult times.

“On the day that she 

achieved her 200 miles, 

more than 100 people 

stood at their gates or on 

the roadside to clap and 

cheer her on.

“Kathy created an event 

for local people to 

celebrate at a time when 

there little else to keep 

us cheerful.”

*quotes have been taken 
from Kathy’s nomination for 
the Coronavirus Learning 
Disability and Autism Leaders’ 
List. They come from the 
person who nominated her, as 
well as her family.

PEOPLE POWER

The charity bike ride that 
brought a community together 

“Kathy was inspired to cycle
200 miles by her friend for 60 
years before he passed away.”

Introducing… 

Katherine Gooding

When Kathy started her 

charity bike ride, she didn’t 

expect to be cheered over 

the finish line by over 100 people. But her infectious smile 

and determination was just the boost of inspiration people 

needed during the national lockdown.

Kathy was inspired to cycle 200 miles to raise money for Hft 

– the organisation who support her and who supported her 

friend for 60 years before he passed away.

Kathy said she did the cycle, “…in memory of my dear friend. 

David was very kind to me and he was my friend. I will miss 

him very much.”

Cycling 200 miles is an achievement for many people, but 

for Kathy it’s extra special. This is because she has William’s 

Syndrome and after a stroke as a baby she was left paralysed 

on one side.

“She is mostly a happy person but can sometimes become 

very anxious. Kathy knows that she has William’s Syndrome 

and sometimes asks us why. She is also very conscious of her 

physical disability and questions why she has an arm and a leg 

that don’t work properly.”

The Coronavirus Learning Disability and Autism Leaders’ 

List is produced by Dimensions in partnership with 

Learning Disability England and VODG. It is an adapted 

version of the annual Learning Disability and Autism 

Leaders’ List. 

dimensions-uk.org/covidleaderslist 

Follow @DimensionsUK and #CovidLeadersList 

to stay up to date.

 

Katherine Gooding



A national conversation for
the social care workforce

Care workers form strong bonds with service users and 

when someone dies there is a sense of loss, but without time 

to grieve this can also have a detrimental impact on mental 

health.

#GoodToTalk aims to support care staff with their mental 

health during and following on from Covid.

We want to create a National Conversation amongst care staff, 

encouraging peer to peer support and allowing the healing 

process from covid. 

Care workers are, by definition, Caring. We already know that 

teams support one another on a daily basis both at work 

and outside.  We also know that a culture of caring for carers 

exists with care providers and we have seen some fantastic 

examples of how care providers are supporting staff with 

good mental health.

Through regular features in Care Talk we want to encourage 

the importance of peer to peer support and having a national 

conversation. 

Please do send us your positive experiences 

of promoting wellbeing at work to editorial@

caretalk.co.uk and share your positive experiences 

on social media through #GoodToTalk.
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The benefits of peer to peer support have been 

widely documented.  Evidence shows by speaking 

out and being supported by colleagues can have a 

dramatic impact on mental health wellbeing -  and 

that’s why Care Talk have launched #GoodToTalk

There is no doubt that the challenges of the pandemic have 

taken its toll on frontline care staff.  Social care professionals 

up and down the country have worked tirelessly in incredibly 

challenging conditions, putting the needs of the people 

they are supporting above their own.  We have seen many 

examples of bravery and resilience, with some care workers 

leaving their families to move into the care home where they 

work to keep residents safe.  

These challenges, together with lack of PPE and staff 

shortages due to self-isolation, have all had an impact on 

wellbeing. 

C H A T

“No time to grieve can have a
detrimental impact on 

mental health.”

“We want to encourage peer to peer
support to allow the healing

process from covid.” 

In the first of our #GoodToTalk features on 
the next page, we meet  St Martins Housing 
Trust who set up a Wellbeing Working Group 
to support team members’ wellbeing in the 
workplace.

“COVID-19 has had a huge impact on 

us all and not least the care workforce 

who have worked tirelessly in often 

difficult circumstances to deliver 

high quality care and support to 

people in our society. The Care 

Provider Alliance welcomes the 

Good to Talk campaign as an important vehicle to 

encourage peer to peer support and open conversations 

within the care workforce. This should provide an 

opportunity for staff to share their experiences to allow 

the healing process from COVID to take place.”

Kathy Roberts

Chair of the Care Provider Alliance



A happy and healthy 
workplace at St Martins 

Housing Trust
A Wellbeing Working Group has been established to 

implement relevant initiatives across the charity in order 

to support team members’ wellbeing in the workplace. The 

group is made up of representatives from each department 

in the organisation. Each ‘rep’ communicates with their team 

and feeds back to the group. The wellbeing group meets once 

a month and is a place to consider the views and opinions of 

everybody in the organisation.

An anonymous survey of all team members was conducted 

asking them for suggestions of what could be done to 

improve their wellbeing at work and changes they would 

like to see. Suggestions covered a range of areas, including 

shift patterns, communication, training, rewards and mental 

health. The top priority identified was how to recognise stress 

in yourself and in within your team. The second priority was 

extra support needed after a critical incident. Wellbeing reps 

have been talking with their teams about stress levels and 

implementing ideas, such as a traffic-light system to identify 

how people are feeling. There have been some productive 

conversations about how manage stress individually and as a 

team and to recognise that stress levels can fluctuate quickly.

The nature of the work at St Martins means that there is a 

process for when critical incidents occur. These could include 

medical emergencies and violence. It is important that team 

members have an opportunity to debrief after such events. 

The wellbeing group has been looking at each department’s 

processes to assess how effective it has been and make 

suggestions to improve it. The group will progress with the 

list of priorities. A toolkit of resources is being developed 

alongside a culture of sharing between departments of 

initiatives that are being trialled. Head of HR Jo Gillies said, 

“Our team members are St Martins most important asset 

and we want to support them so they can do their jobs well. 

The passion our team has for their work is inspiring. With 

the wellbeing group we are enhancing what we’ve already 

got. This is project is bigger than the day-to-day work and it 

is important that our attention to wellbeing filters through 

everything we do.” 
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‘Tough but rewarding’ describes how it feels 

to work in the homelessness sector. A support 

worker never quite knows what they will be 

facing from one day to the next. Monday could 

involve the joy of helping someone move into 

their own flat. Tuesday could be spent tracking 

down a client who has missed their probation 

appointment again. On Wednesday you might 

be supporting someone on the brink of a mental 

health crisis. Thursday could bring news of the 

untimely death of a much loved resident. You’ve 

not even made it to Friday. Sometimes events like 

these all occur in one day! 

St Martins is a homelessness charity based in Norwich that 

employs 175 people and supports hundreds of people in 

Norfolk over the course of a year. People experiencing 

homelessness often have complex needs and it takes 

confident, resilient people to support them. The wellbeing of 

the workforce is a priority if they are to effectively look after 

some of the most vulnerable people in our society.

Feedback from surveys and meetings highlighted the 

need for staff wellbeing to be addressed across the whole 

organisation, in particular to support people with issues they 

may experience while performing their role at St Martins. 

Roles are varied; many of the team are support workers, and 

there are also domestic workers, maintenance, admin and 

finance. Some roles require lone-working in the community, 

while others are office-based or working from a hostel. The 

approach to wellbeing at work cannot be a ‘one size fits all’ 

strategy, as team dynamics vary from service to service. 

C H A T

“The approach to wellbeing at work 
cannot be a ‘one size fits all’ strategy.”

Hostel resident Craig with senior support worker Helen 
with an example of the emoji system they are using to 
gauge stress levels
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Acute Need CIC is one of many care providers 
who’ve made a commitment to offering 
personalised care and support by adopting 
the Making it Real framework. 

Caroline Waugh, a person with lived 
experience of disability, and a keen advocate 
of the framework interviewed Callum, one of 
the people supported by Acute Need. She was 
keen to hear first-hand how he’s doing and 
the difference a personalised approach has 
made to him.

And Stuart, who’s worked with brain injury 

survivors for four years, says he has valued 

building a relationship with Callum over 16 

months: “I Iove doing it. Callum is great to 

work with.”

 

I ask Callum about the skills he’s developing 

through his fishing hobby. 

“We generally plan the night before. How 

long we’re going to be there, whether we 

need to eat before we go, if we need to 

buy anything first…. Sometimes we aren’t 

always singing from the same song sheet, 

but they’re always there to help and push 

me to strive for my next goal, to complete 

and achieve, to move on to the bigger 

picture.”

All of the activities around practicing tying on hooks and 

different lines help Callum’s hand-eye coordination and left-

hand dexterity. Particularly beneficial in the absence of his 

physiotherapy during lockdown.

I wonder which fish Callum is proudest of catching.

 

“I wouldn’t say I’ve got my proudest catch yet because I’m 

always trying to better it. I’m not going to be happy till I catch 

a shark!”

So, what of the future? 

“I’d like to go abroad, maybe a fishing trip, or go to a festival. I 

love music - every genre.”

As a brain injury survivor, myself, I enjoyed chatting with 

Callum and I wish him luck catching that shark. 

Catching up with fishing,
hooks in more skills for Callum 

Callum is a lively, cheerful 

and attractive man of 

21, from St Helens. He 

sustained a significant 

brain injury when he was 

run over by a BMW X5, a 

big 4x4, he tells me with 

pride. 

At the time, Callum was 

studying for his GCSEs. He 

recalls returning to them 

after his accident: 

“It came with its own set of struggles. I don’t think I came 

out with many passes but what doesn’t kill you makes you 

stronger.” 

He looks wistful as he recalls his life before the accident: 

“Rugby, schoolwork, training, rugby, schoolwork, eating…” 

He is a coffee aficionado, and before COVID19, he volunteered 

in Costa. “Coffee is my addiction, my favourite is cortado or 

a double espresso.” He used to clear tables and help with 

washing dishes: “It was a good laugh.”

Callum lives at home with his family whilst receiving a 

wraparound care package from Acute Need with input from 

a neuropsychologist, occupational therapist, speech and 

language therapist, physiotherapist, and two Rehabilitation 

Support Workers. 

He loves his time with Stuart, his Rehabilitation Support 

Worker, who shares his passion for fishing.  “I feel at one with 

everything – body, mind… everything just feels calm and 

complete.”

Interview by Caroline Waugh, who works with TLAP as a 

member of the National Co-Production Advisory Group 

(NCAG). 

Think Local Act Personal’s Making it Real aims to help 

social care, health and housing services get better 

at what they do so that people can live the lives they 

want, doing things that matter to them. It uses I and We 

statements to describe what good, person-centred care 

and support looks like, from the perspectives of people 

who access services and people who work in them.

https://www.thinklocalactpersonal.org.uk/

makingitreal/

Callum



Finalists join top leaders and decision makers in social care!
Finalists and guests will be invited to the esteemed Social Care Top 30 Gala Dinner, a bespoke event that 

celebrates leadership from care providers and other key influencers in the sector.  The event will take place 
at the Hilton Bankside Hotel, London on 27th October 2021, where the category winners will be announced

along side winners of the Social Care Top 30.

Calling all senior leaders of
excellence to social care!
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RECOGNISING EXCELLENCE IN SOCIAL CARE LEADERSHIP

Care Talk  is delighted to host the inaugural Social Care Leadership Awards.
  

These unique awards will recognise, celebrate and promote great leadership in the Social Care Sector, 
over and above Registered Manager level and share knowledge and expertise in leadership.

We are looking for nominations for senior leaders in social care who have demonstrated strong, 
innovative leadership to ensure a quality outcomes that make a real difference to care delivery.

Nominate online at: www.caretalk.co.uk/scl
Closing date for nominations 30th June 2021
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ASK THE EXPERTS

“How will remote technology
impact care delivery post Covid?”

The last 12 months have seen care providers up and down the country finding new 
innovative ways of working and harnessing technology to deal with the enormous 
challenges presented by Covid. In light of this we are asking a group of technology 

providers to the sector: 
“What remote technology has been put into place during Covid 

and how will this impact care delivery going forward?”

“We are proud to have integrated PASS, our digital 
care planning system, with NHS Digital’s GP Connect, 
giving care providers real-time access to their clients’ 
GP clinical records, when and where it’s needed. 

The project, completed in-house, had to meet the 
rigorous testing and NHS assurance process required 
to connect PASS safely to the NHS Spine.

A user described how, in a household where 
several individuals with the same surname were 
receiving multiple medications, the risk of errors 
had been causing significant delays in new medicine 
administration while seeking GP clarification. With the 
introduction of GP Connect, the user explained they 
can now view the relevant GP record at the point of 
medication delivery, from within PASS, ensuring the 
timely delivery of the right medication to the right 
person. In this example, this allowed the administration 
of antibiotics on a Friday evening, aiding the care 
receiver’s timely recovery from infection.“

Robin Batchelor
Chairman & CEO
EveryLIFE Technologies

“Providers have real-time access to
their clients’ GP clinical records.”

“The Coronavirus pandemic has accelerated the 
Government drive towards a more holistic approach 
to care and it will be achieved through the increased 
adoption of digital tools including risk analysis, AI, 
IoT, remote biometric measurements, and machine 
learning. These components work together to form 
part of an advanced person-centric, remote patient 
monitoring (RPM) and care solution. The combination 
of behavioural and clinical data empowers caregivers 
to intervene at the right time and create a care 
programme that best suits the needs of the individual. 

Detecting early warning signs with RPM technology 
will reduce the high emergency cost to the NHS, and 
importantly improve patient outcomes. Furthermore, 
with the planned roll out of a national WAN network, 
RPM will be enabled outside of the home. These data 
driven solutions will provide a platform for the end-
to-end digitisation of healthcare, co-ordinating the 
ecosystem of local authorities, healthcare providers, 
NHS Trusts, GPs, registered nurses and care homes, 
inspiring a more proactive and interlinked approach 
to care.” 

“Data driven solutions will inspire 
a more proactive and interlinked 

approach to care.” 

Helen Dempster
Chief Visionary Officer
Karantis360, The Carer

C H A T



“During times of extreme strain on the healthcare 
sector, ensuring patients can remain at home while still 
receiving the level of care they require is a significant 
priority. Connected mobile technology helps to deliver 
quality in-home care, keeping vulnerable patients 
away from hospitals whilst still under supervision.

It can also help to monitor vulnerable patients and 
prevent them from requiring hospital treatment in 
the first place. With SOTI’s help, HAS Technology has 
deployed its ARMED (Advanced Risk Monitoring for 
Early Detection) solution to reduce the risk of falls in 
the elderly population, a common, yet overlooked 
cause of injury.

ARMED uses wearable technology to collect key 
indicators associated with frailty and the risk of falling. 
It monitors the patient’s condition 24/7, and then uses 
this data to feed into its machine learning models. The 
technology can then report on those at risk of falls in 
the elderly population and prevent injury.”

 

Sarah Edge
Regional Director of 
Enterprise Mobility, UK
SOTI

“CareLineLive’s homecare management software has 
been vital in helping our customers to continue to 
provide care to their clients throughout the pandemic, 
without disruption. As the software is cloud-based, all 
users can access it from anywhere with an internet-
enabled device, which has allowed homecare admin 
staff and carers to work remotely while continuing 
to provide optimum patient care.CareLineLive 
has provided seamless, real-time information 
flow between carers and managers via the Carer 
Companion App, negating the need for unnecessary 
office trips and calls. At the start of the pandemic, we 
also swiftly updated our mobile app to include quick 
reference information about COVID-19 and hygiene 
prompts. Whilst visiting relatives has been restricted, 
our Family & Friends Portal has given family access 
to information about their loved one’s care including 
visit notes, task completions and care schedules.

With the ongoing challenges of COVID-19, 
CareLineLive’s priority moving forward is to provide 
an all-in-one home care software solution that allows 
home care agencies to improve their efficiencies 
and provide high-quality, person-centred care to the 
elderly and vulnerable in their own homes.”

Josh Hough
Founder and Managing Director
CareLineLive

“Sharing information across the health and social 
care sector could have taken decades to do without 
Covid-19. The revolutionary integration of our digital 
care management system with NHS Digital’s GP 
Connect and National Record Locator (NRL) services, 
is an exciting move towards fully shared care records 
that will deliver true two-way interoperability between 
social care and healthcare settings. Registered nurses 
at care homes now have secure and direct access to 
information held by GPs enabling faster and better 

C H A T

“Technology can then report on
those at risk of falls in the elderly
population and prevent injury.”

“Our Family & Friends Portal has
given family access to information

about their loved one’s care.”

“Registered nurses at care homes 
now have secure and direct access

to information held by GPs”
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Jonathan Papworth
Co-Founder & Director
Person Centred Software

information held by GPs enabling faster and better 
medical decisions to be made. This will benefit those 
providing and receiving care and deliver a smoother 
journey between health and care services. 

Remote inspections by CQC and Care Home 
Managers managing homes remotely was a necessity 
during Covid-19. The need to be able to see what 
happens in the care home without physically being 
present created the drive to have systems to facilitate 
that visibility and that of course is digital care.”
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C A R E  T A L K  O N  T H E  R O A D

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

fantastic events listed below.

Coming up...

*please note some dates/venues subject to change

Care Talk Conference, From New Normal to New Future 
30th June, Mermaid Centre, London

GBCA Regionals 2020 (rescheduled)
Friday 2nd July – West Midlands at the ICC in Birmingham City Centre

Thursday 8th July – Kimpton Clock Tower Hotel Manchester

Friday 9th July – North East at the Grand Hotel in Gosforth

Saturday 10th July - York & Humberside at the Railway Museum in York

Tuesday 13th July – East Midlands at the East Midlands Conference Centre

Thursday 15th July – East of England at the East of England Arena

Friday 16th July – London at the Hilton Hotel Bankside

Thursday 22nd July – South West at Ashton Gate Stadium in Bristol

Friday 23rd July – South East at the Hilton Hotel in Brighton

CYP National Finals 2020 (rescheduled)
Saturday 3rd July 2021  - The ICC, Birmingham

GBCA National Finals 2021 
16th October, The ICC, Birmingham

Children & Young People Conference
21st & 22nd October, Birmingham    

Children & Young People Awards 2021
22nd October, The ICC, Birmingham

Social Care Top 30 
27th October, Hilton Bankside, London

incorporating: The Social Care Leadership Awards and The Premier Supplier Awards 

Learning Disabilities & Autism Conference 
29th October, The ICC, Birmingham 

Learning Disabilities & Autism Awards 2021
14th October – LD&A Wales, Cardiff

19th October  – LD&A Northern Ireland, Hilton Hotel, Belfast

29th October – England & Scotland, The ICC, Birmingham 

GBCA Regionals 2021
Friday 5th November – South West at Ashton Gate Stadium in Bristol

Saturday 6th November – South East at the Hilton Hotel in Brighton 

Thursday 11th November – North East at the Grand Hotel in Gosforth

Friday 12th November – York and Humberside at the Railway Museum in York

Saturday 13th November– North West at the Kimpton Hotel Manchester

Thursday 18th November – East of England at the East of England Arena

Friday 19th November – London at the Hilton Hotel Bankside

Thursday 25th November – East Midlands at the East Midlands Conference Centre 

Saturday 27th November – West Midlands at the ICC in Birmingham City Centre
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Management on the boundary:
the importance of the Registered Manager

L E T ’ S  L E A R N

Gordon Ramsey, now on our screens again as a Game Show 

host, came to popular fame on television as a celebrity chef 

who would help struggling restaurant businesses. In his 

work with the beleaguered restaurant owners, he regularly 

referenced the boundary. He would help them to set which 

staff were in the kitchen, and what ingredients they would 

use to produce the dishes (inputs). He would teach and 

coach the team on how to cook the food to the required 

standard during the day before diners arrived (process). And 

finally, he positioned himself at the hotplate and checked 

the quality of the food prepared by the team before it was 

allowed to be served in the restaurants (outputs). Although 

his confrontational and expletive laden communication style 

wouldn’t be a good fit with a care business, his understanding 

of the role of the manager on the boundary is clearly visible 

and of great illustrative benefit. 

 

One of the benefits of this way of thinking about management 

is that it is helpful in clarifying lines of authority and control 

which is common in many models, but also good at clarifying 

autonomy which is not so commonly referenced or defined. 

Traditional models of management tend to be overtly 

hierarchical with the emphasis on position and rank within 

an organisational chart. When these traditional models 

are translated into organisational practice and culture, the 

experience of the manager is that they are in charge of their 

service unless a more senior manager arrives to take charge. 

In my work with my managers, I clarify for them that they are 

in charge of their service regardless of whoever else turns up.  

Why is this important? In my experience, social care 

organisations which fail to recognise and value the role of the 

Registered Manager tend to find themselves in real difficulties. 

Across all four nations of the UK, the Registered Manager is 

statutorily required position, and one which is accountable to 

a regulator for the quality of their service. If they are unable 

to control their boundary then they will be unable to maintain 

the quality of their service. Put more simply, the manager will 

lose control of their service, both ins and outs, and quality will 

suffer.  

When I began my career in social care 28 years 

ago, a phrase that was in common use in the 

residential childcare organisation I worked in was 

“Who’s holding the boundary?” What was meant 

was “Who is in charge of the service right now?” 

The organisation had four children’s homes and a 

school on one site, and the question could relate 

to each of the services individually, or at a more 

senior level to the organisation as a whole. 

This way of thinking about management is related to the work 

on open systems by social scientists E. Miller and A. K. Rice 

and was developed by them in their 1967 work ‘Systems of 

Organisation’. I was lucky enough to meet and work with Eric 

Miller at this time, and he impressed upon me the importance 

of the boundary, both within and between organisations. 

This is a concept that I continue to use in my work leading 

social care organisations today. In my work with Registered 

Managers and Head Teachers, I encourage them to think 

about the service they run as having a semi-permeable skin 

around it, and that their role is to control what is allowed in 

and what is allowed out. In this way, management sits on the 

boundary of the service and serves to protect the people 

and processes happening within, and to communicate and 

negotiate with the environment without. 

Management of the boundary is even more important during 

a period of crisis. At these times, there is a greater level of 

threat to the service, and the people within it. The protective 

function of the boundary is emphasised in a crisis and the 

primary role of the manager is to keep the threat out. The 

COVID-19 pandemic has provided a forceful and accessible 

example of the primacy of this management function above 

all others. 

Niall Kelly
Chief Executive Officer
MHC UK Ltd

“Gordon Ramsey’s understanding 
of the role of the manager on the 

boundary is clearly visible.”
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International recruitment
and ‘The New Way’

L E T ’ S  L E A R N

Building safe and sustainable travel pathways 

for internationally educated care professionals 

during the pandemic.

Since BMB’s inception in 1998, there have been numerous 

changes to the global manpower industry due to political, 

socio-economic and immigration factors. In 2019, with 

staffing pressure intensified by Brexit, the Royal College of 

Nursing (RCN) had indicated 10% of nursing positions in the 

UK were vacant and that 50,000 nurses would be needed by 

2025. The drive for attracting care professionals has amplified 

due to Covid-19, whilst creating significant challenges for 

international recruiters. 

Aaron Briddon
Managing Director
BMB International Recruitment

BMB teams in the UK and Philippines have been working 

tirelessly to overcome challenges presented by COVID-19 in 

the past year. We hope that in some way these experiences 

will allow for an even smoother recruitment process for 

clients and candidates moving forward during this severe 

time of labour demand as we further improved our operating 

model to meet these challenges head on.

As BMB continued to deploy care staff to the UK, one of our 

deployment of nurses were affected by governmental travel 

restrictions as they were readying to leave the Philippines in 

April of 2020. Ultimately this cohort arrived in September and 

went into their mandated quarantine organised by the BMB 

UK team before starting work. We have been able to continue 

to deploy our care staff globally throughout the pandemic, 

communicating closely with employers, consulates, the care 

staff and their families, airlines and accommodation providers 

in order to find effective solutions to meet clients’ needs.

New arrivals from the Philippines February 2021

“We have been able to continue to
deploy our care staff globally

throughout the pandemic.”
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BMB will be hosting online recruitment fairs in May and 

June. To participate or to learn more about how BMB 

Recruitment can help you, call 0115 678 5986 or email 

info@bmbrecruitment.com for more details. 

For over 20 years BMB have provided clients 

comprehensive recruitment services that leverage a 

broad network of highly qualified care professionals 

globally, facilitate visa processing services, English 

language and NMC application guidance, pre-departure 

orientation, booking air travel, pick up from UK airport 

and pastoral care services throughout. 

   

Karen Noon, Group Operation Director, 

Rushcliffe Care Group 

“RCG have worked with BMB since the late 

90s and have recruited over 1,600 nurses, 

carers and hospitality staff specifically suited 

to our industry needs. Their professional recruitment process, 

alongside ‘out of work hours’ support to aid settlement in 

the UK has been excellent. The whole recruitment process 

from start to finish has been to a very high standard and we 

now benefit from having a loyal, consistent and committed 

workforce who help us achieve our organisational goals 

whilst maintaining quality service.

The Covid situation had exacerbated staffing needs for the 

entire care industry. BMB were able to overcome immigration 

and travel restriction challenges on behalf of their staff and 

successfully placed 24 trainee nurses with Rushcliffe Care 

in the last 6 months. Through the support provided by BMB 

UK team and Rushcliffe Care Training, 20 RGNs have so far 

passed their OSCE and gained UK PIN since the start of the 

pandemic. 

This essential support has ensured Rushcliffe Care was able 

to maintain outstanding levels of care to our clients without 

reliance on expensive agency staffing.”

Razel Estiamba, RGN 

“The BMB team gave our group amazing 

support throughout 2020. We were 

scheduled to leave the Philippines in April 

but due to pandemic and lockdown, we 

finally left in September. With unwavering support from our 

employer, Rushcliffe Care Group, that provided us fantastic 

training, I passed my OSCE at The Northampton University in 

December and gained my NMC PIN in February. 

I have processed my family’s dependent visa and they are 

coming over very soon. I will forever be grateful to BMB and 

Rushcliffe Care Group for being God’s instrument in fulfilling 

my dreams, not just for myself but for my whole family.”

Since Razel’s team started work in September, BMB have 

continued to deploy groups each month with added measures 

to ensure smooth transition with total processing time now 

just under 2 months. 

Overcoming such adversity is a testament to the ongoing 

collaboration between BMB global offices and our 

employment partners. Added to this, the care staff have 

displayed outstanding professionalism to adjust to the ever-

changing requirements and follow instructions provided by 

BMB of the most up to date government guidelines. 

I would like to thank our teams, our employment partners 

and the fantastic care staff who have persevered during the 

last 12 months and have shown fantastic spirit in each of 

their achievements. By establishing safe pathways for travel 

and innovating throughout the pandemic, BMB’s clients are 

assured of more successes in the future.

BMB care staff readying to leave Manila airport

Nurses at Northampton University after passing their OSCE

New arrivals starting work for Stoke Mandeville NHS Trust 
with BMB International founder, Brenda Briddon, in 2001





Finalists join top leaders and decision makers in social care!
Finalists and guests will be invited to the esteemed Social Care Top 30 Gala Dinner, a bespoke event that 

celebrates leadership from care providers and other key influencers in the sector.  The event will take place 
at The Hilton Bankside, London on 27th October 2021, where the category winners will be announced

along side winners of the Social Care Top 30.
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Care Talk Business is delighted to host the inaugural Social Care Premier Supplier Awards.
  

These unique awards will recognise excellence in suppliers of products and service to the care sector,
showcasing innovation, customer service and demonstrating outstanding client outcomes. 

We are looking for nominations for key influencers from suppliers to social care who excel in quality 
products and services, that make a real difference to the end user.

Nominate online at: www.caretalk-business.co.uk/scps
Closing date for nominations 30th June 2021
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Contact with relatives in care homes:
the current legal position

The widespread suspension of family visits and 

the implementation of restrictions on visits to 

residents of care homes has been widely reported 

in the media throughout the coronavirus 

pandemic, with some care homes praised for 

the steps taken and others confronted with legal 

challenges.

Care providers have faced the impossible task of keeping 

residents safe from the risk of infection, whilst complying with 

positive obligations to promote and facilitate residents’ rights 

to a private and family life (in accordance with Article 8 of the 

European Convention on Human Rights).

Given the impact of Coronavirus, it is not surprising that 

care homes took the decision to close their doors to visitors 

following the first ‘wave’ in March 2020. However, close 

contact with loved ones is invaluable and this has therefore 

come at a huge cost to residents and their families. The 

suspension of visits has been particularly difficult for 

residents who are unable to communicate properly via 

telephone or video, maybe due to a hearing impairment or 

dementia. One year on, care homes are still faced with the 

same issue, with government guidance still being regularly 

updated and adapted. 

It has been clear from the start of the pandemic that blanket 

bans on visits and contact with relatives is unlawful. An 

approach to simply stop all visits for all residents, irrespective 

of their condition or care needs, leaves care homes and local 

authorities open to legal challenge. Government guidance 

has been clear that a risk assessment should be undertaken 

and a decision made in the case of each individual. 

In addition to pressures surrounding whether to allow face-to-

face contact, with or without safety measures or restrictions 

in place, care home staff have also faced the additional 

pressure of facilitating remote contact via phone and video. 

With many residents requiring support to hold a phone, tablet 

or computer, and to communicate, this is a time intensive task 

Sophie Maloney
Associate Solicitor 
Court of Protection
Stephensons Solicitors LLP

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

The Legal Bit

for staff in addition to their day-to-day caring duties. However, 

Government guidance is clear that remote contact should be 

facilitated where possible.

The guidance confirms that all care homes should seek to 

enable:

■ Indoor visiting by a ‘single named visitor’, with physical 

      contact being minimised and social distancing 

      measures maintained 

■ Where close contact personal care from a loved one is 

      critical for the resident’s immediate health and 

      wellbeing, arrangements for the visitor to provide that 

      care should be made 

■ There should still be opportunities for residents to 

      see more than just the single named indoor visitor,  

      by enabling outdoor visiting and ‘screened’ visits

■ Visits by essential care givers, and in exceptional 

      circumstances including end of life, should always 

      be enabled

All decisions should be taken based on the needs of the 

individual, in line with obligations under the Equality Act 

2010 and Human Rights Act 1998. Regard must also be had 

to the DHSC ethical framework for adult social care. Failing to 

meet these obligations could result in the CQC exercising its 

regulatory powers.

Dynamic risk assessments should have now been prepared 

and be in place. Risk assessments and policies should 

be regularly reviewed and updated in line with any new 

Government guidance and should allow for consideration 

of the specific needs and vulnerabilities of each resident, as 

outlined in their care plans.

Further, where there are any doubts about a resident’s 

mental capacity and a decision is to be made about a 

visitor (or which person should visit them in the event of a 

dispute), it is imperative that a mental capacity assessment 

is undertaken. In the event that a person is assessed to lack 

mental capacity, and there is a dispute with family members 

in relation to visiting, the resident’s allocated social worker (or 

adult social care services) should be informed of the dispute. 

A best interests meeting should then be arranged to discuss 

the issue and try to reach agreement in the resident’s best 

interests. 

If an agreement is not reached, an application to the Court 

of Protection would be required. The Court will take into 

account a wide range of factors, including the resident’s past 

or present wishes about the proposed visiting or contact 

arrangements, any beliefs or values they have which would 

have influenced their decision if they had capacity, and any 

other factors that they would be likely to consider if they were 

able to. 

www.stephensons.co.uk

“If an agreement is not reached, an
application to the Court of Protection 

would be required.”
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“All decisions should be
 taken based on the needs 

of the individual.”
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giving you maximum exposure to key industry decision makers.
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