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NEWS

UPDATE

Update

ESSENTIAL NEWS FOR CARE
HOME PROFESSIONALS

FREE PPE EXTENDED FOR ADULT SOCIAL CARE TO MARCH 2023
CARE ENGLAND, THE LARGEST AND MOST DIVERSE REPRESENTATIVE BODY FOR
INDEPENDENT PROVIDERS OF ADULT SOCIAL CARE, HAS WELCOMED THE EXTENSION
OF THE PROVISION OF FREE PPE TO THE HEALTH AND CARE SECTOR TO 31 MARCH 2023.

T

he
DHSC
previously
committed to providing free
PPE to the sector until 31 March
2022 and launched a consultation in
October 2021 on whether to extend this
offer for a further year. The government’s
response to the consultation was
published in December 2021.
Care England’s evidence to the consultation highlighted that free PPE via
a centralised mechanism had been an
enormous win for government and the
potential return to a situation similar
to March 2020, when there were huge
challenges in accessing PPE, would be
a retrograde step in the management
of the ongoing pandemic.

Professor Martin Green OBE, CEO,
Care England

Professor Martin Green OBE, Chief
Executive of Care England, said: “We
are pleased that the government has
listened to Care England in extending
the offer of free PPE. The sector is currently contending with a multitude of

issues against a backdrop of outbreaks
and rising infection levels, so this
represents a welcome relief and will
provide a real boost for the sector as
we learn to live with COVID. Most importantly, the continuation of free PPE
will continue to help better protect
some of society’s most vulnerable.
“This is a positive step forward in
the government’s response to aiding
the sector, but this must be accompanied by further measures, including a
comprehensive solution to the ongoing
workforce pressures being felt by the
sector. The adult social care workforce
is our biggest resource and must be
recognised and valued as such.”

GOVERNMENT REMOVES LIMITS ON CARE HOME VISITORS
LIMITS ON THE NUMBER OF VISITORS ALLOWED INTO CARE HOMES WERE REMOVED
ON MONDAY 31 JANUARY.

L

imits on the number of
visitors allowed into care
homes were removed on
Monday 31 January.
Self-isolation periods were also cut
with care home outbreak management
rules previously having been reduced
to 14 from 28 days.
Minister for Care Gillian Keegan
(pictured) said: “Thanks to the
continued success of the vaccine
rollout, I am delighted we can ease
restrictions in care settings and allow
unlimited visits to ensure people
living in care homes see all their family
and friends.
“The changes are backed by

6

scientists, ensuring we all have more
freedoms from coronavirus, including
care home residents and their families.”
The government also highlighted
that essential care givers should
continue to be able to visit inside a
care home even during periods of an
outbreak affecting a care home.
By Wednesday 16 February, care
workers will be asked to use LFD
tests before their shifts replacing the
current system which included the use
of weekly asymptomatic PCR tests.
The move followed the roll-out of
the booster programme with 86.5%
of all care home residents now having
been jabbed.
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Gillian Keegan

The latest available UK Health
Security Agency data shows the
booster is 92% effective in preventing
hospitalisation two weeks after it is
administered.

NEWS

UPDATE

NEWS ROUND-UP

VIDA HEALTHCARE ANNOUNCES 30% WAGE INCREASE FOR STAFF
OUTSTANDING RATED CARE HOME OPERATOR VIDA HEALTHCARE HAS
ANNOUNCED A 30% WAGE INCREASE FOR ITS FRONTLINE CARE STAFF IN ORDER
TO COMBAT THE NATIONAL STAFFING CRISIS AFFECTING THE SECTOR.

L-R_Chris Rycroft (Chairman),
Bernadette Mossman (Healthcare
Director), Jillian Young (Operations
Director) and James Rycroft (Managing
Director)

A

number of roles have benefitted from the increase
including qualified care assistants whose hourly rate has increased
from £9.61 to £12.32, and nurses whose
hourly rate has increased from £18.50
to £22.50.

Other positions include bank care assistants, senior care assistants and
team leaders.
James Rycroft, managing director at
Vida Healthcare, said: “Despite leaders
in the sector advising that care staff are
looking for more than wage increases,
at Vida it’s not only important that
we’re attracting new talent to the sector but that we’re also rewarding our
existing staff for the hard work and
dedication they demonstrate every
day.
This wage increase is just one initiative we’ve put in place to show our staff
how proud and grateful we are for their
incredible work, particularly throughout these challenging times.”
Alongside the wage increase, Vida
Healthcare offers a range of initiatives
to encourage the retention of current

staff and attract new talent to ensure
residents are receiving the best
possible quality of care.
This includes its specialist training
platform Vida Academy, which offers
a bespoke professional development
training pathway and provides staff
with opportunities to achieve promotions and learn valuable caring skills.
Vida Healthcare has been rated Outstanding by the CQC at both its current care homes in Harrogate, North
Yorkshire, Vida Grange and Vida Hall,
for its ongoing commitment to providing exceptional care to residents and
supporting staff to foster high quality,
person-centred care.
Its third state-of-the-art care home,
Vida Court, launched in 2021 with facilities, including a cinema, sweet shop,
and hair salon.

NEW CARE TO CREATE 800 NEW JOBS OVER NEXT TWO YEARS
DEVELOPER-LED CARE HOME OPERATOR, NEW CARE, PLANS TO DOUBLE IN SIZE
BY CREATING 800 NEW JOBS OVER THE NEXT TWO YEARS.

H

aving recently opened its
ninth facility, New Care
will open a further three care
homes in Adel, Wilmslow and Lymm
this year, with four care homes also
under construction that are due to be
completed in 2023-24.
New Care will be recruiting a wide
range of individuals covering care, hospitality, housekeeping, maintenance
and wellbeing.
Alex Fairhurst, New Care’s Recruitment Lead, is a Social Care Ambassador for the Greater Manchester Health
& Social Care Careers Hub, and within
her role, aims to demonstrate the mix
of job opportunities available, breaking down the stigma about working

8

Alex Fairhurst (front) with some
of the New Care team

in social care and ultimately inspire
individuals to consider a career in
the sector.
Alex started her career as a care
assistant with Four Seasons, progressing to administrative positions, before
joining New Care in a recruitment role.
She said: “Working in the care sector
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is hugely rewarding and as a company,
New Care understands how important
it is to highlight this.
“With a good selection of roles
available within each of our care facilities, we can nurture careers across a
number of industries, from chefs,
waiters, front of house and housekeeping to carers, nurses, wellbeing and
recruitment. My own career in care is
reflective of this.
“It really is an incredibly exciting time to work for New Care as the
company continues to expand. With
the opening of several new care homes
in the pipeline for the next 24 months,
recruitment will play a large part in the
firm’s future strategy.”
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ENCORE CARE HOMES RECOGNISES STAFF WITH 5.7% PAY RISE
ALL ENCORE CARE HOMES STAFF HAVE RECEIVED A 5.7% PAY RISE IN RECOGNITION
OF THEIR DEDICATION DURING THE PANDEMIC.

T

he rise applies to all workers
at the provider’s Great Oaks
in Bournemouth, Oakdale in Poole,
Fairmile Grange in Christchurch and
Hamble Heights in Fareham care homes.
Encore frontline workers will see
increases from £8.91 per hour to £9.50
for housekeepers, Healthcare Assistants (HCAs) will go up from £10.55
per hour to £11.15, and pay for Registered Nurses will go up from £20.49
per hour to £21.66.
Encore is also offering a £1,000 welcome bonus, as well as a £30 shift bonus
for HCAs it is currently recruiting.
No experience in care is necessary
with full training provided, including
‘Buddy’ support and ongoing training,

as well as the opportunity to receive
funded training to progress on to become a Registered Nursing Associate.
The role is suitable for people with a
positive, friendly attitude, a caring and
empathetic approach to work and good
communication skills.
Sarah Edgar joined the Fairmile
Grange team in Christchurch as a
HCA, where she progressed to the role
of Registered Nursing Associate with
the support and funded learning opportunities paid by Encore.
“It feels fantastic to have achieved
the qualification alongside working
full time,” Sarah said. “I could not have
done it without the financial support
and encouragement from Encore.

“The thing I love most about my
job is just seeing our residents smile,
while making sure that they are cared
for and that their needs are being met.
It’s nice to know that we can make a
difference.”
For more information about the care
roles available at Encore Care Homes,
go to Careers.encorecarehomes.co.uk

RUNWOOD HOMES CELEBRATES IMPROVED RATING FOR ESSEX CARE HOME
STAFF AT RUNWOOD HOMES’ MEMORY HOUSE, ESSEX, ARE CELEBRATING AN
IMPROVED RATING FROM THE CQC FOLLOWING AN INSPECTION IN DECEMBER.

T

he 39-bed home, which
provides expert care for
older people, including those
living with dementia in Essex, was
awarded ‘Good’ in all KLOEs, having
previously been rated ‘Requires Improvement’ in Effective while registered with its former provider.
The CQC said: “People told us they
felt safe and well cared for and relatives
were happy with the care provided.
Staff knew how to keep people safe from
harm and risks to people had been assessed and monitored. The service was

clean and hygienic and had an infection
prevention and control policy in place.
There were enough staff to look after
people. There was a robust staff recruitment process in place. People received
their medicines safely.”
Commenting further, the CQC noted
the home’s dining experience had been
improved as required following its
previous inspection.
“At this inspection we found the
registered manager had made lots of
changes and improvements to how
meals were served,” the CQC said.
“People were provided with a meal of
their choice. People were able to choose
where they ate their meal and the dining
experience was pleasant. One person
said: ‘You can always ask for something
to eat if you are getting hungry.’ ”
Home Manager of Memory House,
Rose Navarro, said: “We are so pleased

to officially receive a ‘Good’ rating
with the Care Quality Commission. At
Memory House, providing personcentred care is at the forefront of all
that we do. It is a privilege to work
alongside such a dedicated and passionate team, who continue to provide
good quality care. Our continuous
training and service monitoring ensures a safe, inspiring and comfortable
living environment for all.”
Gavin O’Hare-Connolly, Chief Operating Officer for Runwood Homes Senior Living, said: “I am delighted to see
this service improve to ‘Good’ in all key
lines of enquiry. Rose, the Home Manager, and her wider team have worked
hard to both implement and sustain
the standards of care we expect across
Runwood Homes. We look forward to
welcoming new residents at Memory
House imminently.”
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OSJCT CEO DAN HAYES AWARDED OBE
DAN HAYES, CEO OF THE ORDERS OF ST JOHN CARE TRUST (OSJCT), HAS BEEN
AWARDED AN OBE IN THE QUEEN’S 2022 NEW YEAR’S HONOURS FOR HIS SERVICES
TO THE SOCIAL CARE SECTOR.

T

he rank of ‘Officer of the
Most Excellent Order of the
British Empire’ is awarded to individuals who have made a significant
contribution to their respective fields.
It is the second highest ranking award
behind the rank of commander (CBE).
Dan joined OSJCT 19 years ago as
HR Manager and progressed within
the organisation through to his appointment as Chief Executive in 2015.
Dan said: “I am absolutely delighted
to receive this recognition, but also
clear that the award would not have
been made if I hadn’t been fortunate
enough to spend my social care career
with OSJCT. It’s my great good fortune
to represent literally thousands of
OSJCT colleagues who deserve similar
recognition for what they continue
to do, and who have carried me to the
honour. In the truest sense, this OBE is

Dan Hayes OBE

for them, and it is in recognition of the
lives they make better through their
love and professionalism every day.”

Dan strongly believes the social care
workforce should be adequately recognised and remunerated, and has been
pivotal in lobbying key stakeholders,
including government, for reforms.
Dan is also a Board Director of the
National Care Forum which promotes
quality care and advocates with government departments and the media
on behalf of the sector.
Mark Everall, Chair of Trustees
at OSJCT, said: “This OBE is welldeserved, and the Trust could not be
more proud of Dan. He has skilfully
guided the organisation through this
pandemic and has been a passionate
advocate of the sector for many years.
His leadership epitomises the compassion, resilience and commitment
of all those across the Trust working
so hard to provide loving care for
those we look after.”

OAKLAND CARE CELEBRATES BREEAM SUSTAINABILITY AWARD
OAKLAND CARE’S WOODLAND GROVE CARE HOME IN EPPING FOREST HAS
BEEN CERTIFIED ‘VERY GOOD’ BY THE BUILDING RESEARCH ESTABLISHMENT’S
ENVIRONMENTAL ASSESSMENT METHOD (BREEAM).

T

he
‘BREEAM In
Use’
assessment
measures
various sustainability criteria,
including energy and water use,
pollution, resources and the health
and well-being of users.
Joanne Balmer, CEO of Oakland
Care, said: “We’re delighted to have
achieved this certification for Woodland Grove. Environmental responsibility is a cornerstone of Oakland
Care’s values and we continue to lead
the way in the care home sector to
demonstrate how other organisations

Woodland Grove

can also take steps to boost their sustainability credentials.
“Woodland Grove was our first
care home, built in 2014, so it only
seemed fitting to select it to start off

our BREEAM in use journey. Looking
ahead, we’re excited to continue our
sustainability mission and play our
part in the social care sector’s fight
against climate change.”
This latest accreditation adds to a
growing list of sustainability awards
achieved by the luxury care home
provider after they were certified as
the first carbon-neutral care home
group last year.
Oakland Care has pledged to roll-out
its BREAAM compliance across all its
care homes over the next 12 months.
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OPINION

DR SANJEEV KANORIA, FOUNDER & CHAIRMAN, ADVINIA HEALTHCARE

THE COST OF THE CARE STAFF CRISIS
DR SANJEEV KANORIA, FOUNDER & CHAIRMAN ADVINIA HEALTH CARE, CALLS FOR
AN INDEX-LINKED, NATIONAL MINIMUM FLAT FEE RATE TO ENSURE AN END TO THE
NATIONAL DECLINE OF THE CARE SECTOR.

Dr Sanjeev Kanoria

R

otas in care homes
across the country are
threadbare. There are well
over 100,000 job vacancies
in the sector and the necessary
and responsible decision to make
vaccinations mandatory means we may
saw a further 70,000 workers, 12% of
the workforce, leave.
In the recent social care reform white
paper, the government acknowledged
that the sector must become a “more
competitive and attractive sector to
work in”, but aside from additional
support for staff training, not enough
has been offered to help with the staff
recruitment and retention crisis.
Most care homes, which have for
decades relied on overseas carers, have
no extra resources to make the vacant
roles more enticing. The government
tells care employers to pay their
workers higher wages to attract them
within the UK, however, in order for
this to happen it needs to increase
funding to care homes directly and
ensure that an appropriate cost of care
is being paid, so salaries can go up and
care homes remain viable.

12

Currently, some local authorities
are paying less than £100 per
day for residents. This is totally
insufficient to cover staff, food and
accommodation costs, particularly
with gas and electricity bills already
having doubled and increasing at an
unprecedented rate.
Given inflationary pressures, the
true weekly cost of providing care is
now closer to £1,000 per resident.
This figure should be the government’s
starting national minimum flat fee rate,
index-linked to ensure we see an end to
the national decline of our care sector.
The new national insurance tax hike,
designed in part to ‘fix’ the broken social
care system, also disproportionately
affects care workers who, having done
so much to save lives over the last 18
months, will be taking home less money
each month than they do now. It is,
therefore, no surprise to see qualified
care workers leaving for higher paid
and less stressful positions at Aldi and
Lidl. Their NHS counterparts have
been promised a 3% salary increase
which ought to slightly soften the blow
for them.
Low local authority fees for social
care have also seen the UK’s biggest
care groups refocus on more profitable
private fee-paying residents rather
than residents paid for by local
authorities, meaning care is in even
shorter supply.
There are currently 3.2 million
people over 80 in the UK, and over
900,000 living with dementia. There
are only 465,000 care home beds,
and the combination of low fees and
staffing issues means we are currently
at risk of losing 140,000 more beds.
We already have over 1.5 million older
people who have unmet needs for care,
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and amidst the pressures of a cold
winter, demand for care amongst our
rapidly aging population is massively
outstripping supply.
The continued closure of care
homes is making things even worse we have lost nearly 1,700 care homes
since 2015.
If the sector does not have the staff to
look after older people, the results will
be devastating.
With nowhere for older people to be
cared for, they will end up stranded in
much-needed hospital beds, at risk of
picking up worse illnesses than those
they came in with, and putting further
pressure on the NHS, which currently
faces a backlog of over 5 million
patients who are currently seeking
treatment, the highest number since
records began.
Not properly addressing care staff
shortages and social care fees will
place an even greater burden on the
public purse.
The National Audit Office estimates
that 2.7 million hospital bed days are
occupied each year by older patients
who are medically stable enough to
leave but have nowhere to go. The cost
of this is estimated to be a staggering
£820 million annually.
Unless we take decisive action now
on how we fund social care and stop
beds being lost across the country,
our vulnerable older population will
bear the greatest burden of a national
crisis and our hospitals will not have
resources to care for those who most
need acute medical attention.
That’s why we need to look again
closely at the true cost of care in 2022,
introduce an index-linked, national
minimum flat fee rate and reverse the
social care exodus.

CHRISTIE & CO BUSINESS OUTLOOK 2020

WEBINAR

CHRISTIE & CO BUSINESS OUTLOOK 2022
SPECIALIST BUSINESS PROPERTY ADVISER, CHRISTIE & CO, LAUNCHED ITS ANNUAL
BUSINESS OUTLOOK REPORT, ‘BUSINESS OUTLOOK 2022: ADJUST, ADAPT, ADVANCE,
LAST MONTH IN A WEBINAR HOSTED BY ITV NEWS POLITICAL EDITOR, ROBERT PESTON.

Richard Lunn

C

hristie & Co said optimism
remained high for the UK care
market despite current challenges.
Richard Lunn, Managing Director
– Care at Christie & Co, said: “Despite pandemic
related challenges, 2021 saw a resurgence in market
activity with strong demand and limited supply
underpinning pricing across most segments of
the market. Whilst there are current operational
challenges, particularly around staffing, we believe
that the outlook for the sector is very good and
anticipate that 2022 will be a busy year.”
The property adviser reported great resilience
in the care market in 2021 with a resurgence in
M&A activity.
A relative shortage of available stock and
strong buyer demand resulted in highly
competitive sale processes with the average
number of offers rising by 11%.
Transactions also rose, by 14%, with deals
agreed at around 95% of the quoted asking price.
Christie & Co also reported a 56% increase in
the average number of offerees per sale between
2017 and 2021.
The property specialist said deals including
distressed businesses fell to 8% in 2021, from
13% in 2020 and 18% in 2019.
The report said many operators had continued
with development site acquisitions to fulfil

long-term objectives to future proof their asset base with
investor appetite on the rise with the arrival of large European
investors and a broadening array of institutional investors
attracted by the long-term fundamentals that the sector offers.
Rising labour costs and construction material shortages,
compounded by COVID-19, remain challenging, however,
although global supply chain issues should ease with a return
to relative normality.
Land availability locations remain scarce with securing
planning permission a challenging process with values rising.
Christie & Co reported steady yield compression fuelled
by strong demand from capital and limited stock availability,
particularly for third-sector covenants favour by a number of
institutional funds.
There is also significant activity from UK and international
sector specialist investors which is driving the upper
secondary market.
The property adviser said an increasing number of
operators were now considering lease agreements, often
within the context of new build development assets.
Rents for these assets are linked to mature trading potential
and the covenant strength of the operator with a typical range,
based on Christie & Co activity, of £10k to £14k per bed.
Commentary from Christie Finance noted a complete
change in care sector funding over the last two years, with
alternative, less mainstream lenders entering the market to
pick up where the high street perhaps retrenched.
Christie Finance found a 32% increase on the number of
funding offers secured in 2020, up by 37% on 2019.
The report predicted significant investor interest as UK
and international capital continues to be attracted by the
strong fundamentals underpinning healthcare.
Workforce related challenges and increased cost
pressures are likely to occur but the report said these would
be offset by increased occupancy rates and fee levels.
Christie & Co also predicted the post lockdown
occupancy recovery would continue, providing the
COVID-19 vaccination programme remains effective.
The strong healthcare development market seen in 2021
was predicted to continue with funding reform remaining a
‘hot topic’ on the political agenda.
Further activity from European consolidators is expected
which may potentially lead to one or more operating company
transaction occurring.
To read the full report, please visit: https://www.christie.
com/news-resources/business-outlook/2022/
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IN THE LOOP

KATE TERRONI, CHIEF INSPECTOR OF ADULT SOCIAL CARE, CQC

IN THE LOOP
CHIEF INSPECTOR OF ADULT SOCIAL CARE, KATE TERRONI, ANNOUNCES THE
RELAUNCH OF CQC’S BECAUSE WE ALL CARE CAMPAIGN

Kate Terroni

H

appy New Year to colleagues working
across social care. At CQC we’re starting
the year by relaunching our Because We All Care
campaign. The campaign was launched by CQC and
Healthwatch England in July 2020 and over 50,000 people
so far have shared their ideas and experiences of how care is
working well and how it can be made better. We know that 8/10
staff value hearing feedback and providers who deliver high
quality care use this as an opportunity to improve.
We’ve also published new research which has uncovered the
impact of lockdown measures on the wellbeing of people who
use care services and carers. A key finding from this research
is that nearly three quarters of carers (73%) say that the
COVID-19 lockdown restrictions have had an impact on the
mental health of the person they care for. Furthermore, over
half (56%) of carers say the COVID-19 lockdown restrictions
have had an impact on the dignity and independence of the
person they care for.
We’ve seen these findings reflected in concerns CQC has
received from people who access care, their loved ones and
stakeholders about the impact of isolation and restrictions
on visiting. CQC recently published a statement on the
importance of visitors for care users and their loved ones,

14
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particularly over the festive period. CQC has
addressed potential blanket visitation bans
through inspections, safeguarding alerts and
working with local authorities as a result of
feedback from people who use care services and
their loved ones.
The importance of this research is that it outlines
the stark challenges faced by people in health and
social care. In order for CQC to continue to tackle
the challenges we’re now living with as a result of the
pandemic and its prevalence in our communities,
we need to hear from people who access care,
their relatives and people working in social care.
We use feedback to inform our regulatory action,
conducting 10,000 inspections since the pandemic
began to ensure people are receiving high quality
care. We also use this insight to help partners across
social care understand how best to support the
sector. We could not do this without the concerns
people raise, and the positive feedback on services
which we are able to use to share good practice.
People can give feedback on their experiences of
care, or care received by a loved one, including if
they wish to raise a concern, on the CQC website,
through completing a Give feedback on care form,
or calling our contact centre on 03000 616161.
Through the campaign we also want to
encourage people to share their feedback directly
with providers as we know that understanding the
experiences of people in your service helps you to
improve the quality of care you provide.
Because We All Care will promote case studies
from providers and the public on how feedback
has helped providers to improve their services.
We’d like providers, registered managers and
people working in social care to support the
campaign by using our stakeholder toolkit in your
services. The toolkit includes an animation, social
media graphics and suggested posts.
I’m looking forward to seeing how the feedback
we receive from Because We All Care can continue
to inform where we focus our regulatory work
and help highlight good practice and outstanding
care that we can share widely across social care
and systems.

RUTH FRENCH

THE OUTSTANDING SOCIETY

THE YEAR OF ‘WATCH ME’!
RUTH FRENCH, NON-EXECUTIVE DIRECTOR OF THE OUTSTANDING SOCIETY AND
OPERATIONS DIRECTOR OF STOW HEALTHCARE, URGES COLLEAGUES TO MAKE 2022
THE YEAR OF ‘WATCH ME’!’

W

hether it’s keeping
your head above
water, or keeping the
show on the road, for
many of us the pandemic has just been
about survival in the face of constant
change, new guidance, additional
processes and yet another challenge to
manage each week.
But being defined by the pandemic
should not be where you should see
yourself ending up 12 months from
now. Yes, it has changed the world of
social care, but we are at a point now
where we have to accept that and
embrace our new normal.
To paraphrase the CEO of
Tripadvisor, Brian Chesky, when
confronted by a crisis you can say ‘Why
me?’ or ‘Watch me!’ In social care we
now need to make sure that 2022 is the
year where we adjust to our new reality
and not let it hinder what we are best
at – our innovative spirit, our ability to
provide brilliant care and our capacity
to showcase the best of what we do and
encourage others to join us.
At Stow Healthcare, we have worked
hard to follow the Chesky ‘Watch
me!’ mantra. Last year was a year of
significant change for us – we had
recently acquired our sixth failing
home (we are best known for our
turnaround projects), we were in the
middle of a huge development to create
our first specialist Memory Centre and
we took the leap to create a Designated
COVID Setting to support patients
leaving Essex hospitals who were
unable to return to their home or care
home during their COVID isolation.
All this whilst supporting our five
other homes to deliver the best care

Ruth French

and, of course, staff support in the face
of the pandemic. It would have been
easier to batten down the hatches and
ride out the storm without adding more
to our plate, but that’s not in our DNA.
Why is it good to seek out the
scary and embrace the new? Well
because if we don’t, we stagnate.
Seeking out new challenges has not
only improved the homes where the
developments have happened, but
we have learnt lessons that we can
apply more widely.
The mobilisation plan to open the
Designated Setting was repurposed
six months later to mobilise the new
Memory Centre. The innovative
training
programme
for
our
‘homemakers’ in our Memory Centre
has far reaching implications for our
future growth as a company.

And it doesn’t always need to be a huge
project. Another success from 2021 was
our first series of events to coincide
with national Dying Matters Week – we
organised webinars and activities in our
homes to encourage residents, staff and
our community to think about what’s
important to them – humanist funerals
and death rituals of ancient Egyptians
were some of the topics!
Now is the time to plan what you can
do to make a difference this year. Talk
to people, look around, see what project
you could take on, big or small, and get
inspiration from your colleagues in The
Outstanding Society, which supports
innovative social care practice. Make
2022 the year of ‘Watch me’ for you!
As Operations Director for Stow
Healthcare, a family run group of award
winning care homes, Ruth has overseen
the expansion of the company which is
renowned for its ability to acquire and
turnaround failed services. Ruth leads
work on compliance and was awarded
the prestigious title of Rising Star in the
2021 LaingBuisson awards. She also
led Stow Healthcare to achieve the title
of Care Provider of the Year in 2019,
2020 and 2021 across various national
awards. She specialises in change
management.
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VALERIE ANN CARTER, MADISON COURT CARE HOME

FALLS REDUCTION THROUGH TECHNOLOGY
VALERIE ANN CARTER, STAFF NURSE/TRAINER AT MADISON COURT CARE HOME, A
VALUED CUSTOMER OF PERSON CENTRED SOFTWARE, EXAMINES HOW DIGITAL CARE
TECHNOLOGY CAN DRAMATICALLY HELP REDUCE RESIDENT FALLS IN UK CARE HOMES

W

ith an increasingly
ageing demographic,
a significant public health
challenge is the incidence of falls.
Falls in the social care sector remain
a major concern, with care home
residents three times more likely to fall
than their community dwelling peers
and 10 times more likely to sustain a
significant injury, as a resulti.
Until recently, practically all fall
prevention strategies throughout the
social care sector relied heavily on
human intervention; watching and
assisting the vulnerable when they
need to be mobile.
Whether it’s a resident going to the
toilet, entering the lounge, or going
outside for some fresh air, caregivers
had to persistently remain vigilant
and on guard at all times, which can
be difficult in large facilities and on a
24/7 schedule.
Essentially, with the array of
technology currently at our disposal,
we want to reduce the stigma that has
persisted around fall cases in UK care
homes for far too long. With that in
mind, it’s clear to see that the adoption
of technology is a necessary step to
achieve such a utopia.
At Madison Court, although the shift
to a digital care management system
was implemented only recently, the
transformation was effortless. As we
are a dementia home, the amount of
work that came with keeping up with
care records was nothing short of
overwhelming. However, in a short
space of time, our staff have become
extremely well equipped with the
technology and have seamlessly
implemented it into their work routine.
Ultimately, what Mobile Care
Monitoring gives you is a better
standard of care. Instead of just getting
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our residents ready and changed for the
day, we’ve suddenly got time to do their
nails, talk and engage with them more,
give them more TLC, as well as the
opportunity to provide each resident
with their own sense of belonging.
In addition, by utilising software to
document residents’ intake of fluid in
real-time, caregivers can immediately
see which people haven’t had sufficient
fluid and take the appropriate action
required. The fluid offered to residents,
and the amount drunk in millilitres,
can be easily evidenced at the point of
delivery on mobile devices. Reminders
to offer drinks can also be set up as part
of a planned care routine.
Mobile Care Monitoring simplifies
the process even further by using a
traffic light system to alert staff when
a care task is due or when a resident is
falling below the recommended fluid
threshold for the rolling 24-hour period
and flagging the need for intervention.
By
implementing
innovative
software to help prevent dehydration
amongst residents, care homes can
ensure resident hydration levels
are kept replenished and, therefore,
hospital admissions are less likely to
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be made. Also, with good hydration
being a factor in preventing UTIs, low
blood pressure and even more serious
medical episodes, such as seizures, the
benefits of more efficient hydration
management are vast. So, by providing
caregivers with valuable fluid data, the
chances of adverse incidents can be
considerably reduced.
Furthermore, technology can offer
caregivers the ability to meticulously
analyse any incidents, trace what
actions led up to them and prevent
further incidents from occurring. For
example, at Maddison Court, we’re now
able to spot patterns and adjust our
practices to support residents better.
It’s clear to see that the collection
of data can be of great assistance to
caregivers and empowers staff to make
responsive decisions that benefit
everyone involved.
Ultimately, it’s the implementation
of digital technology that helps to
support care providers and improve
the overall quality of care received by
residents in an ever-expanding sector.
Reference: i Reducing falls in a care
home, BMJ Quality Improvements
Reports, 2017.

JEMMA JOHNSTONE, GHERSON SOLICITORS

ASK THE EXPERT

THE HEALTH AND CARE WORKER VISA EXPLAINED
JEMIMA JOHNSTONE, HEAD OF CORPORATE IMMIGRATION AT GHERSON
SOLICITORS, EXPLAINS THE HEALTH AND CARE WORKER VISA, AND WHY
EVERYONE IS TALKING ABOUT IT.

Jemma Johnstone

T

he Health and Care Worker Visa route was
introduced by the UK government in August 2020
as a response to severe staff shortages in the health sector due
to the COVID-19 pandemic. This route was designed to ease
the stresses of the pandemic on the existing workforce by providing
financial and logistical benefits to doctors, nurses and allied healthcare
workers who sought employment in the UK.
The Health and Care Worker Visa falls within the Skilled Worker route,
which requires migrant workers to obtain sponsorship from a UK company
in order to work in the UK. These ‘sponsors’ must hold a Sponsor Licence,
which costs £536 for small companies and charities, and £1,476 for all
other organisations. In addition, the sponsoring company will be required
to pay an ‘Immigration Skills Charge’ of up to £3,200 per individual in
order to sponsor them for a 3-year visa. Aside from these costs, the Skilled
Worker route also requires applicants to pay a mandatory application fee
and an Immigration Health Surcharge, both of which are calculated based
on the length of the visa required. Needless to say, the process is expensive,
both for the employer as well as the employee.
The Health and Care Worker Visa offers significant financial
benefits to those individuals that are eligible. The visa fee is half of

the usual cost and applicants (and
their dependants) are exempt from
the Immigration Health Surcharge.
This means that a family of four
which applies for a five-year visa can
save up to £10,000 in fees.
The current Skilled Worker route
is restrictive and only available to
highly-skilled professionals who seek
to undertake jobs at a skill level of RQF
Level 3 or above. Until recently this has
meant that ‘Care Worker’ roles have
not been deemed to be sufficiently
highly skilled for sponsorship.
Following increasing pressure on
the social care system in the UK,
the government’s announcement to
include care workers, care assistants,
home care workers and support
workers in care homes within the
Health and Care Worker route is
welcome news. These roles will not
only become eligible for sponsorship
on an expedited basis, but applicants
will be able to benefit from the
financial advantages of the Health and
Care Worker scheme.
The government has also confirmed
that ‘Care Worker’ roles will now
qualify under the Shortage Occupation
List. Eligible applicants will therefore
need to be paid a minimum salary of
£20,400 per annum instead of the
higher fee applicable to standard
Skilled Workers of £25,600.
We await clarification on the finer
details of the scheme, particularly
whether applicants will have a path to
remain in the UK on a long-term basis
or whether the route will only provide
short-term leave for up to 12 months.
However, it has been confirmed that
the new scheme will be temporary and
employers within the care sector who
wish to take advantage of these changes
will need to act quickly.
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THE BIG INTERVIEW

MARK WALFORD, CEO, TRUSTEDCARE

CARE BROKER

MARKING THE 10TH ANNIVERSARY OF HIS LEADING CARE HOME DIRECTORY
AND PROFESSIONAL SERVICES BUSINESS, TRUSTEDCARE,
CEO MARK WALFORD TALKS TO CHP.
18
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MARK WALFORD, CEO, TRUSTEDCARE

THE BIG INTERVIEW

TrustedCare’s contact centre offers seven days a week enquiry management support

M

ark set up TrustedCare
after having worked
on the sales & marketing
side of his mother’s home
care company in South Oxfordshire.
“Having seen my mother work hard
to set up her business I saw there
needed to be a platform to better
promote care services,” Mark told CHP.
After founding TrustedCare in
February 2012, Mark launched the
business as a directory of care services
in mid-2013. TrustedCare.co.uk is
a
business-to-consumer
service,
including a website directory and
a 35 strong team who broker care
deals between care seekers and care
operators on a commission only basis.
“Having played with different models
such as subscription and pay per lead
we settled on a conversion model six
years ago where people can talk to our
brokerage team directly about our care
options,” Mark told us.
“Our brokerage team work with people
who contact us through the website, live
chat and professional referrals. We seek

to understand what they are looking for
and what’s driving the enquiry and then
we broker that care package amongst our
partners who are listed on our directory.
There’s no joining fee or subscriptions,
instead we charge a small commission
to the care provider that we make a
placement with.”
A second strand of the business –
professional services – was launched
by Mark five years ago, whereby
TrustedCare acts as a contact centre
for operators offering seven days a
week enquiry management support
via phone, email and live chat using
the expertise they have developed as
customer service experts.
“It’s answering the same questions
that customers would be asking
us, whether they were contacting
TrustedCare or the provider directly,”
Mark explained.
“With some providers it involves
taking the initial enquiry, making sure
it’s suitable and booking an appointment
if possible. Getting people to see the
homes is a key KPI for us. It’s one of the

areas where many providers fail - inviting
people to come and take a look.
“Once a care seeker is through the
door, most homes and their staff can
sell themselves. We will then hand the
enquiry over to them and they will deal
with it thereafter. For other homes
we will handle the whole journey - we
will provide the post visit follow-up
support, chase enquiries where people
were just looking for a brochure and
work to encourage the moving-in
decision.
“We will nurture the sale all the way
through to hopefully becoming an
admission. If it does not we will report
back to the provider on why.”
Over the last decade TrustedCare
has gone from strength-to-strength.
It now boasts a UK-wide presence,
while primarily targeting the private
care market.
TrustedCare’s services directory
features over 500 care providers
representing
individually
listed
services from heavyweights such as
Barchester, Bupa and Care UK, to
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TrustedCare handled 33,000 enquiries in 2021

single-home, family run operators.
As well as listing care homes and
nursing homes, the directory also
features home care and live-in care
services.
After seeing care enquiries decline
dramatically during the first wave of the
pandemic, TrustedCare has experienced
strong growth during the last year.
“Enquiries have obviously been very
turbulent during the pandemic,” Mark
told CHP. “They fell off a cliff following
the first lockdown on the residential
side. We saw a switch to home care
services and live-in care services from
residential in 2020 but we have seen
that come back through 2021. I would
say most providers are now back to prepandemic levels or quite close to them.”
Website traffic grew by 50% over the
last year as consumers adjusted to the
new reality and regained confidence.
“We handled 33,000 care enquiries
last year,” Mark told us.
“Of these, 12,000 were for our
TrustedCare.co.uk business and 21,000
(up from 16,000 in 2020) were for our
contact centre side of the business.”
Care seeker enquiries rose by 37% in
the year compared with 2020.
Mark told CHP there had been
a definite shift in the type of care
enquiries for the residential side of
the market.
“The general residential market
has got a lot more needs focused,”
he observed.
“The needs of individuals have
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increased quite dramatically. The
level of support they require is so
much higher than it was previously.
Most enquiries now are for dementia,
nursing, end-of-life or respite care.
“Lots of families who would have
considered a care home because mum
was a bit lonely at home are not choosing
to go down that route at this stage. They
might go for respite but generally we
have seen a switch to home care and
live-in care for that part of the market.”
Conversely, Mark also noted the
consumer drive towards the home
care market had created some new
opportunities for residential care,
however, as the domiciliary market has
become saturated.
“We have seen a lot of enquiries over
the last two quarters from people who
would have considered home care but
there is no capacity to support the care
package they are looking for so they are
now reluctantly looking at residential
as the alternative,” he said.
When quizzed by CHP on the nature
of enquiries his team were fielding,
Mark said there had been a notable drop
in concerns over COVID as confidence
has returned and consumers have been
reassured by the rigorous infection
control measures adopted by providers.
“Most people now ask fewer questions
about COVID as we have got more used
to living with it,” Mark observed.
While COVID concerns have
declined, Mark told us that visiting
remained the number one priority for
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care seekers.
“Visiting always has been and still is
number one,” Mark said.
“Consumers want to know about
their ability to visit and whether they
will be restricted to a certain time.”
From the provider perspective, Mark
said staffing had become the biggest
challenge in recent months in terms
of preventing new admissions while
also impacting the ability of families to
visit and, in some cases, the quality of
care delivery.
“We saw lots of families asking
about staffing levels in the period
after mandatory vaccination,” Mark
said. “It’s amazing how informed the
consumer now is. They are asking lots
of intelligent questions.
“We have also seen the knockon effect on care quality as a result
of staffing problems. We have seen
services combine breakfast and lunch
into brunch because they have not got
the staff to deliver both, with families
paying £1,400 a week for two meals a
day where one of those is a fish finger
sandwich. That’s ridiculous.
“Often expectations can be missed.
There can be a glossy brochure but
mum is not getting out of bed until
11am because there are no staff.
“Communication is another big
issue. When mum has had a fall and
no-one has told the family for two days,
that becomes a problem. They will
understand that they have had a fall but
not being told about it for three days is
more damaging.
“Families are always very positive
about the staff who are there but we
have seen issues due to understaffing
where someone was in the same
clothes for a week. We have also been
getting complaints from families
where homes have been unable to
meet their visiting commitments
because of being short staffed.”
The CEO said there has been a wide
range in the level of visiting restrictions
adopted by providers since the latest
wave of the pandemic.
“Some are back to open doors where
others are much more restrictive,”
Mark said. “It depends on their service
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Average weekly private care homes fees by region, Jan 2022
Regions

Res
Perm £

Res
Respite £

Nurs
Perm £

Nurs
Respite £

Res Dem
Perm £

Res Dem
Respite £

Nurs Dem
Perm £

Nurs Dem
Respite £

East Midlands

£1,098

£1,098

£1,175

£1,175

£1,029

£1,030

£1,233

£1,247

East of England

£1,066

£1,075

£1,199

£1,217

£1,088

£1,107

£1,174

£1,177

London

£1,421

£1,472

£1,519

£1,564

£1,466

£1,521

£1,597

£1,647

North East

£855

£871

£901

£978

£864

£912

£1,024

£1,074

North West

£1,092

£1,103

£1,220

£1,256

£1,134

£1,148

£1,165

£1,178

Scotland

£1,343

£1,513

£1,317

£1,519

£1,402

£1,546

£1,387

£1,383

South East

£1,237

£1,322

£1,389

£1,464

£1,279

£1,363

£1,406

£1,780

South West

£1,128

£1,143

£1,270

£1,278

£1,141

£1,162

£1,219

£1,226

West Midlands

£1,073

£1,081

£1,079

£1,098

£1,143

£1,173

£1,114

£1,168

Fees stated are the private rates quoted by care homes and exclude Funded Nursing Care (FNC) in the instances of a nursing rate. Agreed
rate for the resident can often be lower than that quoted at the point of enquiry.
Fees are collected from our interaction with the homes as part of the brokerage process.

Source: TrustedCare

and set up.”
The business founder said operators
with purpose-built homes generally
had greater options in terms of being
able to offer safe space to enable
indoor visiting.
“A couple of our clients who have an
older portfolio of homes do not have
dedicated spaces for visiting so they
struggle a lot more,” Mark said.
The CEO said uncertainty over
visiting during the Christmas period
had also led to a delay in placements in
residential services.
Mark said digital marketing remained
the primary driver of enquiries while
stressing the importance of local
community engagement.
“I cannot tell you how many homes
we work with who get an unbelievable
volume of enquiries even though
their digital game is not that strong,”
Mark noted.
“When you speak to the consumers
it’s the local reputation that is driving
a lot of that. Even the old school
traditional door drop for the respite
season can be very productive.”
Mark said consumers had become
more price conscious as fees have
continued to rise.
“We are finding families switching
services because of fee levels,” he noted.

“We are seeing weekly fees north of
£1,000 pretty much everywhere now,
particularly for nursing and nursingdementia.”
While the general trajectory of fees
is inevitably trending upwards because
of rising costs, Mark noted some
good deals were still being offered by
providers in order to get bums in beds
and restore occupancy.
“Consumers can sometimes be lured
away from another provider by an
attractive offer or a reduced rate by a
good sales team,” Mark said.
With confidence returning and
demand levels systemically high, the
TrustedCare boss was bullish about
prospects for residential care this year.
“We have already started taking
respite enquiries for the summer
season with families being optimistic
about planning their holidays,”
Mark explained.
“Our enquires are back to where
they were. This isn’t a market that is
going to go away. We are not going to
switch from care homes to a completely
different model of care. There is always
going to be a need for them. People are
getting used to COVID and confidence
is returning.”
The TrustedCare boss said providers
that were committed to high levels

of community engagement would
continue to do best.
“Just opening a fancy care home with
a nice coffee bar in reception won’t win
you business,” he stressed.
“We have a couple of homes that look
like old council blocks which have long
waiting lists because they have strong
engagement with local services.”
The business founder also stressed
the benefits of maintaining good links
with local providers of home care.
“People who leave care homes often
need home care and vice-versa,” Mark
explained.
“There’s a symbiotic relationship
between so many providers. Grassroots
level conversations will help drive
referrals.”
As TrustedCare marks its tenth
anniversary, Mark is preparing for a
new phase of growth of the business.
He recently launched TrustedCare’s
care home management CRM system,
CareHQ, on the market.
“A couple of years ago one of our
clients said they used a competitor
system
and
they
hated
it,”
Mark explained.
“They said it wasn’t very good for
enquiry management and didn’t give
them the reporting insights they
needed.
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CareHQ is an all-in-one care home management system

“We showed them our CRM system
and they loved it and asked us to build
it for them.”
The CRM system handles enquiries,
resident records, billing and invoicing.
“It’s a full business management
system for a lot of services,” Mark
explained.
With 19 providers representing 517
care services currently on board, Mark
has ambitious growth plans for the
service in 2022.
“Providers can see their sales funnel,
enquiry stats, live occupancy and
average weekly fees all at the click of a
button,” Mark explained.
“The homes can see all the
tasks
they
have
coming
up
relating to care enquiries or
resident records.”
CareHQ has a built-in calendar and
a room chart so that providers can see
who is where in their homes and what
rates they are paying, making managing
booking easy for administrators.
The enquiry management module has
smart workflows that align to the care
sales process, it simply shows the user
where each enquiry is and what they
should do next. Appointment and visit
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confirmations are all sent automatically
when care seekers book visits.
Resident records in CareHQ store key
contacts and next of kin information,
as well as document storage and petty
cash ledgers. Providers can manage
resident bookings, including rates,
rooms and invoices payments.
“It’s an all-in-one care home
management system,” Mark noted.
Users can also monitor their sales
cycle for enquiries, visits, assessments
and placements.
“They can look at how many
enquiries they have received and where
they’ve come from,” Mark explained.
The CRM system also features
a report that allows providers to
understand how well they are engaging
with local communities by charting the
location of their homes in relation to
where enquiries come from.
Providers are also able to chart
occupancy over different periods
and make projections on the basis of
planned admissions and discharges.
“None of this functionality is
available in our competitors’ systems,”
Mark boasted, while noting that takeup of the platform had been “very
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positive” thus far.
“A recent mystery shopping
campaign for one of our big care home
partners showed that less than 50% of
the enquiries made to their homes were
added to their CRM system,” Mark said.
“If that is happening across the
board, how can homes follow up with
care seekers?
“Effective enquiry management is
going to help so many providers build
back occupancy better. Having real
time insights to their sale performance
invaluable.
“We can provide the whole solution,
or simply parts of it.” Mark said.
“We will answer their phone seven
days a week and qualify all enquiries,
follow-ups are made and enquiry records
are added to their CRM, regardless if it is
CareHQ or another platform.
“We will do everything we can to get
that person into their home and if they
don’t like it for any reasons, we will
get their feedback so the home can act
upon them.”
Professional services provided by
the business also include customer
satisfaction surveys.
“We carry out follow-up calls with
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residents after they move in and ask
for feedback on the admission process
and how they are settling in,” Mark
explained.
“They can be really candid and honest
with us because we are not based at the
home. We take that feedback and pass
it on to whoever it needs to go back to.”
Other
services
offered
by
TrustedCare
include
telephone
management, email and live chat
enquiry management, support for
job seekers looking for work in care,
sales training and market research on
demand, capacity and fees for operators
seeking new developments.
“We can spot changing trends
through our touch points with 40,000
people a year,” Mark explained.
“We see this as a big area for many
more operators where the benefits can
be quite immediate.
“Some services can be a hesitant
about their manager not dealing with
the initial enquiry but it frees up a lot
of time for the homes once the switch is
made so that they are only dealing with
genuine bona fide enquiries that are at
the point of wanting to come in.
“Most home managers by nature are
not sales people, so having a specialist
to deal with that makes that whole
experience a lot better for the enquirer
and home as well.
“It starts by understanding who the
care seeker is and finding out what
they are looking for, what their care
requirements are and what the catalyst
for the conversation is.
“We then outline the options to them
in terms of the types of care. A lot of
people still have the perception that
there is only one type of service available
and by the end of the conversation we
may be nowhere near that. We then give
information about the different service
types and then with their permission
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TrustedCare provides a follow-up call service to check on how
residents are settling in

go away to providers to find out who
matches that type.
“We will be looking at prices,
facilities and general culture. We
often get a lot of people where English
might not be their first language so it
can be important to know that there
are other cultures represented. They
can be looking for small things such
as the home’s outdoor space or the
opportunity for their loved one to do
gardening. It’s also led by where their
family are.
“We make a point of asking where
other family members are so that we
can look for somewhere in the middle
geographically.”
In addition, Mark noted that care
seekers were also better informed
about CQC ratings, which are, naturally,
another key priority.
“We always say a CQC inspection is
like an MOT,” Mark said.
“Because a service is rated Good
it means it was Good on the day
of inspection so families need to
go and have a look at it and not

BY WORKING WITH TRUSTEDCARE TO
MANAGE OUR ENQUIRIES WE CAPTURED
ALMOST 40% MORE THAN WHEN THEY WERE
HANDLED DIRECTLY BY THE HOMES.” CHRIS
RUDOLPH - SALES OPERATION MANAGER OF
CARING HOMES

discount somewhere that is Requires
Improvement from an inspection a
couple of years ago, as it’s very likely that
the management team will have done a
lot of work to try and turn that around.
“We have seen a lot of services
receiving virtual assessments over the
last couple of years rather than physical
inspections and we always recommend
they look at online reviews.
“Providers may not thank us for it
but we arm up care seekers with 20
questions to ask when they go and visit.
“Families find that really valuable
because they don’t know what they
should be asking and it can be a bit
overwhelming.”
As he marks his 10th anniversary,
Mark looks set for another decade of
strong growth as he seeks to capitalise
on his strong market reputation.
“We are in a position where we really
want to expand our service offering,”
he told us.
“I started this business because
through my own personal experience I
found it was a nightmare trying to find
a care service and going through the
process.
“Whether we are acting as
TrustedCare or Caring Homes,
Barchester or Achieve Together the
goal is the same, to deliver a very good
service, answering people’s questions
and to put them at ease.”
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QUANTUMDX

PUSHED TO
BREAKING POINT
THE DEMANDS OF COVID-19 TESTING ARE LEAVING THE CARE SECTOR AT BREAKING
POINT, ACCORDING TO A POLL OF CARE HOME MANAGERS, OWNERS AND EMPLOYEES,
COMMISSIONED BY MEDTECH BUSINESS QUANTUMDX, IN PARTNERSHIP WITH
CARE HOME PROFESSIONAL.

Unsurprisingly, an already very
difficult situation has been made
much worse by Omicron, with the new
variant making half (50%) of care home
residents increasingly anxious.
Respondents further agreed families
and next of kin are worried (75%) about
how the new strain will impact their
loved ones.

QuantuMDx CEO Jonathan O’Halloran

T

he survey found the issue of waiting for PCR results, in
particular, is having a devastating effect on care, staffing
and even care home viability.

Delays with PCR tests add to resident anxiety
Lead times for laboratory PCR tests mean many vulnerable residents
are suffering unnecessarily, say almost three-quarters (73%) of
those surveyed. Residents who leave homes for emergency hospital
appointments, or following a visit that has been deemed high-risk, have
to isolate on their return and take a PCR test.
Some care homes are waiting up to four days (13%) for test results.
More than one in four respondents (30%) say they wait three days and
nearly half (43%) wait for two. This has a direct impact on patient care
and can be particularly impactful for residents living with dementia and
Alzheimer’s who often find isolation harrowing.
In December last year it was reported that some PCR test results in
the UK were taking as long as five days to come back from laboratories.
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Compounding pressure on staff
and the bottom line
Nearly every respondent (91%) said
current COVID-19 protocols (including
the rules around testing) are pushing
their teams to breaking point.
Care workers being forced to isolate
while waiting for PCR tests is having a
crippling effect on care homes. Many
care homes are forced to spend tens
of thousands of pounds a month on
additional agency staff, while their own
workers isolate, to maintain a basic
service. More than half of those surveyed
(54%) agree that COVID-19 testing is to
blame for halting their home’s growth
since the start of the pandemic.
The requirement for regular PCR
testing makes retaining staff very
difficult, say almost half (47%) of those
surveyed. Many working in care are
increasingly disillusioned: more than
two thirds (68%) are thinking about
quitting the sector altogether. Almost
a third (32%) believe their home may
be threatened with closure if staffing
issues do not improve.
Almost every respondent (91%)
agrees staffing issues, such as hiring
and retaining staff, are financially

QUANTUMDX

damaging to their homes - a situation
which the ongoing pandemic is only
contributing to.
Mike Padgham, chair of the
Independent Care Group (ICG) and
managing director of the Saint Cecilia’s
Care Group, said: “The current testing
system is horrendous. Being able to speed
up PCR testing would be worth its weight
in gold. For us, staffing is far and away our
biggest issue. Like many other homes
around the country we’re spending a
fortune each month on agency staff.”
A better way
It is no surprise, then, that the vast
majority of respondents (86%) would
opt to replace the existing regime of
lateral flow and PCR tests with rapid
PCR testing at the point of need.
Point of need rapid PCR testing
generates a validated PCR test result, at
any location, in the same time needed
for a lateral flow test. Testing residents
and staff in this way would transform
staff wellbeing, according to 80% of
those who took part in the survey.
A leading solution to this challenge
is offered by med-tech provider

QuantuMDx. The UK business is
passionate about improving life by
solving real-world diagnostic problems
with testing solutions designed for the
point of need. The company’s portable
Q-POC platform is a rapid PCR testing
system that delivers fast, accurate and
actionable results in approximately
30 minutes.
The Q-POC compresses an entire
molecular diagnostic laboratory into a
simple to use, accessible and affordable
single device that requires no special
training. It can be used within a wide
range of settings, including care homes,
pharmacies, ICUs, birthing centres,
clinics, not to mention a wide variety of
non-clinical settings.
By dramatically reducing the time
and uncertainty of conventional
COVID-19 testing approaches, point
of need PCR solutions, like Q-POC, can
help care homes avoid unnecessary
isolations, improve staff morale and
improve financial resilience in the
challenging current climate.
Jonathan
O’Halloran,
Chief
Executive, QuantuMDx, said: “The
demands of COVID-19 testing, and in

The QuantuMDx Q-POC platform delivers accurate PCR results in 30 minutes

RESEARCH & DATA

particular the slow turnaround time
of existing PCR testing, is making the
care crisis in the UK much worse than
it needs to be.
“Our data shows plainly and clearly
that management, staff and residents
in care homes across the UK are
under intolerable pressure and they
need things to change as far as testing
protocols are concerned.
“The current system is not fit for
purpose and must be rethought to
reduce the levels of stress owners,
managers and their staff are under at
this point.”
Mike Padgham of Saint Cecilia’s
Care Group agreed current testing
procedures need urgent review.
“I worry about the impact of testing
related isolation on the mental health
of residents - the impact on the more
vulnerable is far from ideal,” Mike
said. “Being able to visit relatives is
as important as medication for many
older people but this is happening less
because of the need to isolate when they
return. I’ve worked in the sector for 30
years and I’ve never seen anything like
this. Many care homes are literally
hanging on by their fingernails.”
For
QuantuMDx’s
Jonathan
O’Halloran, the solution is clear:
“Bringing PCR testing to the point of
need and getting results back quickly
would be transformative - we’re
hearing this loud and clear from the
care home managers and owners we’ve
spoken to during our research.”
Methodology
An online survey was sent to a
database of 4000 CHP subscribers
across the UK. 94 care homes across
the UK took part.
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LEADER’S VIEW

KONRAD CZAJKA, CZAJKA CARE GROUP

CONTINUING TO MAKE A DIFFERENCE
KONRAD CZAJKA, MANAGING DIRECTOR OF CZAJKA CARE GROUP, SAYS DESPITE
CHALLENGES, THE CARE INDUSTRY WILL CONTINUE TO MAKE A DIFFERENCE IN 2022.

C

zajka Care Group runs Fairmount
Nursing Home, Brookfield Care
Home and its specialist Nursing Home for
people with physical disabilities, Staveley
Birkleas, which are in Nab Wood near Shipley, as
well as Currergate Nursing Home in Steeton and
Beanlands Nursing Home in Cross Hills.
Our family-run company also offers a range of
purpose-built retirement houses and apartments
at Currergate Mews in Steeton and Fairmount Park
in Nab Wood, Saltaire and runs The Clubhouse
at Fairmount Park, which provides extensive
members only leisure facilities that include a gym,
swimming pool, jacuzzi, steam room, restaurant,
bar, snooker room, putting green, bowling green,
boardroom facilities and private function suite.
Brexit has done the care sector no favours
whatsoever. This year, we will continue to have
huge challenges around recruitment, retention,
compliance and operational issues, including
the complications surrounding compulsory
vaccinations for staff. In 2022, there will also be
massive inflationary pressures, especially on pay
rates, utilities and insurance.
There are 1.4 million older people with
unmet needs, with 43% of people over 85 years
of age requiring some form of support, but only
20% of those people receiving it.
The government now realises that if it wants
a functioning, effective NHS it will need a
strong and sustainable social care sector. A
well-funded and good quality social care sector
is fundamental to a healthy nation and well
performing NHS.
The social care sector will continue to care
for the most vulnerable members of our society,
and it is worth remembering that our complex
levels of support, will protect the NHS from being
overwhelmed.
We will continue to care for people at the end
of their life, dispense medication prescribed by
clinicians and support individuals with mental
health issues and those with complex dementia or
physical disabilities.
The social care sector will care for more people
than the NHS and employ more staff than the

26

CARE HOME PROFESSIONAL | February 2022

Konrad Czajka

NHS and social services put together - 1.75 million to be
precise. Our investment returns over £4.3 billion into the
economy and in many local areas social care is the biggest
employer and drives economic activity.
The fear and anxiety caused by the pandemic has been
immeasurable and the scars of the past two years have been
the most painful in our professional careers. This year, we
will continue to engage with the commissioners and the
Care Quality Commission to ensure that the older, infirm
and disabled people living amongst us receive the quality
care they deserve.
Despite the enormous challenges we have faced over
the last few years, I am still optimistic about what the
future holds for the social care sector. In 2022, our care
associations will continue to work together through the
Care Association Alliance to ensure a strong and influential
representation at national level. Together we will, and we
are, making a difference!

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.

YOUR WORLD IS OUR FOCUS
www.astonlark.com/care-homes
Aston Lark Limited is authorised and regulated by the Financial Conduct Authority, No. 307663.
AL-CS-CARE-013-0521
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HIVE360

TIME TO INNOVATE
RECRUITMENT AND RETENTION REMAIN A MAJOR CHALLENGE FOR UK CARE HOMES
AND CARE PROVIDERS, BUT EMPLOYEE BENEFITS CAN HAVE A POSITIVE IMPACT ON
ATTRACTING AND RETAINING STAFF, SAYS DAVID MCCORMACK, CEO OF OUTSOURCED
PAYROLL PROVIDER HIVE360, WHICH PROVIDES EMPLOYMENT BENEFITS AND
REWARDS VIA ITS EMPLOYEE EXPERIENCE PLATFORM ENGAGE.

David McCormack

“J

ob vacancies in the care sector are at an alltime high, and staff retention has never been
more difficult,” David said. “When the government
launched its ‘Made with Care’ recruitment campaign last
November, to “encourage people to apply for roles in the adult social care
sector”, estimates put job vacancies in adult social care at over 105,000.
“Whilst the government has since promised at least £500m over
the next three years to transform the way the social care workforce is
supported, the war for talent in the sector is an unrelenting challenge,
but employers can utilise customised employee benefits provided by
best practice digital tools to help tackle it.
“It’s easy to make some simple changes to how care home providers
approach what they offer workers, which won’t impact costs or
operational resources. Tools which harness mobile tech focused
on employee engagement, benefits and rewards are an excellent
choice, particularly those that provide 24/7 confidential support of
their physical, mental and financial health and wellbeing - times are
hard, so helping workers’ money go further with savings discounts
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The HIVE360 Engage App

on everyday spending, are a powerful
way to help take-home pay go further,
and boost the perceived value of
hourly pay rates.
“An integrated digital approach to
how the workforce is supported makes
them feel recognised, rewarded and
valued, because they have access to
advice, resources and support both
inside and outside of their demanding
working environment.
“Safeguarding workers’ wellbeing and
enhancing the employee experience
generates loyalty and engagement,
which are very often the difference
between keeping or losing workers.”
For
more
information
visit:
www.hive360.com

MARTIN WARNES, DIRECTOR, JOIN SOCIAL CARE RECRUITMENT, RETENTION & TRAINING

JOIN SOCIAL CARE
DIRECTOR MARTIN WARNES INTRODUCES ONLINE PLATFORM JOIN SOCIAL CARE.

Join Social Care has been
optimised for mobile
Martin Warnes

C

HP: What is Join Social
Care and what do you
offer to care homes?
MW: Join Social Care
is an online platform matching
prospective care workers with local
care providers. Our goal is to solve
the worker supply challenge in the
care sector, enabling providers to
deliver more and better care to
people in need.
Join Social Care is focused 100%
on the care sector and offers a
platform for care providers to attract
candidates without having to compete
directly with other industries or with
recruitment agencies.
For care providers we offer access
to a local pool of available candidates.
Providers are able to access these
candidates via an easy to use search
tool, job adverts and also daily email
alerts of new local candidates.
The service is currently used by over
500 residential homes across the UK
with more signing up each week. We
work with national providers as well as
local independent care homes.

phone use

Many of the care homes coming
to Join Social Care are also making
use of the Workforce Recruitment &
Retention fund, effectively enabling
them to use our service at zero cost.
CHP: Tell us about the candidates
using the service?
MW: Over 80,000 candidates have
signed up and this grows by about
2,000 every week.
Candidates are spread across the
UK. About 40% of have previous
professional experience with another
40% having unpaid care experience, for
example, caring for a relative.
CHP: How are you using digital
technology to support better
hiring?
MW: We know that our candidates
are often out of home, juggling jobs
and managing family life. Their
mobile phone is their primary means
of communication and we have thus
optimised our experience for mobile.
Candidates can create their profile via
their phone, with no need to create

a Word CV, which we know can put
prospective candidates off.
Care providers regularly tell us they
want to see evidence of a candidate’s
motivation and commitment. To
support this we enable the candidate
to create a ‘Video CV’ that encourages
them to articulate in their own words
why they want to work in care and why
they will be a great care worker.
CHP: What’s next for Join Social
Care in 2022?
MW: Our objective is to provide a
service that meets the specific needs
of candidates and employers in the
care sector. The primary problem
at the moment is a shortage of
candidates and we will continue to
invest in marketing and the candidate
experience to bring more new
candidates to the sector and to care
providers. We also know that these
candidates are in demand in other
sectors and will be providing both care
providers and candidates tools that
help them connect with each other
more quickly and effectively.
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NEIL EASTWOOD, CARE FRIENDS

GETTING THROUGH TOUGH TIMES
CARE FRIENDS CEO & FOUNDER NEIL EASTWOOD OFFERS THREE TIPS ON IMPROVING
RECRUITMENT AND RETENTION IN THE CURRENT CHALLENGING CLIMATE.

B

uilding and sustaining a
stable, compassionate
and qualified adult social
care workforce to meet
the demand for services has been a
vexing challenge for decades. But
the past months have made all of
us in the sector – and an increasing
number outside – appreciate just how
central recruitment, development and
retention is to everything we do.
As it becomes increasingly more
challenging to source new starters,
so the pressure builds on the existing
workforce, which drives up staff turnover,
meaning more pressure to recruit. In
order to pull out of this reciprocal cause
and effect cycle, many things need to
happen; some are not within the gift of
employers; others will take decades to
correct and require concerted action
by many stakeholders and large sums
of money, and a few are at the whim of
macroeconomic and even global forces.
However, there is much employers
can do immediately to both limit staff
loss and re-create a flow of suitable
applicants, despite the tough labour
market conditions. This will buy time
to create and execute on a workforce
strategy fit for 2022 and beyond.
This feature article by CHP is a great
example of where to start: by sharing
what works, exploring innovation,
being aware of the emerging trends,
comparing your current approach to
finding, developing and keeping staff
against the best practice techniques
out there. Many employers based in
England will have received (or be about
to receive), direct grant funding to
support recruitment and retention, but
in many cases, improvements need not
cost anything. Here are my three main
areas to focus on:
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an employer of choice. Many people
work in this sector for non-financial
reasons and whilst sustained pay
rises beyond national minimum
levels to recognise the contribution
of care workers are sorely needed,
we have to accept there is no sign
yet of that happening. This means
social care employers must double
down on creating a welcoming and
supportive culture.

1 . Gather the right information
to target your efforts: Most
employers have valuable intel
already at their fingertips, but rarely,
if ever look at it. Tap into peer support
networks, such as those arranged
by your local authority, Skills for
Care, care associations and online
groups. Understand which of your
recruitment sources perform best.
How many applicants does it take
from each channel you use to convert
one new starter, for example? When
do care workers most commonly
leave? After a job offer and before
starting work, or in the first 90
days of employment? What do your
workforce think? What ideas do
they have?
2. Prioritise retention: Most
staff turnover is clustered in the first
three months of employment, so
we know effort put into a personal
welcome from the boss, peer
mentoring, respectful rostering and
clear and frequent communication
all pay back many times over. Our
goal should be to work towards being
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. Focus on two recruitment
3
processes: Social care recruiters
face a huge challenge in both
attracting new entrants and then
not losing them during the hiring
process. We know that those who
have an existing connection to
social care by virtue of either a
family member being in receipt of
care, or a friend or relation already
working within the sector, are up
to twenty-five times more likely to
join us. So, seeking out family carers
and employee referrals in your local
community should be priorities. We
then need to ensure all applicants
are contacted quickly regardless of
the time or day they make contact
and a relationship established with
them by using clear and timely
communication, preferably by phone
and text.
Whilst the conditions to find and
keep care workers are at their most
challenging for some time, there is
help available in the form of digital
innovation, peer support, best
practices and grant funding. The social
care sector is full of people who want
the best for others. In a time of crisis,
that is a huge asset we can count on to
get us through tough times.

HOME FROM HOME CARE

RECRUITMENT, RETENTION & TRAINING

LINCOLNSHIRE CARE PROVIDER RECRUITS 135 NEW STARTERS
LINCOLNSHIRE CARE PROVIDER, HOME FROM HOME CARE, HAS RECRUITED 135 NEW
STAFF MEMBERS SINCE BECOMING FAMILY OWNED LAST SUMMER.

H

ome From Home Care,
which operates 11 care
homes for individuals with
learning disabilities, autism
and complex mental and physical
health, has managed to take on the
new starters since September last year
despite the ongoing national shortage
of carers.
Managing director of Home From
Home Care, Paul de Savary, said:
“There’s been a looming staffing crisis
facing our whole sector for many years
but it’s really come to a head in the
wake of the pandemic.
“Luckily, we saw this coming and
since we were able to become a fully
family-owned company in September,
we’ve been able to bring in a load of
changes to make sure that we’re the

best employer we can possibly be.”
As well as increasing pay and
benefits for every role, the company
has introduced improved employee
wellbeing, flexible working and fasttrack career progression schemes.
On average, pay for all Home
From Home Care team members has
increased 19% in the last year.

In addition to investments in its
people, the company has also been
celebrated for its use of technology
to support team members and better
manage its care homes, with it recently
winning the Tech for Good Award
in the Lincolnshire Technology &
Innovation Awards.
Paul added: “We’re very passionate
about making sure that care is a
career in which people can gain real
progression and growth on a personal
and professional level while also having
a direct impact in transforming the lives
of the individuals we support.
“Training is hugely important and this
doesn’t stop with a person’s induction;
we continually invest in their futures so
they can move onto a huge range of new
and exciting roles.”

February 2022 | CARE HOME PROFESSIONAL

31

RECRUITMENT, RETENTION & TRAINING

SKILLS FOR CARE

DEVELOPING YOUR STAFF IN 2022:
TRAINING FOR CARE PROVIDERS
NOW IS THE PERFECT TIME TO START PLANNING FOR THE YEAR AHEAD. ONE
IMPORTANT ELEMENT OF PLANNING IS ENSURING YOU OFFER RELEVANT
LEARNING AND DEVELOPMENT FOR YOUR STAFF. SKILLS FOR CARE ROUNDS UP
SOME OF THE OPTIONS AVAILABLE.

W

orkforce
Development
Fund
The
Workforce
Development Fund (WDF) is funding
from the Department of Health
and Social Care (DHSC) which is
distributed by Skills for Care.
The funding can be used to cover
a wide range of qualifications and
learning programmes, and this year will
continue to be enhanced for leadership
and management training.
All employers in England have access
to the fund, whether it’s claiming via your
local partnership, a national partnership,
or directly from Skills for Care.
Find out more: https://www.
skillsforcare.org.uk/wdf
Leading Change, Improving Care
Leading Change, Improving Care
is a new leadership development
programme for social care managers
delivered by a selection of training
providers that are endorsed by Skills
for Care.
The course covers leading, managing
and building resilience for change;
developing effective leadership skills;
coaching and developing teams;
and improving your own personal
effectiveness.
Find out more: https://www.
skillsforcare.org.uk/Documents/
Learning-and-development/
Endorsement/Leading-ChangeImproving-Care.pdf
The Forefront Programme
The Forefront Programme is a new
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suite of modules being supported by
Skills for Care in 2022.
The course is aimed at frontline
adult social care staff from black, Asian,
and ethnic minorities and is intended
to build participants’ confidence in
improving equality, diversity and
inclusion in their organisation while
also developing leadership skills to
help with career progression.
The course will cover topics,
including
promoting
equality,
diversity and inclusion within their
organisation, leadership, personal
branding,
communication
and
career barriers.
Good and Outstanding care
Two new digital modules to help
providers achieve and demonstrate
Good and Outstanding care standards
are now available on the Skills for
Care website.
The modules cover a step-by-step
approach to preparing for a Care
Quality Commission (CQC) inspection,
how to effectively evidence you’re
delivering Good or Outstanding care,
and practical ways to drive forward
improvements after falling below
CQC standards.
Training for individual employers
and personal assistants
Skills for Care provides funding to
user-led organisations to allow them to
offer free training courses for personal
assistants and individual employers.
This year we’ve funded 22 organisations
to provide training courses to individual
employers and PAs.
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There’s also a variety of different
funding options available through
Skills for Care which individual
employers can use to help support
the development of their personal
assistants, or themselves.
The funding can cover direct costs of
training and qualifications, travel and
the cost of hiring replacement support
whilst your usual PA is attending
training.
Find out about funding:
https://www.skillsforcare.org.uk/
Learning-development/Funding/
User-led-organisation-funding/Userled-organisation-funding.aspx
https://www.skillsforcare.org.
uk/Documents/Learning-anddevelopment/Funding/User-LedOrganisation-funding/2021-22/
Funded-training-available-throughlocal-ULOs-2021-22.pdf
https://www.skillsforcare.org.uk/
Learning-development/Funding/
Individual-employer-funding/
Individual-employer-funding.aspx
Find more information about
training on the Skills for Care website
(www.skillsforcare.org.uk)

LONDON
Seminars & P anel Debates
Quality Networking
Industry Leaders

29th March 2022, The King's Fund, London
Building the Future of Care - It Starts With You
The conference for C-Level Care Professionals, Care Home & Home Care
Owners & Managers, Care Group Senior Management, Domiciliary
Providers and more. With Vic Rayner OBE, CEO at National Care Forum
and The Minister of State for Care and Mental Health, Gillian Keegan MP.

Book Now at www.futureofcare.co.uk
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SIGNATURE SENIOR LIFESTYLE

STREAMLINING RECRUITMENT
LEADING LUXURY CARE HOME PROVIDER SIGNATURE SENIOR LIFESTYLE EXPLAINS
HOW ITS DIGITAL APPROACH IS STREAMLINING COLLEAGUE RECRUITMENT.

T

he care sector, now
more than ever, needs
to be the forward-looking,
wide-reaching and a futureproofed place of work which our aging
society can count on.
The public health picture is being
continually blemished by new variants
of COVID-19, requiring a level of
adaptability as homes go into outbreak,
or colleagues are required to selfisolate at short notice.
Undeniably, care providers face the
added complexity of not only being
in competition with one another, but
with sectors such as hospitality and
retail. Each sector is also attempting
to mitigate recruitment challenges
posed by Brexit, resulting in a smaller
potential workforce to draw from.
In this digital age, Signature Senior
Lifestyle is fully committed to ensuring
the journey from job applicant to
valued team member is seamless,
flexible and embraces technology as
much as possible.
Our digital focus is underpinned by
our applicant tracking system, Tribepad.
From May 2020, it was initiated to
replace the previous, burdensome
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recruitment-focused system.
Applicants can now log into
Tribepad and complete the process
from application to onboarding, all in
one system.
Whilst their DBS and Occupational
Health checks are conducted externally,
our tracking system replaces the need
to handwrite responses to 15 separate
pieces of paperwork and submit hard
copies of identification. Crucially,
Tribepad’s inclusivity means it can be,
and has been accessed, by a mixture of
generations.
Through our new applicant tracking
system, Signature has recruited 711 new
hires in 2021, with applications received
through social media approaching 1,700.
At various points in the year, we received
more than 20 applications a day through
social media.
We are also able to monitor the
performances of job adverts by
title and by job board, further to
identifying any potential hold ups in
the recruitment process.
William Guy, Head of Human
Resources at Signature, said: “We are
proud to have welcomed more than 700
new, talented colleagues to the growing
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Signature family in just 12 months.
“Our applicant tracking system has
streamlined that crucial link between
recruitment and onboarding. This
is so important at a time where the
sector needs to be flexible and reactive
when COVID and its variants impact
public health.
“Signature has embraced the
power of digital technology in
recruitment, and continue to use it
strategically. This means we are able
to monitor where our recruitment and
onboarding strengths lie, moreover,
we are able to identify ways in which
we can improve our processes
even further.”
Retention
Once colleagues are onboarded, the
challenge remains how they can
be retained.
Signature recognises the need for
a healthy work-life balance, broader
incentives such as our amazing new
25-day holiday plus 8 bank holiday
allowance for all full-time, hourly paid
colleagues (increasing to 30 days plus
bank holidays with length of service),
and acknowledges the need to go above
and beyond to retain our talent.
Day-to-day
initiatives
include
pizza and prosecco evenings for our
all-important frontline care teams.
We regularly conduct reviews of our
preferred supplier list of agencies to
allow all Signature homes the ability to
book cover when they have unexpected
staffing shortfalls due to illness.
All of these programmes and initiatives
form part of our core aim of preventing
colleague burnout, something we strive
to avoid at all costs, at all levels.
For
more
information,
visit
careers.signaturecarehomes.co.uk.

KEEP UP TO DATE
SIGN UP TO OUR DAILY NEWS ALERTS
AND FOLLOW US ON SOCIAL MEDIA

Subscribe to our daily news alerts:

www.carehomeprofessional.com/dna
Follow us on social media:
Twitter @CareHomePro
Facebook Care Home Professional
LinkedIn Care Home Pro
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BARCHESTER HEALTHCARE

BARCHESTER HEALTHCARE INVESTS
£8.1M IN PAY AND BONUSES
LEADING CARE HOME PROVIDER BARCHESTER HEALTHCARE IS INVESTING AN
ADDITIONAL £8.1M IN PAY AND BONUSES.

The new bonus awards are designed to reward staff loyalty

T

he investment means an
8.6% annual net increase,
or additional £1,950 gross
annual pay for carers and home
support staff working 42 hours per week,
including a loyalty bonus payment of
£700. Barchester also pays the NMC PIN
for all nurses on an annual basis.
Barchester CEO, Dr Pete Calveley,
who won four industry awards in 2021
in recognition of his leadership through
the pandemic, said: “The staff in our
care homes have been at the frontline
in the battle against COVID-19, working
relentlessly together to keep our
residents and patients safe and well.
“We are delighted to announce
these additional benefits to thank our
Barchester teams for their dedication
and hard work. We will continue to
invest in our staff by providing the
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best possible training, pay and benefits
packages in our sector.”
The latest announcement comes
after Barchester paid staff three
COVID-related bonuses in 2020/2021
with all workers paid above the
National Living Wage and National
Minimum Wage as of April 2021.
The new bonus rewards are designed
to reward staff retention and loyalty
and will be paid over a six month period.
Other incentives offered by Barchester
include: enhanced maternity/paternity
pay, a £100 gift card for all staff achieving
a Good care rating (or equivalent) and
a £500 gift card and the Refer a Friend
Scheme (worth £250-£500) for those
achieving Outstanding.
These incentives form part of
Barchester’s staff retention programme
because from experience they know
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that longer serving staff deliver better
quality of care for residents as they
have built a relationship and trust. Staff
retention also enables a high standard
of teamwork.
The only healthcare provider in the
UK to be awarded 2 star ‘Outstanding’
status as one of the ‘Best Companies
to work for’ by its own employees,
Barchester is already proud of its
sector-leading staff benefits, rewards
and pay rates.
Barchester also offers a broad range
of career development opportunities
through its extensive Learning &
Development programme with career
pathways in care, nursing and other
operational roles mapped out to
support staff to fulfil their potential
progress through the ranks to more
senior roles within the business.

LEAH QUERIPEL, HR DIRECTOR, CARE UK

RECRUITMENT, RETENTION & TRAINING

RECRUITMENT & RETENTION
THE CARE UK WAY
HR DIRECTOR, LEAH QUERIPEL, EXPLAINS HOW CARE UK IS EMPLOYING DIGITAL
SYSTEMS AND SOCIAL MEDIA TO HELP COPE WITH TODAY’S RECRUITMENT AND
RETENTION CHALLENGES.

R

ecruitment & onboarding
We introduced an applicant
tracking system in 2016.
Potential recruits submit
their application via the system
and, from that point on, everything
is managed electronically – from
shortlisting to keeping tabs on
references and DBS checks. Applicants
love it because we’ve simplified what
they have to send us to apply – just a
few basic details and to upload a CV
- and my support team has access to
dashboards of how local recruitment is
being managed.
As well as making life easier, it has
brought quantifiable benefits – we
have shortened the time between a
job being advertised and someone
starting work by an average of 25 days.
We also found this speedy turnaround
reduced candidate drop out by 10
percentage points and reduced drop
out 6% post offer. It also reduced the
administration time for each new
colleague by 35 minutes.
We use Enboarder to keep in touch
with new recruits before and after
they join their team. Our research
has shown they love the way it gives
them information about Care UK,
their workplace and our values as well
as some of the more routine requests
that are part of starting a new role. It
mainly works via text message and we
also use it to share information with
existing employees.
With Enboarder, we have a new
development being piloted in one
of our regions that I’m very excited
about. Home managers, some of
their team members or the new

Leah Queripel

recruit’s buddy, record their own
little ‘welcome’ videos to be sent to
the new recruit before their first day.
This personal touch is going down
particularly well.
Social media
One of our most successful recruitment
sources is social media. Content on
Facebook helps potential recruits get
a flavour of what life is like in the care
home and we use advertising to reach
a wider audience. We use Instagram
too – it’s more about brand awareness
but is a key part of the recruitment
marketing mix. There is still a place
for the old school routes - we do attend
jobs fairs - particularly targeted ones
like nursing. And in recent months
we’ve seen positive results with leaflets
posted through people’s letterboxes at
an individual home level.

Support & retention
Care UK is very much a values and
behaviour-driven organisation. We want
our colleagues to fulfil the lives of the
people they support, and that is embedded
in our retention policies, and we want
them to know they are valued. Throughout
the pandemic, we sent thank you letters to
each employee from our chief executive
along with gift cards at key moments like
Carers Week and Christmas. We also
urged every home manager to ramp up
our monthly recognition scheme - the
Going the Extra Mile awards.
We’ve offered colleagues a suite of
support to build on our long-standing
employee assistance programme which
gives access to independent advice on
health, legal and financial matters. A
new development was to open up an
online channel to access this support,
recognising that some colleagues
may not wish to pick up the phone to
discuss, for example, concerns about
their health and wellbeing.
We also partnered with charity Marie
Curie to help colleagues in homes that
had lost several residents to COVID.
Early in the pandemic, we went into
a partnership with David Lloyd Leisure
to provide online fitness and relaxation
classes to help people manage the stress.
More recently, we’ve introduced
Wagestream which allows team
members to draw down some of their
salaries in advance of payday. As well as
helping with unexpected bills, this has
proved popular with those working extra
shifts as they can access the additional
earning the following day. It also offers
advice on household budgeting and
helps users to save regularly.
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FULCRUM CARE

HOW TO WIN THE KEY BATTLES FOR
CARE HOMES IN 2022
CARE HOME OWNERS AND MANAGERS STRUGGLING WITH LOW OCCUPANCY AND
RECRUITMENT CHALLENGES CAN GET INSIGHTS INTO HOW TO WIN THESE KEY BATTLES
IN 2022 THANKS TO A FREE E-BROCHURE FROM EXPERT CARE CONSULTANTS,
FULCRUM CARE.

journey to optimise care home
customer conversions; and
-	
How to improve care home
commercials through simple, costeffective methods.

Tony Thiru

‘R

ecruitment
and
Occupancy: How to
win the key battles for
care homes in 2022’
is a 26-page guide for care home owners
and providers in the adult social care
sector. It tackles the central roadblocks
that currently face the sector, supported
by a range of recommended strategies and
solutions for care homes across the UK.
“As the dust has settled from the
crisis of the early weeks and months
of the pandemic, the care home
sector has been left with a legacy of
some very real, endemic challenges,”
explains Managing Director, Tony
Thiru. “The care homes that emerge
strongest through 2022 will be those
that win the key battles of improving
occupancy and staffing levels, which
means both recruiting and retaining
excellent carers.
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“We’ve therefore pulled our expertise
together in a free guide for care home
owners, providers, investors and
managers to help them win these key
challenges to ensure their care homes
have robust commercials so they can
continue to look after their residents
through 2022 and beyond.”
‘Recruitment and Occupancy: How
to win the key battles for care homes in
2022’ covers:
-	
The core issues behind struggling
recruitment and occupancy levels;
-	How to build confidence among care
home customers and staff;
-	How to improve retention rates of
care home staff and occupants;
-	How to improve the messaging and
visibility of care worker recruitment
listings;
-	
How to create a better customer
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Despite
the
UK
government
announcing an extra £162.5 million boost
to the adult social care sector in October
2021, reports show this may not be enough
to curb the key issues of recruitment and
occupancy for care homes in the UK, with
recent reports revealing:
-	39% of care homes having occupancy
levels that are commercially
unsustainable;
-	105,000 care vacancies to be filled
and growing;
-	30.3% of residential care staff leaving
their jobs in 2020-21; and
-	67% of care home managers limiting
or stopping the admission of
around 5,000 residents due to staff
shortages.
“As expert care consultants with a wide
range of experience within different levels
of the health and social care sector from
care home governance and compliance
to care management teams and staff, we
understand the challenges that the current
state of recruitment and occupancy pose,”
says Tony. “We want to give care homes an
insight to the problems now faced on all
stages of the social care ladder — and offer
strategic solutions for the ways they can
improve their businesses in 2022.”
‘Recruitment and Occupancy: How
to win the key battles for care homes
in 2022’ is available as a free download
from the Fulcrum Care Ltd. Website:
https://fulcrumcareconsulting.com/

CHRIS COX, CHIEF TECHNICAL OFFICER & INFORMATION SECURITY OFFICER, QCS ADVERTORIAL

MOVING TO DIGITAL
CHRIS COX, QCS, CHIEF TECHNICAL OFFICER & INFORMATION SECURITY OFFICER,
ASKS WHAT IT WILL TAKE TO DIGITALLY TRANSFORM THE ADULT CARE SECTOR.

I

n early December, NHSX
published
an
important
technology review that was
centred on innovation and digital
skills. In short, they concluded that
digital technologies have tremendous
potential to improve adult social care.
At the end of last year, in our survey,
‘Building a Better Workforce Together’,
we highlighted the value of moving to
digital. The survey revealed that most
providers interviewed would not be
going back to paper-based systems
following the pandemic. What’s more over 80% thought that technology and
the increased use of electronic systems
was a good thing and improved the way
they could do their job.
In the adult care sector, however,
technology has traditionally taken a
back seat. But in light of these recent
findings, the social care sector has
realised it must embrace technological
change to bring it in line with the rest of
the business world.
At QCS, the leading provider of
content, guidance and standards for
the social care sector, we are strong
advocates of technology. We believe
there are enormous benefits of digitising
the care sector – including professional
development of care staff, improving
business operations and a positive
impact on people using services.
But often these benefits aren’t
evident to people in the industry – and
there are many myths associated with
technology adoption. Moreover, there
is a lack of structured training to ensure
care givers are sufficiently enabled.
In my opinion, therefore, the
successful implementation of digital
technology across the sector is
dependent on two things - dispelling
misconceptions about digitising the
sector and enabling carers (both

Chris Cox

professional and non-professional) to
improve their digital capabilities.
It is increasingly evident that, if
implemented correctly and used well,
digital systems can not only save time,
but also streamline processes and
deliver financial savings. Moreover,
with the use of portable devices, carers
can spend more face-to-face time with
service users. And the range of tools
and resources to support social care is
increasing all the time.
The benefits of digital systems are
many. They deliver a greater level
of efficiency, and free up more time
for service users. Information is
searchable, available and auditable if
digitally stored and, unlike paperwork,
it cannot go missing. It is easier to share
care records and notes with staff as well
as clients’ families if they are stored
and made available in a digital format.
There is often an aversion, however,
to having smart devices on care home
floors as some senior management

teams can’t tell whether the staff
member is using a personal app, such
as Facebook or using an online tool to
assist the service user. It’s, therefore,
important to debunk this myth and
show technology in its true light.
One way of achieving this is by
developing
digital
champions,
something I believe would be a really
positive initiative. Digital champions
are individuals within an organisation
made available to help digitally upskill
others. They will usually have an
existing relationship with learners and
often have a strong personal interest
in technology. They can operate with
colleagues as well as service users.
There is no standardised approach to
this but emerging evidence supports the
concept as an effective enabler of staff
that promotes peer-to-peer learning.
The champions are the primary
trainers who support colleagues to
learn new skills, gain digital confidence
and overcome barriers to becoming
digitally active.
In conclusion, what’s key for me is
empowering carers to be able to see the
benefits of increasing digital literacy
and then giving them the time and
resources to achieve it. By adopting
digital solutions, management teams
can free up the time care workers now
spend on administration tasks for more
face-to-face care. Their businesses will
operate more efficiently and they will
be able to do more to look after those
they support and their employees.
Technology may be a faceless
concept but the person-centred
benefits it unlocks are very real. That is
the biggest take-away.
To find out more about the
QCS Management system and
start a free trial, please visit
www.qcs.co.uk/chp-feb-22
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MANAGER OF THE MONTH
JILL CARR, GENERAL MANAGER AT HC-ONE’S OUTSTANDING RATED LOTHIAN HOUSE
AND TENLANDS, SHARES HER PROUDEST MOMENTS.
Looking back, another moment would be when I
was nominated for Home Manager of the Year at the
regional Great British Care Awards in 2009 – and
won! I was absolutely elated and never dreamed I
could win anything that prestigious for doing the
job that I love. From there, I attended the final of the
national awards held in London with my sister and
we had an amazing time.

Jill Carr

H

ow did you join HC-One?
I first joined HC-One in 2004, when I started
work at Lothian House in Spennymoor as
a Registered Home Manager. That seems
a while ago now because the company was known as
Highfield Care at the time and then finally became
HC-One in 2011.
What is special about HC-One?
I like how much we focus on kindness, not just in the care
we provide but also in how we work together.
What do you find most rewarding about your job?
Seeing the residents happy and feeling fulfilled in
their daily lives, and seeing colleagues enjoying their
day-to-day work.
What has been your proudest moment?
This is a hard one as I have had many. After a three-day
long CQC inspection in December 2018, Lothian House
received an Overall Outstanding rating – one of my
proudest moments at work ever. My colleagues and I
continue to work hard to make sure all our residents live
their best possible lives so to be recognised for this by the
regulator was incredibly fulfilling.
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What has been your greatest challenge and
how did you overcome it?
My greatest challenge to date has to be dealing
with the most unprecedented and unpredictable
22 months we have all endured over the COVID-19
pandemic. It has been a roller coaster and, like
everyone else, we have had to change the way we
think and live on a daily basis.
Instead of worrying about what might happen, I took
everything day by day and still do. To try and overcome
some of the challenges, my teams and I focus on the
day ahead. We use the support networks we have at
HC-One when required and I try to remember to care
for myself, too. This helps me to continue supporting
my teams and to do the job that I do.
Tell us some of the key things you need to
provide great care.
Caring is a personality, a trait. You can be taught the
skills and knowledge you need to enable you to care,
but caring ultimately comes from within. Kindness
and empathy are paramount when working with some
of the most vulnerable people in our communities
and it’s your passion and commitment which help you
come back to work every day to provide consistent,
great quality care.
How do you relax?
Mindfulness and meditation are some of the
activities I do to relax. I found them difficult at
first as there is a skill to being able to ‘switch off ’,
however, they are both really effective if you
persevere. Another favourite activity which helps
me relax is sitting on my couch, with the log burner
on, and reading a book.
If you have an outstanding care home manager you
would like to see featured in CHP, please contact:
lee.peart@itppromedia.com

FINAL WORD

BEST OF THE WEB

CALENDAR OF EVENTS
Care England Conference & Exhibition

Top stories on Carehomeprofessional.com
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Bupa to pay record fine after resident
died while smoking
NEWSFLASH: Health and care visa
expanded for care workers
Nursing home fined £66,000 after
resident attacked
Care home isolation rules relaxed to help
ease healthcare pressures
Vida Healthcare announces 30% wage
increase for staff

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.

Future of Care
Date: 29 March, 2022
Location: The King’s Fund, London
About: Leading experts from the forefront of the
industry will be discussing the challenges, changes
and strategies for the future of adult social care.
The talks and panel discussions will focus on
current trends in the sector, funding, risk in care
management, Alzheimer’s care and much more.
The conference has been designed especially for
care home owners, managers and decision-makers
to provide them with the latest information and
innovation.

The Residential & Home Care Show

Calls for review of COVID rules as care
home close to admissions
CQC says care homes must follow care
home visiting guidance
HC-One fined £640,000 after resident
chokes to death on doughnut
Devon and Northamptonshire councils
announce care worker bonuses
Call for volunteer army as staffing hits
crisis levels

Page views to Carehomeprofessional.com
37,387 page views in the month to 16 January, 2022
(Google Analytics)

Unique users to Carehomeprofessional.com
33,387 unique users in the month to 16 January, 2022
(Google Analytics)

Date: 18-19 May, 2022
Location: ExCeL London
About: Free for all care professionals to attend,
the CPD certified conference programme will
focus on the big issues facing the social care sector
including recruitment and retention challenges, new
employment law, personalisation, integrated care,
safeguarding, raising quality, dementia, CQC ratings,
which technologies work and business development.

NEXT MONTH IN CARE
HOME PROFESSIONAL
THE BIG INTERVIEW
QUALITY COMPLIANCE SYSTEMS

TECH ON THE FRONTLINE
FRONTLINE CARERS SHARE HOW TECH IS MAKING
THEIR LIVES EASIER

MANAGER OF THE MONTH
WE REVEAL FEBRUARY’S MANAGER OF THE MONTH

STAFF MATTERS
CEO OONAGH SMYTH PROVIDES SKILLS FOR
CARE UPDATE
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TECH ON THE FRONTLINE

VALERIE ANN CARTER, MADISON COURT

TECH ON THE FRONTLINE
STAFF NURSE/TRAINER, VALERIE ANN CARTER, EXPLAINS HOW THE UTILISATION
OF INNOVATIVE TECHNOLOGY HAS RESHAPED THE FUTURE OF DEMENTIA CARE AT
MADISON COURT, A VALUED CUSTOMER OF PERSON CENTRED SOFTWARE.

Mobile Care Monitoring provides in-depth insight into the lives of each resident

D

ue to the unparalleled
and
incomparable
events of the previous
two years, we’ve had to be
forward-thinking in our approach
to adopt new and innovative ideas,
ensuring the quality of care at Madison
Court is as high as can be.
One solution has been the utilisation
of digital care technology. At Madison
Court, the implementation of Person
Centred Software’s Mobile Care
Monitoring system has only been
recent, yet the results have been
resounding. It has provided us with indepth insight into the lives of each of
our residents, which has proven to be a
powerful tool for staff when caring for
residents living with dementia.
Thanks
to
Person
Centred
Software’s person-centred technology,
our carers have access in the palm of
their hands to personalised care plans,
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allergies, hobbies, lifestyle choices, or
future wishes the individual may have
noted when first joining us. Moreover,
we use the technology to predict
deterioration in an individual’s mental
and physical health, so we can act
proactively to prevent subsequent
harmful outcomes.
In addition, Mobile Care Monitoring
means that instead of having to take
intervals out of their day to catch up
on paperwork, our staff can document
as they go in real-time. Having our
record-keeping kept completely up to
date 24/7 also naturally helps us meet
regulations.
Ultimately, what Mobile Care
Monitoring gives you is the ability
to provide a better standard of care.
Following the recent onboarding of the
easy-to-use, icon-driven technology,
we’ve suddenly been granted more time
with our residents, being able to spend
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extra time doing their nails, talking
and engaging with them, and generally
providing more TLC. Person Centred
Software has given us the opportunity
to offer each resident their own sense
of belonging - which compliments our
core beliefs at Madison Court.
Person Centred Software was
launched in 2013 to help to improve
the quality of life for people in social
care. The company has become an
award-winning
global
company
with over 2,500 care homes in the
UK alone, using their digital care
management system.
With over 20 years’ experience
developing technology for the care
sector, Person Centred Software
knows passion creates the best
opportunity for real change – and the
founder continues to stay at the helm
of the business to help drive digital
development in the sector.

Now is the time
to go digital!
There are so many advantages to going digital. Not only are you
saving time, but as a manager you have all of the information that you could
possibly need in one place and it’s easily accessible.
The feedback from our staff since we started using Mobile Care Monitoring
has been really positive.
Beata Czapla, Home Manager of The Chestnuts. Downing Care

You’re in safe hands
Over 2,500 care homes use our digital care management system, Mobile Care
Monitoring, every day.

40% staff
retention increase

More time to care

Number 1 choice
for care staff

Reduces stress

Facilitates
teamwork

Book a demo with us today
Call 01483 357657
hello@personcentredsoftware.com
www.personcentredsoftware.com
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Beautiful, Accredited*, Dementia Friendly Signs

A Finish to Match Your Décor
Living Room

Living Room
Bathroom

White Pine

Walnut

Dining Room

Toilet

Carolina Blue

Sage Brown

Living Room

Bathroom

Garnet Red

Veridian Green

Icons Designed for Dementia

Dining
Living Room
Bathroom

Oak

Toilet

Bedroom

Living Room

Nurses Station

Garden

Dining Room

Bathroom

Coffee Room

Shower

Bedroom

Heather Purple

20% Discount Code on your 1st Order:

CHPDEC
Expiration date: 30th of April 2022

www.signageforcare.com
*Signageforcare is 1A Accredited by the Dementia Services Development Centre of the University of Stirling

