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Welcome to the Summer 2022 issue of Care Talk.
As I write this the dating reality series, Love Island has hit our screens. Love it or loath
it we cannot deny it is a guilty pleasure for many. Is it quality television? Possibly
not. A distraction from the doom and gloom of rising energy costs, train strikes and
politics? Most definitely!
Quality is most definitely a prerequisite of good social care and is the theme of this
month’s issue.
According to Professor Martin Green, CEO at Care England, high-quality care is
something that every care professional aspires to deliver, and as a sector, we have a real
commitment to continuous improvement. In his article Driving Up Quality, (page 5),
Martin looks at how the sector is endeavouring to achieve this in the most challenging
of circumstances, and what more providers can do to ensure a continuing cycle of
quality.
Listening to the voices of people who use services is key to providing excellent person
centered care and support, and is an approach echoed by Nicholas Campbell-Watts,
Strategic Director of Quality and Performance at Certitude. In his article, (page 10),
Nicholas explains why approaches to quality must include viewing people who use
services as active co-producers, rather than simply users, and why Achieving quality
starts with asking the right questions.
Every good care provider strives to deliver a quality service, and to attain this requires
teamwork at all levels. One such team are Bluebird Care Westminster and The City of
London, who have recently been awarded an Outstanding rating by the CQC. In our
regular feature Ask the Experts, (page 34), the team at Bluebird tell us what they think
it takes to provide truly Outstanding care.
If you follow us on Twitter you may have noticed a real air of excitement in the run up
to this year’s National Learning Disabilities and Autism Awards. This uplifting evening
is a great platform to celebrate individuals and teams who are the
epitome of quality, dedication and innovation. We can’t wait to meet all
the incredible finalists on 8th July and look forward to featuring some
of the inspirational winners in the next issue of Care Talk.
Have a really, wonderful summer and see you in September.
Happy reading!
Lisa
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Driving up
quality
High-quality care is something that every care
provider aspires to achieve, and as a sector,
we have a real commitment to continuous
improvement. This is not an easy thing to
achieve because we are trying to deliver the
best quality we can, on funding and resource
packages that are totally inadequate. The
Reform Agenda will stress the rights of
citizens to high-quality care and support, but
unless the Government resources the sector
appropriately, it will become increasingly
difficult to deliver some of the hallmarks of
quality, such as flexibility and choice.

“Really responsive quality
services wrap themselves
around the person using care.”
Despite these challenges, I am amazed by the
commitment of care providers to deliver a quality service,
and the way in which they achieve this, sometimes in
difficult circumstances, is truly commendable. One
of the ways in which you can define quality is through
the quality rating that is given by the Care Quality
Commission. Outstanding services are judged by the
regulator to be services that are focused on the people
who use them, and they are responsive to individuals and
their needs and aspirations. When I talk to people who
use services, the things they tell me, which for them are
the definers of quality, include such basic things as the
control they have over their lives, whether the services
are responsive and meet their needs, and whether they
can have a range of different services at different times.
Really responsive quality services are the ones that wrap
themselves around the person using care, rather than
fitting the service user into the service.

Professor
Martin Green OBE

Chief Executive, Care England

“If we are going to have a
quality service we must show the
same commitment and respect
to our staff.”
to our hard-working and truly fantastic colleagues. I
would like to see some clear skills and competency
frameworks, and a series of portable qualifications that
will take people into a career escalator and show them
that they are valued professionals. If we are going to
have a quality service, where service users are treated
with dignity and respect, we must show the same
commitment and respect to our staff.

“Social care is a relationshipbased service, and quality
emanates from the staff.”

I am so proud of the way in which this sector constantly
strives to improve quality and despite the challenges
and difficulties that the sector is going through, the way
in which social care staff do the best they can for the
people who use services is truly inspiring.

Social care is a relationship-based service, and quality
emanates from the staff who provide care. Care staff are
truly amazing, and they show so much commitment,
empathy, and care for the people they support, and it is
incumbent upon us all to make sure the system helps
them to do a good job. A cornerstone of quality is the
training and development opportunities that are offered

@ProfMartinGreen @CareEngland
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Driving the train

The impact of co-production
In the last few years there’s been a lot of reporting on
the process of co-production, which is important, but
look out for our report on impact, which isn’t out at the
time of writing - but will be around for Co-production
Week. The address for the week is at the end of this
article. There will also be a webinar on the findings of the
research on the impact of co-production.

Kathryn Smith

CEO
Social Care Institute for Excellence
(SCIE)

This July sees the seventh annual Coproduction Week. From 2016 we’ve run the
week to highlight the vital contribution
that people, who draw on care and support
services make. And that’s what co-production
is all about: Putting people right at the heart
of the decisions that are made about them.

‘Advanced co-production’

Last year during Co-production Week we ran a workshop
on how professionals were embracing co-production on
the frontline. And the questions that came through were
really intricate. It showed how co-production is really
happening and the workforce is really questioning how
it works to provide more personalised care. And recently
we heard from someone who draws on services, and
who has found it frustrating when their views haven’t
always been embraced. But they tell us: “Co-production
doesn’t always feel tokenistic anymore, which is a huge
change. We aren’t just stoking the engine; we are driving
the train.”

“We’re sharing new
information about the impact
of co-production.”

And for those who are new to co-production, we’re going
to record a podcast on what co-production is. A sort of
‘co-production for beginners’. Again, that will be on our
website. When Co-production Week 2021 took on a life of
its own on social media, it reminded us that the more coproduction is discussed, the more its impact is felt - and
measured - and the more we do good co-production,
the more it encourages further co-production. This is
important because the best way to improve people’s
lives is to involve those people centrally in the decisions
made about them.

A great thing happened last year during Co-production
Week, it took on a life of its own! We heard from about
150 organisations, on social media, about their activities.
Many of these we weren’t already following on Twitter.
It was a fantastic response; and the important thing
was that the focus wasn’t on my organisation, SCIE, but
instead was about the people who draw on care and
support. This means that the week was breathing all on
its own.

What about impact?

“We aren’t just stoking the
engine; we are driving the train.”

So, we could see that the week was making people sit up
and think. And that’s vital. It’s good to ‘talk the talk’ about
co-production, ‘participation’ and ‘engagement’, but
is it having any impact on the ground? So, for this Coproduction Week, we’re sharing new information about
the impact of co-production. We think it’s important
because there have been few attempts to systematically
collect evidence on co-production’s impact.

Co-production Week 2022
https://www.scie.org.uk/co-production/week
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What makes an
outstanding manager?
“Outstanding managers involve
people in shaping the service.”

Donna North

Head of Quality
Exemplar Health Care

Strive for excellence

Outstanding care homes share one common
theme – they have a dedicated manager who
has the experience, skills and values to inspire
their team and run a well-led care home.

Outstanding services always strive for excellence and
seek out the latest best practice.
Managers of these services are committed to continually
improving their service, even when they’re doing well.

With only 2% of care homes rated ‘Outstanding’, you
cannot underestimate the impact that good leadership
has on the quality of care.

Jayne Fleming, Home Manager at Greenside Court,
shares:

In a recent report from the CQC, leadership was shown
to be central to achieving an outstanding rating, sharing
“services that improve tend to have leaders who are
visible and accountable to staff, promote an open and
positive organisational culture, and engage effectively
with partners.”

“We identified that we weren’t meeting people’s needs as
well as we could around their sexuality and intimacy. We
got involved in a research project with Leeds University,
which resulted in a new colleague training programme
about how we can better support people to express their
sexuality and have relationships, if they wish.

In this article, the Home Managers of our three
outstanding rated homes share what they think makes
an outstanding manager.

“The training has upskilled colleagues in this area and
made us feel more confident having these conversations
which can sometimes feel uncomfortable. As a result,
we’ve supported some of our service users with these
needs, which has improved their quality of life.”

A positive culture

A positive culture starts from the top and puts people at
the heart of it.

Collaborative working

Outstanding managers lead by example and are
approachable, open and visible.

Outstanding managers involve people in shaping the
service, including colleagues, service users, families and
external professionals.

Kath Dye, Home Manager at Fairwinds, shares:

Helen McGowan, Home Manager at Dearnevale, shares:

“At Fairwinds, we have an inclusive culture that promotes
fairness and transparency. All of our colleagues
understand our vision and values of fun, integrity,
responsive, success and team work. Our values were
developed with colleagues and service users - they’re
based on what’s important to them. We display our
values around the home and celebrate them regularly.
We promote a ‘value of the month’ and share examples
of how we’ve met that value in team meetings.

“Collaboration with everyone involved in the home is
important to us achieving our mission of making every
day better for our people. We hold ‘bright ideas’ meetings
for colleagues and service users to share ideas. We also
have a ‘You said, we did’ board in the home for people
to make suggestions. These have led to changes in the
home such as a healthy eating meal plan and cooking
sessions. Our home has two Service User Ambassadors
who join ambassadors from across Exemplar Health
Care on the Service User Council. They get involved in
company-wide projects such as the development of a
service user app and a service user holiday policy.

“Colleagues bring examples of how they display
the values to their supervisions and performance
development reviews.”

“We also work with external groups and charities. We’ve
recently been quality assured by the Huntington’s
Disease Association, which confirms that we meet
all nine quality standards for caring for people with
Huntington’s disease.”

“All of our colleagues understand
our vision and values.”

Visit Exemplar Health Care’s website:
www.exemplarhc.com

7

T A L K I N G

Driving Up Quality

Do nothing
at the right time
Ben Adkins

Senior Positive Behaviour
Support Audit Lead
Accomplish Group

As care professionals we often feel that to be
doing our job properly we need to be “doing”.
Here Senior Positive Behaviour Support
Audit Lead at Accomplish Group, Ben Adkins,
shares that actually that ‘doing nothing at the
right time’ and co-production of services and
service delivery not only empowers people
supported in care services but helps drive
quality too.
At Accomplish Group we support people in a range of
settings including residential and supported living. As
part of our approach to positively supporting people,
we’re very much focused on the ‘doing with, not for’
approach of care and co-production is something we’re
really passionate about.
As carers that can be more difficult than people
appreciate, that stepping back and only helping where
it’s needed because carers naturally want to care. And
they can feel sometimes that if they’re not physically
doing something then they’re not really doing their job.
But that’s the essence of really good care; doing nothing
at the right time. Care should be a reciprocal relationship
and people should be at the very core of their care.

“Carers can sometimes feel
that if they’re not physically
doing something they’re not
doing their job.”

Adam is absolutely essential in the recruitment process
and the Manager really values his input. He is involved
in most interviews. Sometimes he doesn’t want to
engage during the interview and will ignore the person
or not interact – but actually can there be a truer test
of whether or not a person is cut out to work in a care
environment if they can’t deal with an awkward interview
and how they respond to challenge? It’s a real test of
their resolve!

Co-production in services, and outside of them, is key.
What co-production looks like is very different for each
individual person and there’s no one size fits all approach
that care providers can or should take. Take Adam, for
example. He’s a gentleman supported in an residential
service which supports people with autism.

Adam isn’t the stereotypical example of co-production;
he’s not always in the mood to engage but no matter
whether he wants to engage or not, he is always involved
in the interviews when he wants to be and the team
really value his opinions.
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People we support are also involved in the auditing
process and in another service Kayley, a person we
support, plays an active and fulsome role in the health
and safety aspects of where she lives. She has updated
all of the home’s health and safety documents including
risk assessments and is training in fire safety and
awareness.

“Co-production doesn’t always
have to take a functional role.”
Running these sessions with support from her team
has seen Claire’s confidence “grow dramatically”, helped
her meet new people as well as share her skills and
talents with others. It is a lot of work but she is loving
the responsibility and the opportunity to teach people
new skills.
Claire is rightly very proud of her achievements and this
is a true example of co-production. Her expertise and
wants and wishes are right at the centre and she has
support with the elements she needs such as planning
but the staff step back when that help is not needed and
let Claire’s skills shine.
That’s three very different examples of co-production,
demonstrating that co-production is unique to
the person and what they want to do and achieve.
Fundamentally it’s about seeing everything from the
perspective of the person we support and supporting
them to have ownership of the environment, of their
care and their lives, only stepping in to help when it’s
absolutely required.
Someone will flourish when they have power and a sense
of purpose in their life and co-production contributes
greatly to that.
All names have been changed to protect confidentiality.

“Someone will flourish
when they have power and
a sense of purpose.”

In learning new skills around H&S and as a Fire Warden,
she is not only gaining important experience and
knowledge, but she is also benefitting the whole service.
Kayley is doing an amazing job and her work is great for
everyone because not only is it empowering for Kayley,
but it helps the staff team understand more about how
the policies and procedures work - and how effective
they are - from the perspective of a person we support.
We always need to remember that the expert in all
situations is the person we support but that coproduction doesn’t always have to take a functional role.
Claire, for example, creates and runs her own weekly
crafting sessions at the Accomplish Social Club, which
is run virtually and was developed during COVID-19.
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Achieving quality
starts with asking the
right questions
Nicholas Campbell-Watts
Strategic Director of
Quality and Performance
Certitude

It’s easy to know when you
provide high quality support to
someone, because when you
get it right, everyone feels it. It
generates genuine emotions in
every individual involved, and
each person who has contributed
grows in some way because of
that experience. This is one of
the unique rewards of working
in social care; those moments
when you connect with someone,
and their family, to support them
well.
Quality in social care is fundamentally about
relationships. High quality happens when a person
or team involved in supporting someone continually
looks for ways to build and sustain a relationship. It
happens when we learn to sensitively assess, anticipate
and meet – or even exceed – the person’s individual
needs and expectations. High quality, relationshipbased support can be achieved in both routine, everyday
activities, and in highly bespoke, complex and intensive
support.
While it’s relatively easy to know when you get it right,
the real challenge for organisations is how to achieve
this high level of quality support time after time, at
scale and with the resources available. As London’s
leading adult social care provider, at Certitude we see
quality as the key driver behind our thinking, strategy,
planning and investment. Getting it right all the time
is understandably a complex issue that needs to
encompass various factors, including:

“What really
matters to you,
and how can
we work together
to make that happen?”

■ meeting regulatory and contractual requirements
■ striving to constantly improve service delivery
■ recruiting and properly training, developing and
retaining high quality teams
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“We have set out a strategic
intent to reinvest in local teams,
co-production and
strength-based
That last factor is possibly the biggest challenge we all
face in social care. There is good evidence reported by
approaches.”
Skills for Care that those with lower vacancies and lower
turnover have higher Care Quality Commission (CQC)
ratings, and those with more staff and higher pay also
have higher ratings. This is no surprise. Good quality
support simply cannot be provided or sustained without
dedicated teams with the right skills.
While we continue to wrestle with that complex set of
issues with no easy solutions, there is an important
and welcome shift in organisations’ approaches to
quality that adopts the perspective of viewing people
as active co-producers of high-quality support,
rather than users. At the core of this approach
should be a drive to ascertain from people,
and their families, what really matters to
them on a personal level that is of such high
importance it should always happen when
they are in contact with teams.
Our understanding of quality is then based
less on asking: ‘What’s the matter with you
and how can we support that?’ and instead
asking: ‘What really matters to you, and how
can we work together to make that happen?’
This approach is at the heart of an Always
Event, a co-production quality improvement
methodology which seeks to understand
what really matters to people who use
services.
The concept of an Always Event was
originally developed by the Picker Institute
and provides a person-centred approach
to quality improvement. It is rooted in
identifying and formalising actions and
behaviours, in teams and organisationally, to
deliver the quality-of-support issues identified
by people and their families as being personally
important to them.
At their best, Always Events are locally agreed because
they are so bound up in what matters to a person
and their family that they need to be understood
and delivered within the context in which they have
been determined. Quality improvement is a local
phenomenon, best delivered by those closest to the
person and their families.
At Certitude, we are on that journey in our approach to
quality. We have set out a strategic intent to reinvest
in local teams, co-production and strength-based
approaches. Because quality is about relationships at
a local level and always starts with the question: ‘What
really matters to you?’
www.certitude.london
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Building social care sector
career pathways
For someone either entering employment for the first
time or looking for a change of career, especially at
present with record job vacancies across the whole
of the UK economy, individuals are looking not just at
the particular role but where that role can lead over
time. They are looking where an individual
role can take them, how they can build
their experience, tackle new
challenges, learn new skills,
take greater responsibility,
enhance their leadership
and, yes, earn more money.

Jonathan Freeman MBE
CEO
CareTech Foundation

Employee turnover is an expensive business.
A Harvard Business Review studyi estimates
that replacing an employee who quits
costs, on average, 21% of their annual pay.
The UK average employee turnover rate is
approximately 15% a year. But, in the social
care sector, a whopping 34% of care workers
left their role in 2020/21 according to Skills
for Care’s annual reportii.

As a sector, we offer some
great jobs but we seldom
offer a long-term career. And
if we cannot show someone
clear progression from their
current role to a better position
in which they can develop, then
ultimately they will turn to opportunities
elsewhere.

There are many factors driving this huge churn in our
workforce, but one that appears to be always put in
the ‘too hard’ file is that of developing clear, compelling
career pathways that span the whole social care sector.

But, with the sector dominated by small providers,
it tends to only be larger providers who are able to
provide clear career pathways for their staff. For
the sector as a whole, and indeed for ambitious
individuals, this is significantly impacting our
ability to recruit and retain the best possible
workforce.

Individual employers who invest in their staff, develop
them and can offer a clear progression route are able
to dramatically reduce staff turnover rates. Research
shows clearly that staff who stay longer in the same
job without a title change are significantly more
likely to leave for another company for the next step
in their career. By providing clear career paths for
employees, moving them through job titles on a regular
progression over time, employers can help boost career
opportunities and limit this type of harmful stagnation.
This is as true for social care as any other sector.
Skills for Care’s 2017 report on retentioniii showed that
supporting staff development can play a significant part
in boosting staff retention.

As well as the disproportionately high
overall staff turnover rate in the
sector, we also know that the
sector has a significant
problem in attracting
younger people. And,
for those younger

“Employees moving across
providers are a natural part of
their career development.”
Look at most other sectors, and you can see clear
career progression pathways. The obvious
analogy is the NHS but career pathways
exist across a wide range of professions
and careers, be that catering,
accountancy, the Civil Service
or teaching.
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younger people that do join the sector, up to almost
50% leave every year. I would argue that, for bright and
ambitious younger people – or indeed, older people
considering a career change – it is very hard to see a
clear, exciting long-term career pathway in the sector.

“Staff who stay longer in the
same job without a title change
are more likely to leave for
another company.”

Recently, a broad group of social care leaders and
those expert in graduate recruitment came together to
propose a bold, disruptive new approach to leadership
talent attraction in social care sector, modelled on
the highly-successful Teach First model that has
transformed recruitment of teachers and a
range of other previously-unattractive
fields. This proposed new Social Care
Leaders Scheme offers an exciting
vehicle to recruit a whole new cadre
of leadership talent in to the sector. But,
as the Business Caseiv for the Scheme
makes clear, it will be vital to develop long-term career
pathways across the sector for real progress
to be made.

Vital to the development of compelling career pathways
for the sector will be the need for providers across
all parts of the sector to recognise the need to work
together in developing commonly-accepted career
steps and roles. And, crucially, to accept that the
long-term needs of the sector, and of all providers in
the sector, will depend on encouraging employees to
move across providers as a natural part of their career
development. We need to encourage individuals to
move from provider to provider to learn new skills, gain
new perspectives, and build their expertise.
None of us like losing a great member of staff but if we
have given them the opportunity to gain promotion,
albeit in another organisation, then we should be
proud to have given them that opportunity. In
most sectors, there is an expectation that
an individual’s career development will
see they gain experience in a range of
different settings and providers. We
have to embrace and encourage such
movement by our own staff, not least
because if we don’t we know that our
staff will move to new opportunities
outside the sector.
@jonathanfreeman

https://hbr.org/2017/03/why-do-employees-stay-a-clear-careerpath-and-good-pay-for-starters
ii
https://www.skillsforcare.org.uk/Adult-Social-Care-WorkforceData/Workforce-intelligence/publications/national-information/
The-state-of-the-adult-social-care-sector-and-workforce-in-England.
aspx
iii
https://www.skillsforcare.org.uk/resources/documents/
Recruitment-support/Retaining-your-staff/Secrets-of-Success/
Recruitment-and-retention-secrets-of-success-report.pdf
iv
SCLS-Business-Case-28-April-2022.pdf (caretechfoundation.org.uk)
i
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RECOGNISING EXCELLENCE IN SOCIAL CARE LEADERSHIP

Calling all senior leaders of
excellence to social care!
Care Talk is delighted to host the 2022 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 leadershop.

AWARDS CATEGORIES:

the care
home leader
award

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.

the lifetime
achievement
the executive award

the
clinical nurse
manager
award

learning disabilities & autism award

the
home care
leader
award

the workforce development leader award

the quality assurance
children
leader executive
and young people
award leader award

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
on 19th October 2022 at The Marriott Hotel, Grosvenor Square, London where the category winners will be
announced alongside winners of the Social Care Top 30 .

Nominate online at: www.caretalk.co.uk/scl
Closing date for nominations 31st August 2022
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Cost of living crisis – where are
the solidarity campaigns?
“The Real Living Wage
Foundation has calculated that
staff need £9.90 an hour to meet
everyday costs.”

Karolina Gerlich

CEO
The Care Workers Charity

Care workers will be amongst those making
the choice between a heated home and a hot
plate of food this year, and yet the new Health
and Social Care Act 2022 has no specific
commitments to giving care workers a fair
wage or addressing the significant workforce
shortages in the sector.

The Covid-19 pandemic brought unprecedented
government funding and public attention to the various
crises facing the health and social care sector. But from
April this year, care workers are paying an additional
£121 a year to fund the reform package which makes no
commitment to increasing their pay and improving their
working conditions. In adult social care, the turnover
rate is double the UK average and the vacancy rate is
well above unemployment. A sector that once relied
heavily on immigration is now at breaking point, and
it’s becoming harder to convince people to become
care workers even though we desperately need them.
The people who remain in the sector are trying their
best to paper over the cracks, and increasingly at risk
of burnout. What does 9% mean to them? Our mental
health programme shows that it means an impossible
choice between taking care of yourself or taking care of
others.

As inflation hits its highest
level for 40 years, we look
back on a 1982 campaign
by the National Union of
Public Employees which
asked ‘What’s 4% to us?’
in reference to hospital
workers wages. Miners,
printers and electricians
held ‘solidarity strikes’ to
put additional pressure on
the government, and this
eventually resulted in the creation of an independent
pay review body for the NHS which is still active today.

The cost of living crisis shines a light on problems that
have always existed, and the workforce crisis in adult
social care is one of them. Many people work in the
sector because they are caring and compassionate
people. The Real Living Wage Foundation has calculated
that staff need £9.90 an hour to meet everyday costs,
rather than the £8.91 currently issued by government
as a “national living wage”. An extra 99p in their hourly
rate would show care workers that they are important
to society. All of us will one day need them, for ourselves
or our family members. We need to be ready to stand up
in solidarity and get care workers the pay review they
urgently deserve.

Fast forward to 2022 and there is no body representing
the interests of care workers, they are less likely to
be part of a union, and they are one the lowest paid
workers in the country. They are suffering from steep
rises in the cost of food and fuel, and their wages are
unlikely to go above National Minimum Wage as care
providers struggle to meet the caps on care costs. So
what does 9% inflation mean to them? Our crisis grants
programme shows that for many it means rent arrears,
increased anxiety and no cash for basic
household goods.

There are currently more job vacancies than unemployed
people in the UK for the first time since records began.
As of April 2022, care workers pay an annual average of
£121 to fund their jobs thanks to the Health and Social
Care Levy and may lose up £1,035 once combined with
changes in Universal Credit and increased living costs
(Policy in Practice, 2021).

T he C a re Wor ke rs C ha r ity h a s
awarded 1897 grants during
2021 to a total value of over
£1 million with a large
majority of these
fu n d s g o i n g
towards the
ba sic c ost s
of living for
some of the UKs
hardest workers.

To help us reach even more social care workers
in crisis, please drop us an email at:
info@thecwc.org.uk
To discuss partnering with us and/or donate go to:
https://thecareworkerscharity.enthuse.com/
profile
To read our Impact Report go to: https://www.
thecareworkerscharity.org.uk/our-impact-2/)
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Creating a
care home community
I strongly believe that we should respect how, in
most cases, families and friends have so much more
knowledge and experience of their loved one’s lives than
we do as care professionals. Our number one priority is
that a resident should receive the best care possible,
which I believe is much better achieved through a
collaborative approach with the people who matter
most to a resident.

Steve Mason
Admiral Nurse
Greensleeves Care

Greensleeves Care’s Admiral Nurse, Steve
Mason, discusses the importance of friends
and family members becoming part of the
‘care home community’ when their loved ones
move into a care home.

Having a loved one move into a care home can be an
emotional time for family members, even if the move
was undoubtedly the right decision. This is especially
true for those who were providing care to their loved one
for a number of years prior to their move. Ensuring that
family members feel welcome to participate in life at the
care home, especially in the first few days and weeks,
can help ease feelings of anxiety.

“Establishing a ‘community’
culture in care homes is beneficial
to the residents, their families,
and staff.”

In our Greensleeves Care homes we have a large amount
of family volunteers who will do anything from chatting
to residents (not just their own family member), making
cups of tea, or even facilitating an activity, benefiting
both themselves and the residents.
In one of our homes, a resident’s wife was
helping with a gardening project.
Sadly, this resident passed away,
but his wife wished to continue
volunteering as she had
befriended other residents
and staff in the home. The
project also enabled her
to stay connected to
others during such a
difficult time.

The idea of a care home providing a sense of
community is one that is born out of the
move towards person-centred care;
encouraging family and friends
to treat their loved one’s care
home like an extension of
their own home, where they
are welcome anytime and
are invited to participate in
their loved one’s care. This
ensures that the people
who matter to care home
residents are just as
much a part of their lives
as before they moved
to the home, which is
beneficial for both parties.

Ensuring that family
and friends are as
involved as possible
within the community
of the care home creates
a
vibrant,
inclusive
care home environment
where residents’ wishes are
respected, staff can do their
jobs to the best of their abilities
and family members can continue
to be a key part of residents’ lives.

Even when moving into a
care home is a completely
positive choice, it can still be
overwhelming for an older person to
adapt to such a change. Ensuring that
there are as many ‘constants’ as possible
during this time can help to ease the transition,
particularly if the person is living with dementia.

“We have a large amount
of family volunteers.”

Establishing a ‘community’ culture in care homes is
beneficial to the residents, their families, and even staff.
Through fostering trusting relationships with residents’
family members, support staff are able to gain further
insight into the resident’s life history, preferences and
routines, which enables care plans to stay personcentred.
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Why valuing your existing
staff is your best approach to
recruitment in difficult times
“Our last survey 91% of our staff
said that they still intend to work
with us in 12 months’ time.”

Keir Lynch

Executive Officer
ECL

The impact of the rise in the cost of living
coupled with the staff shortages in the wake
of the pandemic are causing a recruitment
crisis like we’ve never seen before in the care
sector. Increased demand for our services
while the industry is still trying to recruit to
pre-pandemic levels, plus the fact that many
care workers are jumping ship to seek better
paid work elsewhere, are making a difficult
time even more challenging.

The discussion so far around both the cost of living crisis
and the recruitment challenges the sector is facing has
focused mostly on hourly rates. Yes what you pay is
important, but equally so are non-salary related benefits.
The complete package is what makes you an attractive
employer.
Pay should be reflective of the skilled, wonderful work
our carers do. Having a strong, efficient network of home
care and community services takes the pressure off an
already over stretched health system and what we pay
in the care sector needs to recognise that social care
workforces are just as valuable as their NHS colleagues.
It’s why average salaries for our frontline staff are now
almost as high as a newly qualified nurse/paramedic.

Research by the Homecare Association has revealed
that home care workers are leaving in droves for better
paid jobs with more secure income, unable to cope with
the escalating cost of living. According to this research,
the vacancy rate in home care is now 13.5% - the highest
ever recorded. Nearly 50% of home care providers have
reported their staff seeking alternative jobs due to loss
of pay while isolating due to Covid-19, and the financial
strain of soaring fuel costs.

The ‘package’ you offer should have it all, a competitive
hourly rate that recognises the value of the work, flexible
working options, training and progression opportunities
and a health and wellbeing scheme.

“People generally leave managers
not their company.”

One aspect that is sometimes forgotten is having brilliant
managers. People generally leave managers not their
company. Investment in developing your management
team will be well rewarded with higher levels of staff
retention.
New employees struggle when they join a team that has
high turnover. This lack of stability adds to the induction
crisis that many people experience a short while into a
new job. We’ve reduced our short service turnover in the
last two years as a result of this broader focus. Indeed, at
our last survey 91% of our staff said that they still intend
to work with us in 12 months’ time.

These statistics highlight why retention is becoming
such a struggle and why we need to revise our approach
to recruitment to overcome this crisis. What is clear, is
that it’s more important now than ever to look after your
existing staff. Treat your staff well and they’ll not only
stay, but they’ll also advocate for you to their peers.
We’ve tried it and it works. We have high staff engagement
even after two years of pandemic working, our retention
is better than the rest of the sector, and we now have
more frontline staff than at the start of the pandemic.
Yes we still need more to meet the growing demand for
our services, but we haven’t seen the huge exodus that
many other providers have. Our ‘refer a friend’ scheme
has been really effective in driving our recruitment people don’t refer friends to a company that they don’t
rate themselves.

This feedback reiterated to me that making employees
feel valued, providing a flexible and supportive working
environment, and offering opportunities for growth will
keep your workforce with you for longer and will be your
best asset when it comes to attracting new talent.
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I want to be that person
for other children and
young people in care
I now want to be that person for other children and
young people in care. I want to share real insight and
ideas on how to improve social care practice from my
lived experiences, to have an impact on the lives of
children for the better.
I met Olivia Doherty at the age of 14 while still in care.
Olivia is the national participation and engagement
officer at Five Rivers Child Care, an independent
fostering provider and social enterprise that received
the Employer of the Year Award at last year’s Children
and Young People Awards. Olivia became a vital source
of compassion, support and knowledge for me, and
someone who has had a huge impact on my journey
towards working in care, not only inspiring me but also
helping me with my university application - she remains
a big part of my life today.

Hannah Bradley Five Rivers Child Care

Hannah Bradley, a care leaver who has been
recognised for her outstanding achievement
discusses, her hopes of becoming a social
worker, and those in her life that supported
and inspired her.

It was thanks to Olivia that I began working with Five
Rivers Child Care, dedicating my time alongside my
degree to sharing my experiences of growing up in care
with those going through foster carer assessment. Five
Rivers Child Care places a lot of emphasis on equipping
new foster carers with learnings from real and lived
experiences. My role is to work with them and help them
understand what a child coming into their care could be
thinking or feeling, to try and explain some behaviours
and offer advice on what a child going into a foster home
might respond well to.

“I’m proud that I can have an
active and important role in the
future of fostering.”
After a series of difficult circumstances, I went into
foster care at the age of 10. I lived with several families
before finding a stable home with my long-term foster
carers, Jean and Hossein, who foster with Five Rivers
Child Care..

The more people who want to help those in care the
better, and I’m proud that I can have an active and
important role in the future of fostering both through
my work with Five Rivers Child Care and in my pursuit to
become a social worker in the future.

Having the security of being with one family until the age
of 17 gave me the support and stability I needed at that
time in my life and I’m still really close with them now.

“I want to share real insight on
how to improve social care practice
from my lived experiences.”

In care, I met many different social workers, and it was
the actions of a few of these individuals that I thank for
transforming my life and ultimately helping to set my
sights on becoming a social worker to help others like
me.
As a result of my experiences, I am now studying
Working with Children, Young People and Families at
Leeds Beckett University, which I hope to follow with a
master’s degree in social work.

Hannah Bradley, 18, is a care leaver who provides
essential training to Five Rivers Child Care. Hannah
is also a winner of the Outstanding Achievement
Award at The Fostering Network’s Fostering
Excellence Awards.

I was placed with many different social workers over the
years and some of them went above and beyond for me.
As a child in foster care, you naturally develop mistrust
and it’s the job of a good social worker to break down
these emotional barriers and show you that genuine
support does exist.

For more information on roles within fostering,
contact Five Rivers Child Care on 0345 266 0272,
email carer.enquiries@five-rivers.org or visit
www.five-rivers.org.
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Flying the flag for
supported housing
Izzy’s transition has been easier with support
from Sanctuary Supported Living’s team
who are committed to supporting people to
overcome their challenges, so they can live a
happy, fulfilling, and independent life.

“The transgender community is
diverse and complex and there is
no one way to be a perfect ally.”
“The support I’ve received from the team at Sanctuary
Supported Living throughout my transition has been
amazing, particularly from my Project Worker who
went above and beyond to make me feel comfortable.
Although she didn’t fully understand what I was going
through, she wanted to learn as much as possible and
she asked me lots of questions to make sure she could
support me as best as she could.
“The transgender community is diverse and complex and
there is no one way to be a “perfect ally,” but everyone
here was respectful, and they did their best, and they
kept trying – I never felt judged at any point during my
transition. Staff were sure to check my pronouns and
make an effort to use them, and if there was anything
they were unsure about, they were considerate enough
to ask.

Izzy and Local Service Manager, Nikki

Battling homelessness and at odds with her mental
health, Izzy, who identifies as transgender, was referred
to one of Sanctuary Supported Living’s supported
housing services in Liverpool by Wirral Council in 2019.
She was experiencing fear, anxiety and depression which
were affecting her confidence and self-esteem.

“They handled my transition with confidentiality, and I
signed a consent form to agree who I did and did not
want my personal details to be shared with. Even then
they would double check that I was happy for them to
discuss my experience with any visitors or new tenants.

The service she was referred to gives people with
identified mental health needs the opportunity to get
their life back on track for the long-term. When Izzy first
arrived, her anxiety was so debilitating that her fear of
having a panic attack made it difficult for her to leave the
house. Using the Recovery Star for support planning, Izzy
and her key worker came together to effectively manage
her mental health needs and set some personal goals.

“I’m fully transitioned now, and in a much better head
space. I have the confidence to go shopping or the gym on
my own, and I attend appointments with the Community
Mental Health Team. I’ve started volunteering in a small
café, and I hope that this is the start of something bigger
for me. That’s what I’ve learned at this supported living
service – the small steps are just as important as the big
ones.

Whilst mapping her journey to recovery, Izzy was
particularly keen to focus on ‘Identity and self-esteem’
– outcome nine of the Recovery Star – and the support
that she might require through the physical and
emotional effects of transitioning.

“Supported housing has changed my life, and I would
advise other vulnerable members of the LGBT community
to enquire with Sanctuary Supported Living if they’re
seeking accommodation and personalised support.”

Now at the end of her transitioning journey, and the
beginning of a new chapter where Izzy can live life as
her authentic self, she tells us how Sanctuary Supported
Living’s team has supported her for the last two and half
years:

For more information about Sanctuary Supported
Living’s services for people with mental health needs,
visit: www.sanctuary-supported-living.co.uk

“Supported housing has
changed my life.”

If you identify as lesbian, gay, bisexual, trans or
queer (LGBTQ) you may feel confused, isolated
and misunderstood. For help and advice, contact
Stonewall, A national LGBT charity working to
achieve acceptance without exception for LGBT
people. https://www.stonewall.org.uk
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Receptionist to the rescue!

Sharon
Bromage

I know what you’re thinking: that list could apply to lots
of jobs and you could doubtless name many, I’m sure,
but I’m going to bet Receptionist isn’t one of them. And
why not? Possibly because it’s a very undersung role in
most sectors, including Social Care…till now.

According to Google, there’s a
job that requires the following
skills and characteristics:

Sharon Bromage, receptionist at Pirton Grange in
Worcestershire, (part of Holmleigh Care), recently
won the 2021 Regional Social Care Covid Hero Award.
And though up against stiff competition, as ever, the
Judges were super impressed with how she provided
much needed administrative support to Holmleigh Care
alongside undertaking care responsibilities during the
pandemic.

Being open to new people and ideas
Being friendly and polite
Being sociable
Being organised
Being judicious and careful
Able to control emotions
Able to empathise with others
Ability to work under pressure
Ability to remain calm

Previously Head Housekeeper at Pirton Grange, Sharon
morphed over to reception at the start of Covid-19 and
went all out to make the home pandemic ready:
“First of all we had to bring in testing, PPE and absorb
all the new legislation. So I made sure posters were put
up for handwashing and social distancing and then
after teaching ourselves how to self test, we taught the
staff how to test themselves. And then in turn taught
the residents’ families. And I have been in charge of
organising all the visits to the home whether window, or
face to face visits - indoor/outdoor or telephone.”

“Sharon morphed over to
reception at the start of Covid-19
and went all out to make the
home pandemic ready.”
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And have the last two years made Sharon rethink her
professional or personal goals and what’s important for
her life?
“It’s made me realise I like the career I’m in and where I
work. It’s made me feel more driven that I can achieve
what I want because when required I can step up and
be counted on. I like to organise people! I’d like to stay
with the company and progress up the admin route as
I’m currently doing my Level 3. The whole experience has
made me more resilient and willing to try new things.”
Thanks to Sharon Bromage, let’s hope a Receptionist is
no longer an unsung hero!

“The whole experience has made
me more resilient and willing to
try new things.”

Sharon undersells herself, of course, because when the
home had an outbreak, she also worked on the floor with
the care assistants, doing 12 hour stretches till eight at
night because of staff shortages.
So often back office staff are overlooked, so how does
she feel about being acknowledged in this way?
“I was surprised a carer didn’t win this category because
I feel I just did what was necessary or expected. It was
really nice to be recognised as having done something
worthwhile. I really like my job because I’m naturally
organised and good in a crisis because I can be detached
from personal feelings and keep a cool head. I just took
over to take the pressure off other people and all the new
systems just clicked with me!”
It’s a familiar refrain, isn’t it? “I was just doing what was
necessary”...this stepping beyond the self to put others
first as though it’s the most natural inclination when
we have daily proof this is not often the case out in
the wider world. People like Sharon are exceptions and
therefore exceptional…
So, you won’t be surprised to read that Sharon’s fears
around Covid-19 were not about herself:
“I was more scared about bringing it into the home
because the residents are so vulnerable and then when
we did have an outbreak in the home I was scared of
taking it home because of my children and family. But
you just get on with it. Thankfully we didn’t lose any of
our residents. And we were a great team looking out for
one another.”

Debra Mehta
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Connecting through radio:

Sunny Sessions transmit joy in Surrey
The Sunnybank Trust is a charity that works
with and for adults with learning disabilities
across Surrey. The charity provides a range of
services including social clubs and activities,
an Advocacy service and a transition
programme for young adults who have left
education and are starting out in the world.
The charity has been operating for over 30
years and offers essential support to the
learning disability community.

“It has been a real life-line when
other essential support services
have been withdrawn.”

Dorothy Watson, Sunnybank CEO, said, “It has been
wonderful to see how our show has grown. For some,
it has been a real life-line when other essential support
services and people have been withdrawn.

Before lockdown in the UK, Sunnybank's first-hand
experiences had shown that people with learning
disabilities had to fight harder than anyone else to
participate in everyday life. Their partners faced barriers
at almost every turn; when shopping, making friends,
visiting the GP, accessing the benefits system, navigating
public transport, making sense of official letters filled
with jargon, to name a few. As the pandemic swept the
nation, it became evermore apparent that those with
learning disabilities were disproportionately affected by
the restrictions, covid and the new way of living.

It really has become such an important part of many
people’s lives and we encourage everyone to tune in and
get involved. We like to call it the happiest hour on radio,
because that’s just what it is. Pure joy!"

As a result, Sunnybank adapted its services to ensure
that no one was isolated at home. This included the
launch of a twice-weekly radio show aptly named Sunny
Sessions, in collaboration with Surrey Hills Community
Radio. Through these shows, isolated members of the
community were given the opportunity to connect,
receive important information and advice in an easy-tounderstand format as well as having some great songs
and conversation along the way.
The launch of the Sunny Sessions radio show has been
key in the charity’s aim to continue supporting the
learning disability community throughout the pandemic.
The radio show's weekly themes reflect the real issues
experienced on the ground by the Sunnybank Advocacy
team who support members daily with their healthcare,
housing and financial needs. A true collaboration that
has allowed the Sunny Sessions show to react quickly to
deal with real issues in real time; the beating heart of the
learning disability community.

The Sunny Sessions radio show is aired on Surrey
Hills Community Radio every Monday and Thursday
from 11am to 12noon. On the first Monday of each
month, Sunny Sessions Extra airs live from the studio
at 9pm.
■ Listen to our show online:
www.surreyhillsradio.co.uk
■ Ask your smart speaker to play ‘Surrey Hills radio’

Two years on and the radio show has proven to be so
much more than just a response to the pandemic, it
continues to grow from strength to strength and has
regular listeners from all over the country.

www.sunnybanktrust.org
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Tackling health, happiness
and inclusion with the Learning
Disability Super League
“It has given more
than 300 people the
chance to enjoy an
accessible form
of Rugby League.”

As Community Integrated Care concludes its
fifth anniversary of working in rugby league,
the charity is proud to announce a long-term
extension to its role as the Official Social
Care Partner of the Rugby Football League.

This work was taken to new levels in 2018, when the Rugby
Football League and Super League allied with the charity
to become the first governing body and topflight league
with a dedicated Social Care Partner. Followed by the
creation of the world-first Community Integrated Care
Learning Disability Super League and the Rugby League
World Cup 2021 Inclusive Volunteering programmes.

Since 2016, Community Integrated Care has pioneered
many innovative programmes with the sport, at a local
and national level, that promote the health, happiness
and inclusion of people who access support, and help
impact paid and family carers.

Ian Toole is just one example of how the partnership
has had a life-changing impact on people with learning
disabilities and autism.
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Just over a year ago, Ian knew little about rugby league
and had certainly never played the sport.

“Ian picked up the game quite easily and he has now taken
to watching rugby more. I get a lot of job satisfaction
from seeing Ian achieve these great successes. I love
to see the progress he has made and how much he has
shone since joining the LDSL, not only on the pitch but
off it as well.

Fast-forward 12 months and the 45-year-old is now
an integral part not only of Widnes Vikings’ Learning
Disability Super League team, but also the club’s match
day operation and office staff, through his volunteering
role achieved through the charity’s Inclusive
Volunteering Programme.

“It is vital for Ian and other to have these opportunities,
and to live their best life possible - because why
shouldn’t they? They should be able to lead an active
life and achieve things like everyone else, regardless of
disabilities.

Set up by Community Integrated Care, the Learning
Disability variant of rugby league has provided
immeasurable opportunities to the learning disability
community, creating a supportive and inclusive
programme which enables players to flourish in all
aspects of life.

“I love to see the progress he
has made, not only on the pitch
but off it as well.”

It has given more than 300 people who have learning
disabilities or autism the chance to play for the clubs
that they love, enjoying a specially accessible and
adapted form of Rugby League.
Ian shared how the sport has played a key role over the
past year in building both his friendship groups and his
confidence.

“I for one have had some choked up moments, especially
when the Widnes and Leigh fans cheered them after they
had finished playing their match at half-time. It was such
an amazing moment to be a part of.”

“I love my team-mates, they are good to me,” Ian explains.
“I have made lots of friends, and some from other teams
as well. I feel good when I put the Widnes shirt on. It
makes me feel happy and proud.”

Future plans for the partnership include a major
education project to promote inclusive attitudes in
young people, new community projects to support
people living with dementia, and the development of
new sports and social opportunities for people who have
learning disabilities and autism.

Ian’s support worker Sara has seen first-hand the impact
that his involvement in rugby league has had on him
over the last year.
She explained: “Ian’s journey began due to attending
the Community Integrated Care and Widnes Vikings
multi sports club on a Thursday. Seeing how much
Ian appeared to love rugby it was suggested to myself
about Ian coming along to the Learning Disability Super
League training session and see if Ian would like to join
the team if he enjoyed it.

Find out more about Community Integrated Care’s
partnership extension with the Rugby Football
League and the opportunities available for
people with learning disabilities at https://www.
communityintegratedcare.co.uk/extendingour-ground-breaking-partnership/ or contact
Community Integrated Care on information@c-i-c.
co.uk for more information.
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From the Mediterranean
to Majesticare
How Mirko Ridolfo’s journey as a nurse in Italy lead
him to become one of Majesticare’s rising stars
My career began in Verona, Italy in 2014 when
I qualified as a nurse and fell in love with
being on the frontline of care. I had a dream
to work in A&E in the UK, but first I needed to
become fluent in English, which brought me
to England to begin my journey as a Senior
Carer in a nursing home.
It was here in England that I discovered a sector I had
never considered exploring before - social care. Caring
for the elderly generated a real passion. For me, older
people represent our roots and our past; they have
made our history and have allowed everything we enjoy
today. Working in care became my contribution to give
something back, to let someone know that they still
count in this world. I was there to listen and learn from
their wisdom, their history and the way they have seen,
and see the world now. The smiles I brought to their
faces made a career in care make sense.
As a nurse in social care, I was always striving to learn
more and discover new ways to improve the delivery
of care. Work became a fundamental part of my life. It
wasn’t just work for me it became my mission. I had a
strong desire to lead change and inspire others and I am
fortunate that I joined Majesticare who truly believed in
my abilities and invested in my career development.

For me the secret of success is giving everyone a voice so
they feel a protagonist in ‘change’. We all feel threatened
by change and the unknown but by empowering people
to become advocates for change and promoting
courage and determination, we can create a real impact.
There have of course been moments when I have been
discouraged; a career in leadership can be as stressful
as it is rewarding, but it is the unforeseen challenges
that represent the essence of leading and managing a
home. I have always tried to find a way to transform such
challenges into positive opportunities.

After 18 months working as a nurse, I was promoted
to Deputy Manager beginning my qualifications in
leadership and management. Just two years later age
26, I achieved one of the most pivotal roles in my career
to date, Registered Manager of an 85-bed luxury care
home. Joining a care home with a history of unstable
management and in need of improvement, was perhaps
the biggest challenge I was to experience, especially
with my age and still having so much to learn as a new
manager! The most important thing I had to do was gain
the trust of my residents, their families and my team,
and I believe it was my passion and vision that made this
transition easier for all concerned.

My social care mission can only be achieved with
teamwork and togetherness. Knowledge and skills will
not necessarily bring success without a true passion to
care and investing in the people that hold these values
is key.
In just three years of working together we now have a
wonderful culture. We have become well respected in
the community, reached a score of 10 on the care home
review website, carehome.co.uk and have achieved
a Good rating with the Care Quality Commission. My
biggest success though has been creating a happy
home for my residents and a positive place for my team
to work.

“My career began in Verona, Italy
when I qualified as a nurse and
fell in love with frontline care. “

Now age 29 I’m about to commission a new luxury care
home and retirement living apartments from scratch,
alongside my Majesticare family. I’m so excited to
embark upon the next stage in my social care journey..
wherever that may take me!
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IT”S NEVER TOO LATE TO CARE

From Sales to Care

This determination was recently recognised by the
British Care Awards, where Tristan was presented with
the Dignity in Care Award for the Wales and South West
regions. At the time of writing, he has been shortlisted
as a national finalist in the same category.

Throughout the year 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
Tristan Harris, Support Worker at Orbis
Education and Care, who left a well-paid
career in sales to work in the care sector
at the beginning of the pandemic.

It is clear that he is a great
asset to Orbis and is loved
by staff and the people he
supports, and it is also evident
that Tristan, and people like
him, are exactly what the future
care sector needs.
So, the question is, what
prompted such a change in
the first place? And what does
it feel like to have switched
careers quite so dramatically?

A change of career is a seismic
shift for anyone, regardless of their
age or stage in life. Coming from
sales to work in care was never
going to be an easy transition for
Tristan Harris, even less so in the
middle of a global pandemic.

Tristan says: “My old job was
very much office-based with
a lot of sitting around. The
days were predictable and very
repetitive. I knew that the care
sector was struggling, and I
thought I had the skills that
would allow me to thrive in a
role within that sector. I was
still quite surprised at how
quickly I was able to settle in
though. The staff team I joined at Dan y Coed was very
welcoming and really took their time in showing me the
ropes.”

Despite this, the 25-year-old has found his vocation in
life at Orbis Education and Care where Tristan is now a
Support Worker at Dan y Coed in Swansea. He is already
working towards becoming a home manager.
Since joining Orbis in 2020 Tristan has made a big
impact, not least with one resident at Dan y Coed. The
child was identified as being at risk health-wise due to
his weight, and within days Tristan helped set up an
activity planner centred around his individual needs.
This has resulted in huge weight loss for the child, who
is now also learning the importance of healthy eating to
keep his weight stable in the future.

“Dealing with staff shortages due to the pandemic has
probably been our greatest challenge in recent months.
It’s been hard to maintain a stable staff team but
together we did it.

At the time of his joining Orbis, morale in the care sector
was also, understandably, lower than usual. At Dan y
Coed itself a number of fellow staff were also new to the
job, and the industry was just coming to terms with the
challenges brought about by Covid-19.

“I’ve been able to meet and build
relationships with people that
I would never have met.”

Tristan hit the ground running however, and his
enthusiasm and passion for the job, and the children he
cares for, has been described by colleagues as infectious.
His managers describe him as a ‘shining example of how
hard work, dedication and understanding gets results’.
They say he is dedicated and has shown
real commitment and enthusiasm in
all he does.

“The best thing about making this career change is the
people I’ve met, both in terms of the staff and young
people that I now work with,” Tristan continues. “There’s
huge diversity among both and I’ve been able to meet
and build relationships with people that I would never
have met without making the switch between sectors.”

This determination was
recently recognised by the
British Care Awards, where
Tristan was presented with
the Dignity in Care Award for
the Wales and South West
regions. At the time of writing,
he has been shortlisted
as a national finalist in
the same category.

“The thing I love most about my job now is the fact that
no two days are ever the same,” he added, ‘and I would
encourage anyone thinking about a career in care to go
for it. It is very rewarding, and I have no regrets at all.”
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CO-PRODUCTION COUNTS!

Co-producing lives
of opportunity
Feeling valued and finding your
‘happy place’

At Camphill Village Trust, a charity for
adults with learning and other disabilities,
co-production is ever evolving but always
central to our approach. Not only does a
co-productive way of working help achieve
the best possible outcomes for the people
involved, it brings greater levels of inspiration
for ideas to develop and flourish for the
benefit of everyone.

Also in Hertfordshire and in partnership with
supermarket chain Co-op, people have been taking on
supported Community Internships in stores which gives
participants a valuable working experience developing
new skills that will aid progression into paid or voluntary
work.
Co-op Community Intern, Claire commented, ‘The Coop is my happy place. By helping the customers, I feel
useful, and the team makes me feel valued and part of
something. I love going to work and I look forward to it!’.
The Co-op have been wonderfully supportive, and we are
looking forward to working with them on more projects
like this across the country.

Across the Trust the genuine impact that everyone can
make in the communities and places that they live is
transformational. The projects differ from place to place
because it’s always led by the people using their unique
skills and experiences, co-creating new opportunities
not only in their own lives but also for many others.

Being an active part of the
community

Wellbeing is often a theme in the co-production
projects across the Trust. In Gloucestershire one such
project looks to make the link between ‘Healthy People
in a Healthy World’. People sharing their experiences
to influence how support and services are developed
across the county through engaging the local
community in finding creative solutions for the benefit
of everyone. To help in this the people supported by the
Charity developed a set of ‘I’ statements sharing what
a ‘Life of Opportunity’ means to them. A theme running
through the statements is the need to be an active part
of the community, fully involved and connected with
others.

“Through embracing a
coproductive culture the
opportunities are limitless.”
Spreading kindness and tackling
real issues

In St Albans, the co-production group have branded
themselves the Kindness Crew and are actively seeking
opportunities to share their energy and passions with
other community groups. For example, they have made
a link with Age Concern where they are hosting Care
Home Karaoke sessions. In addition to having fun they
are promoting wellbeing through shared activity and
tackling isolation through new friendships.
Aimee, a Kindness Crew member said, ‘Being part of the
Crew helps me with my emotions, I always feel rewarded
and leave sessions with the feeling of being useful, busy
and positive.’
The Crew are always looking to make new connections
so they can do even more to help the people of St
Albans benefit from their collective energy. The latest
idea is to collect and distribute hygiene items to people
and groups who would benefit from them.
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Taking care of the world!

Being connected and working with others is fundamental
to co-production. In Middlesbrough the Voices of
Larchfield group have been supporting young people
leaving the care system to have a very special Christmas
and working with the local police force to help them
develop information and strategies for dealing with hate
crime.
Next up on their agenda is to become more carbon aware
and they are in the process of commissioning a training
course so they can become carbon ambassadors,
helping everyone at Larchfield Community (and beyond)
to reduce their carbon footprint.
Beryl from Larchfield said, ‘Its important to look after the
world, we all need it and we all live in it, we are doing
what we can to help ourselves and others to take care
of the world.’
In Camphill Village
Trust we know that
through embracing a
coproductive culture
the
opportunities
are limitless and the
future is very exciting.

“The Kindness Crew are
actively seeking to share their
energy and passions with other
community groups.”
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PEOPLE POWER

Ain't no mountain
high enough for Pip!
Introducing…

Each month we feature an inspirational
individual or team who are taking a
lead in their lives and helping make
society better for everyone. This month
we feature Pip Rowlands winner in the
Sports, arts and entertainment category
in the Dimensions Learning Disability and
Autism Leaders’ List .

Pip Rowlands
One of the big challenges facing organisations putting
on para events is deciding how to categorise the endless
variety of disabilities to maximise access and fairness for
all. It’s a difficult task.
The decision went against rock climber Pip Rowlands,
when ‘learning disabilities’ was removed as a paraclimbing category in 2018, forcing her to compete in
open events.
One response could have been to complain, or drop out.
But Pip – who has severe learning and communication
difficulties, autism and cortical visual impairment as a
result of the development condition DDX3X syndrome
– quickly figured that the best response would be to
encourage more people with learning disabilities to take
up climbing.

“Pip has made a film with the
Bendrigg Trust and won an award
from Genetic Alliance UK.”

Showing others the ropes

Since then, realising many people with autism and
learning difficulties didn’t know that climbing indoors
was a safe and accessible sport for them, she has made
a film with the Bendrigg Trust, the incredible disability
charity that supported Pip to learn to climb. The film won
an award from Genetic Alliance UK

Pip also helped start a learning disability and autism
climbing festival.
The paraclimbing community and climbing coaches
in the UK are now aware that those with learning
disabilities can climb well and that it can be a healthy,
safe sport for them. Perhaps the greatest impact has
been on the people who support Pip who have seen a
whole new capability in her.

32

Fresh challenges

Climbing has led to other things, too. With new-found
confidence on steep ground, Pip is able to walk some
of the paths in the Lake District that were formerly
inaccessible to her.
And like many climbers, she’s found a passion for all
things outdoors and now paddles white water with
great enthusiasm in her white water canoe! She’s even
paddled the Caledonian Canal – from Scotland’s West to
East coast –to show that people with learning disabilities
can be ambitious and successful.
Outdoor instructor Vicky told us, “I’ve seen Pip go from
someone who couldn’t really paddle a canoe to someone
who can tough out a multiday expedition down a tricky
river.”
Last summer Pip descended the river Spey, wild camping
several nights on the banks.

Where did it all begin?

Pip learned to climb in the supported environment
of the Bendrigg Trust. It was a big challenge to go to a
BMC paraclimbing festival – she had never travelled far
before and the venues were big and noisy. She was the
only person with learning disabilities in the first year
but by 2017 this had grown to four before the British
Mountaineering Council (BMC) took the decision to
remove the ’learning disability’ category.
As care worker Lisa told us, “I never would have believed
it until I saw Pip climb, it’s such a great sport for all.”
Pip is both physically and mentally stronger and more
confident from her climbing and now canoeing, whilst
still making time to care for her twin sister, who is more
severely affected by the same condition.
Pip is now a strong minded, adventurous person. Her
enthusiasm for the outdoors is infectious and it’s where
she wants to be, as an advocate, a leader and a role
model. She’s a very deserving winner of a spot on the
2021 Leaders’ List.

“Pip is both physically and
mentally stronger and more
confident from her climbing.”

The Learning Disability and Autism Leaders’ List
is produced by Dimensions in partnership with
Learning Disability England and VODG.
Visit dimensions-uk.org/leaderslist2021 to meet
all the Leaders.
Follow @DimensionsUK and #LDALeadersList to
stay up to date.
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ASK THE EXPERTS

In your role, how did you contribute
towards being Outstanding?
Being an Outstanding care provider requires teamwork at all levels. After achieving an Outstanding rating following
an inspection by The Care Quality Commission (CQC), we asked 5 stakeholders from domiciliary care provider
Bluebird Care Westminster and The City of London,
“In your role how did you contribute to the achievement of your Outstanding rating?”

“Imparting our collective
vision is critical to my role.”

Peter Slough

Managing Director
Bluebird Care Westminster
and City of London

“I believe that as a leader my responsibility is to provide a support function to the team, and I always make myself
available to any member of the company. I work to ensure that everyone has the right tools and the company has
the right resource to ensure Outstanding service, every single day. It is my job to identify and remove any hurdles
they might encounter so they can concentrate on providing an exceptional, bespoke service to every customer.
I impart our collective vision for providing a professional, compassionate, seamless service whilst ensuring my
colleagues absorb and practice our values and ethos. We have an open, transparent culture where everyone has
a voice, is listened to and can contribute to improvements in our service. I am proud to work alongside such an
amazing team; they implement the Bluebird Care vision on a daily basis.”

“We put people first and ensure
our team has all the support they
need to perform at their best.”

Krisztina Korpas

Registered Manager
Bluebird Care Westminster
and City of London

“Excellent care starts with excellent people who are passionate about their work and understand the effect they
make on people’s day to day life. Here at Bluebird Care Westminster and City of London, we put people first and
ensure our team has all the support they need to perform at their best. My role is to put a system behind the day-today operation. The system must be robust and flexible to ensure we can respond to an ever-changing environment.
I monitor all aspects of our operation, coordination, quality assurance and training. To be a manager in home care
requires resilience and the ability to find an optimal solution to every challenge. Being outstanding means we don’t
just provide a quality service but we find a way to make our presence memorable for the people we look after. It
makes us proud when they associate Bluebird Care with happy memories of the times they have with our care
assistants.”
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“I put myself in the shoes of
the customer and their families
and advocates.”

Rauf Arbab

Care Coordinator
Bluebird Care Westminster
and City of London

“As a Care Coordinator, achieving Outstanding can be broken down to four key traits:
Empathy: I put myself in the shoes of the customer and their families and advocates. It is crucial for me to ensure
they are matched with a care assistant who can meet those needs and help the customer progress. Similarly, I
need to put myself in the shoes of the care assistant and see what they are looking for in terms of their skill set and
development.
Communication: I ensure I get to know the customers, care assistants and the health care team. As a Care
Coordinator I am the bridge between our customers, care assistants and health care team, and ensure information
reaches the correct people so an outstanding quality of support can be provided. Matchmaking each customer to
their care assistants also requires excellent communication skills.
Resilience: Resilience and positivity are important. There can be challenging times as a Coordinator - care
assistants may call in sick or a customer may require extra care on short notice. Being resilient, adaptable and able
to think outside the box allows me to overcome challenges.
Time Management: The ability to manage my time is closely related to resilience. Dealing effectively with stress
means prioritising the most pressing tasks and troubleshooting how to complete them in a timely manner.”

“Our approach to recruitment
is values based.”

Joanna Zielinska

Recruitment and HR Manager
Bluebird Care Westminster
and City of London

“As a company, we are focused on providing an exemplary level of service to both our customers and colleagues.
High standard recruitment and retention is vital in ensuring we provide outstanding care tailored to each individual
customer. Our approach to recruitment is values based. Not only do we look for experienced staff, but also people
with a readiness to learn and a potential we can develop. A passion to care and a commitment to put customer’s
interests at the heart of all they do is a must. We give both new and existing team members an opportunity to
complete specialist training and diplomas in health and social care which we sponsor in full. We listen, mentor
and help them to grow their career in care. As a team, we are passionate about creating a welcoming, supportive
environment where each team member can shine. We understand the importance of balancing work, family and
mental wellbeing, and believe that happy colleagues have a big impact on customer satisfaction and the delivery
of an outstanding service.”

“With an industry-leading
structure in place, our team
members grow to an
outstanding level.”

Sharon Van Der Ster
Probationary Care Team Lead
Bluebird Care Westminster
and City of London

“My role is ‘holding the hands’ of all our new care assistants during their first three months within the company.
This is the time when they need the most support. For example, we have a care assistant who successfully passed
her probation today. She told us that at the beginning of her journey she was feeling overwhelmed with all the new
information and responsibilities of her role. Even beyond her shadowing, I made sure to accompany her on her
visits, reassuring her and reminding her to always follow the care plan. She really appreciated my being there beside
her, talking her through how to proceed. She learnt when to seek further support and advice from us, enabling her
to then attend and complete visits safely and with growing confidence. Today, she shared with us how much she
loves her role! This experience demonstrates the importance of supporting people new to care. We know that with
an industry-leading support structure and training system in place, our team members will grow their confidence
and skill set to an outstanding level.”
https://www.bluebirdcare.co.uk/westminster-city-of-london
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Care Talk has a packed agenda of conferences and seminars ahead.
We are proud to be media partners and supporters for some
fantastic events listed below.

Coming up...
Social Care Top 30, Social Care Leadership Awards
and Social Care Premier Supplier Awards
19th October 2022 The Marriott Hotel, Grosvenor Square, London

The Children & Young People Awards
6th October 2022 The ICC, Birmingham

Great British Care Awards Regionals
East Midlands - 3rd November 2022
EMCC, Nottingham
East of England - 4th November 2022
Stadium MK, Milton Keynes
West Midlands - 5th November 2022
The ICC, Birmingham
North East - 10th November 2022
Gosforth Park, Newcastle
Yorkshire & Humberside - 11th November 2022
The Royal Armouries, Leeds
North West - 12th November 2022
Kimpton Clocktower, Manchester
Wales - 16th November 2022
Marriott Hotel, Cardiff
South West - 17th November 2022
Ashton Gate Stadium, Bristol
South East - 18th November 2022
Hilton Hotel, Brighton
London - 19th November 2022
Hilton Bankside, London

Women Achieving Greatness in Social Care Awards
24th November 2022 St Pancras Renaissance Hotel, London

Social Care Covid Heroes Reception
29th November 2022 The House of Lords, London

Great British Care Awards National Finals
17th March 2023 The ICC, Birmingham

*please note: some dates/venues subject to change.
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A NATIONAL VOICE

Maxine Espley

Executive Director Care and Support, GreenSquareAccord
Maxine Espley MBE, Executive Director of
Care and Support at GreenSquareAccord
reflects on what leadership means in social
care as a Top 10 finalist in the Social Care Top
30.

“We need to spend more time
looking outwards and engaging
in the current reforms.”

Last year I was delighted to be a finalist in the Social Care
Top 30, a proud moment to be recognised amongst this
incredible group. Congratulations to all the finalists and
especially to Clenton Farquharson MBE, a truly worthy
recipient of the number one spot.

As an illustration of why our engagement matters, the
President of the Association of Directors of Public Health
has said “80% of healthcare outcomes are not shaped
by healthcare itself”. We know that the biggest impact
on outcomes comes from people’s homes, communities
and social networks. The answer to reducing health
inequalities will therefore be in the creation of solutions
that help keep people well. This intuitively cannot come
from healthcare alone and social care providers have
much to offer in helping to achieve this outcome.

As Social Care leaders we have spent most of the past
two years looking inwards, leading our organisations
through the pandemic. Like many others, my absolute
focus has been on keeping our colleagues and customers
as safe as possible. Leading our teams through such
unprecedented times has taken its toll and of course it’s
not over yet. We are now leading significant operational
challenges - recruitment and retention, growing demand
and needs and an increasingly complex financial
landscape.

As someone who has for many years operated at a
senior level in both health and social care organisations,
I strongly feel this is the time for parity in the value of
leadership across the whole sector. Social care leaders
bring a unique perspective and one that if recognised
and harnessed will add significant contribution to
tackling health inequalities and improving wellbeing.

Despite the internal priorities, I believe this is a critical
time for us to further demonstrate the value of social care
leadership to the wider system. To achieve this we need
to spend more time looking outwards and engaging in the
current reforms, especially the Integrated Care System
(ICS). At the very heart of the ICS is the integration of
health and social care to create partnerships to reduce
health inequalities and improve wellbeing. The ICS will
make decisions that will have a significant impact on
our customers, services and communities. Despite
this there is a gap in the contribution of social care and
disappointingly no statutory role for social care providers
in any level of the ICS governance structures.

I know many of us are already engaging with our ICS
leaders. If you haven’t done so already, I would encourage
you to learn more and make contact. As social care
leaders we have huge expertise in building partnerships
and creating the right environment for collaboration. I
am working with my team to identify how we strengthen
and adapt these skills to maximise our engagement and
contribution.
We all need to deploy our time to maximum effect so
I have personally found involvement in networks to
be helpful as well as being a positive way in which we
can have a collective voice. I am a Board member of
the National Care Forum and like other membership
bodies they are striving to increase the contribution of
social care in every level of the ICS, as well as supporting
members with information and practical tools.

“This is a critical time for us to
further demonstrate the value
of social care leadership to the
wider system.”

Whatever works for you and your organisation – we
collectively need to ensure that the value of social care
leaders as active members of the integrated care systems
is recognised and strengthened. This will help make a
huge leap in increasing the voice and contribution of the
social care sector in this important area of reform and as
a result deliver better and sustained outcomes.
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Maxine Espley MBE

Executive Director Care and Support
GreenSquareAccord
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Johann van Zyl

Group CEO
Cornerstone Healthcare Group
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LEADING THE WAY IN SOCIAL CARE

Johann van Zyl

Group CEO, Cornerstone Healthcare Group
How are we going to reduce staff turnover in
the care sector in the wake of the pandemic?
The ‘Great Attrition’, as it was recently
dubbed by McKinsey is obviously having a
direct impact on standards and availability of
care. In February, The Guardian reported that
1,600 beds in the care sector have been lost
over the last six months mainly due to staff
shortages. To state the obvious, the situation
is dire.

Today, the new normal is upon us, a time for reflection.
Staff are asking “is my job still fulfilling?” Any workplace
issues like not getting on with their manager or
frustrations about company culture, which paled
into insignificance in the pandemic, have probably
resurfaced, and emotional ties which bound staff have
waned. Additionally, unlike a military deployment which
has an end date, there’s no ‘end’ to COVID. Things are
undoubtedly clearer than in the early days of 2020, but
that sense of uncertainty and trauma lingers.

“Employees who’ve been through a
period of crisis often can’t articulate
why they want to leave.”

Pre pandemic, staff were leaving jobs for a promotion
or a role closer to home, on positive terms. Now, Horn
says staff are not waiting for closure - they leave feeling
bitter, yet can’t put their finger on why. Some might cite
working conditions, or a sense that they’re not valued,
yet as an employer, I know we are doing things a lot
better now because we’re cognisant of the ordeal our
staff have been through. Some staff recognise this but
still feel despondent. This is grief from a series of micro
changes that we can’t identify, but it is a perfectly normal
response to a traumatic period.

The last two years have been exceptionally tough on
staff and for the majority of care providers in the UK
who are good employers, there has been an increased
emphasis on communication, transparency, recognition,
development, and wellbeing. But it doesn’t seem to be
enough to stop staff leaving.

This is a time to empower employees and help them
understand the confusion they are experiencing is
normal. Let’s stop trying to aggressively retain staff, and
instead support them through a process of ‘professional
separation’. Let’s let them know that if they ever want
to return, they’ll be welcomed back. If we want to solve
this challenge we’ll have to change our attitude and
see the “Great Attrition” not as a business problem
but as a human problem after a massively traumatic
time. We should also consider tracking return hires. By
giving leavers the chance to recover and reflect, whilst
continuing our commitment to wellbeing, transparency
and recognition, there is a good chance many will come
back when the time is right for them.

There is a theory that employees who’ve been through
a period of crisis often can’t articulate why they want to
leave. Adria Horn, Executive Vice President of Workforce
at US telecom giant Tilson, a Lieutenant Colonel in the
US Army Reserve, and an army veteran who served five
tours of duty in Afghanistan, presented this idea and
compared her struggles returning from war zones, to
employees adjusting to the new normal in the wake of a
global health crisis.
Horn commented that each time she was redeployed,
reintegration and the ability to manage her feelings and
move forward, got easier. In contrast, care staff working
in the pandemic had no prior experience of a pandemic,
nor the tools to manage the emotional impact. They
functioned on adrenalin, camaraderie and loyalty to their
colleagues and the people they cared for.

“Let’s stop trying to
aggressively retain staff and
instead support them.”
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Who’s
top of the
social care
charts?

RECOGNISING INFLUENTIAL LEADERS IN SOCIAL CARE

Social care needs strong innovative
leadership more than ever at this time.
The SOCIAL CARE TOP 30 will give
the opportunity to showcase and
recognise real leadership and
excellence in the sector.
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The individual may be from the private, public or third sector
and a Chief Executive or other national sector leader.

DO YOU KNOW ANYONE WHO FITS THIS DESCRIPTION?

Send your nominations to joe@caretalk.co.uk

www.caretalk.co.uk/sct30
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Get the most out of legal services
bed they were prosecuted under the Health and Safety
at Work Act 1974. The insurer arranged for a lawyer to fully
assess the circumstances of the accident. The lawyer
advised that they were likely to be found guilty. Even
though the insured admitted guilt, the insurer agreed
to cover legal expenses for all defendants on the basis
of an early and well-reasoned guilty plea so as to lessen
the criminal penalties faced. Without the legal expenses
cover, the client would have had considerable difficulty
in sustaining their business. The insurer covered over
£20,000 in legal expenses, thereby securing the business
and increasing their revenue over the coming years.

Carolyn Baker-Mellor
Head of Care
Towergate Insurance

In the busy world of care, it is often difficult
to find the time and resources to keep on top
of any new or changed legislation coming
out of parliament, as well as the steady flow
of case law from the courts. It is important,
especially in our sector that all manuals and
handbooks are kept up to date and lay out the
correct information for staff. When searching
for insurance for your business, you will find
that some care insurance policies include
access to legal expenses as part of their main
product, so it is a good idea to check with
your provider.

Example 2: Employment Tribunals
As part of the legal expenses policy, an insured client
had access to a free 24-hour legal advice line, staffed by
employment lawyers who specialise in social care. The
client received detailed guidance on how to carry out
a performance review and a disciplinary process. With
the legal advice line’s prior approval, the client chose to
dismiss a nurse who had repeatedly failed to attend to
her duties.
The dismissed employee sued for unfair dismissal, race
discrimination and sex discrimination. The clients lawyer
assessed the insured to have reasonable prospects of
defending the case. The insurer agreed to cover the
solicitor and barrister fees in defending the allegations
at a 5-day employment tribunal hearing. Upon cross
examination at the hearing, the tribunal judges preferred
the account of the dismissed employee over that of the
client. The tribunal made an award of £34,000 to the
employee which the client had to pay within a month.
The insurer covered the insured for the £34,000 award
and made payment directly to the employee by the
required deadline.

When and where to ask
for legal advice

As with most businesses, there is likely to be times
where you need to take action when dealing with staff
members or business disputes. The legal expenses part
of a policy is in place to make sure that if you do find
yourself needing legal advice, you have somewhere you
can go before deciding on the right solution. If after
specialist advice has been given and you find yourself
having to defend a claim or make an appeal, the cost
could be covered.

Keeping your handbooks up to date

As a broker specialising in the social care sector, we
understand that keeping employees and those you
support happy, costs down and avoiding any disputes
when and where you can, is an essential part of your job.
It is our job to make sure that our clients are supported,
which is why as part of our legal expenses cover, access
to Markel Law Hub is included.

Problematic situations
and helpful solutions

There can be a variety of different situations you may
find yourself in, when it comes to legal issues. We have
identified that within the care industry, there are a few
legal claims that are reported more often than others.
With access to a legal expenses policy, if you ever find
yourself having to make a similar claim, you can be
confident that more likely than not, a resolution can be
found for your business.

Markel Law Hub gives their policyholders the advice and
expertise they may need, when they need it. This legal
information is at your fingertips so you can find up to
date documents and precedents with no hassle. You
can benefit from knowledge and experience specific to
the care sector, avoiding expensive legal bills by utilising
the templates available and access any time from any
device for understandable and digestible information
when you need it.

Claims Examples

Example 1: Criminal prosecution
When an insured client and two of their employees were
prosecuted for serious safety failings after a frail, elderly
woman fell from a hoist while being transferred from a
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Sharing business excellence in social care

Calling all suppliers of
excellence to social care!

Care Talk Business is delighted to host the 2022 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.

AWARDS CATEGORIES:

consultancies

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.

legal services

public/transitional

banking
& investment

infection
control
products

recruitment workforce
property
development
agents
technology
pr & marketing

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
on 19th October 2022 at The Marriott Hotel, Grosvenor Square, London where the category winners will be
announced alongside winners of the Social Care Top 30 .

Nominate online at: www.caretalk.co.uk/scl
Closing date for nominations 31st August 2022
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Can you meet careʼs
biggest challenge?
“This is not about making
money- it’s about respect for
staff and clients.”

Amrit Dhaliwal
CEO
Walfinch

Practical ways forward

Care sector leaders now face their biggest
ever challenge: dealing with unprecedented
demand.

We have found it useful to set a client to carer ratio and
to ensure that individual offices maintain that. It should
be realistic and allow for the delivery of high-quality
care. Yes, this may limit expansion, but slow, steady
growth, while maintaining high standards, is safer.
Where franchisees do not stick to that ratio, investigate
the problem. Once identified a specific solution can be
applied.

Over half a million people are now waiting for care
assessments, reviews, or care to begin, the Association
of Adult Social Care Services (ADASS) recently reported.
But the shortage of care workers means that almost
170,000 hours a week of home care was not delivered
during the first quarter of 2022 - a seven-fold increase
since Spring 2021.

Shortage of carers

This is likely to be the most common issue. Ensure your
pay rates are competitive and show respect for staff to
increase recruitment and retention. On recruitment,
focus on referrals from existing carers. This is likely to
attract higher quality staff who stay with you for 15%
to 20% longer, according the Neil Eastwood, author of
Saving Social Care and designer of the Care Friends
app. This makes it easier for carers to refer friends and
earn rewards. It delivers better results than ads on
recruitment sites and is faster than traditional referral
schemes.

I’m sorry and sad that we can’t provide care to everyone
who needs it. But realistically the mismatch between
care demand and supply is a systemic problem that
only government can solve. Nevertheless, each provider
must deal with it.

How can we face this challenge?

First, you need a company-wide strategy, emanating
from the top. It’s unfair and risky to leave branches and
franchisees to deal with this problem on their own. They
and their care teams will struggle and could burn out.
This potentially compromises care quality. Ultimately
disillusioned carers, and perhaps franchisees, will leave,
which means wasted training costs and problems in
recruiting replacements. It also risks giving you a bad
reputation.

Retention

Treat your carers like professionals. Consult them on
care issues and offer career progress opportunities and
access to further training. Nurture them with weekly
support calls to ensure that they have no issues that
could escalate, so you can resolve problems before they
turn into resignations. Is someone struggling financially,
or have they got issues at home? Ask what you can do to
help, or just to be there to talk to. Little things mean a lot.
Send hand-written thank you notes when someone does
something extra, send birthday cards, and put on regular
social events for your team. Build a caring culture, so the
care role becomes more than ‘just a job’.

Maintain your standards

It may be tempting to simply take on more clients, offer
15-minute care calls and overload your care team, but
this is a high-risk strategy. Pile ’em high, sell ‘em cheap
may work well some retail sectors but it’s not sustainable
in the care industry. Poor quality care puts clients at risk,
diminishes your reputation among clients and carers
(not to mention regulators) and ultimately threatens
company survival.

Source the right type of work

Sadly, most care providers can no longer afford to take
on local authority work. This is a problem that only
governments can solve. For Walfinch, private clients
are the way forward. This is not about making money
- it’s about respect for staff and clients and delivering
continuity of care.

“It’s unfair and risky to leave
branches and franchisees to deal
with this problem on their own.”

Amrit Dhaliwal is the CEO of home care provider
Walfinch, which has 26-plus franchised offices
across the country.

45

L E T ’ S

L E A R N

We need to talk about
planning future care needs
Once a plan has been agreed it needs to be shared
and kept in a place where people who don’t know the
person can find it. It also needs to be reviewed regularly
as people’s views, perspectives, and life choices change.
Anyone involved in advance care planning needs to feel
able to speak up if they feel that the universal principles
are not being followed.

Jim Thomas

Head of Workforce Capacity
and Transformation
Skills for Care

None of us like to think about the end of our
lives or the end of our loved ones’ lives. One of
the benefits of the 21st century is that in the
UK, modern medicine can extend our lives in
ways that would have been unimaginable to
our ancestors.

For me, the universal principles for advanced care
planning help give a framework for making sure that we
know what people want, think and what we need to do
to make sure peoples wishes are heard and listened to.
For social care colleagues the key things I think we
need to do are find time to talk openly with each other
about advanced care planning and keep testing our
assumptions. Never being afraid to speak up on behalf
of the people we support.

Having worked with colleagues across social care and
health on improving end of life care training, I remain
constantly surprised at how hard people find it to plan for
their future care needs. The pandemic has highlighted
the need for all of us to set out our needs and wishes
clearly. Which makes the release of the principles for
advanced care planning so important.

Also, it’s okay to talk about what this means for you
personally. This will begin to help you feel able to talk to
the people you support and their families.
Understand that even though it can be hard to start
having a conversation on advanced care planning, once
you get the conversation going it can be a relief for
everyone.

“Never being afraid to
speak up on behalf of the people
we support.”

In my own family my mother died suddenly, even though
she had had cancer for many years, at no point had
we done any advance care planning. We had no idea
what her wishes were, or whether she had made a will.
Whilst my brothers and I were able to reach agreement
amicably - our agreements were based on second
guessing and never being quite sure what we
had to do, or what we could discuss with our
mother in her last days. An advanced care
plan would not have dampened our grief,
but it would have made decision making
much easier.

The Universal Principles for Advance Care Planning were
jointly published by a coalition of partners, in response to
the Care Quality Commission report ‘Protect, Connect,
Respect – decisions about living and dying well’ (2021).
The principles start by emphasising that the person
with social care and health care needs should be central
to developing and agreeing their advance care plan.
This includes deciding who needs to be involved in
developing the plan.
Conversations about someone’s future care needs to
be focused on what matters to them. For some people
being at home might be fundamental, for others making
sure that personal beliefs and culture are catered to
takes precedent. When someone has mental capacity
issues you might need to work out with them and others
what to do based on what the person might have said in
the past - or finding different ways of eliciting their views.
Whatever you do to make sure that the person is at the
centre of their plan you need to be confident that the
person agrees and understands what the outcomes of
their plan mean. This can be hard to get right as different
people and professionals may have different points of
view. Making decisions together is key.

46

“WAGS provides
a unique opportunity to
come together and support
one another.”
Ann Taylor,

Chair, Kent Integrated Care Alliance

AWARDS AND NETWORKING PROGRAMME

2022

A unique programme of networking
and social events
Bringing together women leaders in
social care
A platform for support, empowerment
and real change
Gala Awards celebrating achievements
of women leaders

Awards – 24th November 2022,
St Pancras Renaissance Hotel, London
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How happy is the
social care workforce?
However, the stressors of the pandemic have
exacerbated some of the unpleasant factors associated
with working in social care:
■ 45% of respondents reported that the ‘workload’
was the factor they disliked most about their role,
followed by ‘work-life balance’ (37%) and ‘level of
responsibility’ (14%)

Sam Hussain
Founder and CEO
Log My Care

Our report also revealed a workforce that is comfortable
with technology and feels the sector needs to become
more digital:

I’ve always been fascinated by technology
and its ability to improve our quality of life,
both at home and at work. I founded Log
my Care when I saw the pressure the UK
care system was under. I knew that personcentred technology could lighten the load for
those working in the sector and help them
deliver better care to those accessing it.

■ 67% stated they feel ‘super excited’ by the
increasing digitalisation of the sector
Public sentiment towards the sector is that staff are
burned out, overworked and underpaid, but our survey
also shines a light on a workforce that truly loves what
they do. Despite its negative image, people are drawn to
work in social care for overwhelmingly selfless reasons.
They’re passionate about the people they care for and
making a difference.

“Empowering staff to embrace
digital technology has to come
from the top-down.”

But there’s still work to be done. The sector was in crisis
before the pandemic and studies show that social
workers’ mental wellbeing and quality of working life
have decreased since it began.
Our report and recent
research in the health
and social care sector
indicate that we urgently
need to ensure our
frontline workers have
the working conditions
and
development
opportunities they desire.
While digital adoption
may be the solution,
empowering staff to
embrace this change
has to come from the
top-down,
with
the
right technology and
support in place for its
implementation.

In the media, there’s seemingly endless coverage of the
challenges social care is facing. However, this image
is at odds with the incredible dedication and optimism
voiced by our customers in our daily conversations.
In line with our commitment to social care, we wanted to
better understand the sentiment of the people working
in the UK care sector, so we surveyed nearly 300 service
owners, managers and carers to find out what they really
think. Our research report, the future of care: an analysis
of job satisfaction and technology in social care, explores
the motivations of the social care workforce, what
rewards matter the most to them and how technology
can support them in their roles.
Although the sector is clearly under pressure, our survey
identified a workforce that was predominantly happy in
their role. Reflecting these high levels of happiness in
their jobs, only a small minority of respondents said they
wanted to leave the sector:

The sector has experienced incredible hardship in recent
years, but technology can pave the way for a brighter
future and we can’t wait to be a part of that.

■ Respondents had an average ranking of 7.9 in which
1 was 'very unhappy' and 10 'very happy'
■ Only 4% of respondents said they wanted to leave
the care sector

Scan the QR code to read Log my Care’s
future of care report or visit https://bit.
ly/3n6pz3k

Unsurprisingly, we identified a workforce that is drawn to
the sector for predominately altruistic reasons:

Sam Hussain is the CEO and Founder of Log my
Care, the award-winning care management platform
making person-centred technology accessible to
everyone in social care. Designed alongside support
workers, Log my Care's free Starter Plan gives care
providers everything they need to go paperless.

■ 81% of respondents said that 'purpose' was 'very
important' to them in their role
■ 56% of respondents selected 'knowing that the
job was done well' as the most important type
of reward
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Revitalise Respite Holidays
launches it's summer season
Breaks, holidays and experiences for disabled people and their carers
Holiday centres in Chigwell and Southport offer fun and relaxing supported breaks

Revitalise, the national charity providing
respite holidays care in a holiday setting for
disabled people and their carers, is expecting
high record demand for its 2022 breaks after
two years of COVID lockdowns and shielding
due to the pandemic.
The group has two centres across the country catering
for adults with a variety of different disabilities and
aims to provide a refreshing alternative to traditional
residential respite care - a proper holiday. A third centre,
Netley Waterside House, is currently closed for major
redevelopment work. Each centre offers short breaks
in a relaxed, holiday-style environment, with a variety
of trips and activities. There are opportunities to visit
new places, make new friends, participate in wellbeing
activities like manicures and massages, try new food and
drink, learn something new or just enjoy some muchneeded time off.
Jubilee Lodge in Chigwell, Essex is located on the edge
of Epping Forest and the bright lights of London and has
a well-appointed entertainment and bar area for those
who enjoy socialising, plus a tranquil inner courtyard
with a beautiful ornamental pond. Sandpipers, situated
next to Southport’s Marine Lake, offers the ideal location
to explore the traditional seaside town of Southport
or to relax in serene surroundings and features a fullyaccessible, heated indoor hydrotherapy pool.

Accommodation is wheelchair-friendly with buzzer
systems throughout all facilities. The centres also have
hair and beauty salons, porterage of all luggage and fullylicensed bars at both centres.
In keeping with a traditional British holiday experience,
the centres both have a full live evening entertainment
package throughout the season, which includes singers,
comedians, tribute acts, casino and cinema nights. The
popular Summer Youth Party, designed for 18-40 year
olds, returns on 1st August at both centres, promising
late-night parties and unmissable entertainment.
Daytime activities include games such as boccia, arts
and crafts sessions, exercise classes, quizzes, bingo and
hair and beauty treatments at additional cost.

“Guests on Revitalise breaks
are supported by skilled care
and nursing staff.”

Guests may just want to relax at the centre, but for those
that wish to explore, there are places to see nearby and
group excursions on offer. Jubilee Lodge in Chigwell is
currently working towards offering excursions again in
the next few weeks, allowing guests to explore all that
the capital city has to offer as well as the beautiful towns,
villages and attractions of the South East. which will be
to explore nearby London and the South East.

Guests on Revitalise breaks are supported by skilled
care and nursing staff as well as volunteers who provide
companionship and assistance. Revitalise breaks are for
3-7 days or more and guests can travel solo, with a loved
one, or a carer or with a larger group of friends or family.
The charity also intends to diversify to support whole
families in the coming two years. Expert care support
is provided at each of the centres, with trained nurses
onsite, as well as volunteers for fun and extra support. All
facilities are fully accessible with specialised equipment
available on request, including hoists, profiling beds,
airflow mattresses and bariatric beds. All Revitalise
breaks come with full-board dining service including
cooked breakfasts, lunch and three-course dinners.

Sandpipers is also working towards launching a full
excursions programme but in the meantime can in
the traditional seaside town of Southport can provide
volunteers for assistance to explore the town and local
area including the pier, arcade, bowling and shopping,
subject to availability.
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Solve staff retention problems
in care with flexible training
Jill Whittaker
Managing Director
Connect2Care

Connect2Care’s
latest
study
reveals
apprenticeships have potential to address
the care sector staffing crisis.

“90.3% of care sector employees
say they would be more likely
to stay in a role if their employer
invested in their training from
the outset.”

staff, less than 40% offer apprenticeships to employees
at all career levels. This is despite 90.3% of care sector
employees saying they would be more likely to stay in a
role if their employer invested in their training from the
outset.

No other sector has sat at the epicentre of the pandemic
from the very outset quite like social care. And while
the UK has been slowly learning to live with Covid-19,
its lasting effect on those working in care is clear to
see. Our latest research, which forms part of the new
‘See the Opportunity’ Q&A toolkit, shows that all care
managers surveyed are finding it harder to retain staff in
the wake of the coronavirus outbreak.

This is where apprenticeships can help. There is a
misconception that apprenticeships are a linear or
formulaic approach to training. Thankfully, the flexible
delivery options that are available to employers via
apprenticeships mean that everyone has access
to career development via a model that suits their
individual needs.

At Connect2Care, we are dedicated to helping solve the
UK care sector’s staffing crisis. We strongly believe that
flexible training options are key to attracting ambitious
individuals to organisations, and – importantly – keep
them there by providing ongoing opportunities to upskill
and progress in their caring career.

Our latest study showed that most care operators
are interested in flexible training options, with 75% of
employers in the sector saying they would consider
front-loaded training to help speed-up the process.
More than 90% of employees in the field would be more
willing to start an apprenticeship or training course if
they could condense learning into a shorter period.

While 87.5% of employers in care believe that further
training investment would help to recruit and retain

Many care providers are not yet aware of the numerous
flexible training routes available for employees, so that’s
why Connect2Care’s new toolkit demystifies some of the
complexities surrounding apprenticeships. The toolkit
answers common questions many employers have
about how they can maximise these opportunities – and
which is the best route to take so that their people can
prosper.

Find out which apprenticeship pathway will work
best for your organisation with Connect2Care’s See
the Opportunity toolkit, which can be downloaded
for free.
https://connect2care.net/resources/see-theopportunity/
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Quality goes up as
shortlists get longer
Now the questions that care seekers ask are the more
normal ones you would expect. But the landscape has
changed forever.
Care seekers are now quite rightly expecting easily
accessible information online. At the click of a button,
they want to be able to find their best options and fully
understand what they’re getting for their money. And it
is this new awareness that there is a much wider choice
available, that is driving quality.

Debbie Harris
Founder
Autumna

Competition is key in driving up quality. The
rise in importance of the online directory
during the Covid pandemic, now means care
seekers have more choice and care providers
are having to work harder to attract them, as
Debbie Harris, founder of Autumna explains.

For example, Autumna recently launched CHOICE
Dining the first ever consumer facing accreditation for
care home food.
It encompasses a detailed list of quality assurances that
the care provider must comply with, in order to be able
to display the CHOICE Dining badge.

Whereas people previously looked locally to find two
or three local care homes to visit, they are now doing
it digitally and making decisions based on much wider,
more detailed searches.

Once they have it though, not only do they stand out in
an online search, but the onus shifts to their competition
to ‘up their game’ to try to at least achieve parity. The
overall beneficiary, of course, is the care seeker.

The average care home shortlist at Autumna has
increased from three to ten in the space of just two
years.

“We believe the subscription
fee model is the only one that
drives quality.“

When the first lockdown was enforced in March 2020,
and it became impossible to visit a care home in person,
online became the only way to gather the necessary
information to make a decision. Suddenly the big
directories like carehome.co.uk and Autumna became
super important.
By presenting information in a standardised format on
Autumna, care seekers were not only guided through
the questions they needed to ask, but were presented,
for the first time, with an easy way to compare and
contrast between different care providers.

And whilst CHOICE Dining and other differentiators
like S.A.F.E are only available to providers who pay a set,
standard subscription fee on Autumna, we believe the
subscription fee model is the only one that drives quality.
We have every UK registered residential and domiciliary
care operator on our site, and we don’t pretend the
others, who choose not to subscribe, don’t exist.

Back then, of course, the big questions that everyone
needed the answers to were purely Covid related –
“Which care homes have managed to keep Covid out?”
– “Which care homes are accepting new placements?’

If the care seeker wants to put in the extra work - and
quite often they do – then all the contact details of every
provider are available.

These were difficult questions to answer at the time,
so Autumna established the S.A.F.E infection control
initiative which allowed providers to upload details of
their IPC policies in an easily searchable format.

This is vastly different to the directories based on a
referral model where there may be very little drive
towards quality.
I’ve nothing against the referral fee model providing the
care seeker is aware of what is going on.
The only competition though, that providers might face,
comes from those who are prepared to pay more. And
when all you’re doing is effectively ‘buying’ placements,
then there is no real incentive to improve the quality of
service, or staff, or facilities.
Free and open competition in any sector of business, will
always drive quality.
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