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Customer Satisfaction
That’s What It’s All About
This edition of Grapevine
showcases the importance of
Customer Satisfaction to Outlook
Care.
Over the past few months I have met
hundreds of our staff briefing them
about how our focus on Customer
Satisfaction not only drives up the
quality standards we strive to deliver
but supports the reputation and growth
of Outlook Care.
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I have reminded staff of our core
priorities of safety, quality and
compliance and hopefully reinforced
my personal view that a ‘happy
workforce means satisfied customers.’
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In the briefings I have reminded staff
that everything we are doing is to
ensure we:
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•

Grow our business

•

Pay our staff the best possible
rates of pay so that we can at
all times recruit and retain the
best in the sector with a highly
performing, motivated and
inspirational workforce

•

Provide services that that deliver
best outcomes for:
1. the people we support
2. their families
3. their commissioners

I was delighted, humbled and
impressed how staff supported the
message I was sharing and the ideas
they put forward. Thank you to all staff
for their time.
Further information on Outlook Care
staff pay and benefits is included on
page 20 of this magazine.
The rest of the Grapevine is a true
showcase of Customer Satisfaction in
action. I for one rate this edition as 11
out of 10.
Thank you all for the wonderful
contributions and enjoy the read.
All the very best

Piotr Rejek
Chief Executive
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Our Customers are the
Stars of the Show

One of our supported living services for people
with learning disabilities hosted a red carpet event
on Saturday 18 May to premiere a film educating
professionals about safeguarding awareness.
The learning disability service based in Havering was one
of the settings for the video along with Foxburrow Grange,
Outlook Care’s residential nursing and dementia care
home based in Colchester. Residents, customers and
staff were among the stars of the film.
The video was filmed by Altura Learning who produce
videos of people receiving and providing care for
educational purposes. Outlook Care have worked with
Altura Learning on previous videos. In 2016 Outlook Care
customers and staff featured in a video about supporting
people with severe learning difficulties and in January
of this year residents and staff from Foxburrow Grange,
featured in a video about epilepsy awareness.
Altura Learning spent seven days filming, speaking
to customers and staff about safeguarding adults.
Customers and staff were encouraged to participate in
the filming and were included in all aspects of the roles
required.

events

people in the mental health sector.
“There will be thousands of people in the UK within
the Altura Learning group able to watch it and the film
will also be shown in Australia so Outlook Care will be
exported there too.”
Kellie Ball, Manager of the supported living service in
Havering, said: “The red carpet event gave all customers
an opportunity to invite their family and friends to a
viewing of the production followed by drinks and nibbles.
Customers and staff enjoyed dressing up in their favourite
attire and a photo booth with props was erected in the
hallway for everyone to take photos of the special day.”
David, a customer who features in the video, said; “I liked
being filmed, I kept laughing all the time, I thought it was
fun”.
Brian, a customer who attended the event, said; “the food
was good and I liked taking photos and films of people
dressed up”.

Janice Fenner from our Learning and Development
department was heavily involved in the project.
She said: “Many of the people Outlook Care support are
at increased risk from abuse.
“The video is about developing greater awareness of
common types of abuse and understanding the role that
staff play in reducing and managing the risk.
“The video is aimed at everyone - those working in older
people services, learning disabilities services and also
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events

It’s Good To Talk
Families Get Together for Coffee and Share Stories
A coffee morning was held at at one of our Learning Disability
supported living services in Greenwich, as part of autism
awareness week in April.
Families came along and raised £35 which was lovely.
Customers were supported to make the spectrum cake which was
designed by Jane Asher to celebrate autism awareness week.
Customers and families sat together to share stories. There were
some wonderful, moving conversations between families about
what family life was like when they lived at home with their loved
ones before they moved into care. They talked about how this
impacted on their childhood lives and as they grew up.
Families noted it was good to share their feelings with others who
really understood what they had been through. The families of
customers at this service have never met up and got to know each
other in this way before.
This was the service’s second coffee morning and is providing
networks of support for families which in turn has a positive impact
on everyone who lives at the home.
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Red Nose Day
Some of our learning disability services decided to take
part in Red Nose Day this year and raise money for this
worthy cause.
Our Dagenham services decided to use their regular Monday
Club session on 11 March to wear red noses and deely
boppers while being supported with painting, puzzles, games
and a music session. They had a really good time, raising £25
in the process!
Two of our Havering services had fun at home and played Red
Nose Bingo winning some great prizes before enjoying a lovely
take away.
A great time was had by all!

International Women’s Day
To celebrate International Women’s Day on
Friday 8 March, the ladies at two of our Havering
services got together and held a Pamper
Evening.
They had a lovely time soaking their feet in the foot
spa and putting on face masks! Lisa’s face in both
these photos says it all!
Staff said everyone loved it and the boys from both
houses got together and enjoyed a boys’ night as
well.
There are plans on making the evenings a regular
event!
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Mental Health Awareness
It was Mental Health Awareness week 13-19 May. This
year’s theme was Body Image – how people think and
feel about their bodies.

Our recovery centre is Leytonstone hosted an indoor beach
party to discuss Body Image. They chose a beach party
theme because every body is beach body ready!
Customers and staff decorated the room, it looked lovely.
They talked about body image and how not to believe all
the photos they see in magazines.
There was holiday music playing in the background (The
Beach Boys of course!), and everyone played a few games,
it was very competitive!!
Staff and customers wore green ribbons, made by Activities
Coordinator Margaret and a customer of the service.
A good time was had by all.

#BeBodyKind

Gardening for Improved Mental Health
Rosie lives at one of our award winning mental
health services in Dagenham. We caught up with
Rosie during mental health awareness week to talk
to her about how gardening improves her mental
health.
Here’s what she had to say:
“I started to do some gardening to cheer up the garden
[where I live].
I was soon bitten by the gardening bug and have carried
on. When I go shopping, I am always on the look out
for ornaments or anything I think would look nice in the
garden.
I think gardening improves my mental health as it is very
therapeutic.
I recently lost my partner and gardening takes my mind
off things.
I am now going to start on the garden [next door] and
then the side garden.”

We think you’ll agree that Rosie has done a fantastic
job on the garden at the same time as looking after her
mental health.

6
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Perseverence Pays Off!
How Margaret’s persistence helped
Sachithanthan go shopping

Sachithanthan came to live at one of our mental health
services in February 2018.
He had been staying at Whipps Cross Hospital and arrived
wearing a hospital gown and a pair of socks. He owned
nothing. He spoke very little English, although he probably
understood more English than people thought!
Margaret, Activities Coordinator at the service in
Leytonstone, began the process of trying to claim benefits
for him, little did she know it would take nine months to
complete and finally get his money.
Margaret lost count of the hours she spent on the phone
to the Department of Work and Pensions on his behalf, the
hurdles she had to jump and the letters she sent.
Luckily Sachithanthan has received all his back payment
from the date Margaret started the claim, and has now
been able to buy new clothes.
He loved the experience of choosing them, he had his feet
measured at Clarks, and to end the day he had a lovely
Sri Lankan meal.

Margaret is planning to take Sachithanthan to clubs
in his native community and to meet his cultural
needs by preparing him special food at dinner time.

Leah’s a Slimming Queen
Leah, who lives at one of our
supported living services for
people with learning disabilities in
Havering, joined slimming world on
the 14th January with the wish to
lose weight.
At the time Leah’s mobility was poor
and she used a stroller to aid her to
walk.
When Leah accessed the community,
Leah relied on her stroller to have rest
breaks as it has a small seat that she
turns and sits on.
The staff support Leah to purchase her
meals at Iceland where the slimming
world meals are exclusive and Leah
enjoys choosing from the vast range.

Once Leah returns home the staff
support her to complete a menu with
all her healthy options.
Leah attends her slimming world group
every week to get weighed and has
won slimmer of the week and slimmer
of the month!
Leah has lost 2 stones so far and
continues on her journey.
Leah’s mobility has improved so much
that she no longer needs to take
her stroller out into the community
and many people from within her
community have praised her and
complimented the staff on their efforts
to support Leah.
Well done Leah!
7
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Making Wishes Come True
Customers at some of our supported living services
for people with learning disabilities in Havering are
taking part in the Wishing Washing Line project.

placed with a peg on the line. Staff then chose the wish
they wanted to support each customer to achieve without
knowing which wish belonged to who!

The Wishing Washing Line was created by FaNs (Friends
and Neighbours) and involves care homes joining with
their local community to make a positive difference.

Lots of imagination has been
needed to complete some of the
wishes and others are going to
take time to complete, so staff
Initially the wishing washing lines have been set up in
do not have a set timescale to
local stores with the aim of residents living in care homes complete the wishes, it will be
writing down a wish they would like to be granted and then ongoing.
these are added to the ‘washing line’ in their local store.
Shoppers and staff members read the wishes and then
The wishes are reviewed on
help the wish to be granted.
progress every month during the
customers’ monthly chats until the
FaNs, which is part of My Home Life Essex Community
wish has been achieved.
Association, has seen massive success with this project
and have helped many residents and customers in care
homes since it started.
Foxburrow Grange has been taking part in this project
for a few months now and many residents have had their
wishes granted resulting in very happy smiley faces.
Applying the same methodology, customers in all three
Havering services managed by Kellie Ball were consulted
and asked for their “wish” for the washing line.
The customers wishes were written on love hearts and

New Personalised Support Service

We are delighted to be working with a new customer
in the London Borough of Barking and Dagenham
as part of our personalised support service. We
offer this service to people who need support
to help them live their life as independently as
possible (1-1 support in their own home).
This is an exciting time for all of us as we support this
young lady to become more independent and have
more control by choosing the way she would like to live
her life. We will also support her to achieve her goals
and dreams as she is clear that her disability will not
stop her from doing this.
The personalised support service is part of our 3-tiered
pathway to independence which consists of an
Outreach Service, Respite Service and Personalised
Support Service.

What is a personalised support
service?
This is a flexible, personalised service for people who
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are unable or choose
to live alone with a
support staff team.
It enables people to
choose when, how
and by whom their
support and care is
delivered.

Who is the service for?
For people who may be older, have a learning disability,
physical disability or a mental health support need. It
is also for people who need support with behaviours
that present challenges. People may have an individual
budget or wish to pay for the support themselves.

What the service delivers
We tailor support around the needs and choices of how
the person wants to live, supporting accessing and
becoming a part of the local community.
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Epilepsy - Getting to Know You
Rosie is a beautiful young lady who has lived at
one of our supported living services for people
with learning disabilities for numerous years.
Rosie was diagnosed with epilepsy from a young
age.
Rosie’s seizures would come on suddenly and she
had no way of telling staff when she was about to
have a seizure. The number of incidents where Rosie
became hurt during a seizure were high. Rosie also
has autism. She is sensitive to touch and would not
allow anyone near her. Therefore, she would not wear
head equipment to keep herself safe from any injuries
during a seizure.
The most difficult aspect for her health care
professionals, was that Rosie refused all medical
tests making it hard for them to trial and test the most
effective medication. Rosie would display a high
level of challenging behaviour when attending these
appointments and required 2:1 support.
A pool of selected staff were put together to provide
Rosie with 1:1 support, spending time with her and
getting to know her patterns, habits, facial expressions
and body language. Detailed guidelines were put in
place for all staff to follow. This also helped Rosie
as all staff were up to date with her set routines,
preferences and dislikes.
These behaviours were closely linked to her autism.
Staff realised that when these established routines
were followed, it decreased the incident levels.
When Rosie was less stressed, staff saw a reduction
in her seizures before any changes were made to her
medication. Over the years Rosie has bonded with
her staff team and is affectionate towards them. Staff
have got to know when Rosie wants to be left alone

or identify her triggers.
By doing this, staff are
able to eliminate the triggers before escalation thus
preventing incidents.
Over the years the staff team have also worked very
closely with the Epilepsy Consultant and Nurse from
Queens Hospital in Romford resulting in trialling
different medications. This worked really well. From
2016-18, Rosie was having over 50 seizures a month.
By September 2018, she had two seizures in the whole
month and four in October.
On the contrary, staff noticed that once Rosie gets
used to the medication the seizure activity gradually
increases. As the staff team have become familiar with
the signs or symptoms just before the seizure, they
have been able to adapt their support to prevent Rosie
from becoming injured during seizures.
Rosie has continuous 1:1 support to help her manage
the risks of seizures. These 1:1 hours have been vital
to keeping her safe as the staff are able to pick up the
signs before seizures, ensure she is safe from potential
injuries, time the seizures, administer the correct
drugs, and know when to call for an ambulance.
Without this support Rosie’s life is at risk.
The support that Rosie receives to help manage her
seizures has helped to keep her safe. Without the
detailed recordings and quick staff response the team
would not have seen a reduction in her seizures.

9
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Building Relationships
Early 2016, Chris* was assessed at
a secured hospital setting to move
to one of our supported living
services for people with learning
disabilities. Chris showed a strong
will to continue living at home
with his mum and found it hard to
adjust to the sudden changes in
his living arrangements.
Due to this pressure, Chris's
challenging behaviour incidents
increased and he was deemed
a high risk of absconding. He
attempted to abscond from the
hospital and showed a strong
will to go back to his mum's
house.

In the first few days when Chris
moved in, he was withdrawn, didn’t
speak to anyone, refused to eat or
engage with anyone. He sat by the
front door telling staff that he wanted
to leave and go to his mum's.
He would often say “I don’t like it
here”. He made several attempts to
abscond by climbing fences, gates
or attempting to crack the front door
code. There were several incidents
where he hit staff.

Subsequently, the courts
decided to deprive him of his
liberty and place him at our
supported living service.

Once the courts decided
that Chris would move to the
service we agreed a package
to start working with him whilst
he was still in hospital for 22
hours per week.

Whilst at the hospital, staff supported
Chris to draw up a staff profile helping
him to list all the qualities he wanted
from his staff team. This staff profile
is still used today to help induct new
staff.
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Slowly he started to form a bond with
the staff and trust them with things
that he needed to get off his chest.
Staff have helped Chris to learn other
ways to communicate when he is
upset, agitated or unhappy about
something.
They taught him to talk about his
feelings which he successfully does
now and incidents have reduced.
Chris has learnt many skills
since living at the service,
for example he has learnt
how to carry out his own
personal care – reducing the
incidents during personal
care.
He had learnt how
to change his own
incontinence pads, get
dressed or undressed with
no support, change his bed
sheets and make his own
bed.

Chris moved into our service in
Dagenham in September 2016.

This helped Chris build
relationships and meet the
whole staff team at the service
before he moved in. He had
several visits to the service
where he would join other
customers for tea, lunch or
dinner. He also joined in some
of the activities. Before he moved in,
he met all of the customers and staff
at the service and knew them all by
first name.

customer
involvement

He has recently learnt the
skills to use the toilet where
staff are supporting him to
not use a pad as he has
toileting skills.

Chris would sit in the garden on the
swing and spend a lot of his time
isolating himself. Chris also spent a
lot of the time reflecting and thinking
deeply about his situation.
After spending some time on his own,
he started to speak to the staff about
things that were on his mind.

Over two years, staff helped
turn things around as Chris
would tell you that he loves
living at the service and
doesn’t want to leave. He
has accepted the service as
his home and understands
that if he chooses he can
visit his mum at her home.
Due to this turn around and the
support staff gave to Chris, the
decision was made to remove the
deprivation of liberty safeguard. This
decision was made in January 2019.
*Name changed to protect identity
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The Road to Recovery
Alan used to live at one of our supported living
services in Dagenham.
Following a stroke he lost his mobility. Consequently,
Alan could not continue living at this service because he
couldn’t manage the stairs.
Alan moved to another of our services in Dagenham, that
has ground floor accommodation, in mid 2015.
Following his stroke, Alan lost all mobility in his lower
body, lost some of his speech and developed vascular
dementia. He was assessed to move on to nursing care.
However, he was placed at our ground floor
accommodation service. Initially when moving there, Alan
didn’t show many signs of improvement. Instead there
were concerns about his dementia deteriorating.

Late 2016, staff started to teach Alan skills, by
encouraging him to hold his spoon, fill it with food and put
it in his mouth.
Over four months, Alan was able to learn this skill again.
Since then he has been feeding himself and finishes all
his meals. With regular discussions and communication
from staff, it has helped to keep him stimulated and
encourages him to speak. He now recognises his brother
and has conversations about past memories.
In a recent review his care manager was so pleased with
the outcomes and progress that Alan has made. She sent
a compliment for the work staff had achieved with him
because it prevented him from moving in to a nursing
home and he learnt skills which he had lost following his
stroke.

Alan had lost the ability to feed himself and he didn’t
recognise his brother. He became increasingly distressed
during personal care often resulting in him hitting staff and
pushing them away. He needed hoisting for all transfers
and this caused him a lot of confusion and distress.
After getting Alan assessed for more adequate
equipment, he was able to sit again. Staff built trust with
Alan by reassuring him during personal care and during
distressed moments. They found his interests and used
this as discussion points when delivering support that
Alan found challenging.
Staff used old family photos and asked him questions
about the people in the photos.
At times he was able to tell you who his mum, aunty,
brothers etc were and at other times he could not
recognise those in the photos. However, staff continued
to prompt him and had the same conversations over and
over to keep his memories alive.
These pictures are now framed and put up on his wall in
his bedroom. Staff noticed that when old folk music was
on the radio, Alan was at his calmest. They invested in
a radio and played him these songs. This way staff were
able to successfully support Alan and help him to be
relaxed.
Over time this support extended to other areas such
as feeding and going out. Where Alan lost the ability to
feed himself, he found it difficult to accept staff to feed
him. This often resulted in him pushing his food away or
throwing it on walls and ceilings.

11
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awards
National Awards Success!
You may remember from our last issue that Kelly
Roberts won the East of England region for Best Care
Innovator award category at the Great British Care
Awards
Well, Kelly went one better and won the overall national
award!
Kelly, Home Manager of three Outlook Care services
based in Havering, won the national Care Innovator
award presented by the Great British Care Awards at the
gala dinner in Birmingham on Friday 8 March.
This award recognises the person who has shown
exceptional entrepreneurial skills in identifying,
developing, implementing and establishing a new service,
product or system.
Kelly had the innovative idea for the Gold Card
scheme, which tackles the distressing doctor/waiting
room scenario for people with Profound and Multiple
Learning Disabilities (PMLD). The card is a VIP pass for
customers, entitling them to priority treatment which turns
the experience into a positive one.
His joint partnership with the local GP has really improved
the care and service for his customers. The scheme has
proven very successful, making customers feel far calmer
and more relaxed about the service. The plan is to work
with other GP partners to launch the Gold Card in other
surgeries.
The Great British Care Awards promotes best practice

and outstanding achievement
in the care sector. Over 1200
people, including all those who
won their regional categories,
attended the prestigious evening
to celebrate the amazing work
of care staff culminating in 21
becoming national winners.
Piotr Rejek, chief executive
at Outlook Care, said: “We
are delighted for Kelly. To win
this national award is wonderful and the details of his
nomination proves just how worthy a winner he is. He
has made a huge difference to the lives of the people he
supports. We are thrilled that his hard work and passion
has been recognised by the awarding bodies."
Kelly said: “I am thoroughly honoured to be recognised
nationally and I dedicate this award to the customers
whose platform was used for the pilot launching of the
gold card.
“In addition, I am very proud and happy to share this
award with Dr Singh of Lynwood Medical Centre, for
partnering with me in our joint initiative to promote this
gold card scheme, which has led to a very positive
outcome for all stakeholders.
“I was very excited to receive the award, but I would have
been much happier if the customers at the service, who
gave me the platform to shine, had been with me.”

Paul and Dave - What a Team!
We’ve had more awards success this year. Paul
Towse and Dave Cook have won a Care Home
Heroes award!

Paul and Dave work together at Foxburrow Grange.
They make up the fantastic Maintenance Team and are
responsive to residents’ needs and home requirements.
Friendly, funny and engaging, their passion goes above
and beyond.
Paul and Dave have created amazing spaces within
Foxburrow Grange and have plans for more. Their
enthusiasm to make Foxburrow Grange shine for
residents is outstanding.
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For the two of them, their roles are not just about
maintaining health and safety, but engaging with
residents and
giving them
something to
really brighten
their day.
Their love for
their roles is
evident.
Congratulations
to them both!
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Mental Health Award
We are delighted to have won a ‘Best for Recovery Focused Mental Health Support – Essex' award.
This award was given by Global Health and Pharma (GHP) in February, as part of their Social Care Awards 2019.
The awards recognise those who provide ‘extra care and support to those in need of practical or emotional assistance,
helping them lead an active life and enabling them to retain their independence and dignity…. GHP Magazine provides
these accolades to those worthy of praise, in their 2019 Social Care Awards.’
We are very proud of our recovery focused mental health services and the support that our staff provide for people with
mental health needs and we are very pleased to have been recognised for our efforts.

FANS Essex Awards 2019
Margaret Brodie, Activities Co-ordinator at
Foxburrow Grange was a finalist for the Activities
Coordinator of the Year Award at the Friends and
Neighbours (FaNs) Essex Awards 2019.

Foxburrow Grange was also a finalist in the Care Home
of the Year category so it was a double celebration!

Network who have helped
older people to enjoy the best
possible quality of life through
meaningful engagement
with their wider community,
recognising those who have
gone above and beyond.

The award ceremony, on 27 June, celebrated the FaNs

Well done Margaret!

Outlook Care is Turning 30 and We’re
Having a Party!
Save The Date - Thursday 10 October (in the afternoon)
Join us in celebrating our 30th Birthday at Sir James Hawkey Hall in Woodford Green for a disco and nibbles.
For more details please speak to your Service Manager.

CHAS Accreditation for Eleventh
Consecutive Year
Outlook Care are proud to announce for the eleventh consecutive year
that we have been accredited with the Contractors Health and Safety
Assessment Scheme (CHAS).
CHAS is part of SSIP (Safety Schemes in Procurement).
This accreditation demonstrates our core belief in running our company ethically and in line with the legal health
and safety standards which demonstrates compliance and sound management of current Health and Safety
legislation.

13
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Ask, Listen, Do Commitment

staff
news

It's harder for people with learning disabilities and/or autism to make a complaint or give feedback.
We are committed to NHS England’s Ask, Listen, Do initiative, which encourages providers to make it easier for
people with a learning disability, autism or both to give feedback, raise a concern or make a complaint.
Together with the Single Complaints Statements, these simple principles will help us improve how we deal with
feedback, concerns and complaints for people with autism, people with a learning disability and families:

Ask
•

We will ask people about their experiences and makes it easy for people to tell us about them.

•

We will make sure that the person, their family or advocate know how to give feedback, raise a concern and
make a complaint.

•

Our customers feel able to speak up when they have feedback, a concern or complaint.

•

Everyone knows when a concern or complaint is a safeguarding or a criminal issue, and what must happen.

Listen
•

We really listen to what has been said and are not defensive.

•

Our staff have the skills to listen and understand what it feels like for the person.

Do
•

We will do something positive about the feedback, concern or complaint in good time and tell the person what
we are doing to put it right.

•

We will learn from the feedback, concern or complaint and change things so the service can improve.

•

We will improve our services by working with the people that use them, listening to and learning from people’s
experiences.

Please see NHS England’s 'Ask, Listen, Do' resources section which includes lots of information including format
friendly information for people with autism and people with a learning disability.

Cyber Essentials
How your personal data is kept safe and secure
We are pleased to report that Outlook Care’s Internet facing network infrastructure,
which includes firewall, router, switches, server and end user devices, has been
Cyber Essentials accredited.
This demonstrates our commitment to cyber security and ensures we keep personal data
safe and secure.
Cyber Essentials is a government backed scheme from the National Cyber Security Centre
(NCSC). Cyber Essentials is an important part of the NCSC's mission to, "make the UK
one of the safest places to live and do business on-line.”

14
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Outlook Care's Vision and Values
Following consultations with our customers, relatives and staff, we announced our new vision and values
towards the end of last year.
Our values support our vision, help shape our culture and identity and will enable us to continue to grow and develop
as an organisation.
Our new values have a catchy acronym 'LIKE IT' and they are being brought to life through our internal appraisal
process which we launched in January. This will incorporate our values into everyday working life at Outlook Care,
supporting our great staff to meet our strategic objectives.
The appraisal enables each employee and their manager to review their contribution and understand the vital role they
play in delivering positive outcomes to the people we support.
This new process facilitates an open and honest staff performance discussion based around our LIKE IT values.
Our staff will think about how they will work, as part of our values based culture. At each appraisal staff and their
appraiser will reach agreement on how they have demonstrated our values through interactions with customers,
colleagues and stakeholders over the previous year and how they will build on this to achieve objectives for the
following year.
This process will ensure our vision and values are further embedded into our culture through our staff.

A life where every person is valued, included and empowered

L

isten

always with interest, concern and action

I

nspire

through every interaction so people can
achieve their ambitions

K ind

through genuine care and compassion

E xcellence

by striving to be the best we can

I

by acting ethically and being accountable

ntegrity

T rusting

rely upon us to do what we say we will do

Learning Disabilities

Mental Health

Older People

By delivering a range of flexible care
and support services we will ensure
people with learning disabilities are
as independent as possible and
connected with their local
communities.

Through recovery focussed
support we encourage and
support people with mental
health needs to take control
of their own lives as much as
they can.

By listening to our older
residents and their loved ones
to understand what matters
most to them, we will deliver
exceptional nursing care and
support.
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Joy Hilario - Foxburrow Grange Manager
Outlook Care is delighted to welcome Joy Hilario
as Foxburrow Grange’s new home manager.
Joy’s appointment follows the departure of Becky
Pinnock, who has relocated to Cornwall.
Joy held various nursing roles in the Philippines
before coming to Essex in 2003 and working for the
Colchester University Trust for 12 years. Since 2015,
Joy was registered home manager at a 59 bedded
care home in Halstead.
Joy said, “I am really looking forward to working at
Outlook Care as the values of the company are the
same as mine. Everyone is very welcoming – from the
CEO to the care home staff. I really feel that I am going
to thrive in the company and I also feel that it will also
get the best out of me.”
Joy describes herself as a hard working person who
is eager to lead and inspire a team to achieve good
outcomes. She has excellent working relationships
with multidisciplinary teams and the local authority.
She also describes herself as a very sociable person

who connects well with
the local public and also
organises events for the
Filipino British community.
On a personal level, Joy is a
mother of three (one son and
two daughters). She also has
a two year old dog named
Lily (who is a Shi-poo).
Fun fact! Photos of Joy
are displayed throughout
Colchester hospital (outside
the wards and X-ray
department). Joy initially thought she was going to
just feature on a leaflet but her photo now takes pride
of place all over the hospital! People who know Joy
often take a photo of the poster and show it to her,
asking her “Is this you? Can we have an autograph?”
Hopefully we’ll have plenty of photos of Joy at
Foxburrow Grange to make sure she feels just as
famous here.

Mary Milner - Administration Officer
I was thrilled when Emma Kornblum offered me the
job at Outlook Care.

I was on holiday at the time, and was so excited that I
spent the rest of the holiday talking to my family about
it!! I instantly felt at home when I walked through the
doors at Foxburrow Grange, and got that gut feeling
inside when I met the staff as I was made to feel so
welcome.
Historically, I have worked in administration for over
30 years, but held a managerial post at a London
Stockbroking house in the late ‘90s. Most of my career
has been in financial services, but more recently, I
worked within the District Nursing Service and the
Older Adult Mental Health Service for the NHS over
the past 10 years.
With my varied experience, I am seeking to offer
Outlook Care a streamlined and efficient service within
administration, aiming to reduce paperwork and look
at more secure ways of working in terms of clear desk
policies, secure printing and information storage. I
have already got stuck in on all fronts, but there are
several balls to juggle!!

16

In my teens, I was a
home carer for my mum,
and have raised my
son, Theo, who is now a
lovely, polite 16 year old
chap going through his
GCSEs.
I got my mum through her
rough spot, and she is still
around now more spritely
than ever! I studied later
in life as a result, and
gained a BSc Honours Degree in Psychology with The
Open University and I have also studied GDPR Law
with the University of Groningen.
I follow a very holistic path in my life being a strict
vegan and enjoy leisure activities such as yoga and
pilates. I am also a champion tennis player, and these
pursuits keep my mind, body and spirit in check.
The welcome here has been truly outstanding, and
I am looking forward to meeting everybody both on
site and at other locations. It’s a great team, and I am
proud to be a part of it.

grapevine JULY 2019

Kelly and Edwine
New Senior Service Managers
Edwine Tembong and Kelly
Roberts have been in their
new roles, as Senior Service
Managers, since 8 April.

Exam Success
Congratulations to Beata Kus,
Team Leader at Halsbrook
Road and Montem Road who
successfully completed her
NVQ level 5 in March.

These are new roles within the
organisation and involve Edwine
and Kelly working alongside
Regional Managers Darren
Osborne and Nicky Banks to
support the Service Managers and
also on ad hoc projects.
Kelly and Edwine will be the first
point of call when Darren and
Nicky are absent.
They will also be doing audits in
the services and lead on some
investigations.
Their learning will involve
attending certain meetings and
understanding the reasons for
them.
They will advocate and support
service managers and explain the
reasons why Outlook Care does

staff
news

things in a certain way.
If a manager is off sick they may
support their services.
If they need to spend time
away from service there will be
opportunities for the Team Leader
to do some further supernumerary
hours.

She worked really hard to
achieve this – her research
project was based on evaluating
the use of NAPPI (Non-Abusive
Psychological and Physical
Intervention) framework in two
homes and comprised of a short
survey for staff.
The survey has already proved
useful in looking at how
Greenwich services can support
staff to make better use of the
framework which in turn will
have a positive outcomes for
customers.
Well done Beata!

Avoiding Fraud
Thank you to those who attended the Fraud seminar in April, we hope you found it useful.
Unfortunately fraud is a risk to us all, it is not something which only affects businesses, individuals are often
targeted by fraudsters.
There is a copy of the presentation on the publication section of the SDA which we encourage you to read, even
if you attended the briefing it is good to refresh your memory on these issues.
This document provides useful information on the different types of fraud and how you can best protect yourself
from fraud at work and at home.
A fraud briefing was also issued in December 2018, this is also on the SDA, document ref: SB321
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Technology Strategy 2019 - 2022
Over the next three years, we will be transforming Outlook Care away from centralised servers and
paper based forms to Cloud electronic solutions, used from any device and any location.

Aims
•

Enhanced customer journey experience so staff working in
services spend less time on “paperwork” and more quality time
providing care and support

•

Provide managers with tools to manage resources, identify key
issues and improve services offered.

•

Reduce central overheads by increasing productivity and output
of centralised administration and support operations in the
reduction of costs and increased income.

Key Outcomes
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•

Evidence of safe care & support delivered is fundamental to our business.
Automated systems that manage day-to-day care effectively, report risk and
incidents as they occur and get real-time monitoring and alerts.

•

Improved systems that reduce paper to provide efficiency gains, more
automation and less errors and thus improve performance overall.

•

Flexible agile office-centric approach, staff can operate from any location /
device providing they have a functional internet connection.

•

Focus on out-of-box solutions with minimal customisation and integration
between solutions to remove duplication of entry.

•

Modern and self-maintained systems that are integrated to deliver a good
user experience

•

Outlook Care (OC) workers to have their own login to systems to enable
them to carry out their tasks electronically that provides single sign-on,
shared data & task-driven customisable desktops with improved connectivity.
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Telephony
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We have made good progress with the rollout of our new
Telephony services across the organisation. Each of our services
has been transferred to the new Touch technology which has a
video conferencing facility. We are working hard to resolve initial
teething problems and appreciate your patience.
This new technology will enhance communication across Outlook
Care and help us to communicate face to face without the need
to leave our workbase.
Samsung android mobile phones have been issued to replace
the older Nokia phones and all Central Services staff have
been issued with mobiles in addition to laptops to enhance the
customer focussed support provided to support staff working in
our services.
A new designated line has now been installed at Foxburrow
Grange and this will enable us to upgrade the desk phones at
the home. We will also be upgrading the mobile phones to the
Samsung mobiles.
To improve communication to all services and managers we have
configured WhatsApp groups so we are able to deliver messages
to all company mobiles. This means that we can still contact staff
even when the ICT systems are down and with immediate effect
we will use this method of communication to keep everyone
updated in future.
To ensure you do not miss any important messages, you must
have WhatsApp installed and configured on your mobile. If
so you will see that we have added you to a WhatsApp
communication group (Central Services, Services or Managers &
Team Leaders) .
Shortly we will send a text to all mobiles. If you do not have a
WhatsApp group configured, please ensure you install and setup
WhatsApp on your mobile and then repond to the message
confirming that your mobile is setup. Once received, we can then
add you to the relevant group.
Service Managers / Team Leaders – Please ensure your
service's mobile has WhatsApp installed & configured ready to
receive messages.
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Staff Pay and Benefits

Reward

We are pleased to have achieved the 2019/20 Pay Award in line with our agreed pay strategy which is that:
•

Our pay should support the recruitment and retention of high performing staff.

•

We will regularly review pay and reward to ensure we can attract the best people we can.

•

We will set fair and equitable rates of pay that will be determined by the market rate, the responsibilities within
the role and fair internal relativity between different roles.

•

Our Pay and Reward Strategy should be affordable and decisions relating to posts and pay rates should always
be considered in the context of overall affordability and the organisation’s aim to work more efficiently and
effectively.

The awards vary per role with the highest increases being awarded to Health Care Assistants (6.59%) and some
Support Workers (6.23%). We have been able to achieve this award through direct outcomes from the Sustainable
Business Model Transformation Project which has enabled us to build an affordable and sustainable budget to fund
the pay award. Achieving this pay award enables us to move closer towards our 80% permanent recruitment target
for all services with some of our services already achieving above this.

Increased Hours – could this be for you?
We are able to increase your permanent contracted hours up to a maximum of 45 hours per week (depending on
service).
If you think this is for you, then please have a chat with your Team Leader or Service Manager to see if this can be
arranged at your service or whether you could work these hours across other services. Increasing your contracted
hours means increased take home pay, the knowledge that our customers are supported by the staff they know and
trust, and a reduction in agency staff use.

Benefits
It’s also worth noting the wide range of staff benefits we have on offer which include:
•

Flexible patterns of work

•

HSF - Dental / Health cover (preferential contributory rates)

•

Induction/Training provided

•

Development / Progression opportunities

•

Reward / Recognition programmes

•

Empathy - our employee assistance programme

•

Nurses Welcome Bonus: £500

•

Refer a Friend Scheme

•

Pension and life assurance cover (3 x annual salary)

Altura Bridge
In June we launched the newest version of Altura online learning called
Altura Bridge.
You will still have access to all your current online learning courses, as well as access to the whole of the Altura
library.
It also gives Outlook Care to custom build courses, presentations and short videos to share with you all.
Further details will follow.
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Shoeburyness Home Receives Gold Standard
We are delighted to announce that our supported
living learning disability service in Shoeburyness,
Essex has recently been awarded a gold standard, as
part of the Gold Standard Framework (GSF), for end
of life care.
The service has been implementing GSF since attending
the course in
2016.
In achieving the
gold standard,
the home had to
evidence it was
providing a high
quality of care
using the GSF
tools.
GSF is a
framework, which
can be used as
a tool to assess
and deliver care
for end of life.
It is not only a
tool for end of
life care but to
measure the quality of living well.
It promotes discussion on personal choices and how
each person would want to be cared for and their wishes
of where they would like to be cared for at the end of their
life.
This is imperative to customers, as when they move to
our service in Shoeburyness, they have a home for life
and they do not need to move to another home when
they are no longer able to care for themselves.

mode of communication, and who they are comfortable
with.
GSF gives more structure to planning for end of life.
It assists to develop advanced care plans with the
individual and their family. As part of the process,
individuals and families
can choose their
preferred place for end
of life care.
GSF also allows better
collaboration with
other professionals,
e.g., there is a
coding system when
customers’ health
deteriorates, for years,
months, weeks and
days.

of hours care etc.

This alerts the G.P. to
visit the individual more
frequently, it gives
guidance to staff when
to contact the G.P.
palliative team and out

This also ensures the customers’ symptoms are
controlled and pain management is in place.
GSF also reduces inappropriate hospital admissions,
which may cause unnecessary stress to the individual
and their family.
Our Shoeburyness service will continue to implement
GSF and ensure to provide an excellent standard of care.

This is also important to their family and relatives, as
some customers cannot communicate and it is essential
that they are cared for by staff who are familiar with their
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Foxburrow
Grange
Making More Wishes Come True
Foxburrow Grange has been delighting more residents with its ‘Wish Come True’ campaign.
Whether its big or small and involving the FaNs Network, relatives or staff, nothing is too much trouble for Foxburrow
Grange in their pursuit of making residents smile.
Every month Activities Coordinator Margaret visits residents who have not yet made a wish and gently asks them
about their interests to see what they might like.
Over the last few months, wishes have included:
•

The Sound of Musicals performers, inspired by a resident who
expressed her love of Musicals!

•

Special Valentine lunch for two

•

Cinema experience to watch Abba’s Mamma Mia movie

•

Country and Western afternoon

•

Dean Martin tribute for a resident’s 100th Birthday

•

Dance performance from Colchester Institute

#ColchesterUp
Foxburrow Grange continues to work with FaNs Network
(Friends and Neighbours across Essex) in their intergenerational #ColchesterUp Project.
This project helps to support those living in care homes to
engage with nursery age children in the local area.
Residents have built strong bonds with children from the Little
Beginnings and Bambinos Childminding nurseries.
The commitment of the children’s groups coming in to see
residents every single week has been amazing and both the
children and residents look forward to this weekly event.

Did you know that Foxburrow Grange has its own Facebook page?
Use your mobile to scan this QR code to take you straight to Facebook - don’t forget to
like the page! Also keep checking the website www.foxburrowgrange.org.uk for news.
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Cooking with Dementia
On Tuesday May 21st, in association with FaNs
Network and the Alzheimer’s Society, Foxburrow
Grange hosted its second #CookingWithDementia.

Volunteers) and the
Mayor and Mayoress
of Colchester.

This session was held to coincide with Dementia Action
Week which takes place annually to raise awareness
about dementia.

The home’s resident
chef, James, was on
hand to oversee the
event and ensured
everyone enjoyed
cottage pie with
vegetables followed
by a delicious apple
crumble and custard.

Following the success of the Cooking event in March,
Les Nicoll, Community Builder at the Essex County
Fire and Rescue Service, who is instrumental in the
project, once again came along to talk to residents and
their families about how to ‘cook with dementia’.
Les receives several calls from families struggling
because their relatives living with dementia want
to remain independent and continue cooking their
meals. Les’s role is to facilitate and support families in
reducing the risks and enabling them to cook safely.
Les also has a role with the charity FaNs Network
facilitating the community into care homes and care
home residents into the community.
The latest #CookingWithDementia session was very
successful with over 20 people participating in meal
preparation and cooking for their family members
supported by the home’s VIVs (Very Important

Foxburrow Grange’s
Community
Ambassador – and
Colchester United
legend – Bobby Hunt was also in attendance with
his wife Sylvia, along with FaNs Network and the
Dementia Friends organisation.
Margaret Brodie, Activities Coordinator, said:
“This session was so amazing and we had such
positive feedback from everyone who took part, we are
keen to hold cooking with dementia events and can’t
wait to organise another session.”

Shhh...Quiet Please!
Residents have chosen quiet themed areas on each wing.
Our amazing maintenance staff, Paul and Dave pulled out all the stops
and have created some amazing spaces on each wing.
Pictured here is the beach theme on Hedgehog wing and the garden
theme on Otter.
Residents on Badger wing chose a Camping theme and Squirrel
decided on a water feature.
The introduction of these quiet areas has had a really positive impact.
Some residents are unable to get out into the community due to physical
and mental health support needs, however since the introduction of
these areas, people are much more settled and sleeping better.
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vision
&
values
Outlook Care’s Vision
A Life where Every Person is Valued, Included and Empowered

Values

L isten

with interest, concern and action

I nspire

through every interaction so people can achieve
their ambitions

K ind

through genuine care and compassion

E xcellence

by striving to be the best we can

I ntegrity

by acting ethically and being accountable

T rusting

by being relied upon to do what we say we will do

