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Social care showcase webinars

SCIE is pleased to be offering a series of webinars
on behalf of the Department of Health and Social
Care in 2023. We are showcasing local authorities
who are taking great strides towards readiness for
the charging reforms and social care reform.
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Approaches to Quality

Matilda Moss — Head of Integrated Commissioning

Jessica Thompson- Program Manager Integrated
Commissioning




Aims of the Session

l‘. Talk about developing practice

‘ﬁ'l‘n‘ Collaborate

@
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|CS Vision

The Integrated Commissioning service (ICT) commissions high quality and value
for money health, social care, and prevention services to enable

Buckinghamshire residents of all ages to access the right services, in the right place
at the right time. We do this by:

e Putting people at the centre of everything we do through actively
listening, engaging, and focusing on outcomes

* Developing open, honest and collaborative relationships with
providers, residents and stakeholders

* Acting as a catalyst for change and integration by encouraging innovation

* Following an ethical, evidence-based and inclusive approach which seeks
to reduce inequalities and improve outcomes

e Supporting resilience and improvement and measuring impact

* Investing in our own staff by developing and sharing knowledge and skills
and recruiting new talent
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% The Challenge

* Pre-pandemic, the service lacked clear processes to support a
consistent approach to the quality oversight of commissioned
care and support providers.

* Redeployment of staff during the pandemic and restrictions
on visits to care settings made it harder for commissioners to
identify concerns about quality.

* The pandemic placed significant additional strain on
providers.

The pressures of the pandemic led to the rapid development of
new approaches to quality. We have continued to develop and
embed these as standard practice.
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Aims

BUCKINGHAMSHIRE COUNCIL

Develop and embed clear expectations for
commissioners around monitoring providers.

Set clear expectations for providers about the
quality standards expected and how the Council
will support them.

Develop mechanisms to share intelligence and
triangulate data to inform a risk-based approach.

Ensure sound governance to manage these
arrangements.

Ensure the approach is outcomes focused and
aligned with regulatory expectations.

Develop processes in line with good practice,
feedback from providers and learning from the
pandemic.

Develop internal audit and review mechanisms to
drive continuous improvement.
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[~ What we've done...

* Risk Matrix and Contract Monitoring Framework for
commissioners

* Concerns and Suspensions Procedure

* Implementation of PAMMS for monitoring care and
support providers

* Guidance for Commissioners

* Provider facing Quality Monitoring Framework
* Data

* Governance
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Risk based Approach
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Concerns and Action based on the
Serious Concerns gmed dynamic approach
procedure to risk

Staged approach C
R - JE— oncerns
categories a n d
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Link to contract

Consistent guidance
for Commissioners
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Poll

Please tell us about your knowledge of PAMMS?

1. We use it to support Provider monitoring in
our area

2. We don’t use it but know what it is
3. ldon’t know what PAMMS is

P social care - Buckinghamshire
institute for excellence @ C ]




O access

P |

TR —

APAMMS

INTELLIGENT CARE :
t. g e

Self-assessment




Guidance for Commissioners

Contract Management Handbook

* Guidance to support quality oversight
* Expert input assisTancE - GUIDANGE

Internal checks and balances (e.g., SUPPORT =Sy oine
auditing, reflective sessions) to review |
how recent work has been embedded,
feedback learning and share good
practice

Commissioners have told
us they feel more
confident managing
provider concerns
Les) Buckinghamshire
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Integrated Commissioning Service: Learning from Reflection Integrated Commissioning Service: Learning from Audits

Supporting Provider Improvement Provider Risk Rating Audit
November 2022 November 2022
What did we do and why? What did we do and why?
A supported living provider which delivers services across a small number of settings in Buckinghamshire Ny N
was suspended in 2021 following several safeguarding concerns, By early 2022 the provider had 0 Over the last two years the Integrated Commissioning Service has been develaping a more consistent and robust
their plan and the susp was partially However, when the next approach to the quality oversight of commissioned care and support providers. This has included the
PAMMS3 monitoring visit was undertaken a couple of months later, the commissioner assessed the service as poor, of a Concerns and Procedure which sets out the actions commissioners should take in
and the suspension was reinstated. The fact that a new suspension was required so soon raised questions about why response to provider concerns.
this had h d, and whether done anything differently to support a different cutcome, The Concerns and Suspensions Procedure is underpinned by a system of risk ratings that should be used
Methodology ically as concerns about a provider step up or down
Risk ratings were first used during the Covid-19 pandemic to focus monitaring
A reflective process was run with the commissioners linked to this provider over Gibbs Reflective Cycle

activity on the areas of highest risk at a time at a time of significant pressure.
The approach worked well so it was subsequently incorporated into our
business as usual processes.

two sessions in September 2022. The aim of the sessians was to discuss events
openly in order to identify any learning that might improve practice in the
future. Gibbs' Reflective Cycle Model was used to structure the sessions.

Following this, the reflections from these sessions were shared more widely :"n/, This audit pfuviqed an opportunity to chack whather the risk matrix has been - ey

through the Quality Monitoring Group. This allowed us to 'v. embedded consistently and to identify any actions needed to support or Oy Ongy o Oy Biver,

«  Gather and compare wider commissioner experiences of supporting improve use of the matrix. oy of. g, A ong,
8,

provider improvement

+  Consider whether the learning from this individual provider applied more
broadh

«  Agree actions and next steps collaboratively

Methodology

| terms of reference for the audit was agreed through the Quality Monitoring Group. Each of the teams that
uses the risk rating system was asked to identify a representative to participate. They were asked to select one of
their providers and complete an audit questionnaire which explored their use of the risk rating with that
provider. This created a sample of seven providers including:

Link to service

The Integrated C ianing service issions high quality and value for money health, social care, and

prevention services o enable Buckinghamshire residents of all ages to access the right services, in the right place at

the right time. We do this by:

- Putting people at the centre of everything we do through actively listening, engaging, and focusing on autcomes

. . hanest " with providers, resident

« Acting as a catalyst for change and integration by encouraging innovation

«  Fallowing an ethical, evidence-based and inclusive approach which seeks to reduce inequalities and improve
outcomes

Five in county providers and two out of county providers
Three residential / nursing homes; two supported living providers; one domiciliary care provider and one
day opportunities provider

Praviders with between 1 and 35 service users and annual contract values ranging from E73k to £1.7m
Amix of CQC regulated and unregulated services with risk ratings ranging from 11 (minor risk) to 42.5
[major risk)

andi and
+  Investing in our own staff by developing and sharing knowledge and skills and_recruiting new talent

Link to service on

The Integrated Commissioning service commissions high quality and value for maney health, social care, and
prevention services to enable Buckinghamshire residents of all ages to access the right services, in the right
place at the right time.

This work links to the underlined elements of the vision. Shiring and exploring the learning from reflective practice
through discussion helps us build our knowledge through a cycle of continuous improvement.

¥ Whilst there were changes in the lead commissioner for this service, there were good hand-ouers between staf
This meant the new commissioner understaod what to expect

v The lead commissioners had knowledge of the history with this provider and therefore saw current concerns
within the context of previous issues.

Summary of findings

We do this by:

*  Putting people at f everything gh actively listening, engaging, and focusing on outcomes
«  Developing open, honest and collaborative relationships with providers, residents and stakeholders

«  Acting as a catalyst for change and integration by encouraging innovation

« Following an ethical, b; i ive appr i to reduce

inequalities and improve outcomes.
v G felt the Ce d Seric Concerns Procedure and i have had a " nd ing knpact
positive impact since their i J 'd supported a dy: pproa: ing risk. — a and measuring impa
; . in our own staff by developing and sharing k e and skills and re-

+ Although historically family concerns were not always shared with commissioning by sacial care,
more recently there was evidence of strang joint working. In particular, commissioners fed back
that having social workers look at some of the client focused aspects was extremely helpful

v There was good communication with other local authorities. We shared our concems with them,
and involved them in discussions abaut suspension.

cruiting new talent

Learning from this audit links to the underlined elements of the vision. Sharing and
exploring the learning from all audits through discussion helps us build our
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Clear OUEIY

expectations standards
Quality
Monitoring . Transparency
Framework for Monitoring and
Commissioned activity collaboration
Providers

Response and
action

Good Practice
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[ | feel the approach works well and \ (Really positive to see clear and
allows productive solution focussed concise expectations to work in
relationships between the partnership to drive

Council/Commissioner/Provider. improvement.
Supported Living Provider Care Home Provider y

\_

AN

(This is a great document; it sets out clear expectations and provides
an appropriate level of monitoring to both support and scrutinise
provider performance in the best interests of people using services. In
addition, it aligns nicely with what we do and supports the working
relationship we currently have.

\Senior Inspector - CQC

\
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Using Data

Number of calls

* Power Bl reports

Reasons for immedicare calls

_ LL::FJ:

e Care Homes
dashboard

* Performance ] EEETeTen
Dashboard R o
- = CIE '
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Governance

* Internal Quality
Monitoring

e System wide
surveillance

* Information sharing
* Co-ordinated response
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Case Study

A local provider of older people's residential
services came out of the pandemic with 70% of
their services suspended due to a range of quality,
safeguarding and financial concerns. Our
approach meant that system wide resource was
appropriately targeted to support the organisation
both corporately and through individual services,
subsequently leading to risk scores reducing and
suspensions being lifted in all but one of the
services over a period of 18 months. The Council
lead on the approach, but it was a partnership
effort including the provider, social care, our
health partners and CQC which supported
improvements in the quality of care. The process
was supported by the governance processes in
place which provided forums for system partners
to collaborate in finding joint solutions.
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What's next?

* Further development of care
homes dashboard

* Formalising Internal checks and
balances (e.g. auditing, reflective
sessions) in to a Quality Assurance
Framework

* Updated Provider Failure Policy

* Quality meetings with other
Local Authorities
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Webinar: Making it real. The Human
Approach in Doncaster

Social care showcase webinar number five
Tuesday 21 March 2023. 1.30-3pm
Register for the webinar

https://www.scie.org.uk/transforming-
care/webinars
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Thank you

If you or your colleagues haven't done so
already, why not register for SCIE’s
occasional newsletter, SCIELIine

https://www.scie.org.uk/myscie/register
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