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With the onset of winter and all the additional challenges that 

poses for care homes, operators could have done without the 

added challenges posed by the enactment this month of manda-

tory COVID vaccination. 

While the debate has raged about the principle of making COVID 

vaccination mandatory for care home workers, few would argue 

that the handling of the issue by government has been hugely 

damaging for operators from the beginning. 

Firstly, care home operators were given just three months to com-

ply with the legislation when the government confirmed November 

11 as the date for adoption in August after a cursory consultation 

which failed to take on board providers’ concerns over its impact 

on recruitment and retention on an already overstretched and exhausted workforce. 

Providers justifiably vented their anger at the damage caused by the sector being singled out for manda-

tory vaccination while NHS and domiciliary care workers were excluded. As a result, short staffed care 

homes have lost staff that they can ill afford to lose as people sought jobs elsewhere. 

Care home providers have been left to face a recruitment crisis caused by the combined effects of the 

legislation, Brexit and existing recruitment challenges due to years of neglect and underfunding. 

The government’s slipshod handling of the issue continued when it introduced last minute exemption 

guidance for providers a day before people were expected to have their first dose in September, with 

thousands of workers already having left the sector. 

The resultant impact of the staffing crisis on care home providers has been starkly illustrated in a knock 

on effect in care quality and closure of some services. 

As we look towards another enormously challenging winter, immediate action is needed from government 

to support a much neglected and heroic workforce. 
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Leading care home operator Barchester Healthcare 
recognised the “exceptional hard work” of its frontline staff 
with £4.3m in bonus payments during 2020. In its latest 
accounts, Barchester also revealed it had incurred costs of 
£2.4m for PPE and £2.5m for sick pay in the year.

The Scottish government said it was investing £300m to 
help what is anticipated to be the toughest winter its health 
and social care system has ever faced. The measures include 
over £60m to maximise the capacity of care at home services 
and up to £48m to enable employers to raise the hourly pay 
rate of social care staff offering direct care to a minimum of 
£10.02 (matching new NHS band 2 staff ).

Ideal Carehomes recognised the commitment of its staff 
throughout the COVID-19 pandemic with a 5% pay rise. The 
£1.5m investment in all hourly paid staff came on top of a 2% 
increase in April and takes all salaries above the current Real 
Living Wage.

A Sussex care group under police investigation completed 
the closure of six care homes. The six care homes run by 
Sussex Health Care (SHC) were closed ahead of schedule 
on 30 September.

Over 1m more health and care staff will be needed in the 
next decade to meet growing demand for care, according to a 
new report. The Health Foundation’s REAL Centre report 
said an extra 488,000 health care staff and up to 627,000 
social care staff will be needed to improve services and meet 
need by 2030/31.

Excelcare was ranked 
the number one care 
provider for older people 
and those who live 
with dementia by Care 
Markets UK. The care 
home provider topped 
the listing, which is based 
on sector analysis by 
LaingBuisson, with 94%  
services rated Good or 
Outstanding.

Health and Social Care Minister Sajid Javid told care 
home staff to get jabbed or find another jab ahead of the 
government’s deadline for mandatory vaccination. Speaking 
to BBC Radio 4, Mr Javid rejected calls from the sector to 
pause the mandatory jab requirement which comes into 
force on 11 November.

Leading care home meals provider apetito launched its 
new Finger Food Bites range. Finger Food Bites is designed 
to change the way care homes plan their strategic menus 
and enable them to provide a positive, inclusive, dining 
experience for residents who are living with dementia.

The government announced it was launching the most 
far-reaching review of health and social care leadership 
in 40 years. The review of services in England will be led by 
former Vice Chief of the Defence Staff General Sir Gordon 
Messenger, and will report back to Secretary of State for 
Health and Social Care Sajid Javid, in early 2022.

The government’s last minute extension of the Infection 
Control Fund (ICF) was “too little, too late”, the National 
Care Forum (NCF) said. The government gave an additional 
£388m for support on preventing infections and providing 
testing for the care sector.

NEWS ROUND-UP 

apetito’s Finger Food Bites range 

Ideal Carehomes announced a 5% staff pay rise

NCF CEO Vic Rayner OBE Excelcare COO Sam Manning
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RESEARCH & DATA    LAINGBUISSON, CARE MONITOR

E
xcelcare topped the 
listing, which is based 
on sector analysis by 
LaingBuisson, with 94% of 

services rated Good or Outstanding.
Chief Operating Officer, Sam 

Manning, said: “I am so proud of the 
Excelcare family for their collective 
daily efforts and commitment to 
improving the care they provide. 

“Especially after the many challenges 
the health and social care sector has 
experienced over the last 18 months, 
seeing Excelcare achieve better CQC 
ratings and be recognised as a top 
provider is a momentous and exciting 
milestone in our journey as a provider.”

EXCELCARE RANKED 
NUMBER ONE CARE HOME PROVIDER 

BASED ON CQC RATINGS
LEADING FAMILY RUN CARE HOME PROVIDER, EXCELCARE, HAS BEEN RANKED THE 

NUMBER ONE CARE PROVIDER FOR OLDER PEOPLE AND THOSE WHO LIVE WITH 
DEMENTIA BY CARE MARKETS UK.

The care home operator also 
ranked third in rankings of nursing 
home providers and those living with 
dementia.

Excelcare added: “Across the 
Excelcare family, there has always 
been a commitment and focus to 
improving upon the person-centred 
care they deliver, and a vision to 
improve CQC ratings across the group. 
These improvements have included 
changes to the environment in which 
care is delivered, making them more 
attractive and engaging for the people 
who live in Excelcare homes. There 
has also been a commitment to 
improving the catering and hospitality 

of the people they care for, with many 
renovations to care suites and better 
technology being introduced to each 
of their homes.

“Team members from every level 
have been committed to this vision, 
from housekeeping and domestic 
teams to carers and leaders, with 
support from central teams. 
Ensuring the individual is at the 
heart of everything they do, and their 
wellbeing is a priority. This group-
wide effort has seen a number of 
improved ratings over the past 12 
months and achieving this ranking is 
an exciting accolade for everyone in 
the family.”   
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T
he figures obtained 
through a Freedom of 
Information (FOI) request 
to the CQC – conducted 

as part of an annual Care Report by 
Pannone Corporate – found that 
whistleblowing complaints made to 
the CQC increased year-on-year since 
2015, with a 43% rise between 2019 
and 2020 – a total of 14,508 enquiries 
were received last year. 

The figures also show that ‘concern’ 
enquiries increased by 39% between 
2015 and 2020. However, the number 
of safeguarding complaints fell to its 
lowest level last year to 25,847, driven 
in large part due to a reclassification of 
abuse notifications in March 2018 and 
an increase in providers notifying their 
local authorities in the first instance 
rather than the CQC.

Bill Dunkerley, regulatory lawyer 
and director at law firm, Pannone 
Corporate, commented: “The global 
pandemic has had a profound effect 
on the care sector, touching every 
facet of the industry – whether that’s 
financially, operationally, or from a 
corporate governance perspective. 
Prior to 2020, the word ‘pandemic’ 
was unlikely to be considered as 

COVID DRIVES RECORD WHISTLEBLOWING LEVELS IN CARE SECTOR
WHISTLEBLOWING IN THE UK’S CARE SECTOR ROSE TO ITS HIGHEST RECORDED 

LEVEL IN 2020 DUE TO HEALTH AND SAFETY CONCERNS DRIVEN BY THE COVID-19 
PANDEMIC, A REPORT HAS FOUND.

Bill Dunkerley

anything more than a theoretical risk. 
However, events since March last 
year, and the imposition of the first 
national lockdown in the UK, have 
demonstrated that providers must be 
prepared for all eventualities and risks.

“In the context of the last 18 
months, it comes as little surprise 
that the number of whistleblowing 
enquiries rose to its highest recorded 
level in 2020. In general terms, the 
majority of complaints in the UK 
relate to health and safety matters. 
It’s therefore reasonable to assume 
that the increase in complaints from 
2019 to 2020 were related to the 
coronavirus, with safety concerns 
around COVID-19 extremely likely to 
have played a role in these figures.”

The Care Report 2021 shows that 
regulatory interventions rose by 109% 
between 2016 and 2019, understandably 
falling in 2020 due to a seismic change 
in how the CQC conducted itself as 
a result of COVID-19. The rise in 
interventions mirrors the number of 
enforcement actions carried out by the 
CQC, which revealed an 87% increase 
since 2014/15 in its latest annual report.

Bill added: “In light of the 
increasing use of enforcement action 

by the CQC, as well as the apparent 
realisation of the intention to 
prosecute more cases, it’s imperative 
that service providers review their 
procedures and systems, and address 
risk areas in anticipation of inspection 
or intervention. This includes 
assessing areas of their operation 
requiring immediate improvement; 
undertaking pro-active audits of risk 
areas and implementing remedial or 
control measures where appropriate; 
and responding to near misses and 
learning from them to prevent a 
recurrence.

“The last 12 months have had a 
particular impact on the CQC, which 
has had to respond to the novel 
challenges presented, as well as clarify 
its own role in regulating providers in 
light of recent criticisms. When you 
consider that people are also more 
alive to potential issues of concern, 
as well as becoming more aware of 
the CQC’s role as regulator and its 
power to take enforcement action in 
response to issues of concern, then we 
are likely to see considerable change 
in the care sector over the course of 
the next 12 months as providers and 
the CQC adapt.”   
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C
aring for residents is your 
biggest priority. Ours 
is keeping your critical 
equipment running.

Whether its focusing on resident 
satisfaction or preparing for CQC 
audits, you have enough to take care of. 
That’s why you need reliable equipment 
from a reliable partner. For nearly 50 
years, we’ve been providing the critical 
equipment that keeps residents safe, 
bedsheets clean and baths warm. 

Leaving you to focus on what 
matters
We know compliance checks and CQC 
audits use precious resources so we’re 
here to help you navigate them. As 
your one partner, we supply critical 
equipment that is always compliant. 
Our expert team will take care of 
servicing and paperwork, giving you 
the time to focus on what matters most, 
caring for your residents.

Keeping your care home up and 
running 
You need equipment that works as 
hard as you do. Many of our appliances 
come with remote fault diagnostics so 
we can fix issues before you even know 
something has gone wrong. We’re here 
to give you peace of mind with access to 
our team of experts 24/7. 

Partnering with us gives you:
•  Energy efficient, cutting-edge solutions
•  450 expert engineers around the 

corner whenever you need them
•  Guaranteed parts supply and fast 

engineer response

Laundry 
Reduce energy bills and your carbon 
footprint while keeping sheets virus 
free with OTEX – ideal for CQC audits.

Catering
Save time, money and energy with 
combi-ovens and energy efficient 
dishwashers, that have disinfection 
cycles to meet hygiene regulations.

Fire Safety and Security
From fire alarms and fire doors to nurse 
call systems and security solutions, we 
assess, install and maintain the equipment 
that keeps you and your residents safe. 

Heating 
Save money and guarantee hot water 
everyday with future-proof hydrogen-
ready boilers.

Air conditioning
Maintain the perfect temperature all 
year round with our robust heating and 
AC solutions.

Infection control
Protect your residents with solutions 
that kill 99.999% of viruses and bacteria 
and remove all traces of coronavirus.  

AT JLA WE UNDERSTAND RUNNING A CARE HOME IS CHALLENGING. WHETHER IT’S 

STRIVING TO PROTECT YOUR RESIDENTS OR MAKING SURE YOU’VE GOT THE RIGHT 

TEAM AROUND YOU, WE KNOW THE PRESSURE YOU’RE UNDER. 

CARING FOR YOUR 
CARE HOME

•  24/7 phone support
•  Access to regulation and compliance 

experts
•  Remote fault diagnostics on our 

connected assets
•  Accredited industry insight and 

expertise across all critical systems

Giving you peace of mind
With our unrivalled Total Care 
solution, there is no upfront cost 
for your equipment. We cover all 
breakdowns and repairs and will have 
one of our local engineers on your 
doorstep within 8 working hours. All 
for one monthly payment – with no 
surprises.

With Total Care we guarantee: 
•  Market-leading machines with no 

upfront cost
•  Inclusive breakdown cover, without 

a wear and tear clause
•  7 day call out service even on bank 

holidays
•  Engineer response within 8 working 

hours
•  No repair bills or call out charges
•  24/7 phone support
•  Annual gas safety certificate
•  One monthly payment - no surprises

We’ll take care of your critical 
equipment, so you can focus on 
caring for your residents. As your one 
partner, we’re here to make your life 
easier. Contact us to see how we can 
take care of it.

Speak to one of our experts on  
0808 239 8624 or email info@jla.com 
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JIM THOMAS, HEAD OF WORKFORCE CAPACITY AND TRANSFORMATION, SKILLS FOR 
CARE, EXPLAINS WHY INCREASING WORKFORCE CAPACITY MUST BE VITAL TO OUR 

STRATEGY RIGHT NOW. 

S
kills for Care recently 
released its new three-
year strategy, which sets out 

our direction over the coming years 
to achieve our vision: a fair and just 
society, where people can access the 
advice, care, and support they need to 
live life to the fullest.

The strategy is comprised of four 
key focus areas, one being increasing 
workforce capacity to make sure we 

STAFF
MATTERS 

Insurance you can trust, made simple.

Call for a free quote today
or visit www.phoenixsrs.co.uk

01273 977221

Phoenix Specialist Risk Solutions Ltd are authorised by the Financial Conduct Authority – FRN: 809579, as an Appointed Representative of Exchequer Risk Management Ltd – FRN – 616500

Life & Critical IllnessCare Home Insurance Commercial Insurance Business Protection

We understand that the nature of the care industry can be unpredictable. We want to make sure you’re 
covered in the face of any risk. Our industry experience means we know what types of risks you face, 

so speak to us today to discover how we can keep your business protected.

Phoenix Specialist Risk Solutions, O�ce 1, The Design Quarter, 129-130 Edward Street, Brighton, East Sussex, BN2 0JL

have the right number of people, with 
the right values and behaviours, working 
in social care now and in the future.

In the current climate, of course 
this must be embedded into our 
strategy and all the work we do to 
support the sector for those who work 
in it, and those who draw on care 
and support.

Our newly-released ‘State of the 
adult social care sector and workforce in 

England’ report tells us that for the first 
time on record the number of filled jobs 
in social care has fallen. At the same 
time vacancy rates are rising.

Vacancies decreased during the 
pandemic, but as of August 2021 are 
now back to pre-pandemic levels. Our 
data tells us there is the equivalent of 
105,000 jobs being advertised in social 
care on any given day.

This is an opportunity for the social 
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care sector to grow and bring new talent 
into our sector, and it’s an opportunity 
which we must reap.

At Skills for Care we provide a range 
of tools and resources to help support 
social care employers with recruitment.

As part of our strategy, we’ll be 
working to not only increase the 
numbers of people in the workforce, 
but making sure the right people, with 
the right behaviours and values, are 
attracted to a career in social care.  

We’ll do this by supporting employers 
with values-based recruitment; using 
our data to understand future demand 
and aid workforce planning, and 
working with Government and other 
partners to help the public better 
understand social care, increase the 
esteem in which it’s held, and ensure 
it’s seen as a career of choice. 

My advice to social care employers 
would be to start with your people 
strategy not your service strategy. 
Before you can o�er a service, you 
need to have people with the right 

Laundry and Dishwashing
solutions for Care Homes
Leading Supplier for Commercial Laundry and Dishwasher Appliances

Forbes Professional
0345 070 2335  |  info@forbes-professional.co.uk  |  www.forbes-professional.co.uk  |  since 1926

Complete Care
Forbes

  No repair bills
  No capital outlay
  Breakdown cover
  Monthly payments

0345 070 2335     |     info@forbes-professional.co.uk     |     www.forbespro.co.uk     |     since 1926

Rental, lease or purchase - Call now for a quote or to book a free survey
Forbes Professional

I’d also say look local. Retention rates 
can be improved when you hire from 
your local community. Investigate 
where you can work with others, such 
as local enterprise partnerships, to 
build your local workforce capacity.

Employers have told us that 
since March 2021 retention has 
become increasingly challenging. 
That’s why we have launched our 
#RetainToGain activity providing a 
focus on support and information to 
help you retain staff.

Our latest workforce projection 
data tells us that for the social care 
workforce to grow proportionally to 
the size of the population aged 65+, 
we’ll need almost half a million more 
jobs in social care by 2.16 million.

That’s why it’s vital that we do 
everything we can now to attract 
and retain people with the right 
skills and values to a career in social 
care, to provide the care and support 
our communities need now and in 
the future.  

jim Thomas

knowledge and skills working with 
you, so discover where and how to find 
those people.
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F
igures show more than 
twice as many people in 
the UK have dementia before 
the age of 65 than was thought. 

It’s estimated 42,000 people have young 
onset dementia (also called early onset 
dementia) – including thousands of cases 
among those in their 40s, and more than 
700 cases among those in their 30s.

On their website the Alzheimer’s 
Society confirmed something my 
colleagues and I have suspected for a 
long time – there are many more people 
with young onset dementia before the 
age of 65 than was thought. 

The figures are stark enough, but the 
most worrying thing is that for most 
people with this form of dementia, 
there is little or no access to appropriate 
care and treatment. How can we square 
the circle? Most find even getting a 
diagnosis of their condition a trial. And 
once they have a diagnosis, access to 
support is generally poor. 

The health and social care budget 
stagnated, funding is being cut and 
continuing healthcare eligibility is 
declining. Tens of thousands of people 
with primary health needs such as 
those diagnosed with early onset 
dementia have been denied due to an 
incomprehensible system.

Sadly, these were my exact same 
words I used in an opinion piece that 
was published in HuffPost back in 
October 2014. 

Since then, very few new services 
opened to accommodate this specialist 
care model. This year we’ve opened 
Marula Lodge in Surrey, a 42-bed home 
with some dedicated units for people 
with young onset dementia. 

We hope to alleviate the pain and 
challenges of those with this diagnosis 
and their relatives who have suffered 
through the lack of awareness of their 

SQUARING THE DEMENTIA CIRCLE 
CORNERSTONE HEALTHCARE GROUP CEO, JOHANN VAN ZYL, SAYS SPECIALIST 
SUPPORT IS IMPERATIVE FOR THOSE AFFECTED BY YOUNG ONSET DEMENTIA 

Johann Van Zyl 

condition and have had to battle to 
access appropriate care. 

Of course, there are a number of 
special issues around young onset 
dementia – things not associated with 
older people with the condition. 

Its complex and requires a different 
approach to care than a normal elderly 
dementia nursing home. Younger 
people for the most part like to stay 
busy, which requires purpose-designed 
buildings, long corridors, large open 
spaces, gardens to walk, specially 
trained staff and time consuming and 
expensive daily activities programmes.

So, what is the way forward?
The emphasis has to be on commissioners, 
funders, local authorities, support services 
and the care providers themselves to 
work in partnership to help people with 
young onset dementia. It’s vital we see the 
appointment of specialist commissioners 
and CHC assessors who understood 
the needs of people with this type of 
condition. They need to work towards 
appropriate placement of people with all 
types of dementia, but recognise that a 
cookie cutter solution does not exist. Each 
individual has to be assessed according to 
their needs and presentation. Complex 
care providers’ fees cannot be judged 
on the same template as a residential or 
normal nursing home.

We need funders who recognise that 
specialist treatment and care is the only 

way to deal appropriately with people 
with challenging behaviour and complex 
needs, and they need to be willing to pay 
the right price for that care.

And we need care home owners 
who are honest in their evaluation of 
potential residents and how able they 
are to provide appropriate levels of care.

Too many care homes are 
inappropriately managing people with 
neurological conditions, such as young 
onset dementia. Such care homes 
desperately lack the specialist skills to 
care appropriately for such people. In a 
bid to fill beds, they risk being complicit 
in such inappropriate care if they fail to 
recognise that they do not have such 
specialist skills and high staffing ratios.

The future for care in the UK lies in 
increased investment in the provision 
of specialist care for younger people 
with neurological conditions like early 
onset dementia, Huntington’s Disease, 
Parkinson’s Disease, etc.

Steady and on-going medical 
advances means that the prognosis for 
people who suffer from a young onset 
neurological condition is significantly 
better now than 20 years ago. But the 
result is that more and more such 
people will need specialist care. The 
issue is not going to disappear.

For sure, specialist care in a properly 
resourced service is, in the short term 
more costly. But we need to put things 
right. The long-term effects of placement 
breakdowns that lead to hospital 
admissions will be astronomical.

It is time for society and politicians 
to accept that partnerships between 
local authorities, the NHS and private 
providers are unavoidable. It is the 
only way we can ensure a better 
managed and financially secure health 
and social care system when we share 
the same aspirations.   
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A 
hospital admission for anyone, regardless of the 
level of vulnerability and particularly during a 
pandemic, is not usually associated with outstanding 
achievements in a social care setting. For a registered 

manager and the staff supporting that individual, the fear of the 
potential consequences and the dread of bad news weighs heavily on 
everyone’s shoulders.

This dread became reality in August 2021, when Alice, a resident at 
Fixby Lodge in Huddersfield became unwell. Alice is 23 years of age, has 
severe learning and physical disabilities – she is also blind. She is unable 
to communicate verbally and relies upon staff to interpret gestures and 
noises to make her needs and emotions known. As with many people in 
Alice’s position, the skill and the dedication of staff in interpreting and 
responding to people with such complex disabilities is something very 

special and generally not understood 
by people outside the sector.

Alice’s health deteriorated rapidly 
over a few hours and it became 
apparent that she was having difficulty 
breathing. The staff suspected she had 
a chest infection and therefore called 
for medical advice. A paramedic visited 
the home and Alice was subsequently 
taken into hospital with a suspected 
chest infection and possibly sepsis. She 
was reported to be gravely ill.

A single member of staff was allowed 
to accompany Alice and remain with her 
during her hospital stay. The manager 
and the team rallied to ensure Alice had 
someone with her all the time so that all 
her needs would be responded to whilst 
in the hospital. Despite comprehensive 
support plans and a hospital passport, 
the subtleties of understanding Alice 
and her complex underlying conditions 
require an in depth knowledge and 
understanding that can only be gained 
from knowing her well and learning her 
particular nuances over time. 

Back in the home, the manager 
continued to ensure the home 
remained staffed to the required 
numbers and in such a manner that the 
staff team and other people supported 
remain settled and informed about 
what was happening. The manager 
relied upon the staff at the hospital 
to pass on information relating to 
Alice – we all know how busy hospitals 
are and to obtain those updates by 
telephone from medical staff can prove 
very difficult. The manager spent 
significant amounts of time calling the 
medical staff to obtain information 
directly when it wasn’t entirely 
clear what was happening from the 
information provided to staff at the 
hospital. All this information was 

MANDI GALLAGHER, REGISTERED MANAGER OF HORIZON HEALTHCARE HOMES’ 

FIXBY LODGE IN HUDDERSFIELD SHARES BEST PRACTICE ON PROVIDING 

OUTSTANDING CARE DURING A HOSPITAL ADMISSION. 

AN OUTSTANDING HOSPITAL ADMISSION 

Mandi Gallagher
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being communicated back to Alice’s 
family who were understandably 
highly anxious, though massively 
grateful for the updates and also 
for the necessary reassurances and 
comfort the manager was providing 
them. This in itself meant the manager 
was communicating with staff and 
family 24 hours per day at the peak of 
Alice’s ill health.

The staff supporting Alice at times 
felt frustrated and alone. Supporting 
someone who is so ill and vulnerable 
on a very busy medical ward during 
a pandemic is a lonely and worrying 
experience. Staff members who are 
used to working with a very close-knit 
team who are extremely responsive 
in the care they provide felt unable to 
function in their usual way because 
of the restrictions of not having 
that team around them. To have to 
wait for a significant length of time 
to provide personal care; to ask to 
have medication administered when 
it was overdue; to intervene when 
medical staff attempted to administer 
medication orally, when in fact Alice 
receives this via a PEG; to advise 
medical staff how to use the cough 
assist and suction machine; and to 
feel like they were in the wrong for 
challenging when needed and making 
sure the care and support she received 
was safe and of the highest standard 

possible; all added to the stresses 
that the support staff were feeling 
during their long twelve hour shifts 
in the hospital. The staff members 
who supported Alice understandably 
required the constant support and 
reassurance from the manager of the 
home that they were doing the right 
thing, though as with all outstanding 
carers, the intrinsic and instinctive 
knowledge of providing the best 
possible support for the individual 
they know so well is the absolute 
confirmation they need.

The manager and the staff gave up 
their own time to ensure that Alice 
was well cared for. The manager of the 
home gave up her weekend break with 
her husband to be there to support her 
team, the family and of course Alice. 
The most subtle of things make a huge 
difference to us all as individuals. Staff 
took in extra pillows to make Alice 
comfortable and a radio as there were 
none available in the hospital.

From being gravely ill, Alice 
rallied around despite her complex 
health needs and was subsequently 
discharged after just a few days 
in hospital and some intensive IV 
antibiotic treatment. It was a massive 
relief to all, but even then there was 
work to do. Alice was discharged with 
a DNACPR in place which no one 
had knowledge of, including Alice’s 

family. There had been changes to 
her medication which hadn’t been 
communicated, and in fact Alice was 
dispensed the wrong medication from 
the hospital, and no follow up referrals 
had been made to physiotherapy, as per 
the discharge notes. It was therefore 
down to the manager and her team 
again to challenge and to rectify the 
errors that had been made, all of which 
were eventually resolved.

The point of this article is not 
to blame or complain about the 
healthcare Alice received whilst she 
was a patient in the hospital; without 
the intervention of the medical teams, 
she would very likely not be alive 
today. The aim of telling Alice’s story 
is to highlight the hard work that care 
home staff and their managers do 
every day and how the partnership 
between health and social care is 
absolutely critical in providing the 
most effective and best possible 
support to people with complex 
needs and the most vulnerable of 
those in our society. The knowledge 
and professional commitment held 
by social care staff is demonstrated 
in this one example as being at 
least equal to that of those medical 
professionals who are so acclaimed in 
the public eye. Equally, without her 
social care staff Alice would not likely 
be with us today.    
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TECH TALK     JONATHAN PAPWORTH, CO-FOUNDER & DIRECTOR, PERSON CENTRED SOFTWARE

PERSON CENTRED CO-FOUNDER AND DIRECTOR, JONATHAN PAPWORTH, EXPLAINS 
HOW TECHNOLOGY CAN HELP DRAMATICALLY REDUCE CARE HOME FALLS. 

S
tudies involving care homes 
monitoring fluid levels have 
shown that monitoring personal 

fluid levels can lead to a 33% reduction 
in falls. This is backed up by the East of 
England Ambulance Service whose clinical 
lead said: “Falls related calls make up a 
large percentage (17-18%) of the incidents 
we attend every day. We regularly see 
dehydration as a contributory factor in our 
elderly patients who have fallen; common 
complications include low blood pressure, 
weakness and dizziness, all of which can 
increase the risk of falls”.

Monitoring fluid levels historically 
was performed by a daily fluid chart, but 
this is normally highly inaccurate, but 
also too late to help. Digital care systems 
can monitor fluid levels all the time, and 

highlight to carers anyone whose fluid 
intake is below the norm so that immediate 
action can be taken to rectify the issue. In 
addition, there are innovative solutions 
like Jelly Drops which help elderly people 
self-hydrate when their natural responses 
to thirst are less e�ective.

There are also some emerging 
technologies that help care providers 
manage falls risks better, one of these is 

using Benchmarking to compare risks 
across the sector against a particular 
demographic, which can help to ensure 
the investment processes to manage falls 
is appropriate. There is also automated 
guidance based on Artificial Intelligence 
where the digital evidence of care can 
be used to predict the likelihood of a 
fall for any particular individual so that 
preventive measures can be put in place. 
Whilst this might seem impossible 
to some people, academic research 
has shown that a particular algorithm 
achieved an 87% accuracy at predicting 
a fall within the next two weeks. Armed 
with this information, a care provider 
will be able to adjust care routines and 
practices for each individual to minimise 
the probability of fall.  

TECHNOLOGY IS KEY IN FALLS PREVENTION

Jonathan Papworth  



Policies & Procedures

Helping to deliver
outstanding care
Policies and Procedures underpin the management and quality of the 
care you and your staff deliver. Keeping this documentation accurate 
and up to date is critical for regulatory compliance and inspection.

Access Policies & Procedures, our newest solution, supports every 
aspect of your care management. Accessible, digestible and always up to 
date policies and procedures. Delivered in an intuitive browser based 
app, ensuring continuous compliance.

•  Comprehensive   •  Easily personalised 

•  Regularly updated    •  Written by experts

All our software including Access Policies & Procedures 
are  available to implement together or one at a time via  
Access Workspace for Care – the integrated home for 
all your care software.

To find out more or book a demo please visit: 

www.theaccessgroup.com/hscpolicies
or call us on 01206 322575
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J
ames set up Vida 
Healthcare with his 
father, Chris, in 2010 
with a view to developing 

pioneering care homes for people 
living with dementia  after recognising 
that the care sector was not meeting 
the increasing demand for specialist 
dementia facilities.

Since then, Vida Healthcare has 
gone from strength to strength and 
now boasts two Outstanding rated 
care homes – Vida Grange and Vida 
Hall in Harrogate. 

A third state of the art care home, 
Vida Court, is due to open this month. 

“We have been working on Vida 
Court for three years since the design 
stage,” James told us. 

“We design, develop and operate. 
That’s our USP. We only offer care 
to those people who are living with 
dementia. We know that there are a 

lot of things we can do, starting from 
good design, all the way to our ethos 
of care where we train frontline 
staff to deliver and interact with the 
residents.”

James told CHP that, despite 
COVID-19, the development of Vida 
Court, which provides 100 beds and 
features a 12-seater cinema, hair 
salon, convenience store and coffee 
shop, had gone very smoothly. 

“Right at the start of COVID 
concrete suppliers were not coming 
out but we managed to get the last 
supplies to pour the slab and once 
that was in we were off, and all the 
other trades could come in and start 
building,” James explained. 

“Each time you do it you learn more 
so this time it felt a bit more relaxed. 
We were a bit more in control of the 
melee of opening a care home.”

When it opens, Vida Court will 

take the care provider’s capacity to  
300 beds. 

“Each of the homes is very large 
because of economies of scale and the 
way we designed them,” James said. 

Each is split into different houses in 
order to cater for a range of individual 
care and personal needs. 

“Vida Court is a large building but 
has eight individual self-contained 
care homes within it,” James 
explained. 

“That allows us to offer a range of 
care options as people’s needs change 
on their journey with dementia.”

Each of the houses has the same 
layout, facilities and artwork in order 
to minimise any anxiety caused by 
transfer to another part of the home. 

“That has a really positive impact 
on the health and well-being of 
everyone, including families,”  
James noted. 

Vida Healthcare’s Vida Grange

Vida Healthcare care homes 

Care home  Beds CQC rating Opened 

Vida Court 100 Yet to be inspected Nov 2021

Vida Grange 124 Outstanding 2016

Vida Hall 70 Outstanding 2013
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“We look after the families and 
acknowledge they are going through a 
distressing journey of having to make 
the decision to place their loved one 
in a care home. 

“We have tried, since the start, to 
change the stereotype of being put 
into a care home. We build these 
modern, state of the art buildings that 
are first and foremost a homely home 
that offers all the services you would 
expect, and more. We encourage 
residents to personalise everything 
but it just so happens that we also 
provide care with very different skill 
sets and levels.”

Vida Healthcare’s houses range 
in size from 10 to 20 beds across its 
three care homes. Vida Court and 
Vida Grange both operate eight 
houses with four houses provided in 
Vida Hall. 

“You can do a lot with build and 
design that enhances people’s 
lifestyle and well-being,” James said. 

“The general ethos of our design is 
to create an environment that allows 
residents that in other environments 
may be restricted to have freedom, 
while staying safe. 

“We create a home with lots of 
destinations for residents to go to 

are standard within the homes, James 
stressed that Vida’s care ethos is 
based on the premise that what works 
for one person may not work for 
someone else. 

“We need to tailor people’s day to 
day living to what works for them,” 
James explained. 

“We do that on a daily basis because 
people change as they progress on 
their journey. That’s when the skills of 
the staff come in as well as the training 
that we offer. We need to understand 
people’s needs and interpret them 
in the right way to be able to create 
happiness. It is not an exact science. 
Our approach and attitude to what we 
do is without ego.” 

James stressed the real 
personalisation in care comes in a 
resident’s care plan. 

“That is an unbelievably 
undervalued skill set,” James said. 

“Writing an amazing care plan and 
adapting it on a daily basis is key 
to that resident having great care. 
It is all about the care plan. It’s not 
just about care. It’s not just about 
their favourite newspaper and when 
they want it delivered. It’s about 
lifestyle changes such as what kind 
of music they like and do they prefer  

that allow them to be fulfilled and 
stimulated as opposed to creating 
locked areas.”

Each of the homes is designed 
with a continuous hallway to allow 
residents to walk freely and avoid any 
anxiety caused by feeling closed in. 

“You create a circular walkway on 
which you have your bedrooms and 
your destinations such as lounges 
and dining areas and all our sensory 
pods,” James said. “It keeps people 
actively distracted.

“The CQC have their minimum 
standards but we don’t want to build 
to a minimum standard. We are 
building homes that are spacious. 
The bedrooms are large and more like 
a suite. Every room has an en-suite 
shower room and toilet. We try and 
promote independent living for as 
long as possible.”

In terms of signage, Vida seeks to 
strike a balance between retaining 
people’s dignity and making families 
feel comfortable in homes that are 
comfortable and not too ‘creche like’. 

For example, each toilet door in 
the homes is painted yellow so that 
residents find it easy to orientate 
themselves. 

While some design specifications 

A bedroom in Vida Court
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being alone?” 
Each of the houses caters for people 

with different personalities as well as 
different care needs. 

“We have houses that are more 
social,” James explained. 

“We have houses where people like 
to be quieter. When we admit people 
to our care home we will assess 
their needs and decide which house 
their personality will be suitable 
for. If it doesn’t work then we will 
liaise with the families and look at 
moving them.”

The care home provider is currently 
conducting research with University 
College London in monitoring 
people’s brain activity to measure 
their responses while listening 
to music. 

“It’s really exciting research 
because we have a lot of residents who 
struggle to communicate so when 
families come in they don’t know if 
they are doing the right or the wrong 
thing but we can start to tell whether 

that’s the case,” James told us. 
“We try to be innovative and 

creative and challenge what we do all 
the time. Our homes are Outstanding 
really because of that.”

Vida uses Amazon Alexa across 
its homes to offer residents instant 
access to music of their choice. 

“We are in a time now where we 
are blessed with technology that 
can help people and everything is so 
immediate,” James said. 

“If someone is presenting with 
complex behaviours we need fast 
resolutions. If we know someone likes 
jazz we can put that on immediately 
and see how it works.”

Vida’s household model is also 
able to cater for varying levels of 
care needs. 

Vida Grange, for example, has two 
houses for people under 65 who are 
living with dementia. 

“We found that some younger 
people living with dementia are 
really active and others are quite 

serene so we opened up two houses 
and split those so that they can offer 
similar types of care to people whose 
personalities are very different,” 
James told CHP. 

Additionally, Vida Grange operates 
six nurse led houses where people can 
be placed in terms of their personality 
and environment, as well as two 
residential care houses. 

Care is provided generally on a 2:1 
or 3:1 basis with 1:1 care also offered 
on a temporary basis for people 
needing more focused attention. 

Vida Healthcare operates on a flat 
fee basis for both private and publicly 
funded residents. 

“I have a policy where it doesn’t 
matter who funds the resident, the 
price is the same,” James stressed. 

“The cost of care is the cost of care. 
What I don’t accept is private fee 
payers effectively subsidising local 
authority fee payers.”

Having initially operated with a 
25:75 public: private fee payer mix, 
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Vida Healthcare has managed to buck 
the overall sector trend by increasing 
its proportion of publicly funded fee 
payers to 55%. 

“The reason for that is because 
the acute sector in particular has 
recognised that we will look after 
people that need to leave them because 
the way they present with their 
dementia is so complex a standard 
care home cannot accommodate their 
needs,” James explained. 

“People have recognised that we are 
providing a niche service for complex 
dementia needs. 

“I am really proud of taking 
young people who are supposedly 
complex and putting them in the 
right environment with the right care 
package that they deserve, so that 
all of a sudden they are not complex 
anymore.”

With Vida Healthcare charging fees 
of between £1,500 and £2,000 per 
week, CHP asked James how willing 
local authorities are to pay fees at  
this level. 

“They have to pay them,” James 
answered. 

“They have to go to panel to ask for 

the authority but it’s very rare that 
we get declined. We don’t break even 
until 75-80% occupancy. It’s not easy. 

“There’s sometimes an attitude 
from commissioners that our fee 
levels are outrageous. They ask ‘how 
can you charge that?’ I am very happy 
for them to come around and look at 
the finances with me. 

“There is a real misunderstanding 
between the perception of social care 
and how much it will cost. That’s why 
the government funding announced 
in September is very welcome 
although it’s unfortunate that social 
care will receive very little of it for the 
first three years with the NHS taking 
precedence.

“The government prioritises the 
NHS way above us. We have been 
lobbying for years for extra financing. 
Take aside all of the NI and the tax 
increase issues and whether you 
agree with that, we now have up to 
£12bn a year into the sector which 
is a result. It’s just a bit depressing 
that it is going towards unblocking 
the backlog at the NHS over the next 
three years.” 

James highlighted that the NI hike 

on businesses would mean he would 
be paying an extra £70,000 in tax for 
little in return. “It’s like a hidden tax 
that we are not benefiting from at 
this moment in time so that’s what 
I would like to fight for a little bit 
more,” he told us. 

The MD said that while the 
government had made mistakes 
during the pandemic, the extra 
funding it had provided was  
“very welcome”. 

“Of course we can criticise their 
response at the start but this 
pandemic took the world by surprise 
and it is very easy to criticise and 
politicise this process,” James said.
“I would challenge any government to 
not struggle in that environment.” 

The managing director said 
Vida Healthcare’s bank partner, 
Yorkshire Bank, had been “nothing 
but supportive” throughout the 
pandemic, adding care home 
development activity had remained 
healthy in the North Yorkshire area. 

James highlighted recruitment 
as the “biggest test” for the sector  
going forward. 
“Recruitment was previously about 
managing natural churn of staff 
but what we are seeing now is the 
replacement of staff becoming more 
difficult,” James said. 

The care home provider has 
launched its own training platform, 
Vida Academy to support its 
workforce. 

The Academy supports all staff, 
from new starters right through to 
senior managers, to learn and develop 
in their role. 

Starting with an induction 
programme for new starters, the 
programme works through the Care 
Certificate and mandatory modules 
to provide specialist training courses 
and apprenticeships from Level 2 to 
Level 6. “We’ve got a range of trainers 
that work with us to develop people’s 
skill sets,” James explained. 

“We are a specialist dementia care 
provider so we should have specialist 
training and that’s what we do.

“We look after our people and have 

A coffee bar in Vida Court
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so many examples of people who are 
developing really good careers with 
us. It’s something I’m really proud of 
because care should be classed as a 
career and hopefully that will entice 
people to come and work with us.” 

The MD said Vida was thinking 
of creative ways of enticing staff 
through incentive packages as well as 
creating career paths. 

“People go into care for all the 
right reasons but we want to develop 
those people,” James said. “It’s really 
important for us to have a longevity of 
staff staying with us because it’s good 
for residents and their familiarity, 
and we don’t want a high turnover.

“My goal is to employ 15 more staff 
than we actually need on a day-to-day 
basis to create a comfort blanket.” 

The care home provider’s turnover 
is well below the industry average 
currently at around 10%. 

“When people leave us it tends to 
be because they’re starting a family or 
their family dynamics have changed,” 
James noted. 

James said being a family business 
that paid well made Vida an  
attractive employer. 

“We’re not a big corporate machine 
and therefore there’s very little 
bureaucracy so things happen and we 
react and we listen to staff,” James 
explained. “We’ve always said if staff 
can put recommendations forward 
that will help and assist the residents’ 
lives and if they can justify it both in 
terms of need and financially then 
we’ll do it.” 

Being renowned for providing 
Outstanding care and offering state of 
the art facilities proves a strong draw 
to the local workforce. James is also 
fiercely proud of Vida being a values 
driven business. “Our values are very 
important for people and that refers 
to staff, residents and families, and 
everyone involved,” James said. “How 
we operate is all about kindness.”

The provider pays its staff well 
above the Real Living Wage as well 
as offering weekend and other 
enhancements, including a 20% 
overtime bonus. Vida also operates a 

bus pick up and drop off service for 
staff to access its new home, Vida 
Court, which is located in a two-
mile radius of its other homes. As we 
approach the deadline for mandatory 
COVID vaccination this month, CHP 
was keen to hear the MD’s views on 
the issue. 

“We started off with probably 
around a 30% refusal rate so what 
we decided to do over the period was 
to inform and educate people and 
try and do that in different ways,”  
James noted. 

The care home provider held 
webinars led by experts and a Q&A 
session designed to address staff ’s 
concerns. 

The business has also developed an 
in-house staff app called ‘Team Talk’ 
as a way of communicating with the 
staff in the most effective way. 

As a result, Vida has seen take up of 
the vaccine move from 70% to 96%. 

“I’ve no idea why they did not 
mandate it for the NHS as well and 
we have lost a few people because of 
that,” James said. 

“It’s been quite an emotional 
journey. We are left now with those 
people that are very genuinely scared 
or concerned or have genuine issues 
and as a result of that they’re going to 
lose their career, now that’s tough.

“Then we’ve got to protect our 
residents so it’s a tough decision 
to have to make. Overall I do agree 
with it. If you’re working in frontline 
healthcare you should have the 
vaccine. The staff have been amazing 
throughout the pandemic. I’ve had 
the easy bit which is trying to run the 
business in the background but the 
frontline carers, I can’t imagine what 
they have gone through.” 

The care home provider has 
introduced counselling and group 
sessions to support staff who have 
been suffering from burnout. 

“I think certain people may still be 
suffering from the negative effects of 
the pandemic,” James said.

Looking ahead, James said his 
vision was to take Vida’s unique and 
innovative model and scale it up to 

reach a larger geographic area. 
“At the moment we’re clustered 

into a two mile radius with 300 
beds but we have a proven model 
that is scalable and we’re looking at 
opportunities to expand nationally,” 
James explained. “As a national 
centre of excellence for dementia care 
and one of the UK’s leading providers, 
we’re committed to supporting 
research and development in order 
to continually improve dementia care 
in the UK. This comes in many forms 
from new thinking and ideas from 
staff, partnering with universities 
to coordinate student placements, 
and participating in research 
programmes. We’re currently 
working with UCL on some really 
exciting research which could have 
significant impacts on dementia care. 
We are also continuing to invest in our 
training platform, Vida Academy, to 
ensure its ongoing expansion so that 
we can support staff and carers with 
career development and progression 
opportunities, and our residents 
through outstanding care provision. 
This supports our goal of changing 
the perception and stereotype of care 
homes from a place where you end 
up, to a home with specialist care  
and facilities.”

Vida Healthcare achieved BILD-
ACT accreditation in September 2021 
to deliver Positive Intervention In 
Dementia Care (PIDC) to all its staff. 
This training promotes best practice 
using de-escalation techniques and 
safe interventions during periods 
of behavioural and psychological 
symptoms of dementia in a dignified 
and respectful way.

James added: “Social care is an 
essential part of our society and 
has gained traction in terms of 
recognition by the government and 
general public, particularly during 
the pandemic. At Vida we’re planning 
to capitalise on this momentum to 
ensure our sector is seen to be on a 
par with the NHS, and receives the 
support and recognition  it requires 
to continue protecting vulnerable 
people successfully.”  
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AT A TIME OF SIGNIFICANT CHANGE IN THE WAY THE CARE SECTOR OPERATES, 

INNOVATION IS NEEDED MORE THAN EVER BEFORE, FROM TECHNOLOGY AND 

PHYSICAL ENVIRONMENT DESIGN TO THE WAY IN WHICH WE DELIVER CARE AND 

ENGAGE STAFF. FOUNDER, ED MOORE, SHARES HOW INNOVATION HAS BEEN AT THE 

HEART OF THE AMBITION OF ONE OF THE FASTEST GROWING CARE GROUPS IN THE 

UK – ANAVO GROUP. 

BUILDING FOR THE FUTURE

Ed Moore

Construction of Whitchurch care home in Shropshire is expected to start this year
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I
n only 12 months, Anavo has 
successfully expanded its 
portfolio to 10 operating homes 
with 500 residents and 700 staff, 

whilst also progressing an ambitious 
development pipeline of new build 
homes across the UK. Planning 
permissions have been secured for 
four new homes due for completion in 
late 2022/early 2023 which will add a 
further 278 beds to their operations, 
and an additional two schemes are now 
in the pre-planning stage.

Ed Moore, co-founder of Anavo, told 
CHP: “Tom Brookes, Jamie Braganza 
and I started Anavo with a vision to do 
things differently. Moving into a care 
home is often seen as a last resort. I 
remember visiting my grandma some 
years back, and thinking how soulless, 
sterile, clinical and impersonal the 
home environment felt. Walking 
through the long corridors I can only 
imagine how daunting the experience 
must have been for her, having to leave 
her own home and move to a place that 
felt very much like a hospital. Even 
today, many families feel so guilty 
because they can no longer look after 
their loved one.”

Anavo’s commitment is to change the 
narrative, to take away the stigma of 
ageing and preconceptions about living 
in a care home. Although the sector has 

moved far from echoing corridors and 
sterile environments, there is still a 
way to go to make living in a care home 
an energising experience for everyone 
involved that can be seen as a further 
fulfilling chapter in someone’s life.

Ed added: “Our commitment is 
to make homes vibrant and lively, 
where everyone – residents and staff 
can continue to find purpose. In 
our new built homes, the household 
model creating groups of 8 – 10 
residents with similar interests who 
share communal spaces will feel like 
a family. The eco-friendly designs 
include functional spaces for the 
whole family unit with children’s 
playgrounds, libraries, a café and 
outdoor garden allotments to 
provide more opportunities for 
social interaction and fun. Our aim 
is to create a place where people 
actually enjoy spending time, offering 
amenities that provide a real benefit 
to residents and don’t just tick boxes.” 

International partnerships
In care homes for older people, an 
outcome focused clinical model can 
be less well-defined than in other 
healthcare sectors. A rigorous focus 
on sustainable innovation has driven 
Anavo’s commitment to identify what 
the care model will look like, with the 

sole purpose of making life measurably 
better for the residents. 

Ed commented: “We have built a good 
relationship with care home innovators 
across the world and carried out our own 
research into what makes the biggest 
impact on quality of life for people living 
in care home settings. Anavo’s model 
has seven strands, based on the latest 
international research. With a sense of 
positivity, contribution and purpose in 
a well-designed environment through 
the architectural layout to the interior 
design, we can promote independence 
and help people feel calmer and build 
meaningful connections. 

Leadership with vision
The senior management team of Anavo 
has expertise in delivering radical 
transformational programmes, driving 
innovation to achieve outstanding 
quality of care. In spring 2021, Anavo 
took on the running of seven homes 
in need of quality, operational and 
financial transformation to improve 
their performance and sustainability 
for the future. With powerful guidance 
and proactive management, the 
operations team successfully improved 
the home’s overall quality rating and 
90% are now categorised as ‘Good’. 

Ed said: “Our focus is on developing 
effective quality monitoring 

Construction of Whitchurch care home in Shropshire is expected to start this year
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frameworks that enable us deliver 
transparent and responsive care and 
reporting. In just three months, we 
successfully improved operations 
of two homes and their regulatory 
ratings.”  

The team has worked closely with 
the homes to embed new, innovative 
ways of working to keep residents 
and staff safe during the pandemic, to 
streamline policies and procedures to 
protect residents, staff and the business 
from preventable risks, and to create 
platforms to celebrate milestones 
and achievements. Putting in practice 
tools such as the Managers’ Five 
Point Toolkit, developed by Lorraine 
Lee, Anavo’s Director of Operations, 
Quality & Governance, has helped to 
achieve this. The Toolkit ensures the 
foundations of good care within the 
home are covered and includes daily 
staff meetings, walk arounds in the 
home by the manager, a ‘resident of the 
day’ and ‘employee of the day’ focus to 
review notes, progress and ensure all 
staff are fully up to date with training 
and supervision. 

Anavo has empowered home 
managers and care teams to steer the 
quality transformation programme, 
and engender a sense of ownership and 
pride in day-to-day tasks. The team is 
committed to keeping staff aligned to 
the company ethos so that the very best 
outcomes for residents can be achieved.

Digital revolution
During these extraordinary times, 
embedding technology in care homes 
has been pushed to the forefront of 
the strategy for every care operator. 
Technology, such as direct ‘in-room’ 
video call software has been crucial in 
keeping people virtually connected to 
their friends and families – an absolute 
lifeline when visits are not permitted.

Anavo aims to take the use 
of technology further. Ed said: 
“Technology is often used to improve 
efficiency. Our aim is to use technology 
to significantly improve quality of life 
by providing us with data to monitor 
and predict people’s health trends. This 
could be via biometric wearables that 

monitor oxygen saturation, respiration 
rate and sleep quality, which in turn 
can help predict early signs of illness 
and other potential challenges such 
as heightened fall risk. Mechanisms 
such as night-time acoustic monitoring 
can ensure residents are safer. Our 
Canadian operating partner AgeCare 
has been using many of these initiatives 
for a number of years and this allows us 
to adopt the most impactful technology 
when assessing the operating model for 
both our current and future homes.”

Staff wellbeing at the heart of 
Anavo’s strategy
The COVID-19 pandemic has taken 
its toll on people working across 
the health and care sectors. In 2021 
Anavo launched an extensive staff 
engagement strategy to recognise 
this impact and ensure that everyone 
is supported, and their efforts are 
recognised and appreciated. Ed said: 
“With Anavo’s flat senior management 
team hierarchy, working closely with 
staff, we can make decisions and 
changes quickly, informed by people’s 
feedback. Recently, we trialled a 
Mental Health First Aid training 
programme which was so positively 
received that we are building a whole 
package specially designed for Anavo. 
We have introduced several initiatives 
to get to know our people better so we 
can continue this dialogue. We created 
a grant fund for staff for personal 

projects outside of work, set up regular 
open conversations for any member of 
staff with the Management Team and 
launched an employee appreciation 
week to recognise the enormous 
dedication of every member of staff. 

Conclusion
The care sector has been hit hard during 
the pandemic, forcing every provider to 
change the way it operates. With over 
850,000 people in the UK currently 
living with dementia and the number 
predicted to rise rapidly, the time is right 
to continue to innovate care provision 
in the UK and Anavo is committed 
to grasping the opportunity to bring 
transformation to our residents’ lives.  

About the author
Ed has over 12 years’ experience in the 
UK Real Estate sector and has worked 
on numerous development projects 
during his time at BNP Paribas Real 
Estate and the Royal Bank of Scotland 
from 2007 - 2014. In 2014, Ed moved 
to Tellon Capital, an Israeli backed 
Family Office where he oversaw the 
acquisition and development of over 
£300m of multi-sector UK commercial 
property. Projects included the £120m 
(GDV) redevelopment of the Bargate 
Shopping Centre in Southampton; the 
redevelopment of a 36,000 sq ft prime 
office building in the City of London; 
and a 30,000+ sq ft 46 unit Senior Living 
scheme in Solihull.

Artist’s impression of Whitchurch care home in Shropshire
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C
HP: First, perhaps you 
could clarify exactly 
what Wippet is and 
what a marketplace is? 

Matt Oxley: Consumer marketplaces 
have been around for years and 
many people may not know them as 
‘marketplaces’ as such - but more by 
their brand names. In the simplest 
terms, they are websites where 
multiple sellers can sell to multiple 
buyers online. Sometimes they’re 
for complex things like insurance 
with companies like Compare the 
Market or Confused.com or there 
are marketplaces for more everyday 
things like Deliveroo for food or the 
ASOS marketplace for fashion.

sell everything, so you can manage a 
massively diverse range of suppliers 
in one transaction, with just one login, 
one password and one invoice per 
order - no matter how many suppliers 
you’re buying from. 

Furthermore, all suppliers on 
Wippet must go through Wippet’s due 
diligence checks prior to being listed, 
providing the assurance to customers 
that they are buying from known and 
trusted supplier brands.

You’d struggle to find me a care 
provider who would not benefit 
enormously from the efficiency of 
using Wippet. We’ve invested heavily 
in the complex technology of the 
platform to make using and buying 
from Wippet simple. It works for the 
smallest independent care providers 
up to the biggest. By Christmas this 
year even the largest groups will 
be able to use Wippet for all their 
procurement needs - including 
sourcing and running tenders. 

CHP: It sounds great - but also 
expensive – what’s the catch?
MO: Well, the good news is that it 
is free to the customer. There’s no 
catch. They do not have to pay a 
penny to access Wippet and all its 
benefits. The operating model is like a 
shopping centre, we charge suppliers 
a monthly fee, like rent, to be on the 
site. And because we’re managing 
the transactions centrally, there’s a 
small transaction fee we charge to the 
suppliers too.

WIPPET – THE HEALTHCARE MARKETPLACE – IS A NEW COMPANY THAT LAUNCHED 

AT THE CARE SHOW IN OCTOBER WITH AN AMBITION TO TRANSFORM THE WAY 

GOODS AND SERVICES ARE PURCHASED IN THE CARE SECTOR. WE TOOK THE 

OPPORTUNITY TO ASK MATT OXLEY, CEO OF WIPPET, WHAT IT’S ALL ABOUT AND 

HOW IT’S GOING TO AFFECT THIS TRANSFORMATION IN OUR BIG INTERVIEW.

MAKING BUYING IN 
HEALTHCARE SIMPLE

Wippet is taking the same principal 
and bringing it to the care sector to 
make buying everything a care provider 
needs quicker, easier, simpler.

CHP: But most providers to the 
healthcare sector are already 
selling online, aren’t they?
MO: Yes, many suppliers to the care 
sector have ecommerce platforms 
and that’s great. We’re not trying to 
compete with these platforms - we’re 
simply providing another channel 
for these suppliers to sell the same 
goods. The difference is Wippet will 
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CHP: What’s the response been 
like from suppliers, aren’t they 
worried about pricing wars and a 
race to the bottom?
MO: The response from suppliers 
has been excellent. In fact, some of 
the biggest suppliers to the sector 
are already subscribed to Wippet, 
including Care Shop, Renray 
Healthcare, Medline, Star Linen and 
many more. When we launched at 
the Care Show there were as many 
suppliers enquiring about Wippet 
as there were customers - we were 
rushed off our feet! And we’re adding 
new suppliers almost daily. There 
are food suppliers who are lining up 
to join too, however, the global and 
national supply chain problems have 
made that process take a little longer 
than any of us would have liked. All 
being well by the New Year we’ll be 
able to provide food via Wippet in 
addition to our current huge range  
of products.

CHP: Does Wippet help in that 
regard, when supply chains fail?
MO: We hope so, yes. It would certainly 
be quicker and easier to find alternate 
solutions when your supply chain 
is interrupted by simply searching 
for products on one website without 
having to find the suppliers first, so 
certainly Wippet makes the process of 
buying much more agile. 

CHP: Who is behind Wippet?
MO: The team is already growing 
fast. At the beginning of this year, I 
founded Wippet with two partners; 
John Barrowcliffe, our Commercial 
and Ops Director, who has a career 
in buying and building complex 
ecommerce platforms for the likes of 
Barclays, John Lewis and Harrods; 
and David Meikle, our Sales and 
Marketing Director, who has spent 
30 years in advertising and marketing 

for some of the world’s biggest ad 
agencies like WPP.

CHP: So, what happens next?
MO: Wippet has only just begun - we 
are taking on more customers and 
more suppliers daily, and we have a 
pipeline of platform developments 
to deliver over the coming year 
that will truly transform the sector.

For instance, we know that 
whether you’re running one 
home or 100, knowing and tracking 
what you spend is the first step to 
controlling your finances. We’re 
conscious that many of the mid-sized 
care groups haven’t got the time or 
resources to analyse what they are 
spending and with whom. Therefore, 
we’re currently developing a buyers’ 
dashboard that will put the buying 
data at our customers’ fingertips 
- automatically producing buying 
analyses that would otherwise takes 
days to collate. One of the great 
things about Wippet is that the more 
customers use it the more value we 
can provide them with via this level 
of information.

CHP: What else is coming down 
the line?
MO: We’re actually asking our 
customers that question! We want to 
know from them what is going to have 
the greatest positive impact on them 
and their care services. 

There are straightforward things 
like being able to subscribe to the 
regular delivery of disposable items, 
but the most exciting will be the 
purchase-to-pay functionality we’re 
developing. By the New Year the very 
biggest care providers will be able to 
run their entire procurement function 
through Wippet.

Normally it costs thousands and 
takes months and months for a large 
organisation to get a purchase-to-pay 

system 
- we can do 
it for free in a matter of days. That’s 
what Wippet’s technology is all about 
- making yesterday’s problems quicker, 
easier and cheaper to deal with today.

CHP: And how did you get 
started, do you have investors?
MO: Yes, we knew we needed 
investment capital to do this properly, 
to get the technology and the people we 
needed to make Wippet a success. We 
started out talking to Clipper Plc last 
December. I’d met Clipper when they 
were awarded the PPE distribution 
contract for the NHS last year, and knew 
they had a strategic interest in moving 
into life sciences.  However, none of us 
had anticipated they would like the idea 
so much that they’d buy the company.

CHP: You mean you’ve already 
sold Wippet?
MO: Yes, we sold to Clipper pre-
revenue in May this year and we 
only started working on the project 
last October. John, David and I are 
all staying on, of course, not only to 
deliver the business plan, but because 
we’re all so personally invested in 
seeing what Wippet can do to make 
the lives of people working in the 
care sector better. Clipper provided 
a valuable investment fund which 
has allowed us to access the best tech 
available and source great talent in 
the team, too.

Care providers and suppliers 
can all find out more by going to  
www.wippet.com   

WE ARE TAKING ON MORE CUSTOMERS AND MORE 
SUPPLIERS DAILY, AND WE HAVE A PIPELINE OF 

PLATFORM DEVELOPMENTS TO DELIVER OVER THE 
COMING YEAR THAT WILL TRANSFORM THE SECTOR”



T
he winners of the 2021 
Leaders in Care Awards 
were revealed last month 
during a gala dinner and 

awards ceremony. 
Fourteen awards were presented to 

the sector’s finest during a memorable 
evening of celebration hosted by Care 
Friends founder, Neil Eastwood, and 
CHP and HCI editors, Lee Peart and 
Sarah Clarke.

Registered managers, owners and 
directors were out in force at the 
event, along with the industry’s leading 

suppliers and chief executives from 
UK social care organisations.

The event would not have been 
possible without our headline 
sponsor Radar Healthcare and 
category sponsors: apetito, Beaucare, 
CarePlanner CoolCare, Fulcrum Care, 
NDGAI and ThirdAge.Design. 

The awards celebrated the 
achievements of residential and 
domiciliary care providers in the UK 
and the suppliers that serve them. 

Our winners were chosen from a list 
of worthy finalist by our prestigious 

judging panel of Professor Martin 
Green OBE, CEO of Care England, 
Nadra Ahmed OBE, chairman of the 
National Care Association, Kathryn 
Smith, CEO of Social Care Institute for 
Excellence, Vic Rayner OBE, CEO of 
the National Care Forum and Dr Jane 
Townson, CEO of the UK Homecare 
Association. 

During a joyous night, The 
Stronger Together Choir provided 
entertainment with a rousing 
performance of their Care Sector’s Got 
Talent winning song. 

SECTOR CELEBRATES 2021 
LEADERS IN CARE AWARDS 

More than 320 residential and domiciliary care leaders and frontline workers came 
together for a night of celebration at the National Conference Centre in Birmingham 

for the Care Home Professional (CHP) and Home Care Insight (HCI)  
2021 Leaders in Care Awards.
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CONGRATULATIONS TO 
ALL THE WINNERS

SPONSORED BY

For information on next years’ event contact Josh Waddell
020 3176 5458 | josh.waddell@itppromedia.com



• Ann Aubrey, Gables 
Residential Home

• Kier Dungo, 
Buckingham House 
Care Home, Maria 
Mallaband Care 
Group

• Heather Choat, 
Halstead Hall, Stow 
Healthcare

Finalists

This award recognises the 

homes combining the highest 

standards of dementia friendly 

design and luxury facilities, 

while also maximising infection 

control in a COVID environment. 

Richmond Villages Willaston 

champions community living for 

those with dementia, supporting 

them to live well with the 

condition while retaining their 

CARE HOME REGISTERED MANAGER OF THE YEAR 

CARE HOME DESIGN OF THE YEAR 

LAURA SIMPSON, WELLBURN CARE HOMES

RICHMOND VILLAGES – BUPA 

In early 2020, despite Laura and 

her staff’s best efforts, Eighton 

Lodge became the first care 

home in the Wellburn group to 

have positive cases of COVID 

amongst its residents. Laura 

showed tremendous leadership 

to her team and commitment 

to the home and residents, 

liaising with the local authority, 

hospitals and family members, 

consistently reassuring both 

residents and staff.

• Mornington Court 
– Cinnamon Care 
Collection

• Savista Developments & 
Hallmark Care Homes – 
Hutton View

• Summerlands Care 
Home

• Vida Healthcare – Vida 
Court

Finalists

Although Laura received 

support from Head Office and 

the Senior Operations team, 

she made sure she was at the 

forefront of the operation of 

the home. 

Comforting family members 

and residents undoubtedly 

became a crucial part of her 

role, keeping staff, residents 

and their loved ones connected 

whilst being transparent of the 

implications of COVID, and the 

processes involved in isolating 

the home, ensuring each party 

was aware of the situation. Laura 

went above and beyond to show 

her dedication, without any 

question or sign of fear herself. 

She slept at the home for several 

weeks to ensure someone was 

always on hand to assist with 

residents.

On receiving her award 

presented by Fulcrum Care, 

Laura told CHP: “I am shocked 

but really pleased. I could not 

have done it without everyone at 

Wellburn Care Homes.”

independence.

It brings residents together 

to live in small households, 

where they are encouraged to 

continue day-to-day activities in 

a safe and social environment. 

This shared-living approach 

addresses the challenges of 

loneliness and isolation which 

remain prevalent amongst 

people with dementia.

It is based on the Dutch 

‘household’ care model. A new 

concept for the UK market, the 

model is redefining dementia 

care and creating an alternative 

to the traditional care home 

format, giving residents and 

families a choice, to find the 

care that’s best for them.

The village was designed by 

dementia specialists across 

Bupa and Richmond Villages, 

and in partnership with experts 

from the University of Stirling. 

Bupa’s team also visited 

‘household’ retirement villages 

in the Netherlands to experience 

the concept first-hand..

SPONSORED BY 
FULCRUM CARE 

SPONSORED BY 
THIRDAGEDESIGN 

CARE HOME PROFESSIONAL | November 202132

LEADERS IN CARE AWARDS 2021



     LEADERS IN CARE AWARDS 2021

November 2021 | CARE HOME PROFESSIONAL 33



• Majesticare – 
Continue Being Me

• Signature Senior 
Lifestyle – 
Knickerbocker Glory 
Challenge

• Stow Healthcare – 
Maple Memory Centre ~

• Wellburn Care Homes 
– We Care Badge

Finalists

Established in 1997, Hallmark 

Care Homes is an industry-

leading, financially stable 

care home group. It provides 

residential, nursing and 

dementia care to over 1,000 

residents across 19 locations UK 

wide and currently has three 

homes rated outstanding by the 

Care Quality Care Commission.

The group currently employs 

over 2,150 people who are 

supported with continuous 

learning and development and 

CARE HOME BUSINESS INITIATIVE OF THE YEAR 

CARE HOME PROVIDER OF THE YEAR 

MORRIS CARE – TIME IS PRECIOUS 

HALLMARK CARE HOMES 

In a year when COVID-19 put 

the care sector under pressures 

never seen before, Morris Care 

took a huge leap of faith and 

made significant investment to 

help increase time with residents 

for its staff. 

It embraced a raft of new 

technology, in a sector not known 

for doing so, to help improve 

quality of care, benefit residents 

and staff and aid the running of 

its six care homes.

Its Digital Transformation 

Programme, which it has called 

its Time is Precious initiative, 

reduced time-consuming 

paperwork, produced greater 

efficiency and safeguards, 

improved governance and drove 

quality improvements in care 

delivery. The changes involved 

550 staff and represented a 

significant investment for the 

family-owned business, which 

bought systems from care sector 

suppliers which it tailored to fit its 

ethos. 

It purchased computers, 

laptops and smart phones, 

appointed a Digital 

Transformation Manager, 

provided training and undertook 

moving all current information 

onto the digital platform.

On receiving the award, Lucy 

Holl of Morris Care said: “We are 

so excited and delighted. I want 

to say to thank you to all our 

staff for helping make this digital 

transformation happen. They are 

amazing.”

award schemes so that they feel 

motivated to deliver excellent 

relationship-centred care to the 

residents. During the pandemic, 

Hallmark also proactively 

supported its teams by 

ordering sufficient PPE, putting 

vulnerable team members on 

furlough, offering counselling for 

all teams, along with a support 

fund people could apply for if 

they needed to go into self-

isolation and were struggling 

financially as a result.

Hallmark has also increased 

its team member’s salaries 

in reflection of their efforts 

during the pandemic so that 

all employees in England are 

paid at or above the Real Living 

Wage. Hallmark has also won 

100 awards over the last 24 

years for the quality of the 

care it provides, and received 

exceptional feedback from 

residents and relatives.

In 2020, the group 

was awarded the highest 

recommendation in the top 

20 mid-size care home groups 

for the fifth year running 

with a review score 9.6 out 

of 10 on Carehome.co.uk. 

This has increased to 9.8 this 

year. Moreover, all Hallmark 

homes bar one has a ‘Good’, 

‘Outstanding’ or ‘Compliant’ 

CQC/CSSIW rating.

Hallmark chairman, Avnish 

Goyal, said: “It’s such a great 

boost for us to be recognised by 

the sector. I’m so pleased for the 

whole team.”

SPONSORED BY 
BEAUCARE 

SPONSORED BY 
APETITO 
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CARE HOME EXECUTIVE OF THE YEAR 

GAVIN O’HARE-CONNOLLY 

As COO of Runwood Homes, 

Gavin’s mantra, as his career has 

fortuitously progressed within 

the health and social care sector 

for promoting care and nursing 

care as a profession, is well known 

by those that have ever worked 

with him: “The best way to ensure 

a strong future for the care and 

nursing profession is to invest in, 

and develop, the people within 

our teams.”

This ethos has cemented Gavin 

as an influential Nurse Leader in 

the eyes of his peers and won 

him admiration and loyalty of the 

care and nursing teams whom 

he has helped. As recently as 

2021 he was awarded Investors in 

People Silver Award (With Gold in 

Organisational Leadership). Gavin 

led his 5,000 staff team through 

COVID-19 pandemic in creating 

a COVID steering group which 

led to enhanced communication 

across the organisation, enhanced 

communication with families and 

championed the essential care 

giver role, offering data on its 

effectiveness to The Care Quality 

Commission.

On receiving his award from 

CoolCare, Gavin told CHP: “I am 

delighted and excited to receive 

this award. I am genuinely shocked. 

This is for the Runwood team. They 

have worked incredibly hard over 

the last year.”

• Andrew Knight, CEO, 
Care UK

• Avnish Goyal, Chair, 
Hallmark Care Homes

• Kay Cox, COO, 
Signature Senior 
Lifestyle

• Samantha Crawley, 
Director of 
Care Quality & 
Transformation, 
Excelcare

Finalists

SPONSORED BY 
COOLCARE 
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• Adaptive IT Solutions
• Astor Bannerman
• PainChek
• Radar Healthcare

Finalists

A central part of Fulcrum’s 

expertise is in engaging all 

stakeholders to cultivate positive 

change, so there is both top-

down and front-line endorsement 

and understanding of new 

processes, meaning technology 

(and change in general) is 

implemented successfully to 

support the key drivers of 

improving residents’ care and 

quality of life and commercials, 

to ensure a robust business 

platform.

INNOVATIVE SOLUTIONS FOR CARE HOMES 

BUSINESS SERVICES 

PERSON CENTRED SOFTWARE 

FULCRUM CARE 

Since its beginnings in 2013, 

Person Centred Software has 

remained dedicated in its 

mission to helping improve the 

quality of life for people in social 

care. The company continues 

to drive digital transformation 

within the sector with its core 

product, Mobile Care Monitoring, 

continuously adapting it to face 

the challenges in the care sector.

Person Centred Software 

implemented eight new 

• Purpletribe
• Smooth Digital
• The Care Umbrella 

Limited

Finalists

coronavirus-specific features 

into its digital care management 

system to support care homes 

through the pandemic and 

help protect the elderly and 

vulnerable. These included 

Coronavirus Reporting, Staff 

Coronavirus Auditing, Track 

and Trace Reporting, and its 

Relatives Gateway video link. 

94% of customers found these 

features beneficial during this 

unprecedented time.

To support care providers 

further during the pandemic, 

Person Centred Software sent 

benchmarking emails to care 

homes with anonymised data 

that showed the daily, weekly, and 

cumulative mortality rate in care 

homes. This data was provided 

more than 10 days in advance of 

published Government data to 

help care teams see better days 

ahead.

Heidi Thomas, Head of 

Global Marketing at Person 

Centred Software, said: “We 

are delighted to have been 

awarded the Leaders in Care 

Award for Innovative Solutions 

for Care Homes. As we see 

the growing use of technology 

in the care home sector to 

drive efficiencies and provide 

person centred care, we are 

thrilled that our digital care 

management system has 

been recognised as the most 

innovative technology solution 

to drive outstanding care.”

Fulcrum’s expertise in dementia 

care has been invaluable in 

helping homes support residents 

with dementia through the 

changing landscape of the 

pandemic. Fulcrum’s initiatives 

in developing new models of 

care – in particular, designing 

and managing step-down and 

COVID-positive units – has 

enabled social care residents to 

leave overstretched hospitals and 

receive care structured to their 

needs as older, more vulnerable 

patients in more appropriate 

environments, looked after by 

staff with dedicated training.

Over the past year, Fulcrum 

has seen a dramatic increase in 

demand for their services, both 

geographically and from bigger 

providers, largely as a result 

of their growing reputation as 

a leader within the industry, 

particularly from the leadership 

it has provided through the 

pandemic.

Turnover increased by 70% 

to December compared to the 

previous 12 months, with the team 

doubling in the same period. 

Fulcrum is actively seeking to 

recruit more consultants to help it 

meet its expanding demand.

Tony Thiru, CEO of Fulcrum 

Care, said: “This is brilliant. It’s 

been a really difficult year but 

everyone in the sector has rallied 

together. We look forward to 

continuing to support care home 

providers and their staff.”
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www.astonlark.com/care-homes
YOUR WORLD IS OUR FOCUS

Care home 
insurance from 
leading business 
insurers 
Whether you provide care for children, adults or elderly residents 
with learning difficulties, disabilities, mental health, dementia, or 
simply offer retirement homes and supported living at Aston Lark  
we specialise in finding the right level of cover for you.

Our team is available to discuss your options and find the  
best policy to suit you.

Contact our dedicated team on 01622 528 141 or email 
adam.packham@astonlark.com to request a quote.

Aston Lark Limited is authorised and regulated by the Financial Conduct Authority, No. 307663.

AL-CS-CARE-013-0521



LIFETIME ACHIEVE AWARD 

DEREK LUCKHURST, AGINCARE 

Derek founded his company in 

1986 with a single care home in 

Weymouth, Dorset. He and his 

family lived on site, and he got to 

know care inside-out by delivering 

it on a day-to-day basis.

His vision was to create a new 

style of care home that offered 

high-quality personalised care 

and facilities at an affordable 

price. Building on the care home’s 

local reputation, Derek created an 

independent care provider in 1993 

to deliver home care and manage 

a growing number of care and 

nursing homes across the country.

Through his inspirational 

leadership, Agincare has since 

grown to become one of the 

largest independent care providers 

in the UK, deliver care nationwide, 

employing over 3,500 people.

Commenting on last night’s 

win, Derek said: “I wouldn’t have 

achieved this if it wasn’t for our 

CEO Raina Summerson. We do an 

amazing job in this industry. Every 

single one of us should be proud 

or ourselves. Thank you so much 

for this award.”

• HOME CARE EXECUTIVE OF THE YEAR – OLLY CARTER KINGSWAY CARE 

• HOME CARE BUSINESS INITIATIVE OF THE YEAR – RIGHT AT HOME GUILDFORD & FARNHAM 

• HOME CARE PROVIDER OF THE YEAR – THE GOOD CARE GROUP 

• HOME CARE REGISTERED MANAGER OF THE YEAR – STACEY GENTLE  RIGHT AT HOME 
STOCKPORT & DIDSBURY 

• HOME CARE FRONTLINE CARER OF THE YEAR – AMANDA POWELL BLUEBIRD CARE 
BIRMINGHAM EAST & NORTH 

HOME CARE WINNERS 
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CONGRATULATIONS TO 
ALL THE WINNERS

SPONSORED BY

For information on next years’ event contact Josh Waddell
020 3176 5458 | josh.waddell@itppromedia.com



ADVERTORIAL     BARRY PRICE, QCS
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M
isconduct cases in 
the care sector are 
thankfully few and far 
between. However, 

they remind us of the importance 
of ensuring that adult social care 
staff understand the code of 
conduct, follow it, and that most 
crucially, it becomes deeply 
ingrained in the culture of every 
care service in the UK.

If the code of conduct is not central 
to the culture, there is an inherent 
risk that professional boundaries may 
begin to erode. It is not so much binary 
cases like the one I have outlined in my 
introduction that are likely to surface, 
but more nuanced ones, where staff, 
service users and families might not 
understand how and why professional 
boundaries are being infringed.

Having helped craft this policy, I 
think the most important point is 
that care workers and managers  need 
to evidence their actions in detailed 
and up-to-date care plans, which 
involve the service user’s circle of 
support, and have been approved by 
the Registered Manager.

Nowhere was this more evident 
than in learning disability settings 
during the pandemic. Due to 
COVID-19 many people with learning 
disabilities went months without 
a hug. It put many care workers 
in a difficult position. To provide 
comfort to a service user with a hug 
or a cuddle would have been to breach 
professional boundaries, but if not 
care workers, who else was there to 
fill the emotional void?

It is a question that many care 
providers asked QCS at the peak of 
the pandemic. The advice has not 
changed. Registered Managers need 
to always approach the service users 

feelings take over. If, however, it 
transpires that a hug is what a service 
user requires, it must be documented 
in a multi-layered care plan, which 
must be approved by the Registered 
Manager, frontline carers, the service 
user’s appointees, and of course the 
individual. Signing off such specialist 
care plans is rarely straight forward 
even if the service user and their loved 
ones are in full support. Staff may have 
reservations for not wanting to engage 
in a cuddle and with good reason. If 
other service users – especially those 
with learning disabilities – perceive 
that one person is being hugged, they 
may think that the carers do not like 
them and, in some circumstances 
– that could lead to service users 
displaying behaviours of concern. 

Equally, on the flipside, I have 
witnessed many conversations between 
families and care teams. Families often 
can’t understand why care workers 
aren’t able to give their loved one a hug 
as they have requested. This can be a 
very difficult conversation, as families 
often don’t understand the regulations 
providers must adhere to.

Whatever the exchange or the 
activity that is agreed upon, it should 
send a positive message to the 
individual. If they communicate their 
wants and needs to a service manager, 
care workers will do their very best to 
meet them. Staff should also be assured 
that they are being protected by a 
robust code of conduct, which keeps 
them, and those they support, safe.

To find out more about 
professional boundaries, to 
contact QCS or to purchase a 
subscription, please contact 
QCS’s team of advisors on 
0333-405-3333 or email: 
sales@qcs.co.uk.  

BARRY PRICE OF QCS EXPLAINS WHY A ROBUST CODE OF CONDUCT IS THE BEST 

WAY TO MAINTAIN PROFESSIONAL BOUNDARIES.

MAINTAINING PROFESSIONAL BOUNDARIES 

Barry Price

first. Care workers should find out 
what the service users want and also 
what it is that they need. If a person 
has severe learning disabilities, the 
best way forward is to fully utilise 
the skillset and broad experience 
that only a Multi-Disciplinary Team 
brings. That might include engaging 
the services of a specialist nurse to 
bridge a communication gap. It could 
also be that more work needs to be 
undertaken to ensure that the core 
principles of the Mental Capacity Act 
– especially regarding consent and 
best interests – are followed.

Think about the fact too that the 
service user might not actually want 
a hug. That might be the collective 
interpretation. But, it’s really 
important to maintain a rational 
approach and not let emotional 
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KIM PAYNE SHARES HER JOURNEY FROM NURSE TO HOME MANAGER OF EXEMPLAR 
HEALTH CARE’S OUTSTANDING RATED GREENSIDE COURT. 

H
ow did you join Exemplar Health Care? 
I joined Exemplar Health Care in 2006 as a newly qualified 
nurse, after qualifying from Sheffield Hallam University. 

After working at the care home for a couple of years, I 
was promoted to Unit Manager where I led a team of other nurses and 
support workers. I briefly left Exemplar Health Care to expand my 
experience, but I later returned as Manager of Greenside Court in 2017, 
where I still work now as I realised nowhere else provides the same 
development opportunities.

What is special about Exemplar Health Care? 
The team at Greenside Court is what makes my role so special. It’s such 
a wonderful place filled with people who strive to provide the very best 
care and to make Greenside Court a home for all who live there. It tells 
you a lot when a home’s got colleagues that still work there 17 years later!

The development opportunities at Exemplar Health Care are also 
incredible. The company has supported me throughout my career, and 
there’s lots of learning to help me to continue to develop in my role. 

What do you find most rewarding about your job? 
The most rewarding part of my job is watching people achieve their goals. 
We support people living with very complex needs, and it’s rewarding 
when we can see the difference that our care makes. 

As well as supporting people with life-limiting illnesses, we support 
people on their rehabilitation journey. One of my favourite parts of the 
job is seeing people progress on their journey and, in some cases, move 
home or to a lower acuity setting. 

What has been your proudest moment? 
The people I work with are so hard working and dedicated. In early 2020, 
Greenside Court was rated ‘Outstanding’ overall by the Care Quality 
Commission, and achieved ‘Outstanding’ in three of the five KLOEs. I 
am so proud of my team – they always put our residents at the heart of 
everything we do and strive to deliver outstanding care each and every day. 

What has been your greatest challenge and how did you 
overcome it? 
Coronavirus (COVID-19) has been the biggest challenge so far. Luckily, 
I have a brilliant and supportive team in the home who I trust. I’m 
supported by a Clinical Nurse Manager and team of Registered Nurses, 
as well as a Regional Director of Operations and central clinical team. 

Tell us three things you need to provide great care?
Great care starts with the people delivering it. At Greenside Court, we 
have an incredible team who all live and breathe the Exemplar Health 
Care values. We are all committed to making every day better for the 
people we support. 

A positive culture is key, and that’s 
what we have at Greenside Court. 
Our culture ensures that colleagues 
behave in line with our values and feel 
engaged and valued, which promotes 
outstanding care. 

It’s important to have the right 
systems in place to support quality 
care. At Exemplar Health Care, we’re 
embarking on a digital transformation 
journey which will bring many of our 
systems online. This reduces risk, 
increased efficiency and gives us, as 
home managers, more time to spend 
with our residents and colleagues. 

How do you relax? 
I love spending time with my family 
and friends when I’m not at work. I 
have a husband and young daughter, 
and we love going on long walks with 
our family dog. 

If you have an outstanding home 
manager you would like to see featured in 
Care Home Professional, please contact: 
lee.peart@itppromedia.com   

MANAGER OF THE MONTH 

Kim Payne
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BEST OF THE WEB 

NEXT MONTH IN CARE 
HOME PROFESSIONAL 

Finalists announced for the care home 
provider categories of Leaders in Care01

Barchester recognises frontline staff with 
£4.3m bonus payments03

Nottinghamshire care home provider 
fined £363,000 after resident was raped06
Staff stretched too thin at care home 
placed in Special Measures07

Care provider fined £460,000 after attack 
left resident with life changing injuries 10

Charity devastated by CQC findings 
following Inadequate rating02

2021 Leaders in Care Awards Shortlist: 
Executive of the Year sponsored by CoolCare04
2021 Leaders in Care Awards Shortlist: 
Care Home Provider of the Year 
sponsored by apetito

05

Staffing shortage and low occupancy force 
care home closure08
Care home group under police 
investigation closes six homes09

Top stories on Carehomeprofessional.com

Page views to Carehomeprofessional.com

Unique users to Carehomeprofessional.com

49,036 page views in the month to 10 October, 2021  
(Google Analytics)

32,433 unique users in the month to 10 October, 2021 
(Google Analytics)

CALENDAR OF EVENTS

Care Roadshows
Date: 9 November, 2021 
Location: Cardiff City Stadium 
About: Care Roadshow Cardiff provides the perfect 
opportunity to source the latest innovations in 
the care industry, hear sector updates and enjoy 
valuable networking opportunities. The event 
hosts a wide variety of care suppliers showcasing 
a range of products and services to help support 
and develop your care business. Alongside the 
exhibition, seminars offering the latest information 
from industry leaders and inspiring interactive 
workshops are available to all visitors.

Future of Care North
Date: 16 November, 2021 
Location: Pavilions of Harrogate 
About: Future of Care Conference has returned in 
2021, after a triumphant sold out event in London 
they are now preparing to come back to Harrogate. 
Join care professionals, managers, owners and 
influencers for a full programme of top quality 
speakers from the care sector at the Pavilions Of 
Harrogate on the 16th November.

Care England Conference & Exhibition
Date: 23 March, 2022
Location: Church House, Westminster 
About: This prestigious annual event is for care home 
owners, chief executives and senior management. 
There is also stand space for up to 40 exhibitors 
who supply products and services relevant to the 
country’s leading care providers.

THE BIG INTERVIEW
WE TALK TO RHIAN STONE CEO OF VALORUM  

CARE GROUP 

RESEARCH & DATA 
WE ANALYSE THE CQC’S ANNUAL STATE OF  

CARE REPORT 

IN THE LOOP 
CQC CHIEF INSPECTOR KATE TERRONI  

PROVIDES HER MONTHLY UPDATE 

MANAGER OF THE MONTH 
WE UNVEIL NOVEMBER’S MANAGER OF THE MONTH 

THE OUSTANDING SOCIETY 
THE OUTSTANDING SOCIETY PROVIDE  

THEIR NOVEMBER UPDATE 



Book a demo with us today
Call 01483 357657
hello@personcentredsoftware.com 
www.personcentredsoftware.com

Increase staff retention 
by going digital!

Now is the time to go digital!
With over 2,000 care homes using our digital care management system,  
Mobile Care Monitoring, you’re in safe hands.

We’ve improved staff retention because carers and nurses get to spend more 
time with residents – which is exactly why they got in the job in the first place.  
Staff also feel more secure in the knowledge that what they’re doing is being 
recorded accurately and in much more depth than it was compared to paper.
Rishi Sodha, Care Director at Handsale Care Group

40% staff 
retention increase

More time to care Number 1 choice 
for care staff

Reduces stress Facilitates 
teamwork

PCS_CHP_205x275mm_Nov21_r1.indd   1PCS_CHP_205x275mm_Nov21_r1.indd   1 08/10/2021   14:0908/10/2021   14:09



We know that investing in a Learning 
Management System can be a very 
comprehensive project in time with 
resources and energy. However, it is 
critical to any organisation making this 
investment that they make the right 
choice and get it correct first time.

At My Learning Cloud we believe 
that a good User Interface and User 
Experience facilitates good experience 
and user engagement. Your Learning 
Management System needs to 
understand that there will be different 
user types such as Administrators, 
Managers and Learners and each screen 
needs to deliver the correct information 
for them.

A Learning Management System needs 
to and must allow your staff to access 
their learning whenever they like, on any 
device they like, seamlessly. 

An innovative, intuitive and responsive 
Learning Management System, such 
as ours, can provide your team with the 
tools to take ownership of their learning 
by letting them choose a time that suits 
them and can be really powerful tool 
with-in your Learning and Development.

One of the key benefits of our Learning 
Management System for your 
organisation, is the opportunity to allow 
the technology to take the strain and 
the administration of Learning and 
Development challenges away from you. 

It is important to note that the benefits 
will be different for each organisation, 
but there is no doubt that your 
employees will feel empowered as they 
progress on their learning journey, with 
full visibility of any learning they have 
completed, what learning they need to 
complete and ability to track their own 
compliance. 

Your New Learning  
Management  
System is Here! 

0800 088 6109
enquiries@mylearningcloud.org.uk
mylearningcloud.org.uk

Book a  FREE Demo Today
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