VALE of GLAMORGAN

Il

e e e
BRO MORGANNWG

Agenda ltem: 14

Meeting of:

Cabinet

Date of Meeting:

Monday, 13 September 2021

Relevant Scrutiny
Committee:

Healthy Living and Social Care

Report Title:

Annual Report of the Director of Social Services 2020-2021

Purpose of Report:

To ensure that Cabinet agree the future priorities for the Directorate of Social
Services

Report Owner:

Cabinet Member for Social Care and Health

Responsible Officer:

Director of Social Services

Elected Member and
Officer Consultation:

Social Services Senior Management Team

Health Living and Social Care Scrutiny Committee

Policy Framework:

This is a matter for Executive decision

Executive Summary:

e A Challenge Version of the Director’s report was considered by Scrutiny Committee in July.
Committee Members provided positive feedback and welcomed the new presentation of the

report.

e Afinalised version following feedback from partners is being presented to Cabinet for approval.

e The report contains a number of priorities which the Director of Social Services has determined.
These have been set in the context of the pandemic and significant changes in demand. Cabinet
are asked to agree these improvement priorities.




Recommendations
That Cabinet considers the content of this report.

That Cabinet approves the Director’s Annual Report for 2020-2021 —
https://sway.office.com/GOBmMOHRsSTESWUX5t?ref=Link

That Cabinet agrees the improvement priorities for Social Services as set out in the
Director’s Annual Report for 2020-2021.

Reasons for Recommendations
To ensure that the Director’s Annual Report is considered by Elected Members.

To ensure that the Director’s Annual Report for 2020-2021 has the approval and
agreement of Cabinet.

To ensure that the priorities as set out by the Director of Social Services are
approved by Cabinet.

1. Background

11

1.2

13
14

As part of the statutory duties, the Director of Social Services is required by the
Welsh Government to produce an annual report on the effectiveness of social
care services in the Vale of Glamorgan and on our plans for improvement. This
gives the Director an opportunity to provide people in the Vale of Glamorgan
with a rounded picture of social services - based on evidence drawn from a wide
range of sources such as what users and carers say, key performance indicators,
and measurements of progress against the overall goals of the Council.

The report is written for a wide range of people, including service users and
carers but also Elected Members, the Council's own staff, and the range of
partners and providers who help us deliver our services. It is used by the Care
Inspectorate Wales (CIW) as evidence and to guide their inspection programme
in the Vale of Glamorgan.

The report reflects on progress over the last financial year.

The Corporate Plan sets out our vision for the next four years by identifying
priorities that are aligned to well-being outcomes and objectives. In planning
how we will deliver services over the coming years, our annual Service Plans
2019-20 outline our service specific contributions to these priorities. The
corporate Service Planning process has been used to set out our improvement
agenda and to inform the development of the priorities for 2020-21 in the
Director's Annual Report.

2. Key Issues for Consideration

2.1

This is an important report for the people of the Vale of Glamorgan, Members of
the Council and our partners, both statutory and in other sectors. It outlines the


https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fsway.office.com%2FGOBm0HRsTESWUX5t%3Fref%3DLink&data=04%7C01%7CJWinter%40valeofglamorgan.gov.uk%7C590667a70f714cea576708d95b34fdd1%7Ce399d3bb38ed469691cf79851dbf55ec%7C0%7C0%7C637641105411198907%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=NFklvyBjkeBHDUGKPCGy8xHxJzUQTRlO5xBHgqaMVNI%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fsway.office.com%2FGOBm0HRsTESWUX5t%3Fref%3DLink&data=04%7C01%7CJWinter%40valeofglamorgan.gov.uk%7C590667a70f714cea576708d95b34fdd1%7Ce399d3bb38ed469691cf79851dbf55ec%7C0%7C0%7C637641105411198907%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=NFklvyBjkeBHDUGKPCGy8xHxJzUQTRlO5xBHgqaMVNI%3D&reserved=0
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current context within which social services are operating and details proposed
priorities for improvement.

The final report has been prepared following the circulation of a challenge
version. This has allowed key stakeholders opportunities to comment and make
observations before the report is finalised, ensuring that it accurately reflects the
position of social services.

As part of the challenge process, the challenge version of the report was
presented to Scrutiny Committee to provide Elected Members with an
opportunity to contribute their views. This is regarded as a key milestone in
finalising the report because of the crucial role which the Committee has in
providing consistent oversight and monitoring of social services.

The challenge version was amended following consideration at Scrutiny
Committee and the feedback from partners and stakeholders. This year, no
substantive changes have been made as a result of the feedback received.

The final report will be made available via the Council's website.

How do proposals evidence the Five Ways of Working and contribute

to our Well-being Objectives?

The challenge version of the report was a consultation document and was sent
for consideration to a wide range of partners. A feedback pro forma was
provided which was returned via email. The comments received were evaluated
and, where appropriate, changes to the report were made. There are no matters
in the report which relate to an individual ward.

The need to ensure that services are sustainable in the longer-term is a key
element in the priority outcomes set out in the annual report. This is consistent
with the direction set by Welsh Government for delivering sustainable social
services through greater emphasis on prevention and people accepting more
responsibility for tackling factors which can increase demand for social care and
health services.

Resources and Legal Considerations

Financial

4.1

The report is set within the context of:
increasing demand for help and support;

managing the impact of the UK Government’s previous austerity measures on public
sector finances; and

efforts to focus on more of our work on supporting people to remain as independent
as possible.



4.2 The priority objectives contained in the reports will be delivered within the
financial constraints set by the Social Services Budget Programme, which is
approved by Cabinet and reported regularly.

Employment

4.3 There are no employment issues as a result of this report.

Legal (Including Equalities)

4.4 The former reporting requirements for Directors of Social Services in part 6 of
the “Statutory Guidance on the Role and Accountabilities of the Director of Social
Services” (Welsh Government June 2009) have been replaced as a consequence
of both the Social Services and Well-Being Act 2014 (SSWB), and the Regulation
and Inspection of Social Care (Wales) Act 2016.

4.5 The requirements for the social services report are scattered under a number of
pieces of legislation and codes. In purely headline terms the requirements are
that every local authority must produce an annual report on the discharge of its
social services functions and the report must include:

An evaluation of the performance in delivering social services functions for
the past year including lessons learned (Part 8 Code on the role of the
Director);

How the local authority has achieved the six quality standards for well-being
outcomes (set out in the code on measuring performance);

Qualitative and quantitative data relating to the achievement of well-being
outcomes (also set out in the code on measuring performance);

The extent to which the local authority has met requirements under Parts 3
and 4 of the SSWB Act as set out in separate codes covering assessing needs
and meeting needs;

Objectives for promoting the well-being of people needing care and support
and carers needing support for the following year including those identified
by population needs assessments under section 14 of the SSWB Act;

Assurances concerning: structural arrangements enabling good governance
and strong accountability, effective partnership working via Partnership
Boards and safeguarding arrangements;

The local authority’s performance in handling and investigating complaints
responses to any inspections of its social services functions;

An update on Welsh language provision how the local authority has
engaged people (including children) in the production of the report.

5. Background Papers
The Local Authority Annual Social Services Reports Guidance:



https://socialcare.wales/cms assets/hub-

downloads/The Local Authority Annual Social Services Reports Guidance.pdf

Report to Healthy Living and Social Care Scrutiny Committee — 6t July 2021.



https://socialcare.wales/cms_assets/hub-downloads/The_Local_Authority_Annual_Social_Services_Reports_Guidance.pdf
https://socialcare.wales/cms_assets/hub-downloads/The_Local_Authority_Annual_Social_Services_Reports_Guidance.pdf
https://www.valeofglamorgan.gov.uk/Documents/_Committee%20Reports/Scrutiny-HLSC/2021/21-07-06/DSS-Annual-Report-Challenge-Version.pdf
https://www.valeofglamorgan.gov.uk/Documents/_Committee%20Reports/Scrutiny-HLSC/2021/21-07-06/DSS-Annual-Report-Challenge-Version.pdf
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Foreword

As the Director of Somal Semces for the Vale of Glamorgan Coun(
pleased to present our Annuat Report for 2020/21

The report is framed around the six well- berng standards as defin
. Social Serwcas and Well- bemg lWales) Act 2014, In this report we
g what progress has been made aga;nst each of the pnorltles we sai
would focus on over the past 12 months The progress and develo
outlmed wnth;n this roport ere ‘closely altgned to the Council' s Cory
_Plan 2020 25 and assomated Annua! Dellvery Plan for 2020-21.

wing Stondard

\_r‘,,fE’ﬂ‘b

.Under each well bemg standard the report rdentrf”es the key priorit
“the forthcomlng year. The |dent|f'catlon of prrorltres for next year v
'done in |solat|on but was part of a far | mare holistic and mtegrated
':_that is close!y alrgned to.our publrc consultetlon on'the Annual Del

* Plan, The pnontres/acttons set out in the Annual Delwery Plan havi
shaped by the votce of our cmzens and remains the key planning
document we have used this year to support the identification of P
for Socral Ser\nces in the forthcomlng year SRRRERE RS

: ThlS past vear has been the most challengmg Soc:al Serwces has €
o expenenced The pandemlc put aur SOCIBl csre serwces under eno
. _pressure whlch mgmfrcantiy challenged how wa deliver our serwcr

' partncular fulﬁlled our statutory roles and functlons Although we

that the challenges W|ll remam wnth us for i manv more months toc
what has béen crmcal IS how we heve risen to the challenge by eve
and adapting our response to a rapidly changlng and uncertain lar
Our approach has been defined by our ahility to quickly galvanise
workforce to work.in new ways that has enabled us to reprioritise |
repurpose our resources and recﬂrect them to the front line. where

2 were most needed None of thls coulci heve been aChIBVBd mthou

dedrcatlon and l"eSIllenCB of ¢ our workforce Our capaclty to nawgat
through this cnsts was also further relnforced through effectlve

5 collaboranon wnth our partners By workmg wrth our partners,

o cornmumtles, and citizens we have been ableto mammrse our effc

g 'help those rnost in need : L e

: There are several achlevements over the last year thet we are proud o
. celebrate {as. outlmed in thls report) Throug hout thls challengrng yeer we
have contmued to focus on enhancmg our serwce dellvery where the wel
: bemg of our citizens contmues to be a core focal pomt For mstance wa -
. have focused on developmg our strengths based' model of delwery Whlch 3
) IIS both hO!lStIC and muitldlscuphnary in supportmg cmzens to. enhance their. :
. senSe of well bemg Adoptmg a strengths based' approech focuses on
- working colleb-oratwe[y with individuals that enabtes them to achleve
* outcomes that draw. on their strengths This has gone hand in hand w1th
. '_our contmued focus or embeddlng avery person- centred epproach 1o how
’ we deiwer care and support ser\nces, that are shaped to the needs and
' w:shes of lnleIdUBlS enablmg them to: €O~ produce outcomes and |rnprove

I terms of the challenges, its widely scknowledged that the effacts of the: -
pandemic arg 'go'ing to be widely felt for many years to coms and
anngsrde this are the pre-existing pressures we face regardmg balancing .
our budgets agamst a rising: demand for our services. We have consistently
focused our efforts on respondmg posrtrvely to these challanges by

htt‘ps://sWay.ofﬁce.coﬁvGQBmoHRsteswstt?reféLmk L S 07/09/2021
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' proactlvely takmg steps to mnovate, transform, and coElaborate in order to
| Wtegwarit tualiadi #hoaeebetmeesliaodrummeneambesftmget them
runnmg as normally as possible, as restrlctlons hopefully continue to ease.
) Thls uncertalnty reguires us to not only plan for recovery, but to also be
. ready o respond should further restncnons come mto force

" Social Servuces was a key contrlbutor to the development of the Councrl s
! Recovery Strategy that was a pproved by Cabmet towards the end of 2020
'The Annuai Deltvery Plan was refreshed 10 reﬂect these COVID- related

'recovery pnontles You will notice in thls report that many of the. praorltaes
. we set oursetves for the forthcommg year have a recovery focus o

] went to thank ali those members of staff and our partners for the vrtal role
' they play in dellverlng hlgh quatlty care and support ) the citizens of the
Vale of G!amorgan I recognise the enormous effort and addzt:ona! work
) they have dong in the context of their own personal cn’cumsta nces. Socaal
- Ser\nces in the Vale of GEamorgan r\eeds to acknowledge the traumatic -
events of the last year and support our staff through thist m order that they
B 'm turn can support our res;dents '

i _-;..'--Summary of Performance

: : ' E ' Desplte the |mpact the pandem;c has had on Socta! Servrces we h
_contmued to collect a range of performance measures from acrOS' :

“three dlvtstons {Chlldren and Young People Servnces Adult Servrce_ :
Resource Management and Safeguardlng) that’ make up ‘the Dlrectl '
'Thls collectlon end repomng of performance lnformatlon alongsrdl
management mformat;on is now undertaken through the Wetsh

B _Cornmumty Care and lnformatlon System (WCC[S) Tti rs thlS surte e

: performance measures that has prowded us wnth a snapshot of ou
. performance over the past year i

- _ 'The pandemlc hes presented a number of challenges to how we d

_ our servrces, desplte this we have commued to consrstently meett

-and mamtamed a steady rmprovement in our performance whlch i
has contrrbuted to enhancrng the well-belng of our cmzens

_ 'Durlng 2020/2‘! some of our key performance achrevements have i
-reducmg our rellance on out of area placements contmumg 10 ena .
_ ' where possrb!e chrldren to remarn wrth famlhes and enhancung suf
L enable adults to 1lve more mdependently in their own homes We}t -
' -_contmued o malntam a good awareness of the areas of: performar
wish to |mprove in partlcular these areas mciude ttmelaness of
- assessments and revrew of care and support plans We recogruse t'_' :
) there are anumber of challenges and assocrated rrsks in the future"_
through our: robust approach to rnanagmg our performance we are i
- ';strong posrtlon to turn these cha!lenges mto opportumtles for
e rmprovement ' : : :

::Q_r.tr;ﬁgq_bala_w_ére some infographlcs 'that'pro_\.'_ide a-':;nap_shot_of'our' s

o021
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performance over the last year.”

 Our response to the COVID-19 Pandemic

COVID-19 has been the greatest globél crisis of our lifetime. IVEu.c_h of what
we do and deEiyé'r within Social Services is person-focused and reliant on

face to face éoni_act. The emergénce of COVID-19 si_gnifiéantly threatened

and cha!Eenged how we delivered bur_services, statutory functions, and

hitps://sway.office.com/GOBmOHRSTESWUX5t7ref=Link S 07/092021
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; safeguard those most vulnerable in society WhllSt keeplng our c:tlzens and

WM%EF% ?ltg%tesv!ﬁwsadapt to the char\gmg pubhc health landscape and

-respond eﬁlcaent[y and effectively to the chatlenges by prrormsmg and
'repurposmg our fesources, so they could redlrected to areas of the .

- frontlineg to ensure contmurty of care and support for our citizens. We -

' beheve that our knowiedge and understandmg ‘of our commumt:es and the
dedncatron shown by our staff has enabled us to nawgate our way through
this crams, s0 that we couid effeetweiy target support where it was needed
most

Some of cur Ty Dyfan Residential Cere Hore Staff He

Outlmed below is a summary of how we have’ responded to the crisis via
the newly estabhshed PPE Team. It hrghilghts the extraordmary efforts staff
_have made in keepmg our resrdents and staff safe.

. Instrumentaf in our response to COV!D 19 has been the PPE Team that was'
estab[:shed at the outset of the Pandemic to support and co- ordmate the
' '_dlstrlbutlon of PPE across frontfrne Councn departments mcludmg somal
: jcare staff res;dentlaf and nursmg care homes, socnal care prowders, o
-_-unpald carers and Thrrd Sector orgamsations Throughout the Pandemrc, '
" . the PPE Team have shown remerkable remhence in what has been an
extremely challengmg time. Shown below are some of the comp!aments
: we have had the pleasure to recewe

 hipsi/isway.officecom/GOBmOHRSTESWUXStreoLink - 0709021
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Théoughout the Pandemic our staff and volunteers have shown remarkable
resilience in what has been an extremely challenging time. Their effort and
dedication to their roles has been amazing:

Chris the courier who has helped to deliver thousards of items gf | Resigeatal Care Homa Staff promeoting 'Staying Safa. Karen from HR redeployed to Ty Dew
Gifts distributed te our Foster Carers to say o 'Big Thaek Yeu m. . A secondary schaol pupii who ysed a 30 printer purchased by Ysg. . PPE Team delivering FPEto onz of oy
Carers Support Officer repurposed during te Pandemic 1o manay. .. One of many volunteers who made scrubs for sur hama carers. Same of our carers wearing their PPL

 hitps://sway.office. com/GOBmOHRSTESWUXStref=Link . 07/09/2021



Vale of Glamorgan Council Social Services: Director's Annual Report 2020/21 ... . Page7of34
' There are a number of chaiienges that have presented as a dl!‘ECt resuit of

the pandemlc and in other instances many were pre exsstmg chalienges
* have been further exacerbated by Cowd 19 'fhe main overarchmg

Echaiienge facmg Socnal Servaces has been sustammg service dehvery and -

: _performance whaist managmg demand for our serwces at & tame when our
resources have been stretchecf by the pandemuc ' B o

Whrlst the ongomg uncertamty of the pandemlc st|E[ exnsts, there have L
'_been opportumtles to Eearn from the experlence 10 explore and estabilsh ’
- new ways of workrng that eri enable usto transform our serwces inthe
' _;future Slnce we arg hkely to have to learn to iwe wnth Covld 19 for’ many
years to come the main chaiienge will be on ensur:ng that we can future O
. proof our serwces from any negatwe :mpacts or dlsruptron to serwce
: de|rvery : :

'As we trans;taon from our emergency response to recovery, 1t presents us

. _wnth a unlque opportumty 1o devesop our understandmg of the cha}tenges _
-that i;e ahead and how as a serv:ce we plan to adapt evotve and change -
“our response over t|rne : ' : E

.Summarlsed in the siides be!ow ;s a snapshot of sorne of the key
! chaEienges Socral Servsces has tackled over the fast year and challenges
: that we are t:keiy to face gomg forwarci t ;

* How We Shape Our Services

: 'Engaglng wrth our cmzens is fundamentaE to ensurmg we can focus our:
_ efforts on mprovrng the quahty of our service dehvery We str;ve towards
deveiopmg a cmzen centred approach to how we provnde care and
: support so prov:dmg accessrble and meamngfui opportumtles for 5
consultatron and engagement are. crucuaE 1o achaevmg th:s ‘We' not only
'value the v1ews of omzens and therr expenences to dr;ve i

provement but
’ _we strongly beheve that thelr vorce is prvotal to the transformatron of ¢ our
: -servrces 1o ensure that they can achneve thelr own well bemg outcomes




e Aithough the Pandemrc has |mpacted on our usuai forrns of engagement
i has prowded us wsth the opportunity to look at how we engage with our
citizens and 1o tap into people 5 personal experlences of the pandemrc to
explore. where there are opportunlt;es to learn from their | exper;ences and

to 1dentafa/ areas for future service improvément, -
During 2020/21, we continued to focus on.our rolling. programme of

consultatrons that has heiped us to evaluate our servrces and. shape future
servrce dehvery ‘In this section of the report we outime what we have.
done, what we have fearnt and what we mtend to rmprove or change
Dunng the year we conducted 10 ser\rrce specrftc consulta’nons that -

_ 1nc|uded the Vafe Commumty Resource Ser\rlce (VCRS) Adolt Piacement
Serwce/Shared Lives, Res:dentra[ Servuces, Day Serwces Va[e Aicohol and
Drug Team {Newiands), Foster:ng Servrce, Adoptnon Servuce Flymg Start
Servace, Fam:ires First Adv:ce Lme and Chald Hea!th and Drsabmty

Outhned beiow isa summary of the key f:ndmgs ansrng from thts work

_'Adult Semces

Durmg 2020/21 four consuitatlons were conducted in re!at:on to the Vale
Community. Resource Service (VCRS), Adult Piacement Sewrce/Shared
Lives, Day Serwces and Vale Afcohol and Drug Team {New[ands}

Ootimed beiow is a sumrnary of the key f;ndmgs and outcomes and
identified areas ofi lmprovement ansmg from th:s work

Vale Commumty Resource Service (VCRS)

The purpose of thrs consultataon was to ensure people in receipt of care
and support from this service receive high standards of care and support
to enable them to improve and maintain independence following
discharge from hospital.

Outcom'es and areas of improvement:
. Contlnue to marntaan the current high quality standards of care and
support. :

* Ensure that each citizen and their family is aware of what the service
provides and the scope of the service prior to referral to VCRS,

Adult Placement Service

The focus of this consultation is to engage with hosts, people using the
service and their farnilies to evaluate their experience of the service to
inform future service developments.

Outcomes and areas for improvement:
. Ensure that service- Ievel expectatsons for crtszens and thelr famllres is
effectwely communicated.. i

. Contmue to focus on mamtammg h:gh quaiity matches to hosts and
ensurlng that mtroduct:ons 1o host families are in place

. Greater mvoivement of the cmzen at all times as part of the care and
support they access through the servrce B R Co €:

* Explore opportumtaes to prov:de greater options to meet with other
hosts and share experlences to zmprove peer support mechemsms

. Further enhance commumcatlon channeis wath crtrzens, thesr famrl:es
and host families and revsew all |nformat|on dassemmated to cat:zens to
. ensure it ss accurate, up to date and provrded in a'umeiy manner. R RRTEITRIEE S

 hittpsi//sway.office.com/GOBmOHRSTESWUXStref=Link . 07/09/2021
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Day Ser\.r:ces

' The purpose of th|s consuitatlon was to exp!ore cmzens tevels of _
'sattsfact:on WIth the range of day servsces, what their expenence has been
of the serv:ce dunng the pandemrc and to explore the v;ews of citizens
regardtng the reopemng of day services as part of our recovery from
' Covrd 19 - I -

s Outcomes and areas for lmprovement
. “i'he need to ensure that information IS shared effectwely wnth citizens
that use our Day Serwces and thetr famlhes o

* The pandemm has hig hllghted how the regular telephone contact has _ _ y S
_ been invaiuable at a t}me of limlted socrat ‘contact, ThlS has been f!agged : T R e
as a beneflolai new practrce gomg forward :

. The need to ensure that when Day Serwces quiy resume, that the o
" opening arrangements are elearly communtcated to cmzens and thetr
famrhes and the serwce remalns accesstble t0 all -

Vale Aicohoi and Drug Team {Newlands)

E -‘Fhe purpose of the engagement exercrse was o assess satrsfactlon wrth
.cmzens mvolvement wnth therr care plannmg, contact wrth soe:al workers )
: 'and the support they recelved dur:ng the Pandemac

E Outcomes and areas for mprovement

» The need to contmue to focus on taalored suppor‘t to the mdrv;duaf

: . The tmportance of reguiar contact and communlcatlon has been
S mvaluable durmg the pandem;c and is somethang that should oontmue
go:ng forward : :

KA

'j_Chlldren and Young People

Durmg 2020/21 four consuttatrons were conducted in refatlon 1o Fostermg,
-Adoptlon Flymg Start, Chlld Health and D|sab1hty : '

'_-'Outllned below isa summary of the key fmdmgs and outcomes and
ldentrfsed areas of tmprovement arssmg from thls work

i fostenng Servrce

' We surveyed foster carers to estabhsh therr satusfaotton with the support
'trammg and mformatlon they recewed to carry i out thelr role

o Outcomes and areas for lmprovement
Ensurmg that the new methods of commumca'aon are eﬁectwe at
: makmg foster carers feel part of the servtce :

. Contmue to focus on supportmg h;gh standards of regular contaot wrth
foster cerers : . L : . .

o Explore areas where foster carers feit more support could be provaded

KA

~FHlying Start .

 hitpsi/sway office.com/GOBmOHRSTESWUXStref-Link. - 0090021



Vale of Glamorgan Council Social Services: Dircctor's Annual Report 202021 Page 10 of 34

Parents accessmg Fiymg Start serwces were asked about thelr sat;sfactton

with all aspects of the sarvice and the support they recewed durmg the
9%8%%?3 and areas of |mprovement -

. Contmue to focus on mamtammg goocf standards of commumcatton
with famthes ' _ R

+ Continue to mamtazn good lovels of support for parents accessing the
service.

. M'_aintainin'g fevels of engagement with families.

]

Families First Advice Line
The purpose of this engagement exercise was to assess levels of

satisfaction with the quafity of initial advice, support from staff as weii as .
" the quallty of communication.

Outcomes and areas of i amprovement'

¢ The need to ensure that durmg the |n|t|al contact stage that .
communication by staff is both effective and supportlve at all times.

. Contmue to focus on the qual:ty of mformation prowsmn and the need
to maintain levels of good quahty support and s:gnposting

KA

Child Health and Disability

This engagement exercise sought to assess parents’ views of the support
they received for transition and what their experience was of the support to
set up Direct Payments.

Qutcomes and areas of improvement:

* Review the levels of paperwork necessary to access service provision.
* Ensure that families’ priorities for services are oonsideredf.

* Continue to focus on effective communication with families.

KA

Resource Management and Safeguarding
During 2020/21, att engagement exercise was undertake.n in our residential
care settings.

Ootlmed below is a summary of the key fmdlngs and outcomes and
identified areas of improvement arising from this work,

Resldenttal Care

Resudents, reiat:ves and staff were asked their views and opinions
regardlng the c;ua!;ty of care and support prowded by our residential care

: _homes that mc[uded Cartref Porthceri, Southway, Ty Dyfan and Tv Dewi
Sant

Outcomes and areas of mprovement

. Contlnue to focus on high quality care and support.

-_h_ttbs’://Sway-.ofﬁce.c_o_m/GOBmOH_RsTE_S_WUXSt?ref’—fLink- e 07/09/2021
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frlends to mamtam socral contact L

Compliments and Complaints

-._Compllments

- -Comphments are vntal to ldentlfymg what we are domg weli and to use |t as

. an opportunsty to share th:s expenence more W|de{y across our serwce o :

" areas. Comphments also prowde a means through whtch we can recogmse B
'-and pra:se the achaevements and dedlcatson of our staff i '

T Dur:ng 2920:’21 Socral Servsces recelved a tota! of 56 comphments of _ .
: -WhiCh 51 related to Aduit Servlces, 3 related to Chltdren and Young Peopte o
_Serwces and 2 related 10 Resource Management and Safeguardmg
} _'.;'_Serwce The comphments predommate!y related to the types of ser\nces :
and support cmzens recelved or expenenced They would often name :
o '_'.specn‘lc staff where they felt the tndlvrdua1 had gone over and above what
. was expected of them : ' : i

5 _'To put thzs in context outimed be|ow isa snapshot of some of the
':comphments we have recewed N e S o

'- ::Complamts

' "Through our compiamts handimg process we have contlnued to focus on it
- i-_-mamtammg a person-centred approach to how we. deai w;th complamts
’ -By followmg 'EhiS approach it enabEes us to fully understand the Issues

m/GOBm()HRsTESWUXSt?ref"Lmk
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. from the cltazen ] perspectwe ancE puts us ina stronger posutlon to be able

' to fmd an amlcable resolution and to learn from any. mrstakes '
The Complamts Officer takes a proactwe approach to preventlng and
medaatmg issues before they have the potent:al to escalate intoa _
compiamt Sometlmes, cztrzens may contact SocraE Servrces unsure
whether or not the:r concern equates to a formal complarnt in prevuous
years the Compfamts Ofﬂcer would normally arrange to meet with the
mdw:dual to help clarrfy potentrai 1ssues and to listen to thelr concerns
However, dug to’ the pandemrc these vrsrts have been curtalled and the’
Compiarnts Ofﬂcer mstead reverted to havmg these these conversatlons
via telephone Often speakmg wrth an |ndrv1dua! who has raised a concern
rs an effective and znvaluable way of reachmg an early resofutlon and
preventmg concems escelatmg into complamts '

As at 31st March 202‘! just over half l51%) of comp!amts recerved were
resoEved wsthm the desrgnated tlmescales Desrgnated timescales for
respondsng to stage 1 complaints are 10 workmg days anda further 5

- working days to conf:rm the outcome of the dascussron For stage 2.
_complalnts the trrnescales are 25 workrng days. Meetmg the desrgnated
'tamescales for respondmg o comp[amts is increasingly more challengmg
and th|s has been partrcu[arly S0 durmg the pandemic, as many servace e

areas have been under: enormous pressure to deErver contmurty of care and' '

- support We alsa acknowledge that the nature of complamts have become
increasingly more complex andasa consequence this can rmpact onoar!
tumelmess of response Atthough just aver half of complamts were -
resolved wrthrn the desrgnated trmescales, in alf anstances an extension to
response trmes is mutualiy agreed wrth complarnants To ensure that
timeliness of response remains at the forefront the Compla:nts Officer
undertakes weekly monitoring of complaints that is circulated to Senior
Management to flag complaints that require follow ug. This proves to be
an effective escalation tool to remind managers of the importance of
_respondmg to complamts wrthm the reqmred timescaies

- The table below provrdes a full breakdown of all complrments enguiries
and complasnts recewed during 2020/21.

The vast ma;onty of complalnts recewed dunng 2020/21 were in relation to

hitps://sway office.com/GOBmOHRSTES WUXSt7ref-Link
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quailty of service {9) and the second hlghest were in relation to members
of staff (8) The other areas of complamt related to charges for ser\nces,
lack of response quahty of care, commumcataons or other o

The table beiow prowdes a breakdown of the nature of stage 1 compiamts
by dlwsnon :

Lessons Learnt

Durmg 2020/21 a summary of key Iessons Eeamt mclude

https /]sway office. com/GOBmOHRsTESWUXSt‘?ref—Lmk e
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Promoting and Improving the Well-being of

. This section of the report sets out our performance in promoting at
improving the key aspects of Well-being of people in the Vale of G
who need care and support and carers who need support in relatio
six weiiibeing standards.

Resident fom Southway residental cars home

Well-being Standard 1: Working with peopl

What Did We Say We Would Do Last Year?

" For 2020/21 we identified two key priorities as follows: -

 hitpsi/isway.office.com/GOBmOHRSTESWUXStref=Link .~ =~ 07/09/2021
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. ?rlorlty 1 Explore the use of dlgstal solut:ons and technology to
maxrmtse our opportunrtres to support adults to achleve thelr own
person outcomes

'0 Prlonty 2: implement an outcomes-based approach to comrnlsslonmg
contractmg servrces across both a regronal and localrsed footprsnr

__Prlonty 1: Explore the use of dlgltal

| _-solutions and technology tc maxumse our
opportumtles tc support adults tc ach:eve
':thelr own persen outcomes

. Enbracrng digital solutlons and technology enables us to improve
: quallty and eﬁnc:ency of the care and support servaces we provrde,
“as enhance the overall experlence of our cltnzens UtlllSII’lg new tec
- -erl enable us o assrst people wrth mdependent Erwng and provrde _
' '__.'ﬁrange of chorces for those in need of care :and support 50 that care
! support lS tatlored to thetr own personal outcomes

: The pandemnc provrded us v\nth an opportumty to exp!ore how we
further expand and enhance our use of drgttal technology in new v

-'Durmg 2020/21 we have

' 'i-.lncre sed the number of Telecare mstallattons to ensure that vulnerab[e
mdlvdaduals can be supported via drgital means to Ilve safely and ' _
o ' ._mdependently as possrble To enhance our take up of Telecare servrces, i
e throughout the Pandemic we wawed the mstaElatron fee S

: '.-_1'Supported our care home resr ents to have vrdeo ontact WIth relatlves B
T where appropnate to enable to mamtaln soc:al mteractron and '
: : : relatsonshlps throughout the Pandemsc : :

-3:'-_Prog ressed the development of 4 SMART trans;tron house, whrch wrll
i -_enable tndwrduals 10 Use. technology solutrons to maximise their | T
_ ; ':ndependence and control over thEIr own ilves When these md[wduals
L then move onto e|ther mdependent ltvmg of supported accommodataon,
they are confldent m usmg the t ' hnology to support thezr TR
'._j;flndependence R B 5 Sh

e Used drgrtal means to complete assessments/revrews of mdlvrduals we
- i-fprov;de care and support to :

.'Enahled servrce users to access the lnsnght App developed by the s
) !nnovate Trust 'E"hrs app has been developed to enable people with _ :
E :-_learnmg dusabllttres 0 develop thelr digital Skl”S and to access onllne S
-';actlvrt:es and chailenges We have further enhanced 0ur onlrne presence
" for; Day Servsces by upsklllmg our staff to contnbute to developmg R
' onlme actlvmes to support our servrce users to remaln connected actlve o
3 :and engaged SEAERS '

-:Key Successes/Challenges ::'
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The vrdeo ci:ps shown below provrde an overview of the what the tns:ght
App is and the other two vrdeos are examples of dlgltal content cieveloped

by our Day Staf‘f to engage Servace users:

Pnorlty 2 Implement an outcemes based
.:approach to cemmrssmnmg contractmg
. services across both a regional and

| Iocelrsed footprmt

Cartref resicent keeping fit by taking partin physicai activity. ..

During 2020/21 we have;x _

An outcomes-based approach to commissioning and contracting ¢
services focuses on developing & values driven way of commissiot

* services. Instead of focusing on traditional output-based commissi
the emphasis is on effective co-ordinatiéon of outcomes that matter

our citizens. This 'whole system’ approach to commissioning relie:
effective collaboration and innovation in order to produce outcomi
our ¢itizens that enhances their well-being.

Pro;ects such as 'Your Chozce have been pwotai to transformmg h
design; develop and detaver services to our citizens. The 'Your Cho
service oﬁ‘ers a way “of providing care and support for people who
help.to rernarn hea!thy, safe and mdependent in their own homes.

" desigi ned to grve mdwrduals greater freedom pfomote the:r

mdependenoe and'i mcrease their well- besng in'a way that matters 1
This dynamac way of workmg p!aces a strong emphasrs on partne
workmg, as Social Workers Social Work Managers, care agency i
staff, Commissroners and cfomtorltary care agencres work together
serwce user to plan care and support. The srgmfzcance of this appr

. means that it puts the person in rece:pt of care in an equal partner:

between the person in receipt of care and the care agency and Soc

' Worker

* Focused on service o_orrt.inuity throughout the pandemic by worki ng_yu'ith

' existing service providers to sUpport individua'ts in their own homes.

Secured new packages of care with agencres to prowde addstsonal
support to serwce users

Supported individuals to remam safe in their own homes whrch has
been a partrcuiar praorlty for many during the pandem;c

Delrvered flexrble paokages of outcome—focused care that meets the
assessed heeds of our serwces users which has gwen them greater
chorce and control over their services wherever possible.

G hrtps:_//'_sWa'yL_ofﬁce.c_ool/GO_B.mO_H_RsTE_SWUXS_t?r_e_f=Li_nk '
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Shown beEow are two serv;ce user stories that evidence the diﬁerence that
Jour outcome based commrssaon;ng approach {"Your Chorce ) has'had on "
'the l:ves of our service users in smpowering them 1o define’ and co :

. produce their own personal well bemg outcomes L

Well-being Standard 2 Working with peopl

What dld we say we weuld do last year'?

For 2020.’21 we ldentsfsed two key pnorltles as follows L o

 ipsiway.officecomGOBmORRSTESWUXSOreLink - onos;o2t



. Pr:onty 3: Develop an ‘Aiilance Modei' wrthm the Vale |ocal|ty that will
' enable us to Joperate more effectwe{y across orgamsahonal boundanes

. Pnonty 4: Review our workmg practices to enai)Ee us to operate more
sustamabfy :

Pnorlty 3 Develop an 'Alllance Model‘
, wathm the Vale localltv that w:ll enable us
to operate more eﬂectlvely across |
orgamsatlonal boundar:es

The deveiopment of an 'Alhance Modei is @ new service model where the
emphas:s ison ach:ewng better outcomes for citizéns, Establ:shlng an .
'Aiisance Model' in the Vale wﬂi enable health and social care partners to
work together collaborat:vew to improve how health and social care
serwces are deiwered ina more mtegrated way for aduit services.

Itis antuc:pated that settmg up an Alliance Model wsII enable us for the first
tlme to brlng together all adult cornmumty semces in order to develop a
more seamless and :ntegrated serwces for our crtrzens

Unfortunately the pendemlc deiayed some of our progress in meetmg thls o

objectivs, but summarised below is what progress was made during
2020/21 in laying the foundations for a new operatmg model.

' During 2020/21 we have: -

* Consistently referred to the 'Vale Alliance’ in our communications
throughout the year to embed understanding of what the Alliance is and
its overarching vision and purpose.

* Secured funding to further develop the 'Alliance Model' during 2021-22.

¢ Undertaken preparatory work for the development of a Project Plan and
: recrurtment of key staff as we begm to shrft towards laying foundations
- _for the next fmancua{ year.

Prlonty 4 Re\new our workmg practices to
__enable us to operate more sustamably

The purpose of th:s priorlty was to consrder how our workmg pracﬂces
could be adapted to enhance our abrhty to operate servnces mare
sustainably. Asa consequence of the pandemnc there was an acceleration
of these plans that saw an immediate shift towards more agile workmg
practwes At the onset of the pandermc we needed to quuck{y gaivamse our

https://sway.office.com/GOBmMOHRSTESWUXSt?ref=Link
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" resources. Thrs saw our non-front hne staff and systems qurckly revemng
&Jt]tgmg{rbmgmgmamp@sented its own set of challenges, our staff quickly
demonstrated remarkable resilience and the abrhty to ada pt to new ways of

workrng at an extremely testrng time.

Pursurng more ftexrbte ways of workrng contrrbutes to us berng abte 10

: operate our servrces more sustarnabiy in terms of reducing our carbon

footprmt hut also to operate our services more eﬁ:crently When flexible/
' 'home workrng is balanced ef‘fectrveiy, it can also offer a better work«irfe

-balance to our staff : :

Outlmed below isthe progress we have made, in the context of the
: pandemlc, of operatrng more sustarnab|e worklng practaces in the future.

) Durmg 2020/21 we have

. : Raprd|y estab[rshed remote’ workrng for our staff dunng the pandemrc

' -"Staﬁ workmg from home were supported to work inan agrle way - _
._through raprd roH out of IT capabrhty and equspment to enable staff to
log rnto the Councrl S network secure!y :

e Supported access 1o drg;tai sotutrons to enabie staﬂ’ to stay |n touch wrth '
s each other and with other professronais

. 'Put ln piace vrrtual meetlngs to meet statutory conferencrng e
- 'requrrements for chrtdren and young people : :

- . Ensured that statutory assessments and’ mterventlons were conducted
s for the f;rst tlme vra drgrtat means: Thrs enabled our staﬁ to marntain
' .-'contact wrth service users, it sustamed thelr engagement wrth the servrce
S .end wrth professronais and ensured contmurty 'of care arrd support o

. 9_._Estabhshed a mechanlsm for Frnancrat Oﬂ;cers 10 undertake

-"_assessments through drgrtal means whrlst'stnl mamtarnrng-'eﬁec’tnve e
contact with service users. - R

_ ' 's to develop and prEot new servrces via dlgrtai
-means sueh as our de{wery of outreach aetrwtres for Day Opportunrtres

e 'Used our experience anci Iearnrng from the Pandemrc o progress '_ s .
; '--'drscussrons in determrnmg a preferred operating modei for the future ]

5 Current workrng arrangements have enabled us to try and test out the - .
: .--dellvery of vrrtua! actrvrtres and methods of engagement : :
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What drd we say we would do Iast year‘?

For 2020/21 we rdenttfred two key praorrtres as foitows

. Priorrty 5; Enhance and strengthen our regronal approach to recrurtment
and retention of foster carers ) '

. Prrorrty 6 Scope and rmpiement and a strength based modei for wo;kmg
co- productively with chrldren and therr femlhes _ '_

Prlor:ty 5; Enhance and strengthen our
regional approach to the recruitment and
retentlon of foster carers.

Recru:trng and retammg foster carers’is a chalfenge experrenced at local,

“regional and natronat levels. A Joss/decline in foster carers impacts not just
only on the choice and availability piacements but alsa on existing *
ptecement stabflity The drive to increase the nimber of local a’ut’hority' '
foster carers aiso enables us to reduce aur retrance on more costiy foeter
care placements : :

We have contmued to focus on strengthemng p[acement stabmty During
2026/21, 7. 8% of Children Looked After experrenced three or more
placements We are committed to recru:trng miore in-house foster carers

_andto supporting the wor_k of the Na_tsonal Fostering Framework which has
been developed across Wales to address the national shortage of

 Page200f34

mainstre'ar'n foster c'arers - o . A picture of foster care cougle, Kaye and Da ..

Workmg across a regronal footprmt prowdes us wrth an opportumty to
further enhance and strengthen our recrustment and retention of foster
carers. By working collaboratrvety across the regron it will enable us to
share knowEedge and expertsse as well support effective ;omt recrurtment
and retentron campaigns and rmtratives By workmg in partnershlp, it will
enab!e us to tackle the issue more effect[vely and transform how we recruat
and retam foster carers m the future

Durlng 2020/21 we have

. Supported the devetopment of a regionaf core offer for all foster carers
that has been agreed Thas core offer has been developed to not only: -

. attract new foster carers but to also retain exrstang and experrenced ones
too. - :

s https//swayofﬁcecom/GOBmOHRsTESWUXSt‘7ref=Lmk :
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. _Worked w;th the region to refresh and update the Regional Workplan to
: ensure lt remains current and focused on the key ob;ec’nves for the
regron : :

. Rev:ewed and updated our foster care agreement

. Revrsed pavments for sktlied foster carers to gsve them more of a.

. _development pathway but to also enabEe an rncrease in therr altowances._ A picture of Nicti, one of ot Foster ca;ggslhm‘ing?

* Worked with the regaon to develop the Foster Wales brand and enhance_
‘our own locat brandlng '

. Contrnued to facus on recruntment campargns, training and assessment
of new foster carers SR

: .j_Prlorltv 6: Scope and :mplemen_t a strength-
~ based model for workmg co- ___productrvely
'”;Q_--wnth ch:ldren 'and thelr fam|l|es

; -Deveioprng a stfengths based model focuses on vvorkmg co productively ] .
R f'_wrth chnldren and thear fammes to identlfy thetr strengths, assets as weli as
'_ ; needs and dsfﬂcuitres o enable them to achieve outcomes and enhance
S therr vvell belng ThlS ;nvolves mov:ng away from the tradat:onal needs~
_ '_ based assessments to a focos on. strengths-based conversatlons

';'The hotis’ac lmplementatlon of a strengths—based approach as a Eong term
'lover 2years) development plan in: Ch1ldren end YQUng People Servrces, :
: :"'vvhlch aims to develop the workforce and systems in order to achreve R
- hetter: outcomes for chrldren and young people and to manage rssk
onfrdently : : :

There isa srgnrfrcant programme of vvork underway that has been )
s desrgned to embed and sustain the evolutlon of practice whrlst contmurng
to’ buald on developmg a stable and confident workforce “There are f0ur
" strands assocaated with the development of this strengths—based model
"each wrth specrfrc actlvrtles to enhance the functlonmg of each systemrc .
i glayer as follovvs

' .:s'-Strateglc deve!opment {organmsatronal culture} deisvered through
g qoarteriyworkshops SR :

L. Svstems deveiopment {orgamsatton process and prac’etce) delsvered
through the monthly System Development Group

- lndmdual development of practrce progressed by the Practlce '
: _’Supervlsors Deve!opment Programme and through talkrng and l|stemng
.10 ch‘__dren : U

': - _Co!teague and partner deveiopment- achleved through regular bnefmgs
o 'wrth the dual purpose of mformrng, llstemng and relatronshlp bualdmg

 hitpsi/sway.office.com/GOBmOHRSTESWUX5tref=Link
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: Durmg 2020121 we have

. Developed a framework for practrce for our workforce that wril enabfe us
to embed a strengths -based approach when workmg co- productwefy '
with chltdren, young peopfe and their fam;iaes g - '

. Deveioped an |mpiementatzon pian that will support delsvery of the four
strends of systemuc deve!opment mentroned above

. Secured the serwces of Professor Gm:an Ruch and Jo Wrillems, who are.
experts in relatlonshrp based work with c!mEdren and families and .
_practrce superwsor development tc consult on the 1mpiementat|on of -

- our framewvork, They will also be offermg regular workshops and
: _sess:ons to all fevels of our workforce :

. Furchased Kat Bags' for all workars and foster carers, whlch carries a
strong message on how much we value the importance of te[kmg and
hstemng to chrldren that will support our workforee in havmg strengths-
based conversanons with children and young pecple. The principles of
commumcatron and emot:onal ||teracy that the Kit Bag represents will.
be spread throughout the enurety of our serwce deveiopment work.

e

© Page220f34

Well-being Standard 4: Encouraging and
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: What dld we say we would do Iast year‘?

. Prtorrty 7 Dehvery of a consrstent strategy in relatron to carers in terms
" of pohcres and practrce to be fo!lowed by professronals

| _;Priorrty 7 Dehvery of censlstent strategy in
relation to carers in terms of policies and
:practrce to be follewed by professronals

Carers provlde a vrtal role in supportmg the most vulnerabte m socrety to
-hve well and safety |n therr own homes and commumtres it is widely E

: recognrsed thet carmg responsrbhﬂes can have an adverse effect on the

' physrcal and mentai weil»bemg ofa carer R :

1t is crumal therefore, that the contnbutron carers make not only to the lives
S for those they care fof but to socaety asa whole be recogorsed and
K -'-_.'supported Durmg 201 9/20 a Reg:onai Carers Strategy was deveioped in’
o partnershrp w1th Cardn"f and Vale Umversrty Heatth Board Cardlff Councsi
S as welt as other key partners Workmg wrth our partners ona Reglonal
'.footprlnt has enabled the sharmg of knowtedge, expenence and résources
: -whrch wrti enable us to lmprove the essentrat support 10 carers rn our i
U commumtres ‘i’he Strategy has been developed 1o strengthen how we
' provrde support 1o carers across the regron and it: promotes how carers
o can access support ; : : :

- Aithough the mmai Iaunch of the Regronat Carers Strategy had been o :
'.delayed due o the Pandemrc our focus durmg 2{}20/21 has been:on how :
e ensure conslstency in terms ‘of how the Strategy is n0w dehvered by
:.'-_professronals Outimed below ;s the progress we have made durmg

i -Dunng 2020/21 we have -

- _'_.' Commued to promote and support the work of the Carers Gateway . B ' _
o (cornmumty—based outreach service for carers provrdrng ;nformatlon and
' _adwce de!avered by the ‘Carers Trust South East Wales) Thrs servrce has
o been mvaluable dunng the pandemlc ln supportmg carers through the
'cnsus when they often found themseives 1sofated in their canng role The S
i _Gateway has been wrdely promoted so that Socrai Services practrtroners o :
‘are’ aware they can refer any carers to recewe sopport By workmg in:
5 0 partnershrp wrth Carers Trust South East Wales, _’the Gateway has been
& '_.abEe to conduct thetr own weli bemg assessments {a proportronate -
assessment on behalf of Socral Servnces) and where oecessary the
SR Gateway can escaiate to a full assessment by Socra! Servrces .

‘. _'.Made fmancral contrrbut:ons to support the estabhshment of a grant
; :fund 0 help carers adverseiy af‘fected by the crrcumstances of the
-'.Pandemnc : L

. __'Worked in partnershrp wrth the Carers Trust South East Wales to estabhsh e R
a Carers Expert Panel to ensure that. the vorces of carers are heard and
- _carers are ab!e to ;nﬂuence and shape the servrces t ey ecerv 3

: . .Overcome ‘some of the cha!ienges assocrated w;th the iockdcwn
B 'restrrctrons, by workrng chsely wrth at! our contracted carer servrces to
'ensure contmurty of support
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Progressed work on. the deveiopment and |ntr0duct|on of a Reglonal i
we conguited egd invol ed carers in }heﬁiev 0 nt of a Carer Su?port
oung arer's:Identity Card as art o tlon h Governimen

. ml'la;mn Video. (Ci;ckllnk oV Carers Assessment V:deg) This video .

was created o promote the uptake of Carers Assessments .

What dad we say we would do Iast year?

'- Pnonty g: Explore opportumtses to maxam:se our use of dagltaf
piatforms to ensure our reach and engagement wzth and for chlldren and '
young people and the|r famqhes o '

Pnorlty 8 Explore opportumtles to
maximise our use of d:gttal platforms to
ensure our reach and engagement w:th and

. httpsi/sway office com/GOBmOHRSTESWUXStref-Link -~~~ 07/09/2021
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f for chlldren and young people and the|r

ral medla and d;gltal technology by chlldren, young people :
and aduits has raprdly accelerateci over the past decade: W;th more and
more people preferrlng to engage via dlgrtal means comes anthe
opportumty for sorne of our support servrces 1o be deiwered via digital
'pEatforms to enhance our reach and engagement wrth chrldren young
people and therr famzires : i

Expandmg our use of drg1tal platforms _

. enabies us to work efﬁcrently wrth ‘more children, young people and
famlltes that mrght have otherwrse been hard to engage wrth

* supports staﬁ to work creatrvely wrth chrtdren young people and their
famrlres 10 strengthen partnershrp workmg to rmprove outeomes, and

.. stream!mes processes and ensures effectrve use of staff trme

.ln the context of the pandemrc, the majonty of our workforce had to
. 'raptdly adjust 10 usmg drgrtal platforms fora srgmﬁcant amount of their :
_work The pandermc provlded us wrth an opportumty through which drgrtal
o transformatron could be accelerated As a result we were able to mnovate
in ways ‘that would have normaEly taken usa srgnrfrcant amount of trme to
achteve Dlgltal technology will never bea replacement for face 1o face
. mteractron wrth our most vulnerable chrldren young people and families,
: but it plays an ;ntegral role in strengthenmg our relatlonshrps wrth them
"ancl it opens up opportumtles to enhance our practzce '

Dunng 2020.’21 we have

- '-_-_We raprdly reconftgured servrce del;very in response to the pandemrc, SO
> _that the majonty “of our workforce could revert to workmg remotely and

' S enabled them to use:v_‘ _eo conferencmg tools such as 'l'eams to run _

' vsrtuai meetrngs wrth the famrlres we support as well as wrth other - -

N _'professronals

. Deve!oped & hybnd approach to workmg that has seen a combmatron of

- -face to face meetmgs for our most vulnerable chrtdren young people
“and farnrlres as weil as usrng Mlcrosoﬁ Teams as another means of )
'engagement ) o

: ' ._increased ﬂexrblilty and optrons for engagement w:th chlldren, young
' -people and families. -

L. 3DeveEoped creatwe ways 1o enable some chrldren young people and
s "famrhes to engage in non- tradrtronal ways e
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Wﬁat did we say we w’o'ui_d do last yeér?

. 'Priority 9: Develop our use of. technology to optimise how we contribute
to smprove the planning and co-ord:natlon of social care services to our
cstlzens { ’ ’

Prmnty 9 Develop our use of technology to
optimise how we contnbute to improve the
plannmg and co- ordmat:on of soclal care
semces to aur cltlzens |

T_echno_logy-based care co-ordination has the potential to transform how
social care services are delivered to our citizens. Maximising our use of
technology to plan and co- -ordinate dare will enable us to deliver more
mteract:ve and personahsed care serv;ces It wnll not only support service
eﬁ:cnencaes, but W|l| enhance the semce user experrence by supporting
them ) manage their own heaith and well- bemg Using technology for
care co- ordlnatlon will further contnbute to embeddmg a more person-
centred approach that will empower :ndmduals to be actively involved in
decisions about therr care and to co—produce outcomes to lmprove their
sense of well- hemg

Buring 2020/21 we have:
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-#» Agreed a contractual arrangement wrth Boots o rmplement a diy
. medication adm;mstrataon ‘system in our residential care homes.
antlcrpated that & new drgrtai system wilk enable us to streamllnr
-workflows and processes, assrst in mrnrrnrsmg i’lSk of medicatior -
: enhance care qualrty and staff capacrty and will strengthen

: commumcatlon between care homes and pharmacres
. Expanded our use of digital platforms to maintain refationships:

_ contact between care home resrdents and famrly members durrr
E pandemrc We have also used dlgltal technology to record \ndeo
Day Sewrce Users to support our servrce users to remaan conner
: __actrve and engaged Workrng in partnershrp wrth the Innovate Tr
. ‘have been ab!e 1o engage people wrth learnrng disabrhtres and 1
; deveEop their dagrtal skrlis lt has aiso prowded them W|th onlrne
to actavrtaes and challenges

. Contrnued the work ' fthe ’See Nle pro;ect wrthln Learnrng Drsa ) "
Dav Servuces Thrs pro}ect focuses on suppomng serwce users o
: profrles about themselves that communlcate rnformatron about»
L are, what their likes and drslakes are, and what s rmportant to the ©
'through a vrcleo about themselves This has enabled our servrce o
: B iearn new skills on how to present record and use an rPad and B
'powerful way to bring assessment mformatron a!rve and put the
I the centre of all we do. Some of v;deos showcasrng the servrc
. recent[y shown at a Socral Serwces Dlgltal Conference '

The vrdeos below provrde an over\new of the See Me prolect and a how by
; workmg effectwely in partnershrp and expandrng our use of d;gstal
A technoiogy we' have been able 10 tackle many servrce dehvery chailenges Y
S we faced as a result of the pandemrc

' There are four wdeos shown below in relation to the See Me prolect Three

» vrdeos have been recorded by our Support Workers who provrde their- ¥
. 'reflectlons end perspectave on the project There is also a vrdeo by the -
"-.parent of a serv;ce user, who shares her expenence '
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B Successes/Chal lenges

* How do we do what we do?

This section of the report sets out how through our skilled and dec
workforce, effective partnership Wdrking and robust ﬁnahcial man;
we have been able to overcome many of the challenges associatet
the pandemic and met the care and support needs of our citizens.

- Our workforce

htps://sway.office.com/GOBmOHRS TESWUXStref=Link ~~~ ~ ~ 07/09/2021
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i

Our workforce is and remains our greatest assot. This is sornethrng that has
become even rnore apparent through our emergency response to the
_pandemrc :

'We have successfulty ernbedded our workforce piannrng and staﬁ

: engagement processes o enable us o use our staff flexrb!y and adapt
qurckly to the fiuctuatmg workforce pressures facmg teamns at the height of
the panderrnc This. saw us bemg abte to qurckly repurpose ‘and redeploy
teams to front Irne posrtrons that were experrencmg the greatest pressures

- We have contrnued to support and promote a range of corporate workforce
tmtratlves that enhance engagement and recognstron of our dedlcated
.workforce Corporateiy the clap for carers was supported and promoted :

: amongst staff vra regutar communrcanons on our ;nternaE Staffnet and

'_ externai webs;te and socual medra platforrns The Managrng Director also

: .drssemrnated weekiy messages to'staff to share 'Good news' stones and

. Ithank yous to staff who had gone the extra rn!le -

_Outlmed in the si;des beiow is @ summary of some of our key workforce -
're!ated developrnents over the past year and an overvrew of our workforce
prlor:tles we rntend to take forward dunng 2021!22 '

~ Financial reseurces .

: The Soc;al Servrces budget is carefuiiy momtored throughout the \
There is robust and effectwe monltorrng of the budget programms
- 'Budget Programme Board that provrdes a h:gh tevel of oversught s}
" lwe are managrng our flnancaal resources. Reguiar monrtorrng enat
S () take action in areas of concern The work of the Budget Prograrr
L Board also rece;ves regular updates on progress belng thade agau_ .
: 'savrngs targets as weii as supports us'in |dentrfymg and momtorm :
- pressures across Socuai Servrces and the Couracll as a whote Alont :
: = thzs |nd|'_ dual sav;ngs schernes and cost pressures are a!so consrc o
" at : ppropnate rntervals throughout the year _

: ': Vale of Glamorgan Soc:ai Servrces have contrnued to beneint from _
fundmg to support the delrvery of reglonal workstreams through f:_ .
o Such as the tntegrated Care Fund :

hitps //sway office.com/GOBmOHRSTESWUXS(0ref-Link
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The diagram below illustrates how the budget is deplcyed across the three
divisions of Social Servaces i : :

Our partnership working, Corporate

We rema;n focusecf on exp[onng and promotmg oppoﬂumtres for working
collaborat:velv both at the iocai and reglonal Ievel in order to |mprove the
'quahty of care and support we provade to our cmzens, to Support us in
'delwerrng services in a more profrcrent and effectrve way whilst delivering
savings.’ :

In hght of the Pandemrc budgetary pressures and the rising demand for
our servides, it is more important than ever that we have robust leadershrp,
- governance and accountability to enable us an organisation to enable us to

https://sway office.com/GOBmOHRsTESWUXSt?ref=Link -~~~ 07/09/2021
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heve a clear vision of how we navrgate ourse!ves through these challenges
and ensure that that there are iessons learnt from our experlences to-
rmprove the quahty of our servrces ?artnershrp worklng remarns a centrai
E feature i in addressmg some of these chaEieoges and wrll enable us to
) reshape and integrate services that are fit for the future

-Leadershlp and Governance

: The Socnal Servrces Weil bemg Wales [Act} 2014 and the Weil bemg of :
o Future Generetlons (Wates) Act have fundamentaily changed the way we
: vrew, plao and deilver our serv:ces so thatnow. the focus is on crtrzen—
L centred approach o workmg that enhances the well bemg of our cmzens
L Therefore wrthln Socraf Servaces we are not drrven solely by the need to
. 'fulfril our statutory functrons as defrned by Iegrslatron “but we are’
constently exp!ormg ways in whsch we can sntegrate and streamfme our
servrces that wrll improve the qualrty of care and support we provsde and e
: ultsmatety outcomes for our crtrzens

'_The Corporate Plan 2029—25 is th' 'Counc:l’s key pohcy document that set
- ot our vrslon ‘Worklng Together for a Br:ghter Future “This plan outllnes
san ambltlous programme of actrv:ty for the next 5 years that will] enable us .
'to deirver our four Wellbemg Objectrves and contrrbute to the dehvery of
the seven natronai WeEE bemg Goa!s {as outlmed in the Future Generatlons
'tWates) Act 2015 (WBFGA) Ahgned o the Corporate Plan rs an Annual
_'Dehvery Plen (ADF} that is produced annualEy to reﬂect what speo:ﬁc
actrons the Councrl wﬂl progress dunng the year to delrver the :
.commatments outEmed in the Corporate ?lan Thrs year the Annua1 Delwery
o 'Plan contarns a series of Covrd-reiated prlor;tres that servrce areas erE all
sl bi workang towards, as we transmon frorn response t0: recovery Annualty, ) :
. IW|thm Socraf Servrces we rdentrfy whrch actrons we rntend to take forwerd o
to contrrbu to the delrvery of Corporate P!an comm;tments and ADP
-'actrons S S s KR

i Z‘i’he maln channef through whrch we do thqs is via: our Servsce Plans Wrthrn : :
: Socral Servroes there are three Servace Plans that reflect the dwrsrons of
Adult Servrces Chrldren and Young People Servrces and Resource _ _'
jManagement and Safeguardmg Thls approach ensures that our prrorrtles
o ."remam retevant to the Corporate P!an are reahstre wrthm our budgetary T
-~ ‘meansiand enablés us tocomply with Gur !eg'Siat"’e reqwfements and: our L
. statutory Socrat Serwces functrons We monitor deirvery of our Servrce ' Sl _
'-";_Plan actawtres on a quarteriy basrs in the form of perf rrnance reports that R A
are presented fo our Sen_ror Leadershrp Team, Scrutrny and Cabmet '_Thrs
- provrdes an opportumty o dlscuss resource ‘and budget rssues as weil as o
B address/flag any emerglng performance 1ssues and chat!enges that requrre S
_'consrderatron by Scrutrny and Cablnet : T :

o 'The Annual Report prlorttres rdent:fred in thls report have been ahgned to ar
o :new Corporate Plan for 2020 25 and lts assoctated Annual Dehvery Pian. -

| -*__What does our regulator' say aheut us'?

'-.Each year the Cere Enspectorate Wales (CEW) eva!uates the Councrl s
o performance ifi conductrng ltS stetutory functrons that i presented in the
' form of an annual performance revrew Due tothe panderrnc, it was not’
: '-'possrb!e for CiW to uodertake a fu!l armual performance revrew as rt wouId
: :_ 'do under normaf crrcumstances RN '

L .'The East ennual performance revrew tetter was rece:ved from CEW in-
_:.:August 2020 Eat;ng o the perlod 2019/20. The Ietter sumrnarrses CIW s i
revrew of the Vaie of Giamorgan Councri £ performance (that Encludes 3_-
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' Aclults and Ch1ldren s servroes} m conductmg its statutory Socaal Serv:ces
functaons for the perlod April 2019 March 2020 CiW undertook an-
" asslirance, check in March 2021 and the feedback/fmclmgs from this wrll be :
' reported in the next Annuel Report : : :

In addmon, throughout the Pandemlc, CIW unclertook reguiar -
performance and check in' meetmgs with the Dlrector and Heads' of
Services The purpose of these meatmgs was to revrew and discuss the
] Councnl s Covzd 19 response and 1 recovery m reEation to Socrai Servrces
i The areas of recovery ldentifled through thns meetang have since been
' meorporated as part of our recovery pnonties that have been mtegrated

mto the Cour:cul s Annual Dehvery Plan for 2Q2112

Promotmg Welsh Language and Access te
Servaees | |

lVEore than Just Words and: the Weish Language Serv:ces in Health Soolal :
Servaoee and Soc:ai Care alms to strengthen Welsh Language Serv;ces in’
heaith and soeral care and is dnven by the need to ensure Welsh speakers
can aceess and receive serv;ces throogh the medlum of Welsh

_ Summansed in the slldes below i is the progress we have made dur:ng
2020/21 in further promotmg the Welsh Language ancl access fo sarvices,

Our partnershlp workmg and collaboratlon

Through pursmg a progresswe oollaboratlve agenda wﬁh our health and
social care partners we have been able to enhance how we |ntegrate :
serv;ees At a regional fevel, we remam committed o developmg mltiatlves
as part of the Cardiff and Vale Regional Partnersh:p Board {RPB) Through
the RPB we have been ablé to maxtmlse our use of Integrated Care
Fundmg {ICF} to mvest in the pnorltres identified in the RPB s Ptan.

The 2019/20 Annual Report of the RPB i is available on the Fartnershng
website and provides a useful summary of key achievements over the
previous year. The RPB's Annual Report for 2020/21 was not pubiashed at
the time of writing this report.
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Looking forward

Desprte the set backs and challenges the pandemrc has presented
past year, | hope this report has demonstrated the ciedrcatlon and -
-resrhence of our staff which has enab!ed us to navrgate our way th .
this cr:srs Our ability to swrftly adapt and shape our services inne
‘has not only ensured contmurty of care and support for our most
_vulnerable cmzens, but it has also revea|ed how we can further enl
3and devetop of serwces through adopt:ng new ways of worklng

; :The learmng from this exper:ence has been ;nvaIuabEe and wrlE be
infofm the development of future modefs of care and support This
: .'_'enhance our capamty to dehver hrgh quailty care and support but
! .;enable us ‘to further embecﬁ a strengths besed and person centred C
approach to how we operate our serwces that wrll empower cmzer )
‘ deflne and co produce thelr own outcomes and enhance therr welE

- ;Drawmg on the events from thrs past yeer and our msrght for the y
forward we mtend to progress the followmg pnorrtres rn’eo 2021/2.

Sy : aﬁfﬁr'brfié_rities |
0212 (HUE-PHIOTINE
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Further mfmmatmn and Key vocuments
This report has Prowded an overwew of how we have performed over the R IR
past year by outiinmg key successes and challenges we have faced whllst

focusmg on |mprovmg the weli bemg of those who need our heip and

' support

There isa s;gmfncant amount of background mformataon that sits behmcf
: thlS report and prowdes addzttonal detan!s of what we do and how we do it.

Fw’cher mformat:cn :s avallable v«a the foiiowmg documents

: 9-'Vale of Giamorqan Councﬂ s Comorate Ptan 2020—25

C. Vale of iamor an Councai‘ Annua] Dehv r Plan 2021/2

g . Sgrwce Plans for Ch:idren and Young People Serv;ces, Adult Services
and Resource Management Safeguardmg and Performance

‘. Cardiff a_nd_ VaFe Integrateg Hea!th and’ So_maE Care Par‘tnershig .
"+ Public Service Board’s Well-being Assessment .
. -_' gguiatlon Needs Agsesgment on thg [mpact of ngQ»?Q

. Cardtff gnd Vale Pogufataon Needs Assessment and assocmted Area Plan
- and Ar Actioh Plan.
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