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Background to Practice Quality Audits 
September 2023 saw the formal launch of the refreshed Somerset Adult Social Care Practice Quality Framework (PQF) and the aligned monthly auditing schedule. 
The PQF sets out clear practice standards and expectations for our workforce and forms an important part of our governance and assurance approach.  It clarifies what good looks like and has been informed by people who draw on services.
Between September 2023 and February 2024, a total of 786 Practice Quality audits have been undertaken by staff at various levels across our service (including self audits and peer audits).  The audits have focused on the following practice standards:
	Month
	Audit focus
	Total audits completed

	September 2023
	Working with people
	180

	October 2023
	Case recording
	172

	November 2023
	Strengths-based assessments
	142

	January 2024
	Working with risk
	146

	
	Safeguarding people (addition)
	28

	February 2024
	Personalised care and support planning – to be discussed in March 2024
	118

	Total:
	786


Additionally, we are currently undertaking some focused Mental Capacity Assessment audits – results expected at the end of March 2024.
Auditors are encouraged to seek feedback from the person or their representative wherever feasible as part of ensuring the audit assessment is informed by the person’s own experience of the support provided.
Themes and feedback emerging from the audits are shared and explored at the subsequent monthly Practice Quality Board meetings and have also been promoted in our monthly Staff Highlight Reports.  Identified actions are logged and monitored for progress by the Practice Quality Board.
Our Practice Development Advanced Practitioners are also taking a key role in monitoring and disseminating information including via team meetings and CPD sessions, and progressing any recommendations, actions or learning arising from the audits.  Power BI reports have also been developed to support ‘drill down’ analysis to individual team or worker level to allow more targeted monitoring and activity.


Audit outcomes to date:
	Theme and practice standards
	Below
	Meets
	Exceeds
	N/A

	PQF Standard 1 - Working with people (Sept 2023)

	There is evidence from the records that the worker has built a positive relationship based on trust, kindness and respect
	4.5%
	67.6%
	25.1%
	2.8%

	People are fully involved and their voice, wishes and feelings are evidenced in our records
	5.6%
	67.2%
	26.1%
	1.1%

	Written documents are clear and precise, jargon free, and offers people information to make informed decisions
	4.4%
	79.4%
	14.4%
	1.7%

	We celebrate the individual strengths of the person and their networks
	8.9%
	67.8%
	18.3%
	5%

	We ensure people know who to contact and how to contact them, and we respond promptly keeping people informed or updated on progress or change
	7.2%
	67.2%
	22.2%
	3.3%

	PQF Standard 2 – Case recording (Oct 2023)

	Recording is of a good standard including grammar and spelling.  Records are written in plain language with no abbreviations or acronyms
	6.4%
	75%
	18.6%
	-

	Records are person-centred and capture the views, wishes and feelings of the person and/or relevant others throughout
	11.6%
	65.1%
	20.3%
	2.9%

	Decision making is defensible and clearly recorded.  Records are accurate, objective and clearly define between fact and professional opinion with valid supporting evidence
	9.3%
	72.7%
	16.9%
	1.2%

	Case notes are written within 48 hours of contact
	7%
	77.9%
	14.5%
	0.6%

	Case/transfer/closure summaries are used at relevant intervals
	16.3%
	56.4%
	8.1%
	19.2%

	Records are maintained in line with GDPR/data protection
	4.1%
	85.5%
	9.9%
	0.6%

	Records evidence a clear rationale for key decisions made
	9.3%
	72.7%
	16.9%
	1.2%

	PQF Standard 3 – Strengths-based assessments (Nov 2023)

	The assessment seeks to understand the person’s needs, wishes, preferences and outcomes, and is proportionate to the presenting circumstances
	3.6%
	67.6%
	26.6%
	2.2%

	People and families are recognised as experts in their own lives
	4.2%
	73.9%
	19.7%
	2.1%

	The focus is on what is strong in the person’s life and the impact their care or support needs have on their wellbeing
	6.3%
	74.6%
	16.2%
	2.8%

	Time is taken to understand the person’s aspirations, relationships, and explore opportunities to sustain or develop further networks of support
	4.9%
	73.9%
	17.6%
	3.5%

	The aim has been to prevent, reduce and delay needs wherever possible seeking local and community options as well as formal provision
	4.9%
	71.1%
	12%
	12%

	Specially trained staff have been involved as needed for specialist assessments (eg deafblind assessments)
	5.6%
	46.5%
	11.3%
	36.6%

	A whole family approach has been adopted by exploring the impact of the person’s neds on those around them, including children and carers.  The worker has been alert to potential safeguarding concerns
	2.1%
	58.5%
	17.6%
	21.8%

	The person’s care and support needs are clearly identified in the assessment and care plan documents, and we have provided them with a copy.  We have been clear which are eligible for funded support and those which are not, and why this is so
	9.9%
	69%
	11.3%
	9.9%




	Theme and practice standards
	Below
	Meets
	Exceeds
	N/A

	PQF Standard 4 – Working with risk (Jan 2024)

	We recognise that taking risks is part of life and approach risk in a strengths-based way by helping people to understand both positive and negative consequences so they can make informed choices
	8.3%
	67.6%
	21.4%
	2.8%

	We discuss and consider risk throughout our assessment conversations, supporting and planning and reviews, using risk assessment tools where needed and useful
	10.3%
	69.7%
	19.3%
	0.7%

	We ensure that we review relevant history to identify incidents, patterns or concerns where the nature of risks relate to the person or others
	9%
	63.4%
	26.9%
	0.7%

	We ensure, where risks are identified, that the person’s mental capacity to make decisions in relation to risks is evidenced in their records
	14.5%
	64.1%
	16.6%
	4.8%

	We work together with the person and their circle of support as appropriate to minimise, share and manage risks
	9%
	64.1%
	25.5%
	1.4%

	Safeguarding people – additional audits (Jan 2024)

	There is recognition of our responsibility to recognise, respond and report any safeguarding concerns and adopt a whole family approach where others are at risk (where appropriate)
	10.7%
	78.6%
	10.7%
	-

	We have sought to understand what will make the person feel safe by using a strengths-based, person-centred approach ensuring the person’s wishes and outcomes are heard and captured throughout
	-
	71.4%
	17.9%
	10.7%

	We have supported the person’s involvement by facilitating advocacy where and when required
	7.1%
	71.4%
	3.6%
	17.9%

	We have ensured professional involvement in a person’s life is proportionate and ensures the least intrusive response to the risk presented whilst maintaining professional curiosity throughout
	-
	82.1%
	14.3%
	3.6%

	We have ensured the person’s desired outcomes are identified early and have encouraged people to make their own decisions
	-
	64.3%
	14.3%
	21.4%

	We have taken a shared responsibility for exploring and managing risk, developing ‘keeping safe’ strategies and co-producing person-centred risk assessments and plans
	-
	85.7%
	7.1%
	7.1%

	Where any protective actions are declined, we have ensured these are recorded with clear reasons and shared with the person and relevant others
	3.6%
	46.4%
	3.6%
	46.4%





Learning or improvement opportunities identified, taken or underway:
Working with people:
· Operational team improvement plans (addressing productivity and performance including timeliness of allocations and data quality) underway. 
· Working with our teams and Somerset Customer Contact Centre to promote use of existing information leaflets and how to contact our teams 
Case Recording:
· Task and finish group established to promote a standardised transfer summary document and guidance for adoption across teams
· Focused work on addressing the use of acronyms and abbreviations within documents and records, and clarifying what commonly used acronyms stand for
Strengths-based assessments
· Support learning and understanding of financial processes and ‘write offs’
· Produce and promote an aide-memoire for defensible decision making
Working with risk:
· Progress targeted MCA Audits during February and March 2024 to offer the Practice Quality Board an indication of the quality of this activity in our service
· Practice Development Advanced Practitioners meeting with Eclipse case management system business support lead to develop and enhance the existing risk assessment tool
· Continuing Professional Development session to be delivered focused on ‘how to manage risk’ and how to complete the risk assessment form
· Promotion of the use of risk assessment forums in our Peer Forums
· Promote and reinforce guidance around effective contingency planning and upskilling guidance available on our TriX Policies and Procedures platform
· Promotion and delivery of existing Safeguarding Adult Board’s monthly practice update sessions, with 7th March 2024 session scheduled to cover the Multi Agency Risk Management Process 
Safeguarding people:
· Record keeping: reminding all staff of their responsibility to ensure Eclipse records are kept up to date, including closing all relevant worker/teams and concluding relevant forms, documents or case notes
· Exploring protocols for case management/re-allocation during worker absence to ensure effective oversight
· Ongoing work with our operational neighbourhood teams associated with allocation delays / mitigating risk on waiting lists supported through existing risk management guidance and expectations  
· Ongoing reminders about importance of adopting a holistic approach to practice that considers potential risk of harm to others 
Sample feedback gathered from people and carers using our services as part of the audit process:
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Sample feedback from people receiving services — Sept 2023

“She was very knowledgeable and
reassured me tremendously and put me at
ease. Itis nice and comforting to know

people are aware of my situation and able

to help me if I need it. | honestly wish there

were more people like her in the world”

Everyone has been ;

1l. My MND has been
deteriorating fast now and everything was put in place in a timely

“Lynsey always explained what she was doing. She is a very caring and
‘compassionate person always on time and communication is very
good from Lynsey she put mum at ease all the time”

way to support me. My wife recently went on holiday and | was

supported by an increase in the care to 24hrs at home. | had a
dinner party which my carer cooked for, whilst my wife was away.

We both appreciate everyone's support.

“She felt she did understand her needs but was frustrated at the lack of contact.
She says she has left several phone messages and texts asking for contact but no
reply. 3 forms (PTOR) were supposedly sent to her but she received none of them.
Someone eventually emailed the form to her husband whereby they completed
and returned it recorded delivery. Have not heard anything since”

Daughters advised that the process
with my involvement had been clear
and well supported, she had since
experience working with others and
had not found this as easy. Alison did
state that at times communication
was difficult but this was on both
parts as often we played phone tag

Family member said they were feeling
overwhelmed when client was admitted
to hospital and was re iative of
ASC input as they were unaware that the
help was available to support SH to find
an appropriate place to meet their needs.

She would have appreciated social care support to undertake an assessment to support in planning
for discharge and giving a steer on the support he needed, but when the worker found out he was

self-funding they declined to be involved.

did not go with him.

“David expressed that he has no complaints about the work | have
completed with him. David expressed that he is happy with my
communication with him and has been enjoying me visiting in him in
person to have big conversations around the care of his mother. David
expressed that he was really happy with the outcome of review and
that, he been provided more respite and weekly sitting hours. David
expressed that he feels like the local authority need to extend their
budget in the area of social care. He feels that the service is under
funded

We can honestly say that you have always fulfilled the elements of what people expect and what
Somerset people want to a very high standard and we are very grateful to you. Over more than a
year you have replied to our concerns very quickly and any action required has been very prompt
and you have foreseen useful solutions well in advance which have been subsequently actioned
after discussions with us. You have been a very kind and caring person to us during this time.

Telephone call to Wife of service user.
Who reported that she found the
worker to be excellent, she felt
informed of the process, which she
found very enlightening, thought the
worker was very good at her job, and

By then Mr X was moved to Yeovil hospital and information would award her a "Gold Star”
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Sample feedback from people receiving services (Oct 2023)

“Samantha advises that she's had separate feedback from the service user and their “David is very pleased Michelle is involved and describes having her involved as a real
mother, which was r¢ They scored her highly in terms of being included in ‘bonus'. Michelle has listened to the family's ideas and acted on these 'making it a

the decision making, v 4 them at all times. They also felt that Samantha was reality’. In the short time Michelle has been involved she has made a positive impact.
very supportive, noting her compassionate approach. Contacting the service user's ”
mother, she corroborates this account. The mother would often act as an
intermediary, relaying information between the service user and Samantha. She “The service user’s son with LPOA stated that he has a hard time to get updates from named SW
comments that this communication has always been via telephone, rather than in including being referred from one person to the other”
person. She reflects on how good Samantha has been compared to other social
workers and states that they've always felt very safe in Samantha's hands!” “Imade contact with the person's sister (main contact) according
B to Eclipse. She was frustrated with the interaction with the worker
“Tony advised that the information that i have given has been “The son said the worker had been and Somerset Council (SC). She advised she had made contact with

fantastic and was keeping them well
informed and supporting them and
he was aware of the assessment

SC several times and had either received a slow response or no
response at all. The worker completed the Care Act assessment
some 2 weeks from the date of allocation however even now the

helpful ,but the hospital team are not good at keeping patients and
relatives updated”

“Owen stated that he would rate Mark's support as a today and was going to feed into it via sister advised despite being told her brother met the criteria for
“solid 10". He explained that he and his mother felt phone as he is 3 hours away. He said support he was still waiting for the support to be put in place
very supported throughout both hospital admissions. that the hospital had been not been nearly 4 months on. | apologised on behalf of Somerset Council”
Mark has kept them up to date with discharge plans as good at keeping them informed
and they were aware of e.g. when equipment was when mom was in hospital, they had “Susan said that she is “very satisfied with Hatty and could not
delivered. Owen added that Mark "even came to visit 2 different doctors give 2 different think of anything Hatty could do differently or improve. Susan
us at home in the Bungalow after the first discharge". dates for her discharge” said that Hatty listens to her and respects her as a person. |
I asked if Mark explained the purpose of the visit and asked Susan if Hatty had an impact on her life, if anything has
it was stated that "Mark wanted to check in on us and Sheila confirms she received a telephone call from allocated changed since Hatty has been involved. Susan said that “Hatty
see where mum was sleeping." He added that there worker in June. She has not had any further updates from has helped me with shower issues and shown me dignity, this
was nothing negative to share and that he is very Adult se s, however she doesn't have POA, and has had help has been good for me and helps my life to be better”. |
grateful for the support he has received from Mark” her own health concerns to focus on. Sheila said she has asked if Hatty ke t and communicates what is
updates from micro provider, Sheila says she was told that happening? Susan said “yes”. | asked Susan if she felt Hatty was
Steven would have 4 x care visit's a day but is aware this has interested in her as a person, to which Susan said “yes”.

not happened”

| Asupported, skilled and flexible workdorce
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Sample feedback gathered — Nov 2023

"Good to meet a new social worker, felt listened to and "Ken was really helpful and engaged well with us. Ken listened to me and my Mum and other
empathy was acknowledged . Responded quickly following family members and arranged for Mum to have an advocate. Ken was very good at
a telephone conversation with reference to a review, And communicating and he kept.in touch with us and was considerate of my working hours. There are

enabled me to have an assessment for myself as a carer" conflicts between our family opinions about Mums care and support and Ken is managing this
well and keeping my Mums views completely at the middle of us all".

"The service user’s financial representative was concerned
that Adult Social Care took time to respond to these

"The husband said that he had difficulty

"Service user was pleased with the meeting. The service user R : :
in understanding the social worker and

liked that the meeting included the people that they felt were

request as she said she applied for capital drop last year important to them and could help to contribute to telling the grasp of the difference in the English
and got allocated this year in August. | explained that we their story since the previous review. The service user felt | language. The SW and the husband
are short-staffed which she indicated that she understood". listened and was positive and encouraging about the come from 2 different backgrounds and

countries. He felt the best had been

progress they has made over 12 months". ! ! ;
done but sometimes it was a bit

"I spoke to the client and his wife - the; f .
repF(J)rted that * Ash was very kind v “You have been amazing and have changed our lives for the m:_dffc_"e? v‘{mch‘cau;ecl fruitrat\o;\. [twas
understanding and pleased he could help us as better. we as a family were struggling to see the light at the end ‘a_ "t 'Zu Lt\_me_fc:rht € a";" ly as eff was
much as possible” - wife / carer. Client stated of the tunnel and feel like that has completely changed since a";'e:o;“x; '2 c:r:ir:mgsn?:st;: ;r‘;v:s
that " he was amazing, no complaints , he you have been involved. You have kept us up to speed every where closing"

listened to us and was so kind - absolutely step of the way and have ensured that Derek's needs are met.

wonderful thank you" We can't thank you enough” ‘Excellent- all through the journey you have been
there, explaining everything which was needed,
you've always been on the ball and ticked all the
boxes. Everything you've put forward to me has
always made sense and showed good insight and
willingness to work together. Even though we have
had a lot of problems with delays caused by other

"Client felt that it took a long time for me to identify her needs correctly and felt
progress (major home adaptations) was not made quickly enough, making her feel
frustrated and not listened to. | realise a lot of information was provided in my

n, which has caused her additional anxiety on top of
her already fragile mental health. As a result, | have made some changes to my
practice. | have created a visual flow chart plus photographs to explain to clients services-to do with the adaptations-you've never
the process and role of the occupational therapist for getting major adaptations dropped the ball and always been there. | can't

made to their home". believe how much support I've had.'
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Sample feedback gathered - Jan 2024

The family members in this case have stated they feel well informed regarding current
risks and discussed future planning for the best outcomes.

Service User was confused by the request for feedback initially but her carer was
present also and supported her with the feedback. The service user stated that she
feels that Helen's work has been good. She felt she wasn't getting anywhere with
other professionals and Helen has made good suggestions such as sleeping
patterns. Helen has given the service user help with obtaining support when she
didn't feel like she was getting anywhere with other professionals. The carer
commented that the input has been good and Helen has done very well, things are
coming together now.

Client has dementia and unable to give feedback. Call to husband who described Cerian as
‘lovely' he felt she listened to him and rang every couple of days to chase things up. He felt that

they worked together to ensure the correct support was in place for client.

“She described her experience with ASC as
‘disappointing.’ She said that there had been an
issue with communication- not enough
communication or in a timely manner. She wasn't
clear about the process of receiving Direct
Payments- and still hasn't received any money. (I
will chase Enham to seek to rectify this)”

The individuals family member said that "I have nothing
but praise for Carina, in all that she did". When asked they
advlsed that they felt their wishes had been heard and

1t. They felt that Carina explained
everythlng clearly and suggested and provided them with
the best alternatives.

My feedback is supported by both daughters; both of whom | have spoken with. They
can't praise Hannah enough for how person-centred she has been; listening to both the
individual and the two daughters. Both say how Hannah has taken time to build a
relationship with their father. Daughters have made a couple of complaints about the
delay in finding a settled placement due to processes and cost; however both made it
completely clear they are very happy with Hannah's work with their father's case and
stated she has his best interest at heart.

Spoke with the daughter in law who was very complimentary and praised Barbara for
working in a holistic manner considering both the service user needs as well as the

families

T/c made to Mr Barber as part of PQF auditing. He reported that OT
involvement has been ‘great'. He reported his allocated OT has
been ‘responsive’ and 'proactive’ responding to any queries he had
swiftly. He did not have any comments on how the work could be
improved and felt that he was satisfied with the OT's involvement.

Belinda stated that she has had his mobile number and
she was able to t s and he
marks "was the first person to assess my dad for
ntia” which i was very grateful for.

Telephone conversation with Mr W who stated that Mo
provided an excellent service and highlighted the benefits
of her recommendations and explained risks of non

Family member found the worker to be very professional and thorough and felt listened
to and that her loved one would receive the best support available. However more
recently it has been difficult to reach the allocated worker and this has caused some
anxiety as there had been concern about placement breakdown. This is now in hand, and
family are aware of plans.

adherence. Mr W stated that Mo was thorough in her work
by promptly reviewing her intervention to ensure Christine
achieved a positive outcome.

Asupported, skilled and flexible workforce
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Sample feedback gathered - Jan 2024
(Safeguarding)

Mrs RS remembers both Loveness and Dawn. Loveness for ‘her smile, she really listened to me’ and for being ‘polite and friendly’. She talked fondly of your
interaction and described you as ‘gorgeous’ with a lovely ‘soul’. Mrs RS tells me | am lucky to have you in my team. Dawn, Mrs RS said you were ‘really really
helpful, you know, she knew what she was doing. We didn't always get on, we had words, but Dawn took it alright’ . ‘Dawn listened when | needed it most and
helped me sort out my things’. Dawn, Mrs RS shared that you ‘knew what you were doing’ as you brought ‘the right people around to sort me out!". She is still
cross that her discharge from hospital was not ‘handled better’ and that the people who were arranged to do her clear up have thrown very important
documents away and personal effects. She said that this had upset you too as you had made different arrangements. | asked if Mrs RS felt you had a made a
difference to her life and she rattled off all the things that have now happened for her:

- 1year old grand daughter has been able to visit her home for the first time — this she talked about with such joy in her voice. All because her home is clutter
free.

- The Council are fitting her a new bathroom and kitchen and she has been able to pick her colour scheme

- Her family are now visiting her regularly and helping her; She has found a dentist and has an appointment planned in.

- She is collecting coins with birds on.

- She has welcomed a squirrel into her home, out of the cold.

- The birds living near her home are starting to be more active and she is enjoying watching them.

Mrs RS did say that she still feels ‘shut in" and that she needs help to get to the bank to withdraw money — she was going to ask family to support with this, or
‘the lady who comes sometimes’. Lovely chat with Mrs RS, very pleased to be asked for feedback, | was told she would ‘tell you if they were wrong'uns and there
weren't, | needed their help and they helped me — | am grateful'.

When | called during the peer audit, the person's father told Mrs J has reported feeling safer now that she has
me he was very happy with the enquiry, protection plan and shared her views with her children and with

the outcome. | was informed the person is now at Bright professionals. Mrs J expressed that she hopes the
futures. The person's father informed me Amy Rogers has assessment of both their needs and the support

carried out several safeguarding enquiries on his son and he they'll get will put the burden off Mr J's shoulders
and he'll be happy again as ‘he has too much to

feels happy and satisfied with the process and outcomes. deal with himself.

| Asupported, killed and flexible workforce
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Sample feedback gathered — Feb 2024

‘Son Phillip is pleased with the outcome for both his mum and dad as they will be back Service user’s daughter was happy that finally funding was
together again and receive the care and support they both need’. approved for her mom to remain at her placement. She
believed that if her mom was going to be moved that will
“I found Chris to be absolutely excellent. I've worked alongside many social workers in be detrimental to her health and wellbeing.

my time, and not all of them have been great but Chris always called me when he said he

would; | could always contact him, and he'd call me back if not available. He was always 1 spoke to wife, she said the enquiry process went
very helpful (giving an example of where he made changes to a planned family meeting well. However ’she said it can be stressing to look
to ensure everyone could attend). He always spent a lot of time with my dad and put his afte; her husband

needs first. He was very patient and had a very nice personality. He built a wonderful ;

relationship with my dad when he fell and broke his ankle and spent 6 weeks in

Minehead receiving rehab. Chris got in overnight care as dad couldn't cope alone at Mrs H, husband and daughter all state they are
night and he worked tirelessly to get nightime carer. He managed to get dad into appreciative of having a named OT they can contact,
Westerley. | can't see how how things could be improved - I've made my fair share of relationship built and awareness of history.

complaints in my time. Some people shine out and go above and beyond, and want to
make a difference. | admire people who go the extra mile - he needs an OBE!"
Telephone call to the person,

Sue is cross that she has been placed in residential care, however she does not however the carer answered as the

"I feel our interactions have been really good. remember being offered extra-care housing as an alternative and continues to person was unwell in bed due to -
You have been so helpful with your say that she also wouldn't accept this as she is not a “renter”. Her family have their health condition. The carer said
knowledge and guidance and keeping me commented that work undertaken was very thoughtful and they are very that all they have P_\e?rd from _the i
informed of progress. | think you do an grateful for the support their mum has received. They were also thankful of the person about Ash is ‘lovely things'.
amazing job. I know it's not always easy level of patience Sue was offered as felt at times she could be quite difficult due
having to correspond with different to her cognitive impairment.
companies. Thank you"

Once allocated Lindsey dealt with my sister quickly and kept me Husband feels he has been suppol.'le(.i we!l with supporting his wife Sarah with

informed at every stage. A good outcome and completed over a a permanent placement due to their situation. Husband also had no concerns

ahort period of time. The pereon ssid that the worker provided an to raise. Sarah lacks the capacity to understand her situation but has engaged
s od ot ’ ! - well with myself and feels supported with her care.
‘excellent’ service. They said that Lindsey was effective and
responsive and listened.
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