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 I am delighted to share my annual Principal Social Worker report for 

Buckinghamshire Council Adult Social Care Services during   April 2021 - March 

2022. This report provides progress on the work undertaken to promote and 

improve the quality of social work practice and outlines the priority areas of 

work for 2022-23. 

 

This report also reflects the collaborative approach adopted to improve the 

delivery of excellent social work practice. I would like to take this opportunity to 

thank all staff, managers, and partners, both internally and externally who have 

worked with enthusiasm, commitment passion in supporting our quality approach 

to Adult Social Care in the backdrop of a national pandemic. 

                                        Jennifer McAteer

Foreword 
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In 2018, the government set out a broad social work reform programme intended to 

improve the quality of social work practice in the Social Work Regulations 2018. As 

part of this reform the government also introduced a new regulatory framework and 

body to oversee the quality drive and improvement of social work across the UK 

called Social Work England (Children and Social Work Act 2017). 

 

This move has seen the government introduce a new set of professional standards 

for social workers, more “challenging” Continued Professional Development (CPD) 

requirements, and a tougher approval regime for social work degree programmes. 

Social Work England will also oversee the fitness-to-practise system and introduce 

post-qualifying accreditation and career development pathways. 

 

Other key aspects to the reform include: 

 
• New professional standards, aligning with the Chief Social Worker’s Knowledge 

and Skills statements 

• Setting new standards for qualifying education and training and reaccrediting 

providers against these standards by 2020 

• Maintaining a single register of social workers, annotating it to denote 

specialist accreditations 

• Setting new social work specific standards for continuous professional 

development 

• Overseeing a robust and transparent fitness to practise system 

• Approving post qualifying courses and training in specialisms such as Approved 

Mental Health Professionals and Best Interest Assessors 

• Overseeing the required arrangements for successfully completing the 

1. I     Introduction 
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Assessed and Supported Year in Employment (ASYE) 

 
Supporting and reflecting the national agenda on driving and improving the quality 

of practice and delivery of social care requires a focus on having the necessary culture 

and conditions within which social workers practice. The focus is key to both 

improving practice  and developing and retaining staff. 

 
Being part of a learning culture that recognises social workers’ strengths remains a 

priority for Adult Social Care. This is about building professional confidence, strength, 

and resilience – making sure social work values and approaches continue to make a 

meaningful contribution to improving people’s lives in Buckinghamshire. 

 

It is important that we create robust structures and have clear standards to deliver high 

quality social work which helps people achieve the best outcomes possible. 
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Designated Principal Social Workers (DPSW) were first proposed by Professor Eileen 

Munro in her review of child protection in 2011, which identified the importance of 

better communication and understanding between social workers and senior 

management. Munro stated that Principal Social Workers should: 

 

• Create a clear line of communication between frontline staff and senior 

management. 

• Champion best practice. 

• Encourage a “reflective approach” to social work. 

• Help to reduce bureaucracy and the amount of time spent on process-driven 

activities. 

• Support social workers to use their core skills and interventions which make a 

real difference to people. 

 

Following this, the College of Social Work championed the extension of the role to 

include adult social work. Both the Adults and Children’s Principal Social Worker roles 

have a key role a professional lead across the organisation. 

 

The Care and Support Statutory Guidance update in May 2016 

also provided further clarification around the role of the 

Principal Social Worker for Adults. The Guidance states that 

the Principal Social Worker should be visible across the 

organisation, from elected members and senior management 

through to frontline social workers, people who use services and 

carers. 

 

The Principal Social Worker should also have a broad knowledge base on safeguarding 

2.     The Role of the Principal Social Worker 

“I feel that Bucks provide 
learning opportunities to staff 
which is valued by most social 

workers.  There is an 
opportunity for career 

progression.” 
              

                         Social Worker 
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and Making Safeguarding Personal. It also states that local authorities should make 

arrangements to have a qualified and registered social work professional practice lead 

in place to: 

 

• Lead and oversee excellent social work practice. 

• Support and develop arrangements for excellent practice. 

• Lead the development of excellent social workers. 

• Support effective social work supervision and decision making. 

• Oversee quality assurance and improvement of social work practice.  

• Advise the Director of Adult Social Services (DASS) and/or wider Council in 

complex or controversial cases and on cases or other law relating to social work 

practice. 

• Function at the strategic level of the “Professional Capabilities Framework”. 
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The Adult Social Care Better Lives Quality Assurance 

Framework continues to provide the overall setting within 

which our staff operate on a day-to-day basis and sets out 

the approach we will take to ensure high quality standards 

are applied to the delivery of care and support services in 

Buckinghamshire need. 

 

Great Care, Great Quality, Great Value 

The Practice & Quality Governance 

Board already in place continues to 

provide strategic oversight and 

scrutiny of the professional and 

organisational culture in Adult Social 

Care. The Board is chaired by the 

Strategic Director for Health and 

Wellbeing for Bradford Council to 

provide additional independent 

scrutiny. The Board continues to meet 

quarterly and acts as a single point for 

practice and quality governance work 

within Adult Social Care and actively 

shares, promotes, and celebrates 

aspirational practice and expectations 

of high-quality practice and 

competency. 

 

     3. The Practice & Quality Assurance Framework 

“Open culture with 
supportive and genuine 

managers.”  
 

Social Work Assistant 

I was delighted to be asked to act as independent 
chair of Buckinghamshire’s Practice and Quality 
Board more than three years ago. The last 3 years 
have seen hugely positive changes to the practice 
and quality agenda in Buckinghamshire, despite 
the pandemic. We regularly discuss solutions to the 
workforce challenges, learning and development, 
case file audit results and complaints and 
compliments. I’ve seen the improvements everyone 
has made and is a credit to everyone in adult care.  
 
I’m always impressed by the self-awareness in 
Bucks and the willingness to accept challenge from 
me as the external chair. And of course I steal all 
the best ideas and bring them back to my own 
council. I look forward to continuing to support 
colleagues in Buckinghamshire and aspirations to 
be the best. 
 

 
 

 

Iain McBeath - Strategic Director, Health 
and Wellbeing for Bradford Council and 
Director of Integration, Bradford District 
Community NHS Trust 
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What we did during 2021/21 

 

Adult Safeguarding  

During 2021/22 Adult Social Care received 11,422 safeguarding concerns, an increase 

of 512 from 2020/21.  During this period 3,163 (28%) of the safeguarding concerns 

received progressed to a Section 42 or other enquiry. This figure illustrates the large 

number of cases inappropriately referred from other agencies and partners. This has 

been raised at the Bucks Adult Safeguarding Board as the number of inappropriate 

safeguarding concerns received from partner organisations  has impacted upon the 

timeliness of responses to those safeguarding concerns. 

 

• Additional factors which  have also impacted upon the timelessness  of  

responses include the widespread increased demand in Adult Social Care 

activity, continued adjustments to working practices during a pandemic, 

staffing vacancies and a high number of safeguarding concerns also 

contributed to delays, in making timely decisions outside of the established  

48 hours along.  Operational teams were also  managing  high number of 

safeguarding enquiries which rose to 995 in January 2022.   

 

• The main category of alleged abuse reported when undertaking a Section 42 

is due to ‘Neglect and Acts of Omission’ and ‘Self-Neglect’. These enquiries 

accounted for 55% of the safeguarding referrals that were received into Adult 

Social Care. Managing and responding to the high prevalence of self-neglect 

across Buckinghamshire is one of the key priorities in the Adult Safeguarding 

2022/23 Action Plan.  
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A safeguarding task and finish group was established 

to review safeguarding practices, processes, and 

standards and to implement new measures to 

address the issues identified above.  The subsequent 

actions taken have already seen an improvement in 

the timelessness of decisions made and management 

of enquiries have been improved through:  

 

• Reviewing and redesigning processes and system 

changes, revising our  practice and model approach and guidance in our front-

line teams, refining our case management system to ensure information 

inputted from social workers is more proportionate and time efficient.  

• Establishing an interagency protocol to enable Oxford Health Trust to 

complete relevant safeguarding decisions and make timely responses to 

safeguarding concerns. 

• Introducing morning team huddles to support  staff to actively discuss case 

work and throughput of team case work.   

• Revising our medication policy in accordance with NICE and CQC reporting 

guidance to support teams and social care providers.  

• Launching  a safeguarding tracker to enable managers to effectively manage 

safeguarding enquiries and improve management oversight daily. 

• Developing new practice guidance for professionals and partners to help their 

understanding of what constitutes a safeguarding concern, and this will be 

launched via a series of webinars to promote and launch the guidance.  

 

In addition to this, the Adult Safeguarding Public Awareness Campaign was also 

launched during 2021/22.  This will be discussed in more detail in the Voice of the 

Residents chapter in this report.  The impact of the campaign was notable  in an 

increase of public referrals to 1,109 from 411 the previous year.  

                     

“‘I will be less anxious 
about audits next 

time, I felt 
empowered and have 

implemented the 
suggestions for 

improvement into my 
daily work.”  

                               
              Social Worker 
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There has been a clear drive to improve safeguarding practice across our operational 

teams and wider partners.  The development of a safeguarding task and finish group 

has enabled a clearer focus and direction as to the areas of work that require priority 

and this approach will continue during 2022/23.  

 

Quality Assuring Practice  

Monthly practice audits have continued throughout 2021/22, with the exception of 

audits paused for a duration of four months through the year due to the impact of 

pandemic with operational areas working to critical priorities only.  

 

In addition to this the audit 

process was also revised in line 

with the operations service 

restructure that took place 

during 2021. The quality 

assurance process covers the following activity types: Better Lives assessments, 

reviews, Occupational Therapy assessments, Carer’s assessments, Mental Capacity 

assessments, Safeguarding Eligibility Decisions and Section 42 enquiries.  A total  of 

832 audits were undertaken during 2021/22 whereby 62% of audits were evaluated 

as outstanding/good and 38% evaluated as requires improvement/ inadequate.   

In the category ‘requires improvement/inadequate’, 7% were evaluated as  

inadequate. The following table provides a breakdown: 

 

                                                                        

Evaluation Apr 

2021  

May 

2021  

Jun 

2021  

Jul  

2021  

Aug 

2021  

Sept 

2021  

Oct 

2021  

Nov 

2021   

Dec 

2021  

Jan 

2022 

Feb 

2022 

Mar 

2202 

Total % 

Outstanding *  10  5  *  *  *  8  4  4  16 6 16 69 8.29 

Good *  52  53  *  *  *  38  51  45  84 37 89 449 53.96 

Required 

Improvement 

*  28  37  *  *  *  31  24  37  37 22 36 252 30.28 

Inadequate *  10  5  *  *  *  9  4  8  4 14 8 62 7.45 

“Having audits discussed with us is really 
good, I’m pleased that someone is looking 

at practice and trying to improve it.” 
                                   Social Worker 
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In January and March 2022, there was a focus on Better Lives reviews and hospital 

discharge assessments which accounts for the larger number of audits completed.  

The ‘required improvement’ and ‘inadequate’ evaluations appear consistent each 

month which can be attributed to newer staff joining the operational teams and the 

appropriate time required for induction, understanding and application of standards 

and recording practices following the service redesign  of Adult Social Care which .   A 

year-on-year comparison is primarily skewed as a result of the service re-design. 

 

The overall quality assurance approach highlights areas of practice improvement 

such as the voice of the person being heard, individual strengths and abilities being 

evidenced in assessments, legislation being referenced, and a more multi-disciplinary 

approach being adopted and evidenced.  

 

Additional focused work is required to ensure there is consistency of recording 

standards across all teams, sharing of assessments/reviews/care and support plans 

with service users /carers, evidence-based decision making, improvement in the 

quality of written care and support plans and recording of management oversight on 

case records.  

 

Enhancing the quality assurance 

experience for staff is key to developing 

practice.   Staff are involved in the 

auditing cycle, with auditors feeding 

back strengths and areas for 

development whilst providing the 

opportunity for staff to reflect on their 

work and discuss key issues pertinent to 

their casework.  

 

External Quality Assurance   

“I’ve found that when staff get a 

certificate it really gives them a boost 

and they have all said that it makes 

them feel proud and pleased with 

themselves. They like to know that the 

work they have done has been 

recognised.” 

         

 Social Work Team Manager 
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A fundamental component of the Adult Social Care Quality Assurance Framework is 

an annual external audit, to provide rigour and assurance to the Council as to the 

standards of social work practice and recording.  

 

In March 2022, the external auditor examined a random selection of 36 Better Lives 

assessments and Care Plan reviews and a further 30 case records of assessments and 

reviews which had been previously audited and moderated internally.   

 

Last year  the external  auditor considered 30 assessments and reviews, of which two 

thirds (67%) were rated as outstanding or good, and one third (33%) were rated as 

requiring improvement or inadequate. This year, three quarters of the 36 audited 

assessments (75%) were rated as outstanding or good and a quarter (25%) were 

considered to require improvement or were inadequate. This comparison shows the 

improvements that have been made and the external auditor commented on how 

thorough the auditing and moderation process was, particularly in relation to how 

the assessment could be improved.   The following table provides an overview of the 

themes in practice since external audits commenced: 

Audit themes 2019  Audit themes 2020  Audit themes 2021 Audit themes 2022 
Assessments didn’t reflect 
the Better Lives ethos and 
the moderation of audits 
were not in line with Better 
Lives 

Clear attempts to follow 
the Better Lives practice 
model  

Due to COVID-19-19 restrictions, 
most practitioners have explored 
various other mediums of 
communication with service users 
and have clearly documented this  

Assessments to follow the 
Better Lives approach 

Assessments need to 
evidence a better 
understanding of a strength-
based approach  

Improved ratings from 
previous year  

Clear referencing of the Care Act 
eligibility criteria with practitioners’ 
explanations and evidence of how 
impairments have impacted on the 
individual’s wellbeing is more 
prevalent in the Social Work audits  

There needs to more 
evidence that professional 
curiosity has been applied 
and information is not taken 
on face value. 

Assessments written to fit 
the available resource  

Assessments are reflecting 
a person-centred 
approach  

Consideration for potential 
strength-based risks and plans 
identified to reduce the risk to the 
service user. 

Ensure that the appropriate 
consideration has been 
given to service users’ ability 
to make any relevant 
decisions  

Poor recording  Assessments are showing 
elements of good 
recording and respectfully 
written, avoiding the use 
of jargon  

Some comprehensive and holistic 
assessments/ reviews with clear 
evidence of partnership and a 
multidisciplinary approach  

Assessments to be proof-
read to rectify any 
grammatical errors and 
spelling mistakes 
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In assessments, we are not 
able to hear the voice of the 
person 

Good narrative and clear 
voice of the client from 
the start is also reflected 
in assessments 

In-depth case analysis with 
innovative interventions to 
enhance the wellbeing of the 
service user, utilising their skills 

 

Too many telephone 
assessments being carried 
out 

Check-backs and reviews 
completed as per the 
Better Lives practice 
model 

More check-backs and reviews 
have been completed than 
previously 

 

Staff sharing opinions of 
what is needed rather than 
agreeing outcomes with 
service users 

Outcomes are now agreed 
with service users 

Evidence of the individuals’ wishes 
and views as well as clearly 
identified personal outcomes  

 

The approach to assessment 
is case management 

Approach to assessment 
has moved to strength-
based ethos 

The strength-based approach is 
more embedded, and this is 
evident in assessments 
 

Assessment’s evidence a 
strength-based approach 

 

In summary, the external auditor has indicated a noted improvement in how 

assessments are more aligned to our Better Lives ethos and application of strength-

based approach. In line with our audit findings, the auditor agrees that there is  more 

evidence to reflect that  professional curiosity is been applied when staff record their 

assessments and information is not just taken at face value. Overall, the external 

auditor  endorses our approach to quality assurance and moderation, especially the 

areas in which staff could improve practice. 

 

The table highlights the ratings year-on-year since we started undertaking external 

audits: 

Year 2019 2020 2021 2022 
 

Number of audits 32 25 60 66 

Outstanding 0 1 10 15 

Good 0 4 29 31 

Requires Improvement 8 12 18 15 

Inadequate 24 8 3 5 

 

Reflective Practice Sessions 

Reflective practice sessions continued to operate across operational teams, attended 

by 134 staff with additional and bespoke sessions delivered to help improve 

individual and team performance and learn from audit findings.  These sessions have 
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been led by practice leads  with aim of sharing practice knowledge and skills within a 

supportive and safe peer group environment.  They  have also  provided  

opportunities to learn and reflect on complex, challenging or unusual cases, and by 

offering positive discussion and critical analysis. Reflective practice is a key driver 

towards developing and improving practice standards and during 2022-23 it is 

anticipated that reflection discussions are embedded into everyday team activities 

and approaches .   

 

 

 

Social Work Taskforce Group  

The social care taskforce group continues to emulate positive engagement with 

increased opportunities to collaborate and problem-solve in tackling operational 

practice issues, such as:  

• Streamlining complicated system processes in updating a care and support plan.   

• Establishing direct payment champions across operational teams to improve 

knowledge and understanding of this approach with service users.  

• Developing and planning a staff conference to celebrate the work and 

improvements staff have made especially during the height of the pandemic.  This 

is scheduled to take place in 2022/23. 

 

Quality Practice with Oxford Health Trust 

Oxford Health Trust have been delegated to undertake social work statutory 

functions contained within an agreement known as  Section 75 defined in the Care 

Act. In collaboration with Social Care leads in Oxford Health Trust monthly quality 

improvements meetings were established  to support and align quality assurance  

initiatives with Adult Social Care.  Areas of improvements are noted in the following 

areas: 

• Social work staff are now supervised by social work managers. 

• Oxford Health have adopted Buckinghamshire Councils supervision policy and 
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templates. 

• Oxford Health social work staff  now attend  reflective practice sessions with 

council staff.  

• Oxford Health social care managers undertake audits monthly. 

 

Named Worker model  

During 2021/22 work has been undertaken with SCIE to implement a ‘named worker’ 

approach model in Adult Social Care.   A Named Worker is a dedicated worker who 

has an ongoing responsibility for an individual with care and support needs and who 

is needing support from Adult Social Care. They are the primary point of contact for 

the service user or carer who will support to promote and enhance positive working 

relationships between workers, services users, and carers by limiting the number of 

staff engaged at any one time.  A soft launch across teams is scheduled for 

implementation during 2022/23.  As part of this launch, staff will work with an active 

caseload of 25 and additional casework that remains stable for t 25 active with additional that 

are stable, for example planned annual reviews. 

A key component to the named worker approach is the value of how effective high-

quality  supervision  can enhance social work practice.  During 2021-22, work 

commenced to build the technical  infrastructure to record all supervisions online 

whereby  2590  entries were recorded pertaining to 473 staff. 

 

 

Priorities  For 2022/23 

 

1. Support operational teams in preparing for the forthcoming legislative changes 

including the Mental Capacity (Amendment) Act, which replaces the Deprivation 

of Liberty Safeguards (DoLS) with Liberty Protection Safeguards (LPS) for April 

2023, and the Social Care Reforms in October 2023.  

 

2. Continue to support operational teams in embedding strength-base and robust 
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safeguarding practices and standards, with a focus on ensuring safeguarding 

decisions and responses to safeguarding concerns  are timely and of a high 

quality, and the voice of the resident  is heard throughout the enquiry pathway:  

• Launch professional safeguarding guidance to partner agencies to improve 

the understanding and application of a safeguarding concern and reduce 

inappropriate safeguarding concerns referred to Adult Social Care. 

• Develop and launch a new Delegated Safeguarding enquiries pathway.  

• Develop user feedback to elicit the views and experiences of residents who 

have been subject of a safeguarding  enquiry. 

• Undertake a small pilot within a social work team to evaluate the 

safeguarding competency handbook developed during 2021-22. 

 

3. Implement a new practice audit and supervision dashboard  across operational 

teams to provide managers with additional resource tools to help improve 

performance outcomes in their responsible areas. This will  support operational 

teams to improve the overall direction of practice audits from requires 

improvement/inadequate to  outstanding/good.  

In collaboration with operational managers, monitor and evaluate practice audit 

actions plans outcomes where cases records are evaluated as 

inadequate/requires improvement in conjunction with supervision audits to 

ensure that practice audit discussions are an active component in the 

supervisory meeting. 

 

4. Evolve our quality standards to support future peer-to-peer audit assurance 

approach  and strengthen reflective practice  within social work teams. 

  

5. Support Adult Social Care teams in preparing for CQC Inspections due  to come 

in place during 2023.   
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The Adult Social Care Workforce Strategy has driven and guided the workforce 

priorities and approach during 2021/22. The past year continued to see significant 

challenges in the face of the global COVID-19 pandemic and as such, the training 

approach was adjusted to ensure that staff were still developed and supported 

throughout the year. 

 

The majority of workforce development activities and newly scheduled training 

continued to be delivered remotely, although some personal development and 

skills-based events were conducted in person. This blended approach to learning 

models will continue in the coming year for reasons of resilience and sustainability 

in meeting the needs of  our workforce. 

 

What we did in 2021/22  

 

The new Adult Social Care Operations 

structure was introduced in early summer 

2021 and had an initial impact on workforce 

turnover as the new structure became 

established. Recruitment has been a high 

priority during the past year and enhancing 

pathways to employment across the sector continues to be a key objective within 

our workforce strategy.    

 

During 2021/22 the commitment to improving and developing a highly skilled 

workforce is reflected in a number of initiatives that have taken place. 

 

4.   4. Workforce Planning and Development 

“Excellent support - the best 

induction I've had.” 

 

Adults & Health New 

Employee 
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Modular training and development opportunities  

A procurement activity was undertaken during 2021-22 to develop and align 

modular training and development opportunities to the new Adult Social Care 

Career Framework, with Buckinghamshire New University  identified as our chosen 

provider. 

 This approach will ensure quality-assured modular programmes are available to 

social work staff to progress towards practice specialisms, and credits which can 

build cumulatively towards post-qualifying awards. These programmes are 

designed to be an employment benefit for practitioners and to contribute towards 

valuing of staff and staff retention. The framework will continue to develop in the 

coming year in line with national and locality practice needs. 

 

Approved Mental Health Professional (AMHP) Programme 

In conjunction with a range of local and national partners, the development of a  

locally Approved Mental Health Professional (AMHP) programme has now been 

completed as part of the above post-qualifying career development offer. 

Validation of the programme has been completed with Social Work England 

through our partnership with Buckinghamshire New University.  

 

The programme will be offered initially with two entry routes: direct entry for 

experienced mental health workers who have proven their practice suitability; and 

a pre-AMHP route for practitioners and allied health professionals needing to 

explore their suitability for the programme due to having less statutory mental 

health experience. Plans are underway for a first cohort to commence during 2022-

23. 

 

The accreditation of this local programme also provides opportunities to expand  

our offer to other Councils across the southeast region in developing a 

Buckinghamshire Consortium. 
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Apprenticeships 

As part of our  ‘Grow our own talent’ initiatives, work continued throughout 2021-

22 to increase and expand apprenticeship pathways: 

• Occupational Therapy Apprenticeship – A member of staff has successfully 

commenced the apprenticeship  during 2021. 

• Social Work Apprenticeship - The programme has now become established 

as an ongoing annual offer to adult social care staff and a key element of 

our workforce development approach. Ten staff from the initial 

programmes are currently on track to qualify in 2023. Following the  

operational restructure during 2021, four members of staff have 

successfully commenced their first year.  

• Social Care Entry to Employment Apprenticeship - During 2021, 

preparation and planning continued to expand the apprentice programme 

to include Entry to Employment apprenticeship routes. This initiative will 

commence during 2022-23 and will include four Social Care Trainee roles, 

who will undertake a 20-month rotational programme to gain skills and 

experience across operational  teams such as Short Breaks, Seeley’s, Home 

Independence and Occupational Therapy.  

 

Health and Social Care Academy  

The aim of the Buckinghamshire Health and Social Care Academy is to deliver 

innovative and creative approaches in developing a workforce planning market for 

Health and Social Care.  The Academy works to achieve this is through its goal of 

being a Centre of Excellence for integrated educational training and career 

development across Buckinghamshire.   Examples of programmes the Academy has 

contributed to in the past year include: 

• ASYE and Social Care Cadets Programmes.  

• Locality planning and development – the Academy has facilitated the space 

for employers and the University to come together to shape new 
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programmes that will meet our internal  workforce and local social care 

workforce across a range of community care settings e.g., Residential Care 

Homes. 

• Link to Health Education England – the Academy has enabled engagement 

with funding bodies and supported a successful grant application for AMHP 

developments in Buckinghamshire. 

 

 

Social Care Cadets 

Building on the 

partnership between the 

Buckinghamshire Health 

and Social Care Academy, 

Buckinghamshire College 

Group and the Council, 

Adult Social Care this year 

welcomed the third intake 

of Health and Social Care 

cadets, aged 16-19 years 

old.    

 

 

A new cohort of cadets joined the Council between November 2021 – February 

2022 in the programme aimed to stimulate future 

generations of health and social care professionals. 

The Cadets programme offers work placements for 

students currently undertaking their Health and Social 

Care Level 3 and inspire them to continue to work 

towards a career in Health and Social Care.   

 

“In my first ever Teams meeting, I was 

thinking how did this business support team 

help adult social care? I was so confused but 

just hearing from all these different people; 

it's like you don't have to be in front of the 

person to help them. You can build systems 

to provide information, and you're making it 

quick and easy for social workers to access 

that - like you are providing care in a 

different way.” 

                                         Social Care Cadet 

“I think the highlight 
of this placement is 
just how much I 
have learned.”  
 
     Social Care Cadet 
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Four of the five cadets said that they 

would consider working for 

Buckinghamshire Council; with particular 

was interest in the Home Independence, 

Short Breaks, Mental Health, 

Occupational Therapy and  Quality 

Standards and Performance teams. 

Cadets also had positive feedback about 

how the teams and areas work 

collaboratively to support services users. 

 

Assessed and Supported year in Employment (ASYE) 

The ASYE programme continues to closely support this key group of staff in their 

crucial stage in their social work employment journey, benefitting from effective 

induction and co-ordinated work across services to support and manage their 

transition into operational teams for the 

first time. 

 

During 2021/22, 12 ASYE’s were supported 

through their first year in social work 

employment and it is anticipated a further 

intake of 11 ASYE’s b for 2022/23. The  

programme is supported by practice lead 

social workers and a dedicated ASYE co-

ordinator, with input from our local university partner.   

 

The ASYE programme continues to evolve and improve through a cycle of  feedback 

and learning from all who participate in this programme, including those 

supporting the cohort.  For example:  

• A buddy system has been implemented, in which peer support is provided from 

“Coming straight from Bucks 
New University, I found the 
structure of the ASYE really 
helped and worked for me.”  
 
         Newly Qualified Social   
         Worker 

“I liked learning a lot about when 

we had the mental health stuff 

going on, but I liked finding out 

about the other parts and the 

parts I had no clue were actually 

involved and social care.” 

                       Social Care Cadet 



22  

those with the most recent experience of the ASYE programme.    

• Practice leads deliver joined-up sessions with Oxford Health Foundation Trust 

to facilitate collaborative working with our mental health colleagues and 

provide shadowing opportunities between cohorts.  

• Learning support sessions and ASYE cohort catch-ups are face-to-face, moving 

away from remote working to ensure that the ASYE cohort feel better 

supported. 

• In collaboration with the Health and Social Care Academy, and as a result of 

feedback from ASYEs, new targeted learning, such as legal literacy will be 

provided  during the first year in employment.  

 

Induction 

During 2021-22, six induction events we held for new starters across the Adults & 

Health Directorate where all new starters get the 

opportunity to meet the Director of Adult Social 

care and the senior team. Feedback collated from 

new starters over the year shows that the majority 

found that the pre-induction information helped 

to prepare them for their new role and 

working environment. The induction process 

as a whole was considered to be very positive, 

with most new starters feeling extremely well 

supported and well inducted within their first 

few months at the Council.  

 

 

 

 
 
 
 

“This has been great. Packed 
with relevant and useful 
information.” 
 

Adults & Health New 
Employee 
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Priorities for 2022-23 
 
1. Support the workforce in preparing for the implementation of the health and 

social care reforms and implementation of new Liberty, Protection and 

Safeguards legislation in 2023. 

2. Review our workforce strategy, aligning it internally to wider Council governance 

approaches and will ensure this continues to provide direction and drive for 

workforce improvement and developments. 

3.  Expand our ‘Grow our own talent’   through a range of initiatives to support 

workforce growth ,skills, recruitment, and retention.  

4. Enhance our induction programme. 

5. Collaborate with the Health and Social Care Academy to increase our 

opportunities to design high quality training to support the future social care 

and legislative reforms. 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

“I found that all of the team including management were very 
supportive and available to help. I feel that I had a great induction 
period … I was grateful to receive allocated time for induction also as 
this eased the pressure and allowed me to digest the information that 
I was being given … Management are understanding and have a very 
friendly approach to the whole team which demonstrates that it is 
strong and that they value their positive rapport with each other … 
Overall, I feel reassured that this is a great place to work and I am 
looking forward to developing my career with Buckinghamshire 
Council.” 
 
                                                                 Adults & Health New Employee 
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What we did in 2021-22  
 

Complaints 

In 2021/22, significant progress was made with regards to managing and 

responding to complaints. The average response time was 28 days, which is within 

the Council’s timeframe standard. It is also the lowest response time that has ever 

been recorded for Adult Social Care, compared with previous year’s average of 32 

days and 40 days in 2018/19. 

 

During this period, 154 issues were reported to the Council’s Complaints Team in 

relation to Adult Social Care. Nearly 70% of these issues were resolved locally 

within the 48 hours, resulting in 49 complaints progressing to a formal stage. The 

most common theme for complaints primarily related to funding following an 

assessment of need.  

 

A weekly compliance meeting continues to take place to support staff and 

managers in responding to concerns and complaints. 

 

Complaints Training 

Complaint’s training was consistently offered across 2021/22 to ensure new staff 

and managers had the opportunity to attend and understand the expectations of 

Adult Social Care in relation to complaint handling. The training was also extended 

to colleagues across the Adult and Health Directorate such as the Integrated 

Commissioning service.  

  

5. The Voice of Residents 
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In addition, 26 new members of staff attended four training sessions to understand 

the processes and expectations of complaint handling within Buckinghamshire 

Council, specifically within Adult Social Care.   

 

Learning from Complaints 
 

The ‘learning from…’ tool continues to be used for key issues that needed to be 

embedded within services. This tool consists of a brief analysis to describe what the 

incident was, the findings and the learning to take forward 

 

 

 

Examples of learning include:  

• Ensuring that carers are offered the opportunity of a carer’s assessment.  

“I would like to thank you and all the Buckinghamshire departments who have all 
been outstanding with their help and support during a very difficult time. You pulled 
out all the stops and worked together to help me and I am so grateful to all of you.  
 
The care and compassion each of you has demonstrated has been so appreciated 
and on behalf of my mother thank you. She is doing great and is very happy now 
she is home with her two cats. 
 
Many thanks again for going above and beyond to help us and my mother.” 
 
        Resident 
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• Proactively using and seeking advice from the welfare benefits team to offer financial 

support to service users.   

• Reminding staff during reflective practice sessions of the importance of 

sharing assessments/reviews with service users.  

•  Circulating the recording standards with staff and each team to reiterate 

the importance of recording keeping.  

 

Compliments 

A total of 252 recorded compliments were received during 2021/22, an increase of 19% 

compared with 212 received last year. This is also the highest number of compliments  

recorded for Adult Social Care. The team who received the highest number of 

compliments were the Occupational Therapy Team and relate to the conduct of staff, 

receiving thanks from members of the public.  

 
 

 

Resident Engagement and Co-Production  

During 2021 and in the backdrop of a pandemic, the development of the user forum 

continued and now has 22 active members. The sessions have taken place regularly 

online on different times and days to accommodate the needs and responsibilities 

for those attending.  

 

Ongoing work continues to increase the number of forum participants to ensure the 

“Throughout all of this xx worked professionally and sympathetically and 
understood the needs and requirements of all parties and addressed these and 
put in place a support package that met all needs and requirements.  She also 
was very approachable throughout and handled my initial hostile negative 
reaction extremely well and because of this we both worked together very well, 
and my parents were supported safely and well in their own home in my 
absence.  This meant that their worries and confusion about me not being 
available was not a problem.” 
                                                                                                           Resident 
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voice of residents reflect the diversity of communities across Buckinghamshire. To 

support increased participation at the forum, promotion has taken place via social 

media, on both our own pages/groups and through those of partner agencies and 

local organisations. Public-facing information has also been created, such as posters 

and content on the Care Advice Buckinghamshire website and staff have also 

attended local groups to speak directly to people about the forums.   

 

As Adult Social Care continues to embed its  co-production approach, there is a need 

to ensure that those contributing to projects and helping to shape high-quality 

services are equipped with the necessary tools and resources. Initial co-production 

training was commissioned towards the end of 2021, with attendees of the forum 

invited to attend, of which four accepted the offer.  

 
 

During 2021/22, forum members 

contributed were involved in the 

redesign of our adult social care 

webpages – identifying what was 

missing, requesting additional 

information on specific subjects, and 

advising on the overall layout, 

including selecting inclusive and 

appropriate images. Overall, the 

forum attendees indicated that the 

new website design was much 

clearer and were pleased their 

comments had been incorporated. 

Following the initial webpages 

redesign, nearly 10,800 people have visited the 

www.careadvicebuckinghamshire.gov.uk. The webpage with the highest number 

of  hits was  related to ‘Requesting an assessment from Adult Social Care’.  

“On behalf of my family, I would like to 
express our sincere thanks to the OT team 
and NRS in putting the equipment in 
place to make my father as comfortable 
as possible as he enters a new stage of 
Alzheimer’s. xx was quick to get the ball 
rolling on the hoist etc and xx has been 
very efficient in organising a tilted chair 
and a better bed for my Dad.   We are 
thrilled Dad is finally back in a chair after 
3 months in bed following a chest 
infection in hospital. Many thanks to 
everyone involved and keep up the good 
work in helping people stay in their own 
homes!” 
                                            Resident                    

http://www.careadvicebuckinghamshire.gov.uk/


28  

 

In addition, discussions have started with forum attendees to help shape and 

design a new Adults and Health Customer Standards Charter in line with the 

Council’s Customer First approach. This initiative will help set expectations and 

ensure that all residents who engage in our service receive and experience a 

person-centre, high quality response.  

 

Safeguarding Public Awareness Campaign 

 The  afeguarding Public Awareness Campaign is 

another example of co-production in action.  In 

September 2021 the ‘See Something, Say 

Something, Do Something’, safeguarding 

campaign was launched. This was a multi-agency 

campaign supported by the  Buckinghamshire 

Safeguarding Adults Board.   Forum Attendees 

took an active part in the naming, designing, and 

launching of the Campaign.  

 

Promotion of the public awareness campaign was 

extensive, including  a range of social media platforms, 

reaching over 57,000 people on Facebook and 642,000 

people on Twitter - supported by retweets from the 

local MP, Rt Hon Steve Baker. These social media posts 

resulted in over 600 people visiting the Council’s  

website to seek further information relating to adult 

safeguarding. Posters were visible across the county on 

community notice boards and all our commissioning 

providers were issued copies to be displayed in their 

residential and nursing establishments.  
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Videos were shown on screens in GP surgery waiting rooms and written adverts 

were also placed in resident magazines and newsletters. Daily radio adverts played 

on the local Greatest Hits radio had a weekly reach of 42,800 people and Spotify 

ads were also heard by nearly 4,000 people.   

 

Members played an active part in the safeguarding campaign and helped to 

promote the importance that each member of our community has to ensure the 

safety and well-being of our family, friends, neighbours, colleagues and members 

of the public. They did this by sharing supporting information and materials about 

the campaign in their local Wards. 

 

Councillor Angela MacPherson undertook radio interviews with Greatest Hits radio 

to promote the campaign and advocate the importance of the campaign.  

 

Members reshared the social media posts which reached over 57,000 people on 

Facebook and 642,000 people on Twitter - supported by retweets from the local 

MP, Rt Hon Steve Baker. These social media posts resulted in over 600 people 

visiting the Council’s website to seek further information relating to adult 

safeguarding. 

 

During National Safeguarding Week, there were a variety of stalls across 

Buckinghamshire to promote the safeguarding campaign and raise public 

awareness of safeguarding. Service users also participated in this by standing 

alongside social care staff on these stalls, speaking with residents, and handing out 

leaflets and other memorabilia to promote ‘see something, say something, do 

something’.   
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The stalls were also attended by 

other council and partner 

services such as Community 

Safety, Buckinghamshire Family 

Information Service, Oxford 

Health, and the local Fire Service, 

to demonstrate the multi-agency 

approach. Adult Social Care 

continues to work with partner 

agencies to ensure that residents 

report any cases of suspected 

abuse, while raising awareness 

of how to submit a concern.  

 

 

Following the campaign Adult Social Care saw an increase of nearly 500 referrals in 

2021/22, compared with 2020/21 figures. The number of safeguarding enquiries 

commenced also increased by 130%, at 3163 enquiries in 2021/22, compared with 

328 in 2020/21.   

 

 

Resident Feedback 

The national Annual Service User Survey mandated by NHS Digital was sent to 

residents accessing long-term adult care services to seek general service users’ 

views regarding their experiences of local services. At the time of writing, the 

information and benchmarking figures have not been validated and released for  

public review.  However, based on the information submitted to NHS digital: 
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• 88% of service users reported that they were extremely, very, or quite 

satisfied with the care and support they were receiving.  

• There was an improvement in people’s quality of life score to 19.3 from 19.2 

(in 2020/21). Of the 487 people who responded, 67% said their quality of 

life was very good or good, a further 26% said it was alright.  

• 96% of respondents reported that they feel as safe as they want or 

adequately safe.  

• 95% respondents reported that they have as much, adequate or some 

control over their daily lives.  

• 76%  respondents indicated that they had either as much social contact as 

they wanted or adequate social contact. 

 

 

Almost half (46%) of those 

surveyed said that they had 

never tried to find 

information or advice and 

would often rely on family, 

friends, and carers to find 

information. A positive 

theme was that staff are very 

helpful and support residents 

to get information when they 

need it.  

 

 

 
 
 
 
 

“I would like to thank you personally for 
being so proactive and professional in my 
dealings with you when trying to plan 
her care needs. Whenever I contacted 
you I had confidence my issue was being 
dealt with and you always called back to 
confirm the status of my case. This made 
arranging care, financing and that 
support surrounding this part of my 
mother’s life simpler and less stressful. 
Thanks also go to the team that support 
you in the background.” 
                                       Resident 
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Priorities for 2022-23 
 
1. Develop and strengthen a co-production framework and range of tools and 

resources to enable people and communities to have a say in the services they 

receive and the way in which they receive them.  

2. Launch a customer standard for residents, describing what service users can 

expect from adult social care staff. This will improve aid communication and 

outline to staff what is expected of them to reduce the number of times 

customers need to make calls. 

3. Review and  improve the accessibility and  quality of the information offered to 

residents.  

4. Strengthen local approaches to service user feedback and experience to help 

improve the quality of services delivered.  

  

“xxx really helped us with the transition for xx to his new home and 
it is down to his diligence that this all happened in a timely manner 
given the very short time we had to find somewhere new which 
was appropriate and had a vacancy. He was in regular contact 
with as much information as he could have so that we were 
informed all the way on where the procedure had got to.  He was 
great at communicating with the new provider and arranging joint 
meetings and visiting when he needed to.  His knowledge of what 
xx needed was also on the ball and he was really good at including 
our thoughts and opinions within the decision making. I thank him 
for being so patient and understanding with us.  He always had a 
smile and humour which were greatly appreciated in a very 

anxious time for us.” 
                                                                           Resident 
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During 2021, social workers and all other allied professionals continued to operate  

within the backdrop of a global pandemic.  I am in no doubt that social workers have 

and will continue to play a key and integral role in responding to the COVID–19 

pandemic through direct contact and support with communities, and by providing as 

much continuity of service as possible in responding to the new demands and 

expectations of people. 

 

In addition to this, adjusting to a hybrid year of home and office working during the 

COVID-19 pandemic has brought its opportunities and challenges. Opportunities in 

maintaining a balance work/lifestyle approach and challenges in staying connected 

as part of a team, which is vital for social work practice and for the health and well-

being of staff.  

 

The unprecedented demand for social work services did not ease during 2021/22 and 

combined with social work vacancies, despite the active recruitment initiatives, is a 

reflection as to the pressurised work environment our staff continue to operate 

within. Our workforce has and does continue to demonstrate its commitment, 

enthusiasm and passion to supporting our vulnerable residents across 

Buckinghamshire. 

 

The challenges in recruiting experienced social workers is a national issue which  

highlights even more the issues Councils across the country will experience, not only 

in preparing for the Social Care Reforms, but also with the introduction of new Liberty 

Protection Safeguards legislation and the CQC local authority inspections, coming 

into place in 2023. Together, these provide a landscape of challenging and conflicting 

6.     6. My Personal Reflections 
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demands to  manage and absorb. In Buckinghamshire alone it is estimated up to 

3,000 additional assessments will need to be undertaken as part of these reforms. 

Expanding our ‘Grow our own talent’ will play a vital part in meeting this demand 

alongside our workforce modelling review which is currently underway. 

 

The Adult Social Care Quality Assurance Framework and this report continue to 

reflect the positive strides taken so far whilst recognising and targeting the areas 

where improvement is still required. There continues to be notable improvements in 

the quality of practice standards and recording and this is reflected in the audit 

evaluations where more cases are been rated as outstanding and good and validated 

through external review. However, the focus remains in delivering consistently of 

high-quality practice across all teams despite the challenges identified above. 

 

Our quality approach to responding to resident complaints continues to improve  

with a reduction in response times from 32 days in 2020/21 to 28 days during 

2021/22. This, coupled with the highest number of compliments reported for Adult 

Social Care, is an indictment of the continued transformation that has taken place in 

our operational service areas to address issues and experiences our residents have 

encountered when using our services. 

 

Whilst I continue to observe changes in practice, especially around the application of 

strength-based practice and clearly hearing the voice of the person in the 

assessments and reviews, further work is required to continue consistently to  

improve the professional analysis of assessments/reviews, outcome focused care and 

support plans, the experience of carers and the application of current social work 

legislation across all our operational teams.  

 

In relation to safeguarding practices, significant focus has and will continue 

throughout 2022/23 to ensure that standards,  processes and systems are designed 

to support best practice. Whilst I write this report, the changes made during 2021 

and early 2022 are demonstrating improvements in responding to safeguarding 
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concerns in a timely manner and the management of safeguarding enquiries. 

 

In addition to this, further collaboration and  focussed work is required with our   

partner organisations and agencies in educating and training as to the distinction  

between reporting/referring  a safeguarding and welfare concern as evidenced in this 

report.  

It is  anticipated that 2022/23 will enable positive progress in the way that we 

promote a learning culture that aims to support high quality relationship-based 

practice in adult social care to enable excellent outcomes for our local communities. 

    

        

“I just wanted to give some feedback about how you helped my mother xx 
 
Mum was placed in xx for assessment after multiple hospital admissions that finally resulted in 
her taking an overdose as she just didn’t want to go on any longer.  
 
You were absolutely great in that you made a clear assessment of what was required to put her 
in the best place that would support her needs and help her recovery from this dark mental 
place.  
You were so helpful and supportive, staying in contact and advising us of progress. I know it 
must have been difficult to find out how to move someone out of Buckinghamshire into a 
completely different County, but you sorted it out and bearing in mind it was approaching the 
holiday season it cannot have been easy.  
 
Mum is now settled in XXX and is getting so much better now that she is surrounded by people 
instead of completely isolated and far away from her family.  All the family can now visit her 
instead of the infrequent visits that only I could make due to my health and the lack of anyone 
else in the family being able to drive.  
 
We are all so very grateful to you for your wonderful help with navigating the difficult process 
of moving mum to a different County and for keeping us informed along the way. You were 
lovely to talk to, really responsive whenever we had a problem or concern and we all send our 
thanks and gratitude for helping us to get to this ideal outcome of mum in a care home close to 
us all.”           
                                                                                                                              Resident 
                                                                                              
                                                                                                  


