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Decisions of the Safeguarding Overview and Scrutiny Committee
23 October 2013

Members Present:- AGENDA ITEM 1

Councillor Bridget Perry (Chairman)

Councillor Alison Cornelius Councillor Julie Johnson
Councillor Barry Evangeli Councillor Brian Salinger
Councillor Brian Gordon Councillor Agnes Slocombe
Councillor Anne Hutton Councillor Zakia Zubairi

Also in attendance
Councillor Sachin Rajput, Cabinet Member for Adults

Councillor Reuben Thompstone, Cabinet Member for Education, Children and
Families

Apologies for Absence

Councillor Kath McGuirk
Councillor Kate Salinger

MINUTES OF THE PREVIOUS MEETING

RESOLVED that the minutes of the meeting dated 9 September 2013 be agreed as
a correct record.

ABSENCE OF MEMBERS

Apologies for absence were been received from ClIr. Kate Salinger, who was absent due
to Council Business. Apologies for absence were also received from Councillor McGuirk,
who was substituted for by Councillor Julie Johnson.

DECLARATION OF MEMBERS' INTERESTS

There were none.

PUBLIC QUESTION TIME (IF ANY)

There were none.

MEMBERS' ITEMS (SUBMITTED IN ACCORDANCE WITH OVERVIEW AND
SCRUTINY PROCEDURE RULE 9) (IF ANY)

There were none.



ADULTS AND COMMUNITIES DELIVERY UNIT ANNUAL COMPLAINTS REPORT
2012/13

Councillor Sachin Rajput, the Cabinet Member for Adults introduced the Adults and
Communities Delivery Unit Annual Complaints Report 2012/13, which is required to be
reported to Committee under statutory regulations.

In introducing the report, the Cabinet Member for Adults advised the Committee of the
following:

e From the 1 April 2012 to 31 March 2013 inclusive, the department has dealt with
12,998 people.

o The figure 12,998 above consists of 5,459 contacts and 7,539 people receiving a
service in 2012/2013.

e The figure 7,539 above consists of 1,959 new Community Care Assessments and
5,580 reassessments.

Referring to the report, the Cabinet Member for Adults in formed the Committee that the
number of complaints at the London Borough of Barnet was low compared to other
Boroughs, and that the number of compliments received had increased.

A Member questioned how the Council was able to keep track of the quality of care delivered
by third party providers. The Cabinet Member for Adults advised the Committee that the
quality of care delivered by third party providers was monitored by continued dialogue.

A Member questioned whether the average person would know about the complaints
process, and raised concern that people might be put off making a complaint because they
were concerned that complaining might make the situation worse. The Member also
questioned the Cabinet Member for Adults as to how the Council could reassure residents
that complaints would be dealt with sympathetically. The Cabinet Member for Adults
advised the Committee that the Council had to make sure that that procedures were in place
to safeguard, and emphasised the need to reassure individuals that the Council would seek
to protect them.

RESOLVED that the Committee note the contents of the report.

POST-DECISION SCRUTINY: SAFEGUARDING IN BARNET

The Cabinet Member for Adults introduced this report, which had been requested by the
Committee for post-decision scrutiny following the paper being received by Cabinet on
24 September 2013. The report provided an overview of activities and Governance in
relation to the Council’'s Safeguarding responsibilities.

Referring to the report, the Cabinet Member for Adults noted the excellent detection rate
on hate crimes. The Cabinet Member for Adults also referred to the Peer Review that
Barnet had undertaken, where Barnet were noted as an example of best practice. The
Committee were also advised that the number of Independent Mental Capacity Advocacy
referrals had gone up.

The Cabinet Member for Education, Children and Families advised that it was regrettable
that the report had not come to the Safeguarding Overview and Scrutiny Committee in
advance of it being received by the Cabinet.



The Cabinet Member for Education, Children and Families advised the Committee that
the key point from the report in the respect of Safeguarding Children was the outcomes
from the Monroe Report, noting that the Statutory guidance, “Working Together to
Safeguard Children (2013)” was revised following the Munro Review. The Committee
noted that this guidance sets out how organisations and individuals should work together
to safeguard and promote the welfare of children and young people in accordance with
the Children Act 1989 and the Children’s Act 2004.

A Member questioned if the definition of a hate crime had widened. A Member then
noted that people can be abused because of their religion, and commented that the
report did not encapsulate religion within the definition of hate crime. The Cabinet
Member for Adults advised that he thought that the report should have included religion
within the definition of hate crime. Members expressed dissatisfaction that there was not
a clear definition of hate crime, and requested that Officers provide the Committee with a
nationally recognised definition of hate crime.

A Member referred to a statistic in the report that noted that 16% of the 365 people
entering treatment for drugs and alcohol in Barnet are parents with children, and that
anecdotal reports suggested that there were many more drug using parents in Barnet
who are not entering treatment, which needed to be resourced. The Member
questioned how this issue is being considered. Karen Jackson, the Adults Social Care
Assistant director advised the Committee that she would circulate this information to the
Committees. Nicola Francis, the Family Services Director advised the Committee of the
need for Early Intervention and joint working between Delivery Units, and noted that the
earlier the Council can intervene, the lower the risk and the cost.

A Member noted that the report stated that four hate crime awareness seminars would
be taking place to improve the under-reporting of hate crime. Officers advised the
Committee that they would provide the details of these seminars outside of the meeting.

A Member noted that a single independent Chair for both the Barnet Children’s and
Adults Safeguarding Boards had recently been appointed, and questioned how the single
appointment was working. Ms. Jackson advised the Committee that the single
appointment was important to Working Together and building a joint understanding.
Members requested that Officers provide the details of the new, independent Chair by e-
mail.

The Cabinet Member for Education, Children and Families noted that the Munro Review
had emphasised the need for joined up working, and advised that the joint Chair would
mean that issues are less likely to slip through the net.

RESOLVED that:

1) The Committee notes the “Safeguarding in Barnet” report that went to
Cabinet on 24 September 2013;

2) The Committee requested to be provided with a nationally recognised
definition of hate crime.

3) The Committee request that Officers provide them with information as to
how resources for treatment are to be made available to drug-using parents
in Barnet.

4) The Committee request the details of the four hate crime awareness
seminars as set out in the report.
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5) That the Committee be provided with the details of the new, independent
Chair of the Barnet Children’s and Adult’s Safeguarding Board.

BARNET SAFEGUARDING CHILDREN BOARD ANNUAL REPORT 2012/13

Tim Beach, the outgoing Independent Chair of the Barnet Safeguarding Children Board
introduced the Board’s Annual Report for 2012/13. The report provided an overview of
the effectiveness of Safeguarding arrangements in Barnet, and included an assessment
of the performance of the Local Authority and its partners in delivering for children. Mr.
Beach noted the importance of the independence of the Board continuing to be
recognised.

Mr. Beach advised the Committee that the Board’s highlight of the year had been the
work of Barnet's Youth Shield who had been recognised at the Annual London
Safeguarding Children Awards in December 2012. The Committee were also informed
of the work that the Board had undertaken to encourage and support the implementation
of the Multi-Agency Safeguarding Hub.

Mr Beach also provided the Committee with an overview of the challenges faced by the
Board, which were as follows:

e The challenge of continued priority and capacity to deliver safeguarding at a time
of budgetary restraint and organisation change across partners;

e The arrangements for the safeguarding of children following the restructure of
Primary Care Trusts into Clinical Commissioning Groups;

e The impact of the allocation of grants to the community and voluntary sectors, and
its impact on their ability to work with children and families;

e The prevailing culture of caution in relation to information sharing, which has been
driven by recent breaches of data protection, and could be seen as a potential
barrier to sharing information on the ground.

Mr. Beach referred to the report, and noted whilst 2012/13 saw a small rise in the
number if initial assessments, a significant rise in the number of cores
assessments, and a rise in Section 47 Child Protection Investigation, the number
of children on a Child Protection Plan significantly reduced. The Committee were
also advised that Barnet has not been involved in a Serious Case Review for over
three years.

Mr. Beach highlighted the rise in the number of referrals relating to managing
allegations against adults working with children, and noted that there had been a
rise in referrals to 137 (the figures being 121 (2009/10) 96 (2012/11) and 91
(2011/12) Mr. Beach noted an increase in the referrals from social care, which
might represent a greater awareness and broadening of the sources of referrals.

A Member noted the number of organisations who were members of the Barnet
Safeguarding children Board, and questioned the level of buy-in from the
organisations. Mr. Beach advised that generally, buy-in was very good, but noted
that it could be difficult to get schools to attend meetings, and noted that some
organisations didn’t always have the resources to send staff to meetings.

A Member referred to the data in the report that demonstrated the number of
London Safeguarding Children Board Courses attended by partner organisations
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in the last year, and noted that some organisations, including the Police, had not
attended the training courses at all. The Member questioned how the Committee
could encourage the Borough Commander to ensure that partners were as
informed as possible.

The Committee requested that representations be made through the Borough
Commander to highlight the lack of staff training on Safeguarding issues as
highlighted in the report, and that the Borough Commander provide a response to
the Committee.

Referring to the Independent Chair’s introduction in the Annual Report, a Member
questioned his view on the associated risks of having a single Chair for both the
Adults and Children Safeguarding Boards. Mr. Beach advised the Committee that
containing both Adult and Children Safeguarding issues on the same agenda
could make the agenda very large, and noted possible challenges for full
attendance at meetings. Ms. Francis advised the Committee that there was a
need to strike a balance between supporting partner agencies and facilitating
attendance.

RESOLVED that:

1) The Committee note the report;

2) The Committee request that that representations be made through the
Borough Commander to highlight the lack of staff training on
Safeguarding issues as highlighted in the report, and that the Borough
Commander provide a response to the Committee.

3) The Committee express their thanks to Mr. Beach for his work as the
Chair of the Barnet Safeguarding Children Board.

ADVANCE NOTIFICATION OF EXECUTIVE DECISIONS
RESOLVED that the Committee note the Advanced Notice of Executive Decisions.

SAFEGUARDING OVERVIEW AND SCRUTINY COMMITTEE FORWARD WORK
PROGRAMME

The Committee noted the Forward Work Programme, as set out in the report.
RESOLVED that the Committee note the Forward Work Programme.
ANY OTHER ITEMS THE CHAIRMAN DECIDES ARE URGENT

There were none.

The meeting finished at 8.55 pm



This page is intentionally left blank



Putting the Community First

BIARIN|E|T

LONDON BOROUGH

AGENDA ITEM 6

Meeting

Date
Subject

Report of
Summary of Report

Safeguarding Overview and Scrutiny
Committee

27 November 2013

Your Choice Barnet Task and Finish
Group - Final Report

Scrutiny Office

This report at Appendix 1 presents the findings of the
Your Choice Barnet Task and Finish Group following
their review of the business plans and sustainability of
the provision of Adult Care Services through the

Local Authority Trading Company, Your Choice
Barnet. The Committee are requested to consider
the findings and recommendations of the Task and
finish Group as set out in the report and endorse the
report for onward referral to Cabinet.

Officer Contributors
Status (public or exempt)
Wards Affected

Key Decision

Reason for urgency /
exemption from call-in

Function of
Enclosures

Contact for Further
Information:

www.barnet.gov.uk

Ash Tadjrishi, Overview and Scrutiny Officer
Public

All

N/A

N/A

Safeguarding Overview and Scrutiny Committee

Appendix 1 — Report of the Your Choice Barnet Task
and Finish Group

Ash Tadjrishi, Overview and Scrutiny Officer
@ 020 8359 2368
ash.tadjrishi@barnet.gov.uk
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5.1

RECOMMENDATION

The Committee to consider the findings and recommendations of the Your
Choice Barnet Task and Finish Group, as set out in the report attached at
Appendix 1.

Committee to endorse the report for onward referral to the next Cabinet
meeting.

RELEVANT PREVIOUS DECISIONS

Business Management Overview and Scrutiny Committee, 3 July 2013, agenda
item 5 — Members Item — Your Choice Barnet

CORPORATE PRIORITIES AND POLICY CONSIDERATIONS

The Overview and Scrutiny Committees, Panels and Task and Finish Groups
must ensure that the work of Scrutiny is reflective of the Council’s priorities.

The three key priorities set out in the 2013-16 Corporate Plan are: —

e Supporting families and individuals that need it — promoting
independence, learning and wellbeing,

¢ Improving the satisfaction of residents and businesses with the London
Borough of Barnet as a place to live, work and study,

e Promoting responsible growth, development and success across the
borough.

In relation to the Your Choice Barnet Task and Finish Group, the following
corporate priorities, outcomes and targets are relevant to the work of the
Group:

“Support families and individuals that need it — promoting independence,
learning and well-being.”

“To promote a healthy, active, independent and informed over 55 population in
the borough so that Barnet is a place that encourages and supports residents to
age well.”

“Our aim is to give all users of adult social care services choice and control over
the services they receive and the decisions that affect them. We will do this by
supporting eligible users of social care services to take personal budgets, and
to spend them in a way that benefits them the most, enabling them to decide
the support they receive.”

RISK MANAGEMENT ISSUES

Failure to address issues of public concern through the overview and scrutiny
process may result in reputational damage to the Council.

EQUALITIES AND DIVERSITY ISSUES

Pursuant to the Equality Act 2010 (“the Act”), the council has a legislative duty
to have ‘due regard’ to the need to: eliminate unlawful discrimination,
harassment, victimisation and any other conduct that is prohibited by or under



5.2

5.3

6.1

6.2

7.1

8.1

8.2

8.3

the Act; advancing equality of opportunity between those with a protected
characteristic and those without; and promoting good relations between those
with protected characteristics and those without. The ‘protected characteristics’
are age, race, disability, gender reassignment, pregnancy, and maternity,
religion or belief and sexual orientation. The ‘protected characteristics’ also
include marriage and civil partnership, with regard to eliminating discrimination.

In addition to the Terms of Reference of the Committee, and in so far as
relating to matters within its remit, the responsibility of the Committee is to
perform the Overview and Scrutiny role in relation to:

e The Council's leadership role with respect to diversity and inclusiveness;
and,

¢ The fulfilment of the Council’s duties as employer including recruitment
and retention, personnel, pensions and payroll services, services, staff
development, equalities and health and safety.

Task and Finish Groups will need to take into account equalities considerations
throughout the lifecycle of the review and through the on-going monitoring, via
the Scrutiny Office, by implementation of accepted recommendations.

USE OF RESOURCES IMPLICATIONS (Finance, Procurement,
Performance & Value for Money, Staffing, IT, Property, Sustainability)

Task and Finish Group reviews have the scope to consider value for money
issues which identify how well the Council is managing and using its resources
to deliver value for money and better and more sustainable outcomes for local
people.

Task and Finish Group reviews must take into consideration value for money
considerations when conducting their work, including the costs and benefits
(both financial and non-financial) associated with any recommendations made
by the Group. The costs associated with administering the Task and Finish
Group review has been met from existing resources within the Governance
Service budget.

LEGAL ISSUES

Under Section 21 of the Local Government Act 2000, the Council’s executive
arrangements are required to include provision for appointment of an Overview
and Scrutiny Committee with specified powers, including the power to make
reports or recommendations to the authority or the executive with respect to the
discharge of any functions which are the responsibility of the executive.

CONSTITUTIONAL POWERS (Relevant section from the Constitution,
Key/Non-Key Decision)

The scope of the Overview & Scrutiny Committees is contained within Part 2,
Article 6 of the Council’s Constitution.

The Terms of Reference of the Overview & Scrutiny Committees are set out in
the Overview and Scrutiny Procedure Rules (Part 4 of the Constitution).

The Safeguarding Overview & Scrutiny Committees Terms of Reference
states that one of their responsibilities is to:
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“To scrutinise the provision of adult social care services (including those who
have physical disabilities, sensory impairment, learning disabilities, mental
health needs or other special needs) to ensure that residents are safeguarded
and supported to lead as independent lives as possible in their own homes™

BACKGROUND INFORMATION

At its meeting of 3 July 2013 the Business Management Overview and Scrutiny
Committee agreed to establish a Task and Finish Group to review the business
plans for Your Choice Barnet with findings being reported to the Safeguarding
Overview and Scrutiny Committee (the responsible thematic overview and
scrutiny committee)

The Members appointed to this Group were: Councillors Braun (Chairman), B
Salinger, Khatri, Rawlings and Mittra. The Group held its initial meeting on 23
July 2013 to consider the scope and approach to the review. At the meeting, it
was agreed that review would undertake an independent analysis of the
Business Plans and performance of Your Choice Barnet (a wholly owned Local
Authority Trading Company) to enable an impartial analysis with balanced and
evidence based recommendations made to the Safeguarding Overview and
Scrutiny Committee and Cabinet.

At its meeting of 12 August 2013, the Group considered reports from staff and
senior officers on Your Choice Barnet which provided background and context
to the original business case and the rationale for the decision to set up the
local authority trading company, together with an update on performance and
forward plans. This was followed by a presentation from the Head of Finance
for Adults & Communities giving an assessment of the business plans and
financial performance.

At its meeting of 3 September 2013, the Group:
¢ Reviewed Care Quality Commission reports for Valley Way Respite
Service and Barnet Supported Living Services;
e Considered Case study reports of three other Local Authorities that had
differing local authority trading company experiences; and
e Considered a range of documents and feedback in relation to
consultation and engagement.

The Group undertook site visits to meet with Your Choice Barnet staff and
service users on 17 September 2013. Members visited three services sites;
Flower Lane Autism Service, Community Space and Rosa Morrison Day
Centre.

A final meeting took place on 23 September 2013, at which the Group
concluded their findings and agreed the recommendations as set out in the
report at Appendix 1.

LIST OF BACKGROUND PAPERS

None.

Cleared by Finance (Officer’s initials) JH

Cleared by Legal (Officer’s initials) LC
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Appendix 1

Task and Finish Group Review:
Your Choice Barnet

Final Report

November 2013
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Executive Summary

This Task and Finish Group was set up in response to an issue of public
concern surrounding the sustainability of the provision of Adult Care Services
through the Local Authority Trading Company (LATC), Your Choice Barnet. The
scope and purpose of the review was proposed via a Members’ Iltem in the
name of Councillor Barry Rawlings and sought to:

e Consider lessons learnt from the outsourcing of the “Your Choice Barnet’
bundle of services to a LATC.

e Evaluate business plans, financial performance and actions being taken
to promote business growth.

e Consider evidence from parents and service users about their experience
of the services.

o Consider evidence from staff and relevant groups on what impact any
restructure is likely to have on services.

e Consider case studies on other local authority experiences in providing
similar services.

An overriding consideration for the Task and Finish Group was to consider
whether the Your Choice Barnet bundle of services should be brought back in-
house. Following consideration of all of the evidence received, the Group made
a number of recommendations to Your Choice Barnet regarding process
improvements, but did not recommend the return of services back in-house.

The recommendations that were made include:

e Staffing levels for each service area should be identified on the Your
Choice Barnet Risk Register;

e Your Choice Barnet should analyse the potential for business growth
through in-home respite as an outreach service from Valley Way;

e Your Choice Barnet should explore potential benefits of establishing an
overarching charitable arm or friends group to enable access to grants or
other funding opportunities and maximise tax efficiencies; and

e The Council should have additional representation on the Your Choice
Barnet Board.

The Task and Finish Group considered a wide range of evidence as part of their
review including the original Business Case, financial projections, performance
reports, operational plans, growth plans, Care Quality Commission (CQC)
inspection reports, feedback from consultations undertaken by Your Choice
Barnet, submissions from unions and local interest groups.

The Council’s Safeguarding Overview and Scrutiny Committee will be requested
to consider this report before the findings and recommendations are formally
reported to the to the Cabinet. The Group recognise that the recommendations
made will be for Your Choice Barnet to implement and respond to.

12



Notwithstanding that, the Cabinet Member for Adults is the Cabinet Member
responsible for the portfolio of services provided by Your Choice Barnet and
Cabinet endorsement will be required to give effect to the recommendations.

In order to monitor the implementation of any accepted recommendations, the
Safeguarding Overview and Scrutiny Committee (or its successor committee)
will be asked to regularly monitor any progress made by Your Choice Barnet in
implementing the recommendations.

13



1.1

1.2

1.2

Background Information

At the Business Management Overview and Scrutiny Committee meeting
of 3 July 2013, Councillor Barry Rawlings submitted a Member’s Item in
relation to Your Choice Barnet. The item outlined a request for a review of
the business plan and the sustainability of service provision in view of
proposed staffing changes. Following debate on the item, the Committee
agreed that a Task and Finish Group should be established to review
Your Choice Barnet on the basis of the Members’ Item, with the review to
be completed by early September 2013.

The membership of the Group (as appointed by the Conservative and
Labour Group Secretaries) was as follows:

Councillor Maureen Braun (Chairman)
Councillor Brian Salinger

Councillor Sury Khatri

Councillor Barry Rawlings

Councillor Arjun Mittra

Substitutes were:

Councillor John Hart

Councillor Rowan Quigley Turner
Councillor Kathy McGuirk
Councillor Gill Sargeant

The Group held an initial meeting on 23 July 2013 and agreed the
following:

Terms of Reference - Your Choice Barnet Task and Finish Group

The Your Choice Barnet Task and Finish Group review will:

e Report on lessons learned from the outsourcing of the “Your Choice’
bundle of adults services to a Local Authority Trading Company;

¢ Evaluate business plans, financial performance and actions being
taken to promote business growth;

e Consider evidence from parents and service users about their
experience of the services;

e Consider evidence from staff and relevant groups on the impact of
any restructure is likely to have on services; and,

o Consider case studies on other local authorities’ experiences in
providing similar services.

The Task and Finish Group will provide a report detailing comments and

recommendations relating to the sustainability of provision of Adult Care
Services through the Local Authority Trading Company.

14
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Review Format

The Group anticipated developing up to four recommendations to the
Council’'s Cabinet who are responsible for the performance of Council
services regardless of whether these are delivered by internal or external
delivery units.

The Group agreed to complete the review by the end of September 2013,
with a view to providing a report to the Safeguarding Overview and
Scrutiny Committee in November 2013 with the findings being presented
to Cabinet at the earliest opportunity thereafter. An update on the
progress of the review was reported to the Business Management
Overview & Scrutiny Committee (the committee responsible for oversight
of the work of overview and scrutiny working groups) on 7 October 2013.

Following protocol guidelines stipulated in the Council’s Constitution
under Overview and Scrutiny Procedure Rules, the Group undertook to
consider a range of evidence, meet with key stakeholders and visit sites
run by Your Choice Barnet. The Group considered evidence from:

e Strategic Director for Communities (London Borough of Barnet
(LBB))

¢ Head of Social Care Commissioning for Adults & Communities

(LBB)

Commissioning Lead for Adults & Communities (LBB)

Head of Finance for Adults & Communities (LBB)

Director of Business Services (The Barnet Group Ltd.)

Interim Head of Care and Support (Your Choice Barnet)

Chief Executive Officer (The Barnet Group Ltd.)

PR & Communications Manager (The Barnet Group Ltd.)

UNISON (Trade Union)

CADDSS (Campaign Against Destruction of Disabled Support

Services — a local group representing the families of some YCB

service users).

e Consultation Data — examined feedback from Your Choice Barnet
Service Users and their families on services and proposed changes
to staffing arrangements.

e Site Visits — to enable discussion between front line service staff and
TFG Members to provide context to the Group’s work.

e Business Plans and financial projections relating to Your Choice
Barnet.

e Performance reports and action plans.

e CQC inspection reports.

e Case-studies of local authorities with experience of delivering, or
having considered delivering, Adult Social Care services through a
Local Authority Trading Company (LATC)

Primary evidence collated by the Group was supported by an analysis of
Financial Performance by the Head of Finance, Adults & Communities.

15



2.5

3.1

3.2

3.3

3.4

3.5

The report summarises the findings of the Task and Finish Group based
on the evidence gathered and presented in line with the scope and
purpose as detailed at 1.2 above.

Your Choice Barnet — An Overview

The key responsibility of local authority Social Services is to design
flexible packages of care to meet people’s assessed needs (Community
Care Act 1990). Social care services can be delivered by the public,
private or voluntary sector.

Under the auspices of the national agreement ‘Putting People First’ in
2007 and the rollout of personal budgets, local authorities were required
to develop sustainable arrangements which would allow the
personalisation of service need and personal budgets which would follow
the individual'. This was set out in the Learning Disabilities
Commissioning Strategy agreed by Cabinet in June 2007.

As part of an authority wide transformation programme, in November
2010 the Council’'s Cabinet reviewed and approved the decision to
proceed with the development of a full business case and business plan
to implement a Local Authority Trading Company (LATC) to deliver some
elements of Adult Care Services. This would result in the transfer of
Learning Disability Services, Physical and Sensory Impairment Disability
Services and Mental Health in-house provider services to the LATC.

In May 2011, Cabinet Resources Committee reviewed and approved the
Business Case for the Adults In-House Service Review Project, allowing
the setup of a Local Authority Trading Company structure, incorporating
Barnet Homes (the Arm’s Length Management Organisation responsible
for managing the Council’s housing stock). This was a model that was
designed to be able to develop future services, give freedom and
flexibility to respond more swiftly to changes in service demand within the
wider competitive market and mitigate the potential risk of losing around
£3.8m of direct payments income. (Direct payments cannot be used to
purchase local authority services and are intended to be used by the
service user to buy independent care rather than have services provided
directly by the Council®.)

In January 2012, Cabinet Resources Committee reviewed and approved
the November 2011 Business Plan for the Adults in-house Service
Review project and confirmed the transfer of Learning Disability and
Physical Sensory Impairment Adult Social Care service provision to the
LATC.

' a clear, upfront amount of funding which may be available from Adult Social Care to spend on the
services and support needed to help people live more independently. Needs are assessed by social
workers to establish eligibility to receive a personal budget.

Guidance on direct payments for community care, services for carers and children’s services, para. 121.
Department of Health, England 2009.
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3.6

4.1

4.2

4.3

4.4

4.5

Your Choice Barnet (the name of the Council’'s LATC) was launched in
February 2012 and was amongst the first social care Local Authority
Trading Companies in the UK, providing a wide range of different
services to people with learning and physical disabilities; including
specialist support to people on the autistic spectrum and complex
disabilities, a short breaks service and support for people to live
independently in their own homes. The stated vision of Your Choice
Barnet is to “empower people to live the lives they choose, as
independently as possible”.®

Key Findings of Review

Your Choice Barnet delivers care services to the quality expected by its
customers and independent inspectors. Therefore, the long-term viability
of this LATC as a provider of adult social care is a largely financial
question (rather than a service quality question) that will be answered
through realising cost-saving measures, income sustainability and
growth.

Prior to service transfer, The Barnet Group made optimistic revisions to
financial projections contained in the approved Business Case. In
addition to this, a key cashflow issue had not been identified until the
actual use (and subsequent value of the contract) had been realised. It
was this issue that necessitated an intra-company loan of £1m and
further revisions to financial projections. This ‘reality-check’ gave rise to
public concern and valid questions relating to the long-term financial
sustainability of the LATC.

Experience and knowledge gained by Your Choice Barnet in the first 14
months of operation has since informed financial planning and allowed for
budget estimates to be appropriately re-appraised. Financial projections
for 2013/14 and beyond - now based on known trading figures - take a
more pragmatic approach to achieving long-term success and growth,
whilst accounting for full repayment of a £1m intra-company loan (and
associated costs) within three years.

Concerns over care quality were primarily based on reasonable
apprehension towards the impact of staffing changes to morale and future
capacity to provide market leading care. In addition, the CQC had
identified one area requiring remedial action at Barnet Supported Living.
At the time of this report there were no care quality issues warranting
further action and feedback on the quality of services demonstrated a
high level of satisfaction.

Since its inception, Your Choice Barnet have made significant progress in
key areas of staff support and forward planning, but there is still work to
be done to achieve stated growth objectives.

8 http://www.yourchoicebarnet.org/about-us/vision,-aims-and-structure
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4.6

4.7

5.1

5.11

Budget pressures across the adult social care landscape would have
applied equally whether or not the services were still being provided in-
house. Evaluation of provision of these services should focus on care
quality outcomes and not simply based on financial arrangements.

The adult social care services personalisation agenda (putting adult
social care budget directly in the hands of service users to spend in the
way that best suits them) is the driving force for local authorities
considering a move to the LATC model. Service users are no longer able
to purchase services directly from local authorities requiring alternative
models of service delivery to be developed.

Basis of Findings

Business Plans and financial projections relating Your Choice
Barnet (YCB)

On 12 August 2013 the Group invited the Strategic Director for
Communities; Head of Social Care Commissioning for Adults &
Communities; Commissioning Lead for Adults & Communities; Head of
Finance for Adults & Communities; and Director of Business Services for
The Barnet Group to consider the Business Plans and Financial
Projections relating to Your Choice Barnet.

The Group were provided with several documents for consideration:

e Future of Adult Social Services In-House Provider Services Project
Business Case (May 2011)

The Barnet Group High Level Business Plan (November 2011)
Draft YCB Statutory Accounts (14 Months to 31% March 2013)
Your Choice Barnet Budget Report 2013/14

YCB Annual Service Report 2012/13

Your Choice Operational Plan 2013/14

The Head of Finance for Adults & Communities provided the Group with a
financial appraisal outlining his assessment of the financial position of
Your Choice Barnet and analysis of cash flow.

Accounts

The Group noted that, in respect of the financial evidence presented,
initial business challenges faced by Your Choice Barnet identified the
need to deliver growth and realise efficiency savings in order to achieve a
surplus from 2014/15 — Table 1 below.
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5.1.5

5.1.6

Table 1 — Four Year Financial Summary Projections (Source: May
2011 Business Case)

Your Choice 2012/13 2013/14 2014/15 2015/16

Income £6,421,768 | £6,608,022 | £6,730,782 | £6,767,262
Net Profit / (£282,260) | (£48,107) | £106,665 |£143,145
(Loss)

Cumulative (£282,260) | (£330,367) | £(223,701) | £(80,556)
Profit / (Loss)

The Barnet Group Ltd. Business Plan published in November 2011
revised these projections to reflect “robust due diligence undertaken by
senior managers in both LBB and Barnet Homes”. This Business Plan
projected Your Choice Barnet being in a profitable position within its first
year of operation — Table 2 below — based on assumed business
opportunities and the speed and scale of efficiency savings.

Table 2 — Four Year Financial Summary Projections (Source: The
Barnet Group Ltd. Business Plan November 2011)

Your Choice 2012/13 2013/14 2014/15 2015/16
Income £5,866,841 | £6,221,290 | £6,460,470 | £6,460,470
Expenditure £5,781,504 | £5,745,104 | £5,742,092 | £5,756,592
Profit / (Loss) | £85,337 £476,186 | £718,378 |£703,878

Despite the revised Business Plan which had projected a surplus in
2012/13, the final outturn for during the first full year of operation showed
a loss of £68,000. Whilst this was less than the surplus projected in
November 2011, it was nonetheless a better position than had been
assumed in the original May 2011 Business Case. The Group learned
that efficiency savings and income growth had been slow to materialise
and management focus had been on the consolidation of services post-
transfer. Accordingly, as a result of understanding actual use of services
and the impact this would have on future management fees being paid by
the Council, the budget approved by The Barnet Group Board for 2013/14
projected a loss of £105,000 (Table 3)

Table 3 — 2012/13 outturn projection and 2013/14 Proposed Budget
(Source: Your Choice Barnet Budget report 2013-14)

Your Choice 2012/13 (Projected | 2013/14
Outturn) Budget
Income £6,179,000 £5,404,000
Expenditure £6,247,000 £5,509,000
Profit / (Loss) (£68,000) (£105,000)
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5.1.10 It was noted that key savings for 2013/14 had been programmed to be

delivered at two points in-year. However, savings expected to be realised
on the 1 July 2013 had been delayed due to extended consultation and
the Group were told that this would not be realised until 1 October 2013,
with the remainder on schedule for delivery by December 2013.

5.1.11 Cashflow

5.2

5.21

522

523

524

The Group heard that, whilst the move from block payment in advance
(Year 1) to payment by actual use in arrears (Year 2) had been known,
underlying cashflow issues were compounded by the realisation that the
block payment in Year 1 had been approximately £995,000 more than
actual-use based revenue. As a result, management fee income budget
for 2013/14 onwards had been revised (reflected within budgeted income
for Table 3 above). The issue of cashflow had been addressed by a
three-year intra-company loan of £1m from Barnet Homes. The Group
noted that full repayment of the £1m and associated interest costs had
been accounted for as part of the three-year cashflow modelling which

also projected Your Choice Barnet being out of overdraft by August 2014.

Performance reports and actions to improve

The Group received an update on performance for Your Choice Barnet
from the Director of Business Services for The Barnet Group.

Embedding into the Group
Yearend financial position

Positive performance areas were identified as being:
e Customer satisfaction
e CQC reports
e Quality of services delivered
e Innovation
[ ]
[ ]

Challenging areas of performance facing challenges were identified as
being:

Customer engagement

Speed of change

Finance position

Growth

Administration (internal audit & CQC)
Sickness

The Group heard how the Operational Plan for April 2013 to March 2014
addressed these issues through the development of an action plan which
would:
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5.3

5.3.1

5.3.2

5.3.3

534

5.3.5

5.4

e Implement the new staffing structure, embed new teams and new
roles, without impacting on service delivery

e Support and increase customer choice and/or maintain people’s
independence

e Achieve high quality standards and improve outcomes for
customers

e Make income go further by maximising revenue and delivering
efficiencies

¢ Raise the profile of Your Choice Barnet and achieve growth and
new business for future financial viability

Care Quality Commission (CQC) inspection reports

On 3 September 2013, the Task and Finish Group met to consider CQC
inspections, consultation feedback and case studies of three local
authorities with experience of delivering, or having considered delivering,
Adult Social Care services through a Local Authority Trading Company
(LATC). Attending this meeting were the Interim Head of Care and
Support for Your Choice Barnet; Chief Executive Officer for The Barnet
Group Ltd.; PR & Communications Manager for The Barnet Group Ltd.;
and the Head of Social Care Commissioning for Adults & Communities
(LBB).

At this meeting the Group considered reports, published by the CQC in
March 2013, on Barnet Supported Living Services and Valley Way
Respite Service. It was noted that whilst standards were considered by
CQC as being met across all areas at Valley Way, there had been one
area identified as requiring remedial action at Barnet Supported Living.
The judgement of the CQC had been that staff were not being adequately
supported to deliver care and treatment safely and to an appropriate
standard.

In its report of March 2013, the CQC stated: “Staff appraisals were
almost all recorded as having taken place. Despite this, training needs
identified, such as dementia care, had not been scheduled. Gaps in
training had been highlighted but not acted upon.”

The Interim Head of Care and Support for Your Choice Barnet stated that
in response to the findings of the report Your Choice Barnet were
initiating full appraisals and training matrices for all staff. Staff were now
receiving supervision to a newly installed quality assurance framework.

Subsequent to this meeting the Group learned that the CQC had
inspected Barnet Supported Living again on 9 September and the service
had met all the required standards.

Case-studies of local authorities with experience of delivering, or

having considered delivering, Adult Social Care services through a
Local Authority Trading Company (LATC)
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5.41

5.4.2

54.3

54.4

5.4.5

546

5.4.7

The Group reviewed a report giving an overview of three different Local
Authorities’ arrangements for Adult Social Care.

Essex Cares Ltd. (Essex County Council).

Essex Cares Ltd. was set up by Essex County Council in July 2009 and
was the country’s first Local Authority Trading Company (LATC) providing
Adult Social Care services transferred from the public sector to around
115,000 vulnerable people. The decision to change from the in-house
service was linked the need to respond to the growth of self-directed
support and personalised budgets.

Although 90% of Essex Cares Ltd. business was currently generated via
the contract with Essex County Council, growth opportunities were being
identified through partnerships with clinical commissioning groups
(CCGs), increasing private contracts and support to individual budget
holders, and providing services outside Essex. Freedom from local
authority procurement constraints gave Essex Cares Ltd. greater
flexibility to find savings by procuring from a wider range of suppliers.

Though the scale of the operation at Essex Cares Ltd. was much larger
than Your Choice Barnet, both organisations had highlighted the need for
a greater proportion of income to come from provision of services beyond
those commissioned by the local authority.

It was noted that in continuing to realise operational improvements Essex
Cares could demonstrate that a Local Authority Trading Company was a
feasible and viable model for delivery of Adult Social Care.

Chelsea Care Ltd. (Royal Borough of Kensington and Chelsea).
Chelsea Care Ltd (CCL) was brought into operation in February 2009
with the aim of developing and providing a range of services to support
people to continue to live independently in the community. The Royal
Borough of Kensington and Chelsea awarded two small contracts to
Chelsea Care:

e 350 hours of ‘practical’ home care per week. Covering low level
needs such as cleaning and shopping; it did not encompass
personal care or nursing care.

¢ A brokerage contract worth £250,000 per annum. Brokerage
services entailed the arrangement and commissioning of care and
support for residents either in receipt of a personal budget or
spending their own funds.

The Royal Borough of Kensington and Chelsea procured over 8,000
hours of home care each week and thus the limited hours awarded to
Chelsea Care meant that overheads remained high for the size of the
company and the business in which it operated. Though the non-
executive directors had deferred their fees during 2010, these continued
to accrue and other costs remained high. The brokerage contract funded
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54.8

5.4.9

the majority of the company’s overheads and the Business Plan was
predicated on the contract being renewed in 2012-13. The home care
contract was also due to expire in 2012-13 and there was concern that
renewal would be based on lower terms and would be unprofitable.

Performance of the Chelsea Care Ltd. did not support the Business Plan
projections which relied on significant growth in the volume of private
clients in an unknown sized and competitive market. As further funding
had not been approved by the Borough of Kensington and Chelsea, the
directors of Chelsea Care put the company into liquidation.

The Group identified that Chelsea Cares Ltd. struggled as it was a 'start-
up' company - in contrast to Your Choice Barnet which was a company
created for the transfer of existing staff and services. Chelsea Cares Ltd.
did not have the business structure or staff to provide care on day one
and had to be built from scratch. Setup to primarily provide care to private
funders within Kensington and Chelsea it almost immediately suffered
from a lack of wider Council sign-up and support which eventually led to
its demise.

5.4.10 The Chief Executive Officer for The Barnet Group Ltd., highlighted to the

Group that, in clear contrast to Chelsea Care, Your Choice Barnet had
taken over existing services with experienced staff already in place.
Commercially experienced staff at The Barnet Group Ltd. were best
placed to meet the challenge of sustaining and growing Your Choice
Barnet. Initially, the focus had been to bring costs in line with service use
and to understand the challenges before growing services.

5.4.11 The failure of Chelsea Care Ltd. had also been attributed to a lack of

dialogue between the company management and the Royal Borough of
Kensington and Chelsea. In examining the relationship between Your
Choice Barnet and the London Borough of Barnet the Group noted that,
aside from regular performance reports and attendance at Scrutiny
Committees, two Councillors are members of The Barnet Group Ltd.
board. In addition, under the new commissioning council structure, there
were regular performance and contract monitoring meetings being held
between senior officers and staff at Your Choice Barnet to support on-
going service improvements.

5.4.12 Hertfordshire County Council.

The Group noted that Hertfordshire County Council had received an
options appraisal in March 2010 which outlined several options for the
future market positioning of the remaining Adult Social Care in-house
provider services. The appraisal had recommended commissioning a full
Business Case for the transfer of services in to a LATC.

5.4.13 Hertfordshire County Council ultimately decided not to proceed because

of the additional VAT burden on the LATC (which would include day
services liable for VAT) and because of the difficulty in reducing the
Council's corporate overhead apportioned to the in-house services which
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would become the LATC. These were a combined £2m additional burden
- and the savings to be generated appeared to be £1.5m - leaving a net
£500,000 increase in cost.

5.4.14 The Group enquired as to whether VAT costs were a significant issue for

Your Choice Barnet. The Chief Executive Officer for The Barnet Group
Ltd. outlined that registered services were exempt but non-regulatory
services were subject to VAT and had been factored in to financial
projections.

5.4.15 In relation to taxable revenues, the Group learned that a parents group at

5.5

5.5.1

5.5.2

5.5.3

Rosa Morrison had recently raised around £40,000. Your Choice Barnet
had yet to fully investigate fundraising opportunities or possible benefits
of charity status for some areas of service provision.

Consultation feedback on services and proposed changes to
staffing arrangements

The original Members’ Item had proposed that the review consider
evidence from: parents and service users about their experience of the
services; and staff and relevant groups on the impact of any restructure is
likely to have on services. The TFG Members were aware that a 90-day
consultation had been carried out by Your Choice Barnet in March 2013
and another consultation was underway at Valley Way Respite Centre.
The Group were concerned that further consultation with service users
could lead to a poor response rate and would impact on the timescales of
the review (which was due to complete its work by end of September
2013). Members also noted that detailed reports had been submitted by
UNISON and a local group representing the families of some Your Choice
Barnet Service Users (CADDSS (Campaign Against Destruction of
Disabled Support Services)). The Group decided that these reports,
alongside data from the consultations provided a significant amount of
evidence and feedback. The Group therefore elected to review the
existing readily-available information and consider resulting feedback
following conclusion of the Valley Way consultation rather than conduct a
separate and distinct consultation process as part of the review process.

At the 3 September meeting the PR & Communications Manager for The
Barnet Group Ltd., reported that a series of meetings that had been held
with users of Valley Way Respite Centre and their families on the
proposal to change the waking night staff requirement from two waking
staff to one sleeping plus one waking.

Enquiry from the Group confirmed that there had been some difficulty in
achieving a full response to the Valley Way consultation though 50% of
respondents had been in favour of proposed changes to waking staff
hours. Those respondents expressing concerns had sought reassurance
regarding safety, security and maintaining service quality.
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5.5.6

5.5.7

5.5.8

5.5.9

The Group heard that prior to the end of this consultation, those who had
not returned questionnaires were telephoned. The relatively low response
rate (16 out of 40 families) was attributed to parents’ and carers’ overall
satisfaction with the high quality of care provided by Valley Way or a
general lack of enthusiasm for consultation. Reports from Your Choice
Barnet staff in their analysis of questionnaires and telephone follow ups
by endorsed this view. Out of 16 families’ responses one parent stated
that if the proposal was implemented they would use the service less.
50% of those responding (8) either agreed or strongly agreed with the
recommendation; qualified by the need to be reassured that their children
would be safe at all times and that the quality of care would be
maintained. Following the consultation, the board of The Barnet Group
Ltd. had agreed to implement the proposal, giving service managers the
authority to exercise discretion should they identify a need to schedule
two waking staff on duty at busy times.

External reports on the financial and staffing arrangements for Your
Choice Barnet were considered from UNISON and CADDSS. The Group
addressed a number of issues raised in the documents.

In both papers, references to staff morale had been made. It was
accepted that within the sector staff in general there would be some
anxieties over job securities due to the impact of austerity measures.
However, the Group were concerned that staff working in service areas
where structural changes had been proposed would be more affected by
uncertainties surrounding their immediate futures.

The approach taken by The Barnet Group, in consulting on proposed
restructures in light of the need for cost-saving measures, had resulted in
calls from UNISON and CADDSS for further engagement and
consultation. In complying with this recommendation there had been
additional delays in being able to implement changes and realising cost-
savings. The Group heard from the Chief Executive Officer for The Barnet
Group Ltd. that Your Choice Barnet paid comparatively higher wages
than other service providers in the sector which was a factor in the
retention of dedicated staff.

The Group sought to discover whether Your Choice Barnet had identified
opportunities to redeploy existing staff more effectively in order that the
reliance on agency staff be reduced. The Interim Head of Care and
Support for Your Choice Barnet explained that there had been a need in
the beginning to use good quality agency staff though there were plans to
move towards permanent staff in the longer term.

5.5.10 UNISON had recommended Winterbourne Training for all staff, the Group

heard from that Interim Head of Care and Support for Your Choice Barnet
that all staff were subject to a criminal records check, given inductions
and opportunities to attend training courses. Furthermore an improved
monitoring system of close scrutiny of accidents and incidents had been
introduced. There had been three safeguarding alerts in the first quarter
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of the year, none of which had been upheld. Monthly contract monitoring
meetings with the Council considered alerts and outcomes as part of a
wider scheme of close working to support improvements.

5.5.11 The Group took the opportunity to visit three services run by Your Choice

Barnet on 17 September 2013. Meeting with staff and Service Users at

Flower Lane Autism Service, CommunitySpace and Rosa Morrison, the
Group were pleased to witness the quality of care being provided by the
experienced and dedicated staff present.

5.5.12 Appeals from CADDSS in the local press and media, encouraging Your

6.1

Choice Barnet Service Users and their families to submit any comments
and concerns to Members of the Task and Finish Group, did not result in
additional evidence being received. Despite this, the Group sought
assurance that consultation and engagement would become a feature of
the on-going approach to service provision at Your Choice Barnet. The
Group learned that a consultation with Barnet Supported Living Service
Users and families had already been planned. Testimonials were being
gathered from Service Users and would be used to inform actions and
promote Your Choice Barnet services more widely.

Conclusions

Your Choice Barnet provides quality care through a team of dedicated
staff. However, as a result of budget-motivated pressures to benchmark
salaries and restructure staff, morale among some staff has been low.
This has, in turn, had an impact on Key Performance Measures such as
sickness absence. Your Choice Barnet should continue to engage with
staff and unions on proposals that may affect terms and conditions.
However, swift action should be taken to agree core staffing needs in
order that staff may know where they stand in the long-term. The Group
understood the need for high-quality agency staff to provide auxiliary
support, but believes that motivated permanent staff offered a greater
commitment to best quality care. Communication with staff, service users,
their families and those investigating care options should highlight staff
ratios, core staffing levels and the flexibility to adapt and grow.

Recommendation One: Core permanent (non-agency) staffing levels for
each service area should be identified on the Your Choice Barnet Risk
Register as a Risk to Continuity of Service and Reputation. Risk
Management Control should be in place before December 2013 to ensure
that the identified number of core permanent staff for each service is
maintained or exceeded at all times in order to mitigate any perceived risk
posed to quality of present service provision. ‘Next Steps/Action’ recorded
in the Risk Register should describe how this will be communicated
across the organisation and more widely to ensure consistency and
reassure Service Users and their families.
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6.2

6.3

6.4

Growth projections have been slow to materialise since the LATC was
created. Group Members were encouraged to note that some positive
data was being recorded with around half of all new referrals coming in
from outside the borough totalling 14% of income at the start of 2013/14.
The Group accepted that each element of the service was being
improved and supported the approach taken by YCB to rationalise core
business activity before marketing services more widely. Efforts should
now focus on delivering growth across the borough and beyond.

Recommendation Two: Your Choice Barnet should analyse the
potential for business growth through in-home respite as an outreach
service from Valley Way. Members suggested prioritising focus in this yet
to be explored potential growth area in order to deliver before April 2014.

The Group were pleased to learn that fundraising activity had generated
additional income that was intended to be used to improve facilities. It
was clear that additional work was required by Your Choice Barnet to
maximise the use of revenue generated through fundraising events. As a
commercial entity, the opportunity for Your Choice Barnet to pursue grant
funding was currently limited. The Group believed that this warranted
further examination.

Recommendation Three: Your Choice Barnet should explore potential
benefits of establishing an overarching charitable arm or friends group to
enable access to grants or other funding opportunities and maximise tax
efficiencies.

One of the key failures of Chelsea Cares Ltd. Royal Borough of
Kensington and Chelsea was due to the lack of dialogue between the
authority and the management team. The Group were satisfied that
robust arrangements were in place between the Council and Your Choice
Barnet Ltd. However, although two Councillors sit on the board of The
Barnet Group Ltd., focus on the delivery and performance of services
provided by Your Choice Barnet may be further enhanced through
representation on its own board.

Recommendation Four: The Council should have additional
representation on the Your Choice Barnet Board. Members of the Task
and Finish Group considered that, although two Councillors sit on the
board of parent company (The Barnet Group Ltd.), experienced and
appropriately briefed Members could serve to strengthen communication
and contribute towards the joint aims in achieving strategic objectives and
performance targets.
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6.5

6.6

6.7

The Task and Finish Group Review of YCB was initiated partly in
response to public concern around its long-term financial sustainability.
Ultimately, beyond the issues explored above, the Your Choice Barnet
Task and Finish Group review found no evidence to support the call for
services provided by YCB to be returned in-house. The Group recognise
that the May 2011 Business Case had projected net losses for Year 1
and Year 2 (5.1.5 Table 1 above) and that the projections were revised by
The Barnet Group Ltd. in the November 2011 Business Plan (5.1.7 Table
2) to state that a surplus would be achieved. The subsequently reported
losses for 2012/13 (5.1.9 Table 3) have not given confidence in the
financial planning or understanding of the business. However, the Group
did not support the notion put forward by UNISON and CADDSS that the
rationale for transferring services to a Local Authority Trading Company
arrangement was in itself flawed.

Your Choice Barnet has acknowledged the need for business growth;
and, as a LATC, is able to compete for new business more freely than
had the same services remained in-house. Your Choice Barnet has
already taken some action to improve brand recognition and promote
services, resulting in 14% of income in the first months of 2013/14 coming
from outside of the borough. The Government’s stated aim for move to
direct payments was identified in the May 2011 Business Case as giving
a four-year total risk of £3.8m lost to the Council (as Service Users
cannot buy the in-house services of any Council by direct payment).
Taking account of this and given the significant cost savings and
efficiencies being implemented at the Council it was clear to the Group
that the provision of these services would have faced substantial
challenges if they had been retained in-house.

Concerns from UNISON and CADDSS relating to staff provision
highlighted a need for greater confidence and transparency in actions
being taken by Your Choice Barnet to reduce costs and improve service
quality. Lessons learned by Your Choice Barnet on the value of wider
engagement has led to improvements in this area — even to the extent
that more recently there has been some challenge experienced to
receiving full feedback to consultation. The additional consultation by
Your Choice Barnet with service users and their families on proposals to
reduce waking night-staff levels at Valley Way Respite Service has not
shown significant opposition, provided that essential needs are met and
the quality of care is preserved. The Group accepted that the approach
being taken by Your Choice Barnet would meet the needs of users and
support further improvements to current satisfaction levels. Furthermore,
the Group had confidence in the comprehensive approach taken by Your
Choice Barnet and the Interim Head of Care and Support to increase
performance targets, support staff and raise level of quality throughout.
Matters relating to individual staff members’ terms and conditions are
beyond the remit of the Group.
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Putting the Community First BBE

LONDON BOROUGH

AGENDA ITEM 7

Meeting

Date
Subject

Report of
Summary

Safeguarding Overview and Scrutiny
Committee

27 November 2013

Healthwatch Barnet Enter and View
Reports

Healthwatch Barnet

Members are requested to consider the Enter and
View reports from Healthwatch Barnet contained
within the appendix of this report. Representatives
from Healthwatch Barnet will attend the meeting to
respond to questions.

Officer Contributors

Status (public or exempt)
Wards Affected
Key Decision

Reason for urgency /
exemption from call-in

Function of
Enclosures

Contact for Further
Information:

Selina Rodrigues, Head of Healthwatch Barnet
Anita Vukomanovic, Overview and Scrutiny Officer
Public

All

n/a

n/a

Safeguarding Overview and Scrutiny Committee

Appendix A: Carlton Court Enter and View Report
Appendix B: Cantelowes Enter and View Report

Anita Vukomanovic, Overview and Scrutiny Officer:
anita.vukomanovic@barnet.gov.uk

Selina Rodrigues, Head of Healthwatch Barnet
selina.rodrigues@communitybarnet.org.uk
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1.1

21

2.2

2.3

24

2.5

3.1

41

4.2

RECOMMENDATIONS

That the Committee note the Enter and View reports and make appropriate
comments and/or recommendations to Officers from HealthWatch Barnet.

RELEVANT PREVIOUS DECISIONS

Safeguarding Overview and Scrutiny Committee, 10 December 2012, Barnet
LINk Enter and View Reports and the LINk Annual Report.

Cabinet Resources Committee, 25 February 2013, the HealthWatch Contract
was awarded to CommUNITY Barnet.

Safeguarding Overview and Scrutiny Committee 20 March 2013, Barnet LINk
Enter and View Reports.

Safeguarding Overview and Scrutiny Committee June 2013, e-mail
correspondence: Barnet LINk Enter and View Reports and LINk Legacy
Report.

Safeguarding Overview and Scrutiny Committee, 9 September 2013: The
Committee received a report containing Enter and View analysis and recent
Enter and View Reports.

CORPORATE PRIORITIES AND POLICY CONSIDERATIONS

Healthwatch will be the primary vehicle through which users of health and care
in the Borough will have their say and recommend improvements. These
should lead to improved, more customer focused outcomes for the objectives
in the Health and Well Being Strategy 2012-15 and in the Corporate Plan
2012-13, specifically under ‘Sharing Opportunities and Responsibilities’.

RISK MANAGEMENT ISSUES

Healthwatch Barnet has a group of Authorised Representatives. The
Representatives are selected through a recruitment and interview process.
Reference checks are undertaken. All representatives must complete a
Disclosure and Barring Service check. All Authorised Representatives are
required to undergo Enter and View and Safeguarding training prior to
participating in the programme.

Ceasing to carry out the visits removes the opportunity for an additional level
of scrutiny to assure the quality of service provision.

www.barnet.gov.uk




5.1

6.1

7.1

7.2

EQUALITIES AND DIVERSITY ISSUES

In addition to the Terms of Reference of the Committee, and in so far as
relating to matters within its remit, the role of the Committee is to perform the
Overview and Scrutiny role in relation to:

e The Council’s leadership role in relation to diversity and inclusiveness; and

¢ The fulfilment of the Council’s duties as employer including recruitment
and retention, personnel, pensions and payroll services, staff
development, equalities and health and safety.

¢ The Council is required to give due regard to its public sector equality
duties as set out in the Equality Act 2010 and as public bodies, Health
Partners are also subject to equalities duties contained within legislation,
most notably s149 of the Equality Act 2010; consideration of equalities
issues should therefore form part of their reports.

USE OF RESOURCES IMPLICATIONS (Finance, Procurement,
Performance & Value for Money, Staffing, IT, Property, Sustainability)

The Healthwatch Contract was awarded by Cabinet Resources Committee on
25 February 2013 to CommUNITY Barnet. The Healthwatch contract value is
£197,361 per annum. The contract will commence on 1 April 2013 and expire
on 31 March 2016; the contract sum received is £592,083. The contract
provides for a further extension of up to two years which, if implemented,
would give a total contract value of £986,805.

LEGAL ISSUES

Sections 221 to 227 of the Local Government and Public Involvement in
Health Act 2007, as amended by Sections 182 to 187 of the Health and Social
Care Act 2012, and regulations subsequently issued under these sections,
govern the establishment of Healthwatch, its functions and the responsibility of
local authorities to commission local Healthwatch.

At its meeting of 26 July 2012, the Health and Wellbeing Board noted the
proposed tendering process for Healthwatch and on 25 February 2103, the
Cabinet Resources Committee, approved the contract to deliver Healthwatch
in Barnet to be awarded to Community Barnet.
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8.2

9.1

9.2

10.

10.1

CONSTITUTIONAL POWERS

The scope of Overview and Scrutiny Committees is contained within Part 2,
Article 6 of the Constitution

The Terms of Reference of the Scrutiny Committees are in the Overview and
Scrutiny Procedure Rules (Part 4 of the Constitution). The Safeguarding
Overview and Scrutiny Committee has within its terms of reference the
following responsibilities:

“To scrutinise the Council and its partners in the discharge of statutory duties
in relation to safeguarding”

“To receive reports from Barnet’'s Healthwatch on safeguarding issues”

BACKGROUND INFORMATION

Healthwatch Barnet delivers ‘Enter and View’ visits, which are review visits by
lay-people of the quality, care and safety in residential and health care
settings. The Healthwatch Enter and View team are given the legal right to do
this and have all been well trained in their role. The most important aspect of
Enter and View is that it is intended to add value by working in collaboration
with service providers, residents, relatives, carers and those commissioning
services.

The Enter and View reports are written by the Enter and View team and sent to
the care provider to check for factual accuracy and to respond to the report
recommendations. The Reports are reviewed and authorised at each stage
by Healthwatch Barnet staff, and once finalised are uploaded to the
Healthwatch Barnet website. The reports are then sent to the Care Quality
Commission and the Head of Safeguarding, Adults and Communities, Barnet
Council and the Safeguarding Overview and Scrutiny Committee.

LIST OF BACKGROUND PAPERS

None

Cleared by Finance (Officer’s initials) JH/AD

Cleared by Legal (Officer’s initials) Sw
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Name of
Establishment:

Carlton Court Care Home, 112 Bells Hill, Barnet,
Herts EN5 25Q

Staff Met During Visit:

General Manager: Christina Hartles; Deputy
manager, Reception staff,Chef and kitchen
assistants, various nursing and care staff

Date of Visit:

Wednesday, 14/08/2013

Purpose of Visit:

A pre-announced Enter & View (E&V) visit, as part
of a planned strategy to look at a range of care
and residential homes within the London Borough
of Barnet to obtain a better idea of the quality of
care provided. Healthwatch E&V representatives
have statutory powers to enter health and social
care premises to observe and assess the nature
and quality of services and obtain the views of the
people using those services. The aim is to
consider how services may be improved and how
good practice can be disseminated. The report is
sent to the manager of the facility, visited for
validation/correction of facts, and then sent to
interested parties, including the head office of the
organization, the Council’s Scrutiny Committee
and the public via the website.

Healthwatch Authorised
Representatives:

Team Leader: Gillian Goddard

Team Members: Linda Jackson, Allan Jones, Alan
Shackman, Tina Stanton and Robin Tausig

Introduction and
Methodology:

DISCLAIMER:

This report relates only to the service viewed
on the date of the visit, and is representative
of the views of the staff, visitors and
residents who met members of the Enter and
View team on that date.

This report relates only to the service viewed on
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the date of the visit, and is representative of the
views of the staff, visitors and residents who met
members of the Enter and View team on 14
August. It transpired that the manager had
returned from a training course on the day of the
visit and her mail had remained unattended to in
her absence. Therefore she became aware of our
visit and received the flyer to invite relatives and
carers on the morning of the visit so had no
opportunity to display the flyer in advance. The
team leader had called into the establishmentin
the previous week to check that there were no
problems in us visiting on the day planned and
was assured by reception that we were welcome
at any time.

Carlton Court is a purpose built care home owned
by TLC (Truth Love and Compassion) Group Ltd,
first registered in 2007. Carlton Court opened in
2009 to provide care for residents over the age of
55 requiring long term personal, social and nursing
care. It also provides respite care. The manager
told us it had 80 single ensuite rooms, of which 76
were occupied on the day of our visit. [see note
later under ‘environment’ that two members of the
team visited a room without en suite facilities].

The home is on 4 floors:

-1 the entrance and reception plus kitchens,
training/conference room, offices and store
rooms;

0 Accommodation primarily for residents with
dementia, including a dining area and access to
the garden;

1 primarily for end of life care and dementia
residents;
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2 primarily for residents with physical disabilities,
but many had also developed dementia.

We used a prompt list of questions to find out
relevant facts, made observations and spoke to
staff, residents and visitors present.

After a brief introduction, two of the team went to
floor 2 and two to floor 1 to talk to residents, staff
and any visitors. The team leader and another
team member talked to the manager about the
home, policies and procedures, including viewing
some of the relevant documentation and then met
residents, visitors and staff on floor 0.

General Impressions:

The home looked to be in good condition.

There was adequate parking outside, including
provision for disabled parking and for minibuses.

Access was via an automatic opening door and
then an entry phone after which doors were
opened for us after we pressed a buzzer. The
reception desk had a variety of information
leaflets and a signing in book. The signing in book
was located near to a hand gel dispenser.
Reception staff appeared to be based in a room
behind (and visible from) the reception desk.

They were not always at the desk and sometimes
had to be summoned to attend to visitors. They
were very pleasant and hospitable. A seating area
and drinks machine were located in the entrance
area with a low table on which we found a
‘compliments’ book. This was up to date with
letters and cards expressing thanks etc to staff.

The manager invited us, and the deputy manager
into the training room to introduce us to the home
and its’ facilities.

We also met Caspar the labradoodle, a 4 month

Page 3 of 13

35



healthwatch

Barnet

Enter and View - Visit Report

old puppy who is being trained to visit residents, a
replacement for an older dog that had lived in the
home previously.

Policies & Procedures:

We were told there are regular surveys of quality
of care, one conducted regularly by Head Office
and another involving residents. The home has
offered to send a copy of the next report to
Healthwatch.

Residents meet monthly and their views are
considered by the activity co-ordinators (1 per
floor).

A book of complaints was kept. This stated
whether the complaint was verbal, written or by
telephone. We were shown an example of a
recent complaint suggesting that the book was up
to date.

We were told that, where possible, residents are
involved in drawing up their care plans which
include a detailed life history. Their relatives and
carers are also actively involved, where
appropriate. The care plans appeared to be
comprehensive and are reviewed monthly, as is
the residents’ weight, unless it decreases or
increases significantly, when weekly monitoring is
instituted. Care plans are also accessible to all
staff, health professionals, the resident and their
relatives or carers. We saw the blank forms but
did not ask to see records for any identifiable
person.

The home uses ‘NAPA Living Life’ Activities of
Daily Living Planners to help record how residents
like to live, and use their All About Me document
to record the life history of those with dementia.

Medication policy and procedures are in place,
using the Boots system. Nursing staff deliver
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medication from a trolley. If any resident does
not want to take their medicine this would be
referred to the GP and/or pharmacist and there
could be liaison with the family if appropriate.

They have one GP on a retainer who visits weekly,
but if they wish, residents can stay with the doctor
they had before entering the home, usually one of
3 surgeries in the local area. Out of hours service

is from Barndoc and they had some experience of
having to wait a long time. As the home is next to
Barnet General Hospital they have had to use this
as an alternative.

The home has a good policy regarding any
resident with bed sores ensuring that they are
attended to appropriately and turned, including
using pressure relief mattresses. There are two
residents suffering at present, one as a result of a
stay in hospital, and one in end of life care who
does not wish to have measures to prevent sores
eg being turned.

Residents have to go out to see a dentist as the
manager has failed to find an NHS dentist or
hygienist prepared to visit the home.

A chiropodist, beautician and hairdressers visit
regularly.

The home conducts regular fire drills (day and
night) and has good fire policies and procedures.
The Fire Brigade train staff and inspect fire
extinguishers annually.

Each floor is equipped with first aid kits which are
inspected monthly by nursing staff.

Residents who smoke are encouraged to use the
garden or balcony area and are supervised by a
member of staff while doing so. We observed this
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while we were in the garden area.

Staff :

The home employs a manager, deputy,
maintenance person, administrator and
receptionist, unit managers overseeing qualified
nurses and care assistants; a chef with 3
assistants, 3 activity co-ordinators a senior
housekeeper, domestic staff and laundry staff.
When necessary they use bank staff to cover for
holiday or sickness absence.

We were told that for dementia care they have a
staff to resident ratio of approx 1:4. For
mainstream residents they have a staff to resident
ratio of approx 1:5. This applies during the day
including weekends. At night they have one nurse
and 3 carers per floor. Staff are trained to NVQ
levels 2-3.

However we did not observe this level of staffing
on floor 0. We spoke to one member of staff who
was providing one to one care. She did assist one
resident when it was brought to her attention, but
we were subsequently informed that attending to
other residents in the lounge was not part of her
remit.

On floor 1, where many residents were confined to
their beds, the team felt that some residents may
have required more attention than they received,
due to due to the low numbers of staff.

All staff have mandatory training on safeguarding,
moving and handling, first aid, induction training
(according to need). Staff on floor 0 have
dementia care awareness training.

Also staff are given language tests, both written
and communication skills on recruitment, and
given appropriate training where necessary.
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38



healthwatch

Barnet

Enter and View - Visit Report

Staff have regular supervision and there is a
training matrix that is monitored.

The manager has had finance and management
training.

All staff we saw wore uniforms according to their
role and most had name badges. The chef was not
wearing a name badge when we spoke to him in
the kitchen and we were subsequently informed
that the chef and catering team members should
not wear their badges within the kitchen, however
when outside of the kitchen badges must be worn.

The home also makes use of the services of
Advance (Advocacy in Barnet) who provide an
advocate to visit regularly to see and support
people and help with issues such as finance.

Four members of staff have left over the last 6
months for various reasons. Both the manager
and the Chef came into post last October.

Staff Views:

An activity co-ordinator would welcome the
opportunity to meet other co-ordinators to share
ideas and would also like more specific dementia
training.

Staff were positive about their experience working
in the home.

One staff member felt there had been a high
turnover of care assistants which they thought
might be because they used the home for
experience and training before moving on to other
jobs.

Care assistants who were not familiar with the
food provided may need training, as a staff
member told of an instance when one had poured
custard onto fish as a sauce!
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A member of staff who had been at the home over
3 years said there had been 5 managers over
that period but that things had improved
generally since the current Manager had been in
post.

Privacy and Dignity:

Good, staff were respectful of residents. We
observed some staff interacting with residents in a
friendly and courteous manner, talking to them as
they helped them, but in some cases nurses and
care assistants on the 2" floor seemed
disengaged and less enthusiastic with their
communication with the residents, in contrast to
the cleaner and home manager who were much
more enthusiastic in engaging with residents. The
home used a ‘sensory mat’ to detect when certain
individuals got out of bed eg in the middle of the
night, in order that they could check on their well
being.

For those prepared to pay, the home had a
clothing coding system to ensure that the right
clothes were returned to the right residents after
washing. This could be difficult to manage, for
example when residents were given gifts that
were not coded.

Environment:

The premises were well decorated and bright.
There were flowers in the reception area.

The atmosphere was fresh and there were no
smells.

The stairs and lift were wide and were all only
useable with a key or code system to grant
access.

There was easy access to the garden for those on
floor 0, or to balconies for those on other floors for
residents who wanted to be outside.
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Residents could have their own telephone line if
they wished or a mobile phone and internet access
was available throughout with a terminal they
could use on floor -1.

One shower room was observed to be used as a
store room.

Furniture:

The furniture in the communal areas looked to be
good quality and well maintained.

All the fixtures and fittings and carpets were clean
and in good repair. The décor was pleasant.

Residents were allowed to have their own furniture
in their rooms.

Food:

The Chef uses the ‘NUTMEG’ system to provide
residents with a varied and nutritionally balanced
menu. In addition he observes what is consumed
and talks to residents about their preferences and
amends the menu accordingly. Halal and Kosher
food was provided where appropriate. He delights
in preparing an afternoon tea trolley for each floor
with a range of homemade cakes including
birthday cakes if appropriate.

We were present over lunch and observed that the
food looked good although some residents seemed
confused about the choice of dishes. We were told
by the Chef that residents were offered choices
earlier in the day, but for some these had to be
made by the staff on their behalf.

On the 2nd floor we observed a lunch tray just
being left in resident’s room. This resident said
she was not hungry and was not going to eat the
food, whereas our view was that a staff member
could have encouraged her to eat.

Residents were provided with drinks at regular
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times of the day and on request. They are
positively encouraged to drink.

On floor 0, one regular visitor to a relative told us
she chose to bring in meals because she was
convinced that her relative preferred her *home’
cooking to what was offered by the home.
However we were assured by a member of staff
that when this did not happen the resident ate the
food provided by the home with no complaint.

Activities:

The 3 activity co-ordinators appear to ensure a
varied program of events including music,
crosswords, word games, quizzes, bingo,
exercises, Tai Chi, ball games, films, arts and
crafts etc. We also heard about outings to visit
places such as garden centres etc. We did not
observe any such activities in progress during our
visit and did not have the opportunity to observe if
residents on all floors would have been able to
participate.

The home also encourages volunteers to visit but
would like to increase their number.

Regular visits were made by some local religious
organisations for example Jewish Care, and a
rabbi and some Christian representatives.

Feedback From
Residents:

Some of the residents with whom we spoke said:
‘This is my home’
‘This is by far the best care home I have seen’

Two friends and relatives were complimentary
about the home and the residents indicated that
they took little part in the activities but were
aware of the offers.

Feedback from

Visitors/Relatives:

They did not appear to know what a care plan
was. Although when a Care Plan was explained to
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her one relative said she had been involved.

A relative felt she could speak to the staff or
Manager at any time if a problem occurred and
action would be taken.

The residents’ mobility had improved since being
in the home.

From relatives settling in their mother on her first
day of respite,

‘everything seems good, nice room, good food and
pleasant surroundings’

From relative of mother-in-law who had been
there for over a year

‘we are very pleased with the care, and would
recommend it".

One visitor commented that they hoped for fewer
staff changes in the future and that the current
manager remains in post for a long time.

Conclusion:

Carlton Court is a good residential care home
providing a generally competent standard of care
for people with dementia, physical problems and
those at the end of their life.

However at the time of the visit the Team did not
observe the level of staffing mentioned by the
Manager, and felt that the residents may not
always be receiving the attention they could
benefit from.

Overall we found most residents to be happy and
well looked after in a home with clear and
accountable policies and procedures. .

The manager, demonstrated good managerial
skills and appeared highly committed and
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knowledgeable.

Recommendations:

1.

To increase the amount of dementia care
training provided for example to include
activity co-ordinators,

. To make arrangements for mail etc

addressed to the manager (other than
private/confidential) to be opened and dealt
with when the manager is away.

. To look at options for increasing the number

of volunteers for example by contacting the
Volunteer Centre Barnet.

. Investigate (with support from Julie Hughes

and Barbara Jacobsen the ‘Integrated
Quality in Care Homes team’ at Barnet
Council) how to get a dentist to visit and
improve GP’s attitudes to visiting.

. For the Manager to continue with the

network of managers as an aid to sharing
and learning from their experience. To
improve networking opportunities for the
deputy manager and activity co-ordinators.

. To make the complaints/compliments

procedure more visible within the home.
(We shared the procedure adopted by
Barnet Social Care with the manager as an
example of good practice.)

Signed:

Gillian Goddard

Date:

26" August 2013 updated 21 October 2013

Response received from Carlton Court Care Home:

See page 13:

Page 12 of 13

44



healthwatch

Barnet

Enter and View - Visit Report

Recommendations

Response

. To increase the amount of

dementia care training provided
for example to include activity
coordinators

Ongoing training on dementia care for all care staff.

HCPA also provides dementia training. Nominated
Carers booked for Dementia Champion Training

RMN nurses are in post on dementia floors.
NAPA Membership current

Training for Activity Coordinators November 14, 2013.

. To make arrangements for mail
etc addressed to the manager

Deputy link to emails when manager not around to
answer emails

. To look at options for increasing
the number of volunteers for
example by contacting the
Volunteer Centre Barnet

Ongoing interviews with volunteers.

Currently have 3 volunteers at the Home. Liaising with
Barnet

. Investigate (with support from
Julie Hughes and Barbara
Jacobsen the “Integrated Quality
in Care Homes team at Barnet
Council) how to get a dentist to
visit and improved GO s
attitudes to visiting.

NHS Dentist - started 20" August 2013

Dental Office:Vale drive Primary Care Centre, Vale
drive, EN5 2ED

Liaising with Integrated Quality Team

. For the Manager to continue with
the network of managers as an
aid to sharing and learning from
their experience. To improve
networking opportunities for the
deputy manager and activity co-
coordinators

Ongoing Networking with other managers and
Integrated quality teams. Next meeting October 2013

. To make the

complaints/compliments
procedure more visible within the
home. (We shared the procedure
adopted by Barnet Social Care
with the manager as an example
of good practice)

During the visits the Complaints/ compliments
procedure located at each resident room and reception
area.

Will put more copies of the procedure on each nurse’s
stations. (Waiting for the new policies and procedure -
currently being reviewed by the company TLC- Group)
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Name of Establishment:

Cantelowes House, The Eleanor Palmer Trust, 27
Cantelowes House, Spring Close, Barnet,EN5 2UR

Tel:020 8364 8003

Staff Met During Visit:

Manager: Robert Ashton; Admin Officer, Laundry Asst,
Chef, Duty Officer, Activities Co-ordinator, Care Staff,
Cleaners

Date of Visit:

24th July 2013 11am

Purpose of Visit:

This is part of Healthwatch Barnet’s planned strategy
which looks at care homes within the borough to obtain
a better idea of the quality of care provided. This was an
announced Enter & View visit.

Healthwatch Barnet
Authorised
Representatives
Involved:

Jeremy Gold; Nahida Syed; Janice Tausig; Robin Tausig

Introduction and
Methodology:

The Eleanor Palmer Trust Residential Care Home (known
as 27 Cantelowes House) provides residential care and
caters for people with mild dementia. The Manager has
been in place since May 2010. Currently there are no
vacancies.

It is a modern two-storey building with wheelchair
access set in well-maintained, landscaped gardens at
the end of a cul-de-sac, close to a small number of local
shops. There is plenty of parking for visitors.

The home opened in 1991 and caters for 32 residents.
There are 32 bed-sitting rooms, all of which have
ensuite WC and wash-basin. 3 of these can be used as
double rooms for couples and space for wheelchair
users. All rooms have a 24-hour staff call system
recently updated to provide one of the latest

systems available. The fire alarm system was in the
process of a similar update when we visited. There are 3
separate bath/shower rooms.
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Residents are welcome to bring some of their own
possessions by agreement with the Manager and many
do so. TV, radio and telephone phone points are
conveniently located in all rooms - which can also be
used for internet access if required.

The Trust is also involved in sheltered accommodation in
buildings attached to the Home but these are run
entirely separately.

We observed and assessed the nature and quality of
services and were able to obtain the views of the
Residents through discussion with them and one
relative. We discussed the running of the Home with the
Manager and staff. We had sent the Manager a flyer
advertising our visit but because he was on holiday
when it arrived, it was only put up for relatives to see
the day on which he returned - two days before our
visit. We prepared a prompt list of questions to find out
relevant facts about the home.

This report was sent to the Manager for final agreement
and a copy to the Trust before being shared and
published on our website. This report represents the
team’s observations as experienced on the day of the
visit, having spoken to the staff, relatives and service
users who contributed on that date.

General Impressions:

Our overall impression was that this is a good Home
with some excellent aspects. There were areas we felt
would benefit from changes and those have been noted
in our recommendations at the end. We looked overall
at Staff Support, Environment, Privacy and Dignity,
Food, Security, Accessibility, and Safety with the needs
of the residents being uppermost in our minds.

Policies & Procedures:

Care Plans & Contents:- Staff told us they have to
complete the Resident’s daily record before leaving and
one of our colleagues observed staff doing this on our
visit. Care Plans are available for both residents and
relatives to see but kept in the Manager’s office when
not in use. None of the residents seemed to know much
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about their care plan but our experience tells us that
this is often the case in Homes. The Manager explained
that Relatives and the Residents would both be involved
in the construction of this care plan which was very
detailed and it was regularly reviewed to update
changing circumstances, with the main review taking
place annually.

Medication:- We were told that this is generally
administered by a Level 4 GNVQ trained carer but if this
person is unavailable then another carer can do this. We
saw one medication record which was up to date. We
noted that when a resident is asleep he/she is not
disturbed but the Manager told us that medication is
then given when he/she wakes up. Medication
prescriptions are collected from GPs and arrive at the
Home in blister packs from the pharmacist.

Food:- During the post assessment care planning
process residents and relatives are asked to complete a
kitchen notification indicating
likes/dislikes/allergies/special requirements of the
resident. The manager feels that this is not always
remembered when food is discussed at Residents’
Meetings.

Access to Professionals:- We understand the District
Nurse comes in 3 times each week and an internal audit
for medication is carried out quarterly. A pharmaceutical
audit which had previously been a possibility suggested
by the CQC had recently been pursued and was in
progress when we last spoke with the Manager.

Each resident has his/her own doctor which means the
Home liaises with around 15 different doctors from 4
different practices. They are available as and when
needed and are asked to come in to do an annual check
if no call out has been needed. BARN DOC is used out of
hours. Daily care notes record any health changes.
Recently the Manager sent out a survey to the 15
doctors asking them to evaluate how Cantelowes was
rated by them in terms of the number of call outs and
whether there was anything else the home could be
doing to improve the care it gave residents. This is not a
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Statutory requirement for a Home. We were pleased to
see the individual care the Manager was providing for
residents in enabling them to keep their own doctors
and in working with those doctors to find the best way
of caring for residents.

We were told residents are weighed monthly unless
losing weight, and pressure sores are dealt with by the
District Nurse and a specialised profile bed is used.

The Chiropodist visits every 6 weeks for two consecutive
Friday mornings for all residents.

The Dentist (Cuffley Mobile) and Optician both have a
mobile service which allows them to vi