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Improving outcomes 
and tackling 

inequalities within  
our communities

What next?
All projects are now live 
and Coventry residents 
will now benefit from 
the support. We will 
continue to work our 
Accelerated Reform 
Partners to evaluate the 
impact that they have on 
people’s lives. 

In March 2024 as part of a national initiative to drive innovation 
in Adult Social Care Coventry and Warwickshire received 2-year 
funding from the Department of Health and Social Care, called the 
‘Accelerated Reform Fund’.   

ACCELERATED REFORM FUND PROJECTS  
FOR ADULT SOCIAL CARE

The main aim of the 
Accelerated Reform Fund is to 
address barriers to adopting 
innovative practice and build 
capacity and capability in Adult 
Social Care, there is a particular 
focus on supporting carers as 
part of the initiative. 

The project involved working 
across the Integrated Care 
Board with our colleagues in 
Warwickshire, deciding upon 
the projects we wanted to 
explore based on what people 
have told us and feedback we 
have received.  

In Coventry we’ve launched the 
following projects;

Bridgit Care

 
Bridgit Care is an online, easy 
to navigate self-help tool for 
carers, that can be accessed 
day and night.  The tool has 
helpful modules that help 
people navigate different areas 
of support specific to their 
caring role and populates a 
self-help plan. 

Shared Lives – 
Supporting Recruitment 
There are many wonderful 
examples of how Shared Lives 
makes a difference to people’s 
lives but recruiting new Shared 
Lives can prove challenging.  

We used funding to develop the 
marketing of Shared Lives and look at 
how we recruit and get Shared Lives 
carers on board. This included making 
a short video, launching a bus back 
campaign and using radio adverts.

My Time
My Time is a project run by a Liverpool 
based charity called Local Solutions, 
they work with hoteliers, leisure services 
and local businesses to secure a range 
of different breaks for carers to access.  
A range of breaks are now available 
from local businesses, including 
Coombe Abbey, the Slug and Lettuce 
and Historic Coventry.  

 

Pictured left to right: Gabrielle Boro, Richard 
Harrison, Hazel Brown and Michalina Kryska, 
with Faye Mackey and Cllr Linda Bigham 
(seated) at Coombe Abbey Hotel

Carer Support at 
University Hospital 
Coventry and 
Warwickshire (UHCW)
 Through our feedback from 
carers we recognised how 
important the right support 
was whilst in hospital, 
preparing for a discharge 
and making sure there is 
good access to information 
and advice. The additional 
funding has meant we are 
able to fund an additional 
carer hospital liaison worker, 
to support and identify 
carers whilst in hospital. We 
hope this will mean earlier 
access to support and 
better identification of carers 
in the hospital setting.   
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COVENTRY and
WARWICKSHIRE

Shared
Lives

A room to spare
and a life to share

If you have a spare room 

in your home and time to 

support an adult with social 

care needs in Coventry and 

Warwickshire, we would love 

to hear from you.

Full training, support and a generous allowance is included.
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In Adult Social Care we place 
adults and their carers at the 
heart of everything we do. We 
are committed to ensuring that 
people with care and support 
needs and their carers can be 
equal partners in planning and 
shaping future developments in 
Adult Social Care.  But we know 
we’ve still got some way to go 
with this. 

Behind the scenes we’ve been 
continuing working hard to try 
and develop our own approach 
to co-production and ensuring 
that we are involving people in 
the development of services, 
something as simple as ensuring 
we get feedback along people’s 
journeys, to being part of 
recruitment decisions to helping 
shape and create new services. We 
have developed the ‘Engagement, 
Involvement and Co-production 
Our Approach’, a document which 
outlines our key commitments 
to making this happen. We want 
to ensure that the involvement 
of people with care and support 
needs and carers becomes 
standard practice.  

coventry.gov.uk/downloads/
file/39258/adult-social-care-
engagement-involvement-
and-co-production-it-s-our-
approach

We have been looking at any 
barriers that might exist to 
involvement and have produced 
a policy for reimbursement of 
expenses and fees for participation.

We are also continuing to seek 
feedback from people accessing 
our support via our Experience 
Survey which also asks if people 
want to receive more information 
about Adult Social Care and ‘get 

involved’, growing the group of 
people we can engage with. It 
also asks people for one change 
or improvement they would like to 
make to the support they have or 
are receiving. We read all of these, 
contact people if they need support 
and take action on any themes. 
coventry.gov.uk/health-social-
care-say-getting-involved/
getting-involved-adult-social-
care/2

In 2024 we also introduced two new 
experience surveys;

•	 A Safeguarding Experience 
Survey, capturing people’s 
experience of Section 42 
safeguarding enquiries 

•	 A Direct Payments Experience 
Survey, seeking to find out 
more about what it’s like 
receiving a Direct Payment in 
Coventry, what’s working well. 
things people may like to see 
changed and to get involved in 
a peer group. A Direct Payment 
Strategy has been informed by 
feedback from people receiving 
Direct Payments including direct 
quotes from people identifying 
how Direct Payments help and 
what difference they make.

We want to continue to grow the 
number people who want to be 
involved and hear their views. 
We produce regular bulletins or 
newsletters for people interested in 
Adult Social Care which includes 
updates on developments and 
details of forthcoming opportunities 
for getting involved. 2,108 people 
are receiving our Adults Bulletin 
and 4,334 people our carers. 
If you want to be added to our 
newsletter circulation list, please let 
us know, by subscribing yourself; 

coventry.gov.uk/downloads/
download/7329/adult-social-
care-bulletins

coventry.gov.uk/downloads/
download/4473/e-bulletins_for_
carers

Where we have acted on feedback, 
will share this on our webpages 
via a ‘We asked, you said, we did’ 
page.

coventry.gov.uk/health-social-
care-say-getting-involved/said 

Co-production and Engagement
Improvement through continuous learning is embedded within how we do our work but one of 
most important ways we learn is by listening to, involving and engaging with those who have ‘lived 
experience’.

https://www.coventry.gov.uk/downloads/file/39258/adult-social-care-engagement-involvement-and-co-production-it-s-our-approach
https://www.coventry.gov.uk/downloads/file/39258/adult-social-care-engagement-involvement-and-co-production-it-s-our-approach
https://www.coventry.gov.uk/downloads/file/39258/adult-social-care-engagement-involvement-and-co-production-it-s-our-approach
https://www.coventry.gov.uk/downloads/file/39258/adult-social-care-engagement-involvement-and-co-production-it-s-our-approach
https://www.coventry.gov.uk/downloads/file/39258/adult-social-care-engagement-involvement-and-co-production-it-s-our-approach
http://coventry.gov.uk/health-social-care-say-getting-involved/getting-involved-adult-social-care/2
http://coventry.gov.uk/health-social-care-say-getting-involved/getting-involved-adult-social-care/2
http://coventry.gov.uk/health-social-care-say-getting-involved/getting-involved-adult-social-care/2
http://coventry.gov.uk/health-social-care-say-getting-involved/getting-involved-adult-social-care/2
http://www.coventry.gov.uk/downloads/download/7329/adult-social-care-bulletins
http://www.coventry.gov.uk/downloads/download/7329/adult-social-care-bulletins
http://www.coventry.gov.uk/downloads/download/7329/adult-social-care-bulletins
http://www.coventry.gov.uk/downloads/download/4473/e-bulletins_for_carers
http://www.coventry.gov.uk/downloads/download/4473/e-bulletins_for_carers
http://www.coventry.gov.uk/downloads/download/4473/e-bulletins_for_carers
http://www.coventry.gov.uk/health-social-care-say-getting-involved/said
http://www.coventry.gov.uk/health-social-care-say-getting-involved/said
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June the groups co-chair 
said: 

"The stakeholder group is 
a friendly group of people 
that live in Coventry with 
different experiences of 
health and social care, 
whether from their own 
personal experience or the 
people who they support 
and care for, there are 

also voluntary groups and 
other professionals that 
attend.  
We meet at alternate 
months to discuss any 
updates and be given an 
opportunity where we can 
influence the improvement 
of services.  As I am 
someone who has worked 
in the community and 
Hospital for many years, 
I also care for several 
people, I know how 
important it is that you get 
the right information at 
the right time, as I attend 
the group, I can bring my 
experience and knowledge 
to improve services for the 
people of Coventry."

Adult Social Care Stakeholder Group 
The work of Adult Social Care continues to be supported by our Stakeholder Group, who meet regularly to 
discuss any updates and influence the improvements of the service.  The group is made up of Coventry 
residents who are experienced in how services work.

To find out more about Getting Involved you can 
access the webpage.

coventry.gov.uk/health-social-care-say-getting-
involved/getting-involved-adult-social-care

We have a live 
demographic dashboard 
which tells us who is 
accessing adult social 
care compared to the city 
population and we are 
using this information to 
inform our approaches. 
We have updated all our 
public information which 
identifies that they can 
be made available in 6 
main languages used 
in Coventry – Polish, 
Punjabi, Urdu, Arabic, 
Romanian and Tigrinya. 
We have also produced 
our safeguarding posters 
in these languages 
alongside specific 
information about 

safeguarding in Arabic 
as this is one of the most 
requested languages 
for translation and more 
recently our Direct 
Payments leaflets into 
Punjabi, Urdu, Arabic and 
Gujarati.

coventry.gov.uk/
ASCpublicinformation

In 2022 we started to hold 
open days, inviting people 
to come and hear more 
about Adult Social Care 
and get involved. We have 
continued to hold events 
through 2024/25. This year 
we’ve held two sessions 
at the Dementia Hub 
and a transitions session 
at the Cheylesmore 

Community Hub. We have 
also attended partnership 
sessions this year this 
included a session at the 
Muslim Resource Centre 
(Health and Wellbeing 
Event), Penderels Direct 
Payment Event and events 
during carers week. Also 
‘Pop ups’ as we like to call 
them. The pop-up events 
help us speak to a wide 
range of people, people 
that might not be receiving 
Adults Social Care, 
might not have heard of 
our support and people 
who self-fund their care.  
We've made sure we have 
a wide range of staff, 
such as occupational 

therapists, social workers 
and always a popular one, 
the financial assessments 
team. 

 
What’s next and 
looking forward
We recognise that 
there is always more to 
do, and that learning is 
an ongoing process. 
We want to get people 
more involved in the 
commissioning of 
services and also 
ensure information 
gets to those who need 
it most.
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A random 
selection 
of people 
with caring 
responsibilities 
who received 
an assessment 
or review within 
12-month 
period prior to 
1 September 
2023

Enhancing the quality
of life for people
with caring 
responsibilities

Ensuring that 
people with caring 
responsibilities have a 
positive experience  
of care services  
and support

Ensuring people with 
caring responsibilities are 
included and consulted in 
discussions about 
the person they  
care for

Carers reported  
quality of life

7 out of 12

of carers said they were 
satisfied with the support 

they received

Survey respondents 
age between 25 and 96, 

average was

65
33%

male 

67% 
female

41%	 had physical support

17%	 memory and cognition 

25%	 unknown 

and the rest included learning 
difficulties, mental health issues  
and other needs

About the survey

26%
said they had  
almost as much  
social contact 
as they would like

60%
said it was fairly easy  
to find information 
about services

69%
of people with caring 
responsibilities felt 
included or consulted  
in discussions about the 
person they care for

300
people gave 

feedback during 
October to 

November 2023

Understanding the views and experiences  
of Adult Social Care CARERS 2023/24

PERFORMANCE HIGHLIGHTS 
On a yearly basis Adult Social Care undertake a survey of the experience of adults in 
receipt of support and every other year we undertake a survey of the experience of 
carers.  These infographics shows our performance.  This information helps us set our 
future priorities and identify any areas for improvement.  

Of the people who 
were being cared for

33%

39

The next survey will take place at end of 2025



Understanding the views and experiences of Adult Social Care 
PEOPLE WITH CARE AND SUPPORT NEEDS 2024/25

Respondents 
were people 
who were 
accessing 
long term 
support as 
1 December 
2024

Enhancing the  
quality of life for  
people with care  
and support needs

Ensuring that 
people have 
a positive 
experience of  
care services  
and support

Ensuring that 
people who are 
vulnerable  
feel safe and  
protected from 
harm

People scored their 
quality of life

19.6 
 out of 24

7 out of 10  
people said they 

were satisfied 
with the social 

care and support 
they received

72% 
said services received  
helped them feel safe

Over 49% 
said they had as  

much social contact  
as they would like

Almost 8 out of 10 
people said they have 

enough control over their 
daily life

Of the people who  
were supported 

52% had physical support 

30% learning difficulties

the rest had other needs

About the survey

73%
said it was fairly easy to find 
information and advice about 
support, services or benefits

Survey respondents 
aged between 18 and 

103. Average age

66
740
gave feedback 
during January 
and March 2025

45%
male 

55% 
female

40

over



Understanding the views and experiences of Adult Social Care 
PEOPLE WITH CARE AND SUPPORT NEEDS 2024/25

In 2024/25 
we received 

85
complaints 
BUT  
2x more 
compliments 

185

41

Complaints and Compliments
Everyone has the right to 
receive a good level of 
service and we want people 
to get the best possible 
support from us. Listening to 
people's views helps us to 
put things right and improve 
our services for the future, 
so comments, compliments, 
complaints and suggestions 
are important and always 
welcome.  

coventry.gov.uk/
health-social-care-
say-getting-involved/
adult-social-care-
comments-compliments-
complaints/3

In 2024/25 we received 85 
statutory complaints but over 
2 times more compliments 
(185)

"I want to thank you all for 
everything you did for mum; 
you put the joy in her day 
and I know this because 
she'd get off the bus and 
be humming coming up 
her stairs and her mood 

would be so much 
lighter." (Staff at Gilbert 
Richards Centre)

"Very big thanks for 
coming out to see Mum 
and myself yesterday 
to talk through the 
Telecare system and 
then coming back in 
the same day to install 
and get things up and 
running. Thank you 
for your patience and 
working through those 
moments and chatting 
with Mum which made 
a real difference as she 
seemed settled and 
a lot more on board 
when I was leaving 
last night with further 
reassurance from 
myself." (Telecare)

Adult Social Care had 
10 Local Government 
and Social Care 
Ombudsman (LGSCO) 
Ombudsman complaints 
in total, 4 being upheld.

www.lgo.org.uk/your-
councils-performance

Each year the Council 

produces an Adult 
Social Care and Local 
Government Social 
Care Ombudsman 
(LGSCO) Complaints 
Annual Report which is 
approved by the Cabinet 
Member for Adult 
Services. This provides 
an overview of our 
response to complaints 
and learning.

coventry.gov.
uk/downloads/
download/781/
adult_social_care_
complaints_and_
representations_
annual_reports

In 2024, our complaints 
leaflet was updated, 
identifying its availability 
in other languages and 
easy-to-read leaflet has 
been developed. 

coventry.gov.
uk/adult-social-
care-strategies-
policies-plans/
adult-social-care-
public-information

S75 
PARTNERSHIP 
AGREEMENT  
We have a Section 75 
Partnership Agreement 
with Coventry 
and Warwickshire 
Partnership Trust 
(CWPT) for the delivery 
of integrated mental 
health services.

This agreement, dating 
back to 2014, is renewed 
every 3 years. As part of 
the agreement and each 
year the Partnership Trust 
produces its own Annual 
Report of the performance 
of the partnership 
arrangements to provide 
integrated mental health 
services in Coventry and 
Warwickshire. This report 
when published will be 
available via the Trusts 
website:  
www.covwarkpt.nhs.uk

http://www.coventry.gov.uk/health-social-care-say-getting-involved/adult-social-care-comments-compliments-complaints/3
http://www.coventry.gov.uk/health-social-care-say-getting-involved/adult-social-care-comments-compliments-complaints/3
http://www.coventry.gov.uk/health-social-care-say-getting-involved/adult-social-care-comments-compliments-complaints/3
http://www.coventry.gov.uk/health-social-care-say-getting-involved/adult-social-care-comments-compliments-complaints/3
http://www.coventry.gov.uk/health-social-care-say-getting-involved/adult-social-care-comments-compliments-complaints/3
http://www.coventry.gov.uk/health-social-care-say-getting-involved/adult-social-care-comments-compliments-complaints/3
http://www.lgo.org.uk/your-councils-performance
http://www.lgo.org.uk/your-councils-performance
http://www.coventry.gov.uk/downloads/download/781/adult_social_care_complaints_and_representations_annual_reports
http://www.coventry.gov.uk/downloads/download/781/adult_social_care_complaints_and_representations_annual_reports
http://www.coventry.gov.uk/downloads/download/781/adult_social_care_complaints_and_representations_annual_reports
http://www.coventry.gov.uk/downloads/download/781/adult_social_care_complaints_and_representations_annual_reports
http://www.coventry.gov.uk/downloads/download/781/adult_social_care_complaints_and_representations_annual_reports
http://www.coventry.gov.uk/downloads/download/781/adult_social_care_complaints_and_representations_annual_reports
http://www.coventry.gov.uk/downloads/download/781/adult_social_care_complaints_and_representations_annual_reports
http://www.coventry.gov.uk/adult-social-care-strategies-policies-plans/adult-social-care-public-information
http://www.coventry.gov.uk/adult-social-care-strategies-policies-plans/adult-social-care-public-information
http://www.coventry.gov.uk/adult-social-care-strategies-policies-plans/adult-social-care-public-information
http://www.coventry.gov.uk/adult-social-care-strategies-policies-plans/adult-social-care-public-information
http://www.coventry.gov.uk/adult-social-care-strategies-policies-plans/adult-social-care-public-information
http://www.coventry.gov.uk/adult-social-care-strategies-policies-plans/adult-social-care-public-information


CELEBRATING OUR STRENGTHS 
Awards and Good News

Organisational Health Check 2024/25
In Adult Social Care we have a long-standing commitment to seeking 
feedback from staff and undertake an Organisational Health check 
approximately every two years. The results are published on the 
Council's Adult Social Care public webpages. This commenced in 
2017/18.   

Throughout all the Organisational Health Checks undertaken, response 
analysis has shown we have consistently had positive responses to our 
professional development opportunities, support received and positive 
working cultures.  
 
In 2024/25 responses included:

Adult Social Care  Organisational Healthcheck 2024/25 (Previous surveys were undertaken in 2022, 2019 and 2017)

40% have worked for the Council over 10 years, compared to 52% in 2022.  18% are new employees with less than 2 years ( from 13% in 2022, 
from 27% in 2019), 16% have 2-5 years service ( from 20% in 2022) and 26% have 5-10 years service.  The vast majority of respondents (98%) are on a permanent contract.

9 out of 10 respondents agree with the statement “I have access to best  practice, research and evidence materials”

Respondents

82
 from 83 in 2022
 from 92 in 2019
 from 80 in 2017

11
(13%) 

Occupational 
Therapist

36
(44%) 

Social Worker

35
(43%) 

Social Care 
Professional

Laptop or tablet

MS Teams

Sharepoint

Smartphone

IT Support

Interpretation

Legal Support

Meeting space
Lockable drawer

Advocacy
Business Support
Financial Support

Other
None of the above

100%

99%

96%

91%

88%

72%

56%

54%

50%

39%

39%

33%

2%

0%

I have access to...

Professional development

In 2024 problems with IT occurred more frequently compared to 2022

Satisfaction with Care 
Director training went up 
compared to 2022-23
How satisfied were you with the Care Director training you received?Problem with Sometimes FrequentlyCare Director 70% (71%) 20% (19%)Sharepoint 46% (45%) 1% (=)MS Teams 60% (67%) 7% (4%)Laptop 76% (81%) 9% (4%)Photocopying 40% (47%) 13% (5%)Scanning 34% (37%) 15% (6%)Mobile Phone 45% (47%) 26% (10%)

agree that Care Director case management tool ‘reasonably”or “to a large extent” supports their work (73% in 2022, 77% in 2019)
18% of respondents felt that they spent 80% or more of their time inputting into Care Director (29% in 2022)

72% 
Partially
51%

Not very
25%

Completely
24%

To what extent 
do you feel that  
Care Director 
supports your 
work?

37%

43%

21%

19%

45%

36%

35%

53%

13%

2024-25 2022-23 2019-20

84% agree there are relevant opportunities to enable me to meet their CPD needs

87% of Social workers say their learning & development needs are mapped against the Professional Capabilities Framework

47% of OTs say their learning & development needs are mappedagainst the OT Post QualifyingFramework

82% said their training and development needs were identified through supervision and appraisal

89% agreed that the training organised helps them to understand and meet the needs of service users and carers

85% said that the training they attend is challenging, engaging and of good qualityand helps their practice

67% agreed that their induction prepared them for their specific role in the Council

0 20 40 60 80 100

Caseloads 

65% of staff say their 
caseload is fair and 
manageable (73% in 2022, 
81% in 2019, 43% in 2017)

48% of staff say they 
have sufficient time to 
work effectively with 
the service users on 
their caseload most of the time (51% in 2022, 54% in 2019, 43% in 2017)

Team culture % who strongly agree/agree
77% say work issues  
are shared openly 
(89% in 2022,  
86% in 2019)
79% feel able to raise 
concerns with managers 
( 81% in 2022,  
88% in 2019)
89% feel able to 
raise concerns  
about workloads 
(94% in 2022,  
96% in 2019)

89% have sufficient 
autonomy to practice 
creatively with my 
service users (93% in 
2022, 95% in 2019)
83% say caseload is 
appropriate to their 
level of knowledge and 
experience (89% in 
2022, 87% in 2019)
46% have sufficient time 
to work in additional 
responsibilities (49% in 
2022, 50% in 2019)Team meetings take place more frequently…

84% get regular feedback/updates from management (86% in 2022, 90% in 2019)
95% of respondents know and recognise partly  or all of the Adult Social Care Management Team (=95% in 2022 & 2019)
73% know and recognise the Adult Principal Social Worker (76% in 2022, 86% in 2019)

Supervision takes place more frequently… 83% say supervision takes place monthly or most months

51% said that supervision 
sessions never or rarely get 
postponed or cancelled. 
( 69% in 2022)
84% of respondents have had an appraisal in the past year 
(88% in 2022, 86% in 2019)

73% are completely 
or to a greater extent 
satisfied with the quality 
of supervision (84% in 
2022, 80% in 2019, 
 69% in 2017)
61% get opportunity 
in their supervision for 
reflection and emotional 
support and 77% 
discussion of learning 
and development 
(73% & 78% in 2022, 
65% in 2019).  
38% get coaching or 
mentoring opportunities 
(51% in 2022, 29% 
in 2019)

81% respondents 
are completely or to a 
greater extend satisfied 
with the support 
received from line 
managers/supervisors 
where they have 
complex cases 
(92% in 2022).
61% have never or only 
once or twice needed 
to make an important 
decision regarding a 
case and have not been 
able to access support 
(73% in 2022)

Career development
What TWO things are most helpful to support your future career development?

I feel more positive about my 
role and employment with 
CCC than I did a year ago
Yes 40%  
(52% in 2022, 54% 
in 2019, 43% in 2017)
No 60%  
(37% in 2022, 30% 
in 2019, 46% in 2017)
66% of respondents saw 
themselves working for 
the Council in 5 years time 
(81% in 2022, 90% 
in 2019)

Statement Completely 
Agree

Partially Agree Not at all Agree
Communication 
between staff and 
senior managers 
is effective

29%
(33% in 2022)
(38% in 2019)

62% 
(57% in 2022)
(54% in 2019)

9%
(11% in 2022)
(8% in 2019)

Staff are consulted 
and involved in 
proposed changes

13%
(18% in 2022)
(14% in 2019)

67%
(61% in 2022)
(76% in 2019)

20%
(=20% in 2022)
(10% in 2019)Statement Always/Often Sometimes NeverI look forward to 

going to work
59%
(64% in 2022)
(66% in 2019)

35%
(34% in 2022)
(28% in 2019)

6%
(2% in 2022)
(=6% in 2019)I feel enthusiastic 

about my job
67%
(58% in 2022)
(74% in 2019)

28%
(42% in 2022)
(24% in 2019)

5%
(0% in 2022
(1% in 2019))Practice being culturally competent and inclusiveOn a score from 0 to 10, with 10 extremely confident and 0 not confident at all, the average confidence rating was 8, and over half (57%) scored themselves  8 or higher.

Every month/
most months 
56%

Every week/
two weeks
38%

Never
1%

Every six 
months
4%

Less 
frequently
1%

Once or twice 
in the last six 

months
16%

Once or 
twice in the 

last year
1%

Monthly/ 
most months
83%

0 10 20 30 40 50 60 70

Career development coaching or mentoring, 66%

Learning and development, 60%

Secondments,
22%

Job
rotation,
12%

Work 
shadowing, 20%

Other, 21%

  Not very 
satisfied

  Partially 
satisfied

  Completely 
satisfied

94% said had team  
meetings every  
week or  
month

I started working at Eric 
Williams House (internal 
care home provider for 
people with dementia) in 
2017 on a relief contract, 
this swiftly became a 
full-time support worker 
position and progressed 
to their first Activities Co-
ordinator role.

Whilst I enjoyed my time 
with the residents and 
developing the role at 
Eric Williams House, I 
became aware that I 
wanted to develop my 
skills and my knowledge 
further. Support work 

had been my life since 
the age of 16 and I have 
adapted my work to look 
after my family and raise 
my children. They soon 
became of an age where 
I could start to think about 
my career and how I could 
move this forward.

I initially applied for the 
Community Case Worker 
(CCW) and was offered a 
job as a CCW in the Intake 
Team in Adult Social Care.

I have been with the team 
for coming up to three 
years now, the team are 
very supportive as are 

the team leaders and 
managers. I thoroughly 
enjoyed the challenges 
that we face and the 
diversity of the work that 
we see in the Intake Team. 
I enjoy learning from 
my more experienced 
peers and social workers 
and finding solutions to 
what can be challenging 
situations for the people 
that we are supporting. 

I also have a caring role at 
home for my son who is 
autistic and my mother-in-
law who is 84. When I feel 
that the time is right, I 

 

 
 

would like to consider 
progressing further with 
a social work degree. 
Adult Social Care is very 
supportive of career 
progression and provide 
these opportunities 
for those who wish to 
progress further. 

• 	84% of staff 
agree there are 
relevant Continued 
Professional 
Development 
opportunities

•	 84% get regular 
feedback/updates 
from managers 

•	 95% know and 
recognise partly or 
all of Adult Social 
Care Management 
Team 

•	 79% feel able to 
raise concerns with 
managers

 

•	 89% feel able to 
raise concerns about 
workloads 

•	 89% feel have 
sufficient autonomy 
to practice creatively 
with service users

 

 ANGELA’S CAREER JOURNEY IN ADULT SOCIAL CARE
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Social Work Degree Level  
Apprenticeship – third cohort graduates!Approved Mental Health 

Professional (AMHP) 
Annual Report 2024/25
We have produced our first Annual 
Report which we hope will aim to increase 
understanding of the role by providing 
information about what Approved Mental 
Health Professionals are, what we do and 
our legal requirements. This is a report 
based on Mental Health Act assessments 
undertaken by Coventry Approved Mental 
Health Professionals (AMHPs) during the 
year 2024/25.

Approved Mental Health Professionals 
(AMHPs) are registered professionals (social 
workers, nurses, occupational therapists, 
or psychologists) who have undertaken 
additional training. AMHPs are (amongst 
other duties) responsible for setting up 
and coordinating assessments under the 
Mental Health Act and, if necessary, making 
applications to detain (“section”) people in 
hospital for assessment and treatment of 
their mental health needs.

The report will be published on our Adult 
Social Care webpages 
coventry.gov.uk/adult-social-care-
strategies-policies-plans

Over the recent years, 
to meet the increased 
demand in social care, 
the routes to becoming 
a qualified Social Worker 
has increased and varied. 
One of these is the Social 
Work Degree Level 
Apprenticeship, this is a 
three-year course, and the 
focus is on both academic 
and practice development. 
In 2019 Coventry Adults 
and Children enrolled their 
first cohort of apprentices 
at Coventry University 
and have since continued 
to offer and support this 
opportunity. In 2024 we 
had one Adult Social Care 
apprentice graduate, 
Joanne Unsworth, who 
was in the last cohort at 
the Coventry University. 
We currently have 
six apprentices who 
completed the SW Degree 
Apprenticeship, seven 
currently on the course at 
Warwick University and four 

awaiting to undertake a 
course in September 2025.

Joanne said:

"the Apprenticeship 
Degree enabled me to 
build on my existing skills 
whilst developing them 
through academic study 
and bringing theory into 
practice. It (my graduation) 
was a truly fantastic day 
and I feel honoured to have 
been given the opportunity 
to complete my degree 
through the Apprentice 
route. Without the support 
from Coventry I would 
never have had the chance 
to study and achieve a 
Degree.”

We are also pleased 
to be supporting 
the Occupational 
Therapy Degree Level 
Apprenticeship with 
three members of staff 
undertaking the degree.  
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Adults Services Wellbeing Event

Adult Services held a fourth wellbeing event 

in 2025, and this year changed from a week 

to a month to allow as many staff as possible 

to engage and benefit. 

Principal Social  
Worker Annual Report
 Most areas have a Principal Social Worker for 
Adults and Children’s, supported by national 
and regional networks. The Care Act 2014 says 
local authorities should make arrangements 
to have a ‘qualified and registered social work 
professional practice lead’ in place.

In support of ensuring visibility for the role and 
celebrating achievements, our Adult's Principal Social 
Worker, Andrew Errington, has produced a sixth 
annual report.

The month was 

organised as an 

opportunity to reflect on 

our own wellbeing and 

perhaps learn some 

new ways of looking 

after ourselves and 

our health. It was in 

recognition of the hard 

work, commitment and 

efforts staff put into their 

job. This was also a 

brilliant way of showing 

appreciation and value, 

by focusing an entire 

month on the importance 

of their wellbeing.  

There were a variety 

of sessions on offer 

which included virtual 

sessions focusing on 

learning new skills, 

boosting well-being and 

how to prevent burnout. 

Community Care Inform 

and Care Knowledge 

shared a host of well-

being tools, research and 

tips on maintaining good 

physical and mental 

health. There were also 

appointment-based 

sessions for nutrition 

and blood pressure/

cholesterol levels. The 

event was well received, 

and the plan is for this 

to be an ongoing annual 

staff event, seeking 

feedback from staff on 

how future events will be 

organised. 

Annual Report of the  
Adults Principal Social Worker 2024/25  
Key Achievements and Developments

This graphic describes the work of the  
Adults Principal Social Worker (PSW)  
Andrew Errington for Coventry City Council 
during 2024/25.

 What is PSW?

Care Act 2014 states a PSW should; 

• be visible across the organisation

•  support and develop effective conditions  
for practice

•  oversee quality and improvement of practice 

•  have direct contact with the Adults    
Director and front-line practice 

The PSW for Adults, Andrew Errington 
commenced in post in July 2016 and is 
the Head of Safeguarding and Practice 
Development.

 Workforce Development 

Updated the Learning and Development 
portfolio for Adult Services in ensuring 
access to a range of relevant and current 
virtual and in person training opportunities.

89 training events relevant to Social 
Work attended by 1113 staff

3 dedicated CPD events and refresher 
training for deafblind assessors 

Training events held with a focus on legal 
literacy and ensuring assessment and 
support is inclusive and engages with 
sexuality, gender identity and religion, belief 
and spirituality.

Hosted a 7th ‘virtual’ annual practice week 
with the Children’s PSW providing access to 
a week of practice focused events

665 staff attended the 7 events during 
the week 

Further Adult Services Wellbeing week in May 
2024 with staff attending various online and 
in person activities and events focusing on 
health and wellbeing. Next event planned for 
June 2025.

 Social Work Education

Embedding links with our local Higher 
Education Institutions Coventry and Warwick 
Universities and supporting the West 
Midlands Social Work Teaching Partnership.

Practitioners supporting teaching on the 
Adults Module at Coventry University.

Continuing to support new routes into Social 
Work, including the new Degree Level Social 
Work apprenticeships.

Third cohort of 2 apprentices qualify 
and first cohort graduate at Warwick 
University, 5 members of staff 
undertaking the Degree Level SW 
apprenticeship, 2 further places planned 
for 2025.

 Meeting Standards 

Supporting the Post Qualifying Standards 
for SW Practice Supervisors, commissioning 
supervision training and purchased reflective, 
theory and self-cards practice for every 
supervisor to use

Prepared practitioners for the 5th renewal 
with their Social Work Regulator ‘Social Work 
England’. 

Launched a new ‘Learning Hub’ for front line 
staff.

Preparing for CQC Assurance Frameworks.

 Strength Based Approaches  

Continuing to support Strength-based Practice 
Framework with Motivational Interviewing 
training and coproduced with practitioners a 
direct work resource with a range of tools to 
support communication and engagement.

https://www.coventry.gov.uk/
directworktoolkit

Continued to chair Complex Case and Risk 
Enablement Panel discussions.

Leading on establishing the demographic 
profile of people accessing Adult Social Care, 
exploring experiences of different communities.

 Practice Development Roles

SW Practice Development roles are supporting 
newly qualified Social Workers, promoting 
Practice Education and providing practice 
support to front line staff and managers

Supporting 12 new NQSWs (as of end of 
March 2025)

3 primary placements for SW’s

3 new SW Practice Educator trained

 Practice Quality 

Practice Quality Assurance Framework 
with new simplified audit system. Includes 
observation of practice, practice and 
supervision audits. Allows organisational view 
on practice themes.

330 audits undertaken in 24/25 (as of end 
of March 2025)

Embedding the senior managers quality 
assurance activity, receiving and feeding 
back on examples of case work and 
undertaking customer interviews.

Developed a Practice Development, Learning 
and Improvement Framework systematic way 
of identifying organisational wide learning, 
areas of improvement and sharing best 
practice across the organization and making 
use of ‘Practice Learning Alerts’.

Commenced a quarterly Quality and 
Experience Review meeting, receiving and 
reviewing findings from the range of activities 
providing any feedback and insights into the 
quality of support and experiences of those 
accessing Adult Social Care.

Continue to update a ‘We asked, You said, 
We did’ process to ensure any improvements 
identified by quality assurance and 
experience approaches are subject to 
feedback  https://www.coventry.gov.uk/
health-social-care-say-getting-involved/
said

 Priorities for 2024/25

•   To continue to develop strength-based
 tools and techniques in practice, their  
 translation into conversion and   
 recording, with a focus on inclusive   
 practice 

•  To continue to focus on practice quality   
 and to engage in different ways with the  
 experience of people accessing Adult   
 Social Care

• Embed the Practice Development,   
 Learning and Improvement Framework 

 Professional Curiosity 

Ensuring practice informed by evidence and 
curiosity, raising the profile of our subscription 
to ‘Community Care Inform’, ‘Care Knowledge’, 
and ‘SW Connect’ helping staff to stay up 
to date on the latest expert information and 
legislation to help day to day practice.

354 staff are now using Community Care 
Inform 

112 staff are now using Care Knowledge

87 staff now accessing SW Connect       

9 in 10 respondents in health check survey 
agree with the statement ‘I have access to best 
practice, research and evidence materials’.

Commenced use of ‘Research Circles’ brings 
together practitioners and academics to attend 
a reflective session to read and review a piece 
of research.

  Policy and Best Practice 
Guidance

Chairing the Adult Services Policy Group, 
ensuring policy and public information are 
accessible to all relevant staff and up to date. 

Championing the use NICE National 
Guidelines, part of a national research study 
on the use of Guidance and producing a 
WM resource for frontline staff ‘How can 
NICE guidance support evidence informed 
SW practice’ (in conjunction with NICE 
implementation field team).

https://www.coventry.gov.uk/downloads/
download/7491/nice-guidance-support-
evidence-informed-social-work-practice

Policy lead and author of key policies and 
guidance. 

Reviewed, updated and produced a new suite 
of public information for Adult Social Care. 
Ensuring public information note availability 
in the 6 main languages used in Coventry.

https://www.coventry.gov.uk/
ASCpublicinformation

Translating key safeguarding information and 
posters into different languages.

https://www.coventry.gov.uk/downloads/
download/4244/safeguarding_adults_
information_leaflets_and_posters

Leading Diversity & Inclusion work including 
joining the Social Care Workforce Race 
Equality Standard (SC WRES) and publishing 
first Action Plan

https://www.coventry.gov.uk/adult-
social-care-strategies-policies-plans/
social-care-workforce-race-equality-
standard-sc-wres-action-plan-1

Organisational wide CPD programme in 
relation to ‘Social Graces’ arranged.

 Practice Leadership 

Elected Co-chair of the West Midlands Adults 
Principal Social Worker Network until 2025 
(chairing network since January 2017).

PSW research associate supporting the 
development of a research culture in the 
region https://www.wm-adass.org.uk/
improvement/research/

Undertaking regional virtual ‘safe and 
effective practice reviews’ in support of CQC 
assurance preparations.  

Member of S75 Board and ICB leadership 
governance boards.

 Safeguarding Adults

Supporting the work of the Safeguarding 
Board through chairing the SAR subgroup. 
Supporting Board multi-agency learning 
events on key issues.

https://www.coventry.gov.uk/coventry-
safeguarding-adults-board/workforce-
development 

Trialing new approaches to seeking people’s 
feedback on safeguarding enquiries 

Member of the WM Safeguarding Leads 
network 

Chair of the Safeguarding Adult Review (SAR) 
subgroup

 Engaging and Coproducing  

Co-chair of the Adult Social Care ‘Stakeholder 
Group’. Supporting development of 
coproduction and engagement activities 
including an annual schedule of community 
engagement events.

https://www.coventry.gov.uk/downloads/
file/39258/adult-social-care-engagement-
involvement-and-co-production-it-s-our-
approach

Leading on the production of Coventry’s 
‘Local Account’, an annual report reflecting 
on the work of Adult Social Care.

https://www.coventry.gov.uk/info/192/
adult_social_care_strategies_policies_
and_plans/1399/annual_report_for_adult_
social_care

Leading ‘real time’ experience survey to seek 
feedback from people, identify areas for 
improvement and to ask people if they want to 
get involved.

https://www.coventry.gov.uk/health-
social-care-say-getting-involved/getting-
involved-adult-social-care

Introducing new surveys for safeguarding and 
DPs.

  Celebrating and 
Connecting with Practice 

Virtual networks and forums in place for staff 
engagement continued.

Supporting Adult Social Care Celebration 
event.

Keeping in touch with staff via the Adult 
Services E Bulletin and ‘Let’s Talk’ sessions.

coventry.gov.uk/downloads/download/5650/adults_principal_social_worker_annual_reports

https://www.coventry.gov.uk/downloads/download/5650/adults_principal_social_worker_annual_reports


45

OUR SUCCESSES AND DELIVERING  
ON IMPROVEMENTS  
Updates from 2024/25
Since the last Self-Assessment and Annual report were published, Coventry’s Adult Social 
Care services have made significant strides in enhancing support for individuals and 
communities. This provides a brief summary of some our key successes and improvements 
from 2024/25.

Supporting hospital discharge and 
increasing independence through our 
Improving Lives Programme
Our Improving Lives approach, delivered with NHS 
partners was an ambitious programme to implement 
community led discharge through integrated teams of 
health and social care professionals who would focus 
on getting people back home with the maximum 
degree of independence. The programme trialled 
early in 2024 and by July 2024 we achieved city-wide 
roll out of our Community Integrated Teams.

Enhancing support to unpaid carers 
We continued the delivery of our carers action plan. In 
2024/25 we further developed our support to unpaid 
carers in Coventry as highlighted in the Annual Report.

Annual Reviews of care and support plans 
During 2024/25 we reached a performance of 66.4% 
for completion of annual reviews. This is marked 

increase on the previous three years, improving 
our review performance and assurance that we are 
meeting the care and support needs of people in 
Coventry in a timely and appropriate manner.

Responding to people when they first  
make contact 
Following a review of our early help team approach, 
we have enhanced our "waiting well" offer to ensure 
robust oversight for individuals seeking support. 
This encompasses those requiring assessments or 
reassessments, equipment provision, or outreach 
services such as hoarding support. Our Occupational 
Therapy service has introduced dedicated clinics 
to address the increasing demand for support with 
tasks like bathing and navigating stairs. These clinics 
provide an accessible option for individuals to receive 
assistance promptly, circumventing the need to wait 
for an individual visit from an Occupational Therapist. 
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Developing our Direct Payment offer 
We have engaged on and implemented a new Direct 
Payments strategy which clearly sets out how we will 
improve our Direct Payments offer and ensure that 
Direct Payments are a meaningful option for more 
people with care and support needs and carers 
coventry.gov.uk/downloads/file/44404/asc-direct-
payment-strategy

Supporting our international recruits 
We have developed effective support mechanism for 
both international recruits and employing providers 
through;

Employers’ forum

The provider forum is where social care employers who 
employ international recruits come together to discuss 
issues within the sector, solve problems and share their 
good practice with others. 

‘Welcome to Coventry’

Welcome sessions for International Recruits. These 
welcome sessions will bring together a range of 
organisations and partners from across the city who 
can provide support in legal, employment, education, 
and food/wellbeing. 

Using technology to enhance our 
support offer 
We have increased our use of new technology to 
support the delivery of care and support services 
through the Technology Enabled Care (TEC) Pilot as 
mentions in this Annual Report and;

Digital Transformation Funding –  
Digitising of Care Records 

As part of NHS England’s Digital Transformation 
Strategy, Coventry City Council, in partnership with 
Warwickshire County Council and the Coventry and 
Warwickshire ICB, has led on promoting the transition 
from paper-based record keeping to approved, digital 
solutions amongst regional home care and residential 
providers. 

Supporting our diverse communities 
We have improved our capacity and capability in 
supporting the different communities and diversity of 
needs within the city through; 

Social Graces 

Developing the capacity of our workforce to respond 
to the diverse needs of our community we have 
implemented an organisational wide programme of 
Social Graces training. This will better enable our 
workforce to engage confidentially with residents on 
issues of diversity. 

Access to information 

We have improved the accessibility of information 
through increasing the provision of easy read and 
translated materials. Our experience surveys are also 
now available in a range of communication methods 
enabling feedback from more diverse groups.

Leadership development 
As a City Council, we have invested in leadership 
development through the ‘Owning and Driving 
Performance’ Leadership Development Programme 
which all senior leaders from our Service Manager 
level to our Chief Executive are participating in. The 
aim of this programme is to develop the culture of the 
organisation to be performance and development 
focussed, empowering people to make a real 
difference for the residents we support.

We will do everything in our power to enable people across Coventry and Warwickshire to pursue happy, healthy lives and put people at the heart of everything we do.

http://www.coventry.gov.uk/downloads/file/44404/asc-direct-payment-strategy
http://www.coventry.gov.uk/downloads/file/44404/asc-direct-payment-strategy
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This section provides an explanation of some definitions and terms that 
appear throughout this document. 

‘One Coventry’ One Coventry is how we describe the Council’s objectives, key 
strategies and approaches. It includes the Council’s vision and 
priorities; new ways of working; and core areas of activity.

Think Local Act Personal’s  
‘Making It Real’ Framework

Making it Real is a framework to support good personalised 
care and support for providers, commissioners and people who 
access services.

Integrated Care Systems (ICSs) Integrated care systems (ICSs) are partnerships of 
organisations that come together to plan and deliver joined up 
health and care services, and to improve the lives of people 
who live and work in their area.

Promoting Independence Short-term services which aim to maximise the independence 
of the individual. At the end of the support, ongoing care and 
support services will be arranged as required.

Short-term Support Short term support that is intended to be time limited, with the 
aim of maximising the independence of the individual and 
reducing or eliminating their need for ongoing support by the 
Council. 

Safeguarding Safeguarding is how we work with people to prevent them 
experiencing harm from others or sometimes themselves. It 
includes helping people recover when they have been abused.

Carer Assessment If you care for someone, you can have an assessment to see 
what might help make your life easier. This is called a carer's 
assessment.

No Recourse to Public Funds A person will have no recourse to public funds when they are 
‘subject to immigration control’. A person who is subject to 
immigration control cannot claim public funds (benefits and 
housing assistance), unless an exception applies.

Paid Relevant Person 
Representative (PRPR)

A Paid Relevant Person Representative (PRPR) is a professional 
advocate appointed to represent and support individuals who 
are deprived of their liberty under the Deprivation of Liberty 
Safeguards (DoLS) when no suitable friend or family member is 
available.

Making Safeguarding Personal 
(MSP)

'Making Safeguarding Personal' (MSP) is an approach to 
Safeguarding that aims to ensure that the person (adult at risk) 
and/or their advocate in relation to the safeguarding enquiry, are 
fully engaged and consulted throughout and that their wishes 
and views are central.

GLOSSARY
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Technology Enabled Care (TEC) Technology Enabled Care involves using digital tools and 
software solutions to deliver improved health and social care 
services. These telecare services can support and enhance 
more traditional in-person services to help make care more 
convenient and accessible for people.

Co-production When an individual influences the support and services 
received, or when groups of people get together to influence 
the way that services are designed, commissioned and 
delivered.

Adult Social Care Outcomes 
Framework (ASCOF)

The Adult Social Care Outcomes Framework (ASCOF) 
measures how well care and support services achieve the 
outcomes that matter most to people.

Approved Mental Health 
Professionals (AMHPs)

An AMHP is approved to carry out functions under the Mental 
Health Act 1983. The role of the AMHP is to coordinate the 
assessment of individuals who are being considered for 
detention under the Mental Health Act 1983.

Section 75 Partnership 
Agreement

These partnership agreements, legally provided by the NHS 
Act 2006, allow budgets to be pooled between local health 
and social care organisations and authorities. Resources and 
management structures can be integrated, and functions can 
be reallocated between partners.
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USEFUL CONTACTS
Adult Social Care and Communities Directory 
This online directory has all the information and advice you need  
in one central place, so you can find the information you need easily. 

cid.coventry.gov.uk

Council contacts and mental health services 

Adult Social Care Direct The first point of contact for any referrals 
into Adult Social Care.

024 7683 3003 

Emergency out of hours  
(After 5pm Monday to Thursday, 
4.30pm on Friday and through 
the weekend)

For urgent enquiries / emergencies only 
outside of normal office hours. 

024 7683 2222

Main Council  
Customer Services

The main switchboard for  
Coventry City Council.

080 8583 4333

Mental Health  
Access Hub (Crisis 
Resolution and Home 
Treatment Team)

Run by Coventry and Warwickshire 
Partnership Trust (CWPT), this is the first 
point of contact for people accessing 
CWPT mental health services. 

080 8196 6798

Other organisations 

Age UK Coventry Supporting adults 18+ providing 
information and advice, support and 
groups. 

024 7623 1999 

Alzheimer’s Society 
Coventry 

Supporting adults with a diagnosis of 
dementia and their families with the 
provision of information and advice and 
group-based support. 

033 3150 3456

Carers Trust  
Heart of England 

One-stop shop for unpaid carers  
of all ages. 

024 7663 2972 

Coventry & 
Warwickshire MIND 

Support for people living with a mental 
health condition.

024 7655 2847 

Macmillan  
Cancer Support 

Cancer Support Service. 024 7696 6052 

SEND Information,  
Advice and Support 
Service

Providing information and advice to 
young people with disabilities and special 
educational needs. 

024 7669 4307

https://cid.coventry.gov.uk/
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Special thanks to...
Muthu
Alva

Mohammed
Mathew

Katie
Graham and Hazel

Bob and Bhanu
Lucy 
Sam

Marion
Gerald 
Betty

June and our Stakeholder Group
All care providers across the city 

The staff at Adult Social Care 
All our partners

Contact us 
You can contact us about this report at:  

getinvolved@coventry.gov.uk

You can contact Adult Social Care Direct at:
Email: ascdirect@coventry.gov.uk

Call: 024 7683 3003

Next Generation Text  
(also known as Text Relay and TypeTalk)  

Call 18001 024 7683 300

More information about Adult Social Care can be found at:
coventry.gov.uk/adultsocialcare 

If you require this information in another language or format, please email 
ascdirect@coventry.gov.uk
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