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Wednesday 27th November 2024

1. Social Care Market Updates

2. Social Care Complaints, LGSO Resources – Sarah Abram, Governance and 

Customer Improvement Manager

3. Reporting Flu and COVID outbreaks - Dr Dora Machaira, Public Health 

Manager (Health Protection)

4. York Bereavement Alliance - Chris Charters, York Bereavement Alliance 

Project Lead

5. Dates for Diary
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North Yorkshire Council Fee Negotiation Meetings
As part of the preparation for fee negotiations, North Yorkshire Council is inviting providers to contribute to a 

data collection exercise. To assist providers with the exercise, we are running a series of online meetings for 

different segments of the market to help understand the tool and to hear any segment specific issues.

The objectives of this exercise are to obtain evidence for:

a) Impact of proposed National Insurance increases

b) Impact of inflationary increases on staffing, including National Living Wage

c) Impact of inflationary increases on other costs

d) Proportion of staff v non-staff costs

The questionnaire can be submitted anonymously and should be based on a set period of time. This can be a 

full year or any other period of time (e.g. a typical month).

The questionnaire aims to understand the costs of care which is arranged by North Yorkshire Council.
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North Yorkshire Council Fee Negotiation Meetings



EFFECTIVE COMPLAINT HANDLING

Sarah Abram

Governance and Customer Improvement Manager   
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The Team and Why we are here: 

“The Local Authority Social Services and National Health Service Complaints 
(England) Regulations 2009” 

 Each responsible body must designate a person, referred to as the Complaints 
Manager, to be responsible for ensuing compliance with the arrangements under 
these Regulations

 Responsible for coordination of all complaints, compliments, concerns, MP enquiries 
and Ombudsman investigations that Health & Adult Services receive. 

 Report on a quarterly basis to HASLT & Chief Executive & Management Board the 
Directorate’ performance on the above.  
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Local Government & Social Care 

Ombudsman 

 They are the final stage for complaints about Local Authorities

 They investigate individual complaints about councils, and all adult social care 

providers

 If they decide to investigate, they will look at whether organisations have made 

decisions the right way – Maladministration  / Injustice  

 They have the same power of the High Court to request files / records / 

interview staff 

 They can issue financial recommendations 

 They can issue practice recommendations

 They can issue Public Reports – reputational and financial risk to the Authority  
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“Complaints are an integral 
part of everyone’s day to 
day role – they are not an 
added extra”  

“Ignoring a complaint will not 

make it go away… it can often 

make the situation a lot worse”
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2023 - 2024 Statistics by subcategory  
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Principles of Effective Complaint Handling – Local 

Government and Social Care Ombudsman  
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Tips for Dealing with Complaints

 Don’t take it personally - You are representing the council 

 Reassure the customer - Demonstrate you understand the complaint. Keep your tone 

measured and calm – either written or verbal 

 Obtain all the facts - Ensure you get all the information 

 Own the problem - Take responsibility – if it is not you find out who it is. Make sure 

everyone knows what is expected of them 

 Act - Once you have explained what you  going to do make sure you do it 

 Communicate Regularly - Keep the complainant updated so they know what is going 

on 

 Records – Ensure all records are up to date and accurate. If its not written down it 

didn’t happen – we have no evidence 
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Investigating a complaint

 Make sure you are clear what the complaint is about 

 Identify any opportunities to resolve the complaint at the earliest opportunity

 Manage the complainant’s expectations

 Spend time planning the investigation, how will you get the necessary information, 
who do you need to speak to 
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Drafting a Complaint 

response

 You are being asked to consider a complaint. It is your role to 
investigate the issue, taking into account all the available facts and 
evidence. It is for you to make the decision on the complaint. 

 A good complaint response letter consists of: 

 The statement of complaint 

 The steps you have taken to investigate the complaint. 

 What you have taken into account. 

 Your decision and reasons for it.

 What will happen next: if action is to be taken, how, when, and by 
whom? 

 Any changes you will make to processes and procedures following 
the complaint. 

 If the complainant disagrees, how they can challenge the decision
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Language……..

It really matters and completely affects our response to a message, it sets the tone and 

has the power to make a difficult message positive or an easy message challenging. To 

make people feel irritated, alienated, cared for etc. 

Key things we should be considering:

 Don’t use jargon or acronyms 

 Don’t use professional terminology 

 Don’t assume the complainant or their representative knows what you know. 

 Always use plain English 

 How would you feel if your family member received your letter 
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Putting things right

Their recommendations are intended to put the person back in 
the position they were in before the fault occurred. They may 
recommend:

• Apology

• Procedural changes

• Staff training

• Financial redress

• Reassessment

• Reimbursement

• Guidance on Remedies - Local Government and Social 
Care Ombudsman

https://www.lgo.org.uk/information-centre/staff-guidance/guidance-on-remedies
https://www.lgo.org.uk/information-centre/staff-guidance/guidance-on-remedies
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Resources 

Produce a range of resources for Councils 

and care providers:

> Sector specific guidance including a guide to effective complaint handling 

> Template complaint procedures, response letters, checklists 

> The single complaints statement

> Subject focus reports 

> e-newsletters 

> Training 

> Effective Complaint Handling - Online course for Councils and Care Providers - Local Government 

and Social Care Ombudsman

https://www.lgo.org.uk/training/effective-complaint-handling-online
https://www.lgo.org.uk/training/effective-complaint-handling-online
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Any questions…
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Reporting Flu and COVID 
outbreaks

Dora Machaira, Public Health Manager (Health Protection)

Information taken from a webinar delivered by 
Dr Nicholas Aigbogun
Consultant in Communicable Disease Control
Yorkshire and Humber Health Protection Team
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Respiratory viruses

• Flu rates are starting to go up and we are expecting they will peak 
in January

• RSV levels are currently high

• COVID-19 is unpredictable as it is not seasonal but continues to 
have regular peaks throughout the year

• Therefore, it is difficult to know what infection might be affecting 
your care home 

• The guidance from UKHSA is based around flu as it is ‘flu season’ 
over winter but please report any acute respiratory infection (ARI) 
as soon as possible so you can get a diagnosis and the right 
management
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Epidemiology
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The Influenza Virus 

• Influenza A is most virulent and causes most severe human 
disease 

• Examples are A H1N1 (Spanish flu 1918 and swine flu 2009 
pandemics) and A H5N1(Avian flu outbreaks UK 2021/22/23 or 
USA at the minute) 

• Influenza B has only one serotype, is less common, mutates slower 
than A, easier to acquire immunity against it, does not cause 
pandemics 

• Other examples of RNA viruses are Ebola, common cold, Hepatitis 
C, measles, polio and SARS-CoV-2 (Covid-19)
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Influenza vaccination

• Influenza (flu) vaccination has been available since 3rd 
October for adults

• Ideally, immunisation should occur between October and early 
November 

• Most care home residents and staff should have been 
vaccinated by now

• After immunisation, it takes about 2 weeks for protective levels 
of antibodies to be produced
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Outbreaks of Influenza-like Illness (ILI)

Case Definition: 

• Oral or tympanic (ear) temperature of 37.8C or greater, AND 
one of the following: 
• acute onset of at least one of the following respiratory symptoms: 

cough (with or without sputum), hoarseness, nasal discharge or 
congestion, shortness of breath, sore throat, wheezing, sneezing 
OR 

• an acute deterioration in physical or mental ability without other 
known cause 

• Alternatively, a laboratory detection of influenza virus would fulfil 
the definition of a case of influenza.
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Outbreaks of ILI 

• Two or more cases which meet the clinical case definition of 
ILI (or alternatively two or more cases of laboratory confirmed 
Influenza) arising within the same 48-hour period with an 
epidemiological link to the setting 

•  An outbreak in a care home could be limited to a wing or a 
floor or could affect the entire care home 
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Notification to the Y&H Health Protection Team

• By Phone (in or out of hours): 0300 3030 234

• Online: Purpose of notification

https://surveys.phe.org.uk/TakeSurvey.aspx?SurveyID=8lKM8696L
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HPT Response to Influenza Outbreaks

Is it an outbreak? Undertake risk assessment

• Data collection

• Infection control advice – key intervention

• Send GP letter and flu outbreak poster to care home

• Inform UKHSA lab (Leeds) to send out flu swabs

• Advice Antivirals for treatment/prophylaxis



OFFICIAL

Infection control during an outbreak of 
influenza

1. Hand hygiene and protective clothing 

2. Managing/improving ventilation

3. Cleaning and waste disposal 

4. Reducing exposure of unaffected residents
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ILI Care Home Outbreaks – duration 
according to reporting time
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Key Points
• Influenza is a serious illness, especially in the elderly in care 

homes 

• It is important to identify care home influenza early and notify the 
UKHSA Health Protection Team within 48 hours 

• In 2022/23, most care home influenza outbreaks (approx. 80%) 
were notified after 48 hours 

• Outbreaks notified after 48 hours lasted almost twice as long as 
those notified within 48 hours

• Infection control advice and prescription of antivirals are most 
effective if implemented within 48 hours of the start of an outbreak
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Link to this presentation by Dr Nicholas 
Aigbogun

Preparing for the Influenza season - Information session for Care 
Homes and local IPC

https://www.yhphnetwork.co.uk/links-and-resources/yh-health-protection-team/preparing-for-the-influenza-season-information-session-for-care-homes-and-local-ipc/
https://www.yhphnetwork.co.uk/links-and-resources/yh-health-protection-team/preparing-for-the-influenza-season-information-session-for-care-homes-and-local-ipc/


Care Connected

enquiries@yorkbereavementalliance.org



Bereavement Alliance objectives

• Provide an accessible, comprehensive, dynamic, and coordinated response 

to people seeking bereavement support in the City of York and 

surrounding area (York Place).

• Engage with our population to meet need and gaps in provision, which can 

be addressed through an Alliance wide approach.

• Through research, data, mutual support, and shared learning to deliver 

best practice outcomes for people.

• To seek sustainable, long term funding solutions to establish the York 

Bereavement Alliance as a permanent offer.





statistics
Data extract from SystmOne: 31/05/2024

Data range: 31/05/2019-31/05/2024

GP Practices: Priory Medical Group, York Medical Group, Haxby 

Group, MyHealth, Jorvik Gillygate, Unity Health, Front Street, 

Old School.

Codes identified resulting in >=1 patient:

Read code

(XaIpF) Bereavement support

(6751.) Bereavement counselling

(Ua1q5) Bereavement

(XE1Yo) Grief reaction

(13M..) Family bereavement

(Ua1q1) Unexpected bereavement

(XagRU) Signposting to bereavement support service

(XE0pk) Family bereavement NOS

(Ua1q4) Sudden bereavement

(Ua18l) Adapting to loss following bereavement

(XaA2C) Guided mourning

(Ua1NY) Bereavement support visit

(Ua15r) Feeling grief

(XafMP) Signposting to Cruse Bereavement Care

(XaAS1) Seen by bereavement counsellor

(Ua18k) Abnormal grief reaction

(ZV628) [V]Uncomplicated bereavement

(Xa19c) Normal grief reaction

(XaAfG) Referral to bereavement counsellor

(Ua1Za) Mourning

(XaAOe) Under care of bereavement counsellor

(Ua1q2) Expected bereavement

(Ua18j) Anticipatory grief
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family friends

websites

helplines

Online support

Social groups

Drop in sessions

1:1 support

Listening services

signposting

Support groups

Generic Counselling 
services

Specialist Counselling services

Mental health services



York St John 1:1 

TEWV mental health 
services

family website
Social 
groups

friends signposting

Talking Therapies

1:2:1 counselling

The Belfry counselling team

The Retreat

Online support groups

St Leonards Hospice 1:1 

Cruse

The Belfry Pastoral team

Helplines

Halves

The Yorkshire Barn

Talking about loss

Hospital Bereavement Team

Funeral Directors

Peer support

St Leonards Hospice Groups

York St John Groups

York Carers centre* M.I.R.T*Major Incident Response Team





Online support groups

M.I.R.T*Major Incident Response Team

Helplines

BCSY Bereaved Children Support York

York SANDs

Talking about loss

Hospital Bereavement Team

Funeral Directors

Reflect York

BCSYBereaved Children Support York 

The Retreat *

York St John Groups

TEWV mental health 
services

CAMHs

schools



Delivery

• Online directory, hopefully our own  website in 2025

• Telephone advice and signposting (2 hours per day)

• enquiries@yorkbereavementalliance.org

• Communities of practice:
1. Provider peer support group 

2. Education support

• Information and advice (Information stands)

• Peer support (Bereavement Helpers)

• Legacy

mailto:enquiries@yorkbereavementalliance.org
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Health and Social Care: Achieving Excellence Together Conference 2024

BOOKING NOW OPEN!
This exciting day will share with you the latest innovative work happening in the care sector across York 
and North Yorkshire. We want your contribution, expertise and suggestions for continuing to work together 
as Health and Social Care colleagues. 

To book your place and join us in person please click this link Achieving Excellence Together in Health and 
Social Care Conference 2024 Tickets, Fri 6 Dec 2024 at 08:30 | Eventbrite  

Or if you wish to join virtually via Microsoft Teams, please use this link Microsoft Virtual Events Powered by 
Teams

Date – Friday 6th December 2024

Time – 9:00am – 16:30pm

Venue – The Milner Hotel (formerly The Principal Hotel) Station Road, York YO24 1AA

https://www.eventbrite.co.uk/e/achieving-excellence-together-in-health-and-social-care-conference-2024-tickets-972019114337?aff=oddtdtcreator
https://www.eventbrite.co.uk/e/achieving-excellence-together-in-health-and-social-care-conference-2024-tickets-972019114337?aff=oddtdtcreator
https://events.teams.microsoft.com/event/ddea82d1-cfe4-4698-9dae-96a1c2497c84@37c354b2-85b0-47f5-b222-07b48d774ee3
https://events.teams.microsoft.com/event/ddea82d1-cfe4-4698-9dae-96a1c2497c84@37c354b2-85b0-47f5-b222-07b48d774ee3
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CQC Supporting people to live healthier lives - Practical ways to empower 
people and your teams

Thursday 12th December | 10:00 – 11:00 | Online

Featuring examples from this year’s Single Assessment Framework reports, this webinar will hear from 

Outstanding rated homecare providers and residential homes on how they are excelling in promoting healthier 

lives, and the evidence needed to demonstrate good and best practice. Discover practical ways to involve your 

staff team and partners to help people live healthier lives. Presented in partnership with The Outstanding 

Society.

RM webinar: CQC Supporting people to live healthier lives 

https://events.skillsforcare.org.uk/skillsforcare/frontend/reg/thome.csp?pageID=648311&eventID=2015&CSPCHD=000001000000smlLDS2mXJHltpRlAP5CWoZMaSMaZqzV_QC2m8#msdynttrid=kDOm-8Ff-cYz3D5ZfLMPNrh9lngviNfMAXmiprtDgAc
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These sessions are being 

opened up to the market 

whether members or not.

The ICG are hoping that 

these sessions will help 

providers check they are 

getting best value for 

money out of their supply 

chain as well as perhaps 

making some suggestions 

for saving some peripheral 

costs.
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How to access funding to support staff training

Thursday 28th November | 11:30 – 12:30 | Online

Hosted by Skills for Care, this webinar will guide adult social care employers on accessing funding 

through the Adult Social Care Learning and Development Support Scheme (LDSS). Learn practical 

steps to claim funding for training, enhancing both staff development and organisational goals. 

Gareth Young, Deputy Director for Adult Social Care Workforce Reform at DHSC, will discuss the 

scheme’s significance and its role in DHSC’s broader workforce development priorities.

Book your place

https://eur02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.skillsforcare.org.uk%2Fnews-and-events%2FEvents%2FNovember%2FHow-to-access-funding-to-support-staff-training.aspx%3Futm_source%3Denews%26utm_medium%3DEmail%26utm_campaign%3DFundingWebinar%26utm_content%3DEventListing&data=05%7C02%7CJames.Harris%40northyorks.gov.uk%7C1d5ae4abac1b48af3e3708dd02f7e727%7Cad3d9c73983044a1b487e1055441c70e%7C0%7C0%7C638669985973833023%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=oFfOZ2PQtQYUylrC230HNTiVBiwsNOpZ%2Be9vVC%2Fer8c%3D&reserved=0
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Personalised Workforce Training and Development
Skills for Care are running two workshops where they will discuss how personalised 

workforce training and development, which involves a wide range of care professionals 

and family members, can improve outcomes for people drawing on services.

The workshops will be held on: 

• Monday 2nd December, 14:00pm - 16:00pm 

• Tuesday 10th December, 10:00am - 12:00pm 

If you're interested in attending either session, please email 

innovation@skillsforcare.org.uk 

https://eur02.safelinks.protection.outlook.com/?url=https%3A%2F%2F63ec8897d0834e13b23bccbc6b84fcf1.svc.dynamics.com%2Ft%2Ft%2FpyRmHNnE20LxGsdTRvnKtzVfF5BiJ62IaA1avHbGF7gx%2FtrbAxGLCBgVAbAzdTPaQYrHQE2YJZPRzZKJzm5h98EQx&data=05%7C02%7Cjames.harris%40northyorks.gov.uk%7C033ed828032d45b8785c08dce85287c7%7Cad3d9c73983044a1b487e1055441c70e%7C0%7C0%7C638640688447065428%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=qKmKKFN0h0DdzSiQeEmXD0hIIyF0SbOexMiBjiN3cfQ%3D&reserved=0
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York Disability Week 2024 
Promoting an equal, inclusive and accessible York

30 November – 7 December 

This week-long programme of activities celebrates the United Nations International 
Day of Persons with Disabilities here in York. 

The brochure, which includes events for disabled and non-disabled people, can be 
found here: programme link. This includes some pre-programme events, starting 
from 21 November. 

There are 40 events this year, including talks, workshops, music, exhibitions, 
advice sessions, and much more. 

Email disability@yorkhumanrights.org to join the mailing list, join 
the planning/organising group for next year, or to get printed programmes, posters 
and flyers. 

https://sites.google.com/view/iddpyork/whole-programme
mailto:disability@yorkhumanrights.org
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Dates for your Diary

• York Disability Week – Pre-programme events start from 21st November. Programme events 30th November to 
7th December. 

• North Yorkshire Council Fee Negotiation Meetings – 28th November – 5th December 2024

• Skills for Care, How to access funding to support staff training Webinar – Thursday 28th November 11:30am 
– 12:30am

• Skills for Care Personalised Workforce Training and Development Workshops - Monday 2nd December, 
14:00pm - 16:00pm and Tuesday 10th December, 10:00am - 12:00pm

• ICG Tuesdays at 10 – 3rd, 10th and 17th December 2024, 10:00am – 11:00am

• Dementia Network Webinar “Understanding Dementia Distress – Monday 4th December, 14:00pm - 16:00pm

• Health and Social Care: Achieving Excellence Together Conference 2024 - Friday 6th December, 9am – 
16:30pm, The Milner Hotel (formerly The Principal Hotel) Station Road, York YO24 1AA

• CQC Supporting people to live healthier lives - Practical ways to empower people and your teams - 
Thursday 12th December 2024, 10am – 11am
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Key Contacts – North Yorkshire Council

North Yorkshire Council website Home | North Yorkshire Council

Quality Team: HASQuality@northyorks.gov.uk

NYV HAS Contract Team: HASContracting@northyorks.gov.uk

North Yorkshire Partnership website: Care Connected | North Yorkshire Partnerships (nypartnerships.org.uk)

NYC Approved Provider Lists for Adult Social Care – FAQs, Webinars can be found here

Public Health dph@northyorks.gov.uk

Service Development: HASservicedevelopment@northyorks.gov.uk

Jo Holland - joanne.holland@northyorks.gov.uk 

Training available NYC, PHE & NYSAB:

https://safeguardingadults.co.uk/ & https://www.nypartnerships.org.uk/phtraining

Workforce

Make Care Matter www.makecarematter.co.uk

https://www.northyorks.gov.uk/
mailto:HASQuality@northyorks.gov.uk
mailto:HASContracting@northyorks.gov.uk
https://nypartnerships.org.uk/node/450
https://www.nypartnerships.org.uk/ASCApprovedProviderLists
mailto:dph@northyorks.gov.uk
mailto:HASservicedevelopment@northyorks.gov.uk
mailto:joanne.holland@northyorks.gov.uk
https://safeguardingadults.co.uk/
https://www.nypartnerships.org.uk/phtraining
http://www.makecarematter.co.uk/
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Key Contacts and Information – City of York Council (CYC)

All Age Commissioning and Contracts team: AllAgeCommissioning@york.gov.uk

If you require further assistance, call: 01904 55 4661

Transformation and Service Improvement team: asctransformationteam@york.gov.uk

Adult Social Care Community Team: 

Telephone: 01904 555111, Textphone: 07534 437804

Email: adult.socialsupport@york.gov.uk

CYC Adult Social Care information: https://www.york.gov.uk/AdultSocialCare

2023-25 Market Position Statement: https://www.york.gov.uk/ShapingCare

mailto:AllAgeCommissioning@york.gov.uk
mailto:asctransformationteam@york.gov.uk
mailto:adult.socialsupport@york.gov.uk
https://www.york.gov.uk/AdultSocialCare
https://www.york.gov.uk/ShapingCare
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Key Contacts – Health and Adult Social Care

NHS Humber and North Yorkshire ICB: hnyicb-voy.yorkplacequalitynursingteam@nhs.net

iCG: John Pattinson johnpattinson@independentcaregroup.co.uk To join the iCG click here

Heather Bygrave- Relationship Team Manager Immedicare hbygrave@immedicare.co.uk

Dreams Team - dreamsteam@eastriding.gov.uk

Skills for Care: Home - Skills for Care                       

Training available

IPC Home - Infection Prevention Control

NHS Humber and North Yorkshire ICB- Training and Development Opportunities

Digital Update Newsletter sign up - Newsletter Signup - Digital Social Care

Workforce

Skills for Care https://www.skillsforcare.org.uk/Recruitment-retention/Recruitment-and-retention.aspx

Department of Health & Social Care https://www.adultsocialcare.co.uk/home.aspx

The DHSC social care reform Homepage -

Workforce wellbeing resource finder: Wellbeing resource finder

mailto:hnyicb-voy.yorkplacequalitynursingteam@nhs.net
mailto:johnpattinson@independentcaregroup.co.uk
https://independentcaregroup.co.uk/join-today/
mailto:hbygrave@immedicare.co.uk
mailto:dreamsteam@eastriding.gov.uk
https://www.skillsforcare.org.uk/Home.aspx
https://www.infectionpreventioncontrol.co.uk/
https://www.valeofyorkccg.nhs.uk/about-us/supporting-our-partners-in-care-quality-improvement-and-assurance-team/training-and-development/
https://www.digitalsocialcare.co.uk/newsletter-signup/
https://www.skillsforcare.org.uk/Recruitment-retention/Recruitment-and-retention.aspx
https://www.adultsocialcare.co.uk/home.aspx
https://engage.dhsc.gov.uk/social-care-reform/
https://www.skillsforcare.org.uk/Support-for-leaders-and-managers/Managing-people/Wellbeing/Workforce-wellbeing-finder/Workforce-wellbeing-finder.aspx
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