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Health Education England – Feedback Report – January 2021 

Background 
In early 2016 Avenues was given the opportunity to apply for Positive Behaviour 

Support training funding, being granted by Health Education, Kent, Surrey and Sussex 

(HEKSS).  The funding for the project was for an initial 3 years, with an understanding 

that it could be extended following a review by the HEKSS Programme Manager, 

should the need arise.  The Avenues Group was due to celebrate its 25th anniversary 

in 2018, and we knew that it would mark the beginnings of a new strategy providing 

a stronger focus on how Positive Behaviour Support (PBS) and Person Centered Active 

Support would be at the heart of everything that we do when supporting people with 

complex needs and behaviours that are often described as challenging. We realised 

very quickly that the funding from HEKSS would help us in achieving these ambitions. 

 

Our vison, that everyone should have the opportunity to be an active citizen and 

engaged in the community where they live, and our mission to challenge and 

overcome the disadvantages people face through illness, injury and disability are 

supported by our values of Respect; Excellence; Integrity and Pride. 

 

As a social care provider we are extremely proud of the work that we do and the 

positive impact that the support we provide has in creating brighter futures and better 

lives.  When we start supporting someone it is often because their circumstances have 

changed, whether it is the need for a different support package or moving to a new 

home.  After working with someone and getting to know them, we begin to see 

positive changes – We describe this as the ‘Avenues effect’ 

 

This approach can be explained best by reading Clare’s and Simon’s stories. 

Clare’s Story 
"It’s a huge weight off my shoulders knowing that she is okay again. My daughter is 

now close by, she is living life the way she wants and she is happy. I can’t tell you what 

this means to me." 

 

Clare has autism and complex needs. After being sectioned under the Mental Health 

Act she had been admitted as an inpatient to an assessment and treatment centre. 

She didn’t have many opportunities to go out and her family lived too far away to visit 

on a regular basis. 

 

The transition from the assessment and treatment centre to her own flat involved many 

steps of a period of months to make sure that Clare was ready to move. Her new 

support team spent time building a relationship with her and getting to know more 

about her interests and hopes for the future so that they could plan how best to 

support Clare when she moved. 

 

“I’m extremely happy with Clare’s response to the team. Her personality has really 

shone out now that she has freedom to express herself and control her life the way 

she wants.” Mel, Service Manager. 
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The team works with Clare using a mixture of person-centred active support and 

positive behaviour support. As a result, Clare is now feels more in control. She is able 

to plan her day with her support team using a visual timetable. Small changes like this, 

which the team have introduced gradually, have made a difference to Clare’s 

quality of life. 

 

The positive changes in Clare’s behaviour have allowed her to become more active 

and even adventurous. Her team has supported her to discover new hobbies, as well 

as encouraging her to take part in day-to-day tasks like shopping. Clare is supported 

to go out at least once a day and her new passion is horse riding, which she does 

once a week. 

 

Clare’s family are happy to see how much her life has improved. They now live much 

closer to Clare and enjoy their regular visits at her new home. 

Simon’s Story 
Simon has profound learning disabilities and complex needs relating to his physical 

disabilities. Before coming to Avenues, Simon had spent most of his life in an 

institutional setting. His support workers noticed early on that during the day Simon 

rarely engaged in any activities. At night, he slept very badly, often waking up 

screaming and crying. The support team were concerned that Simon was unhappy 

and knew that something needed to change. 

 

The team decided to support Simon using active support. They started with daily tasks,  

such as doing the laundry, encouraging Simon to pull the washing off the line and put 

the clothes in the basket. One member of the support team noticed that Simon 

enjoyed feeling the different kinds of material. The team then decided to support 

Simon to do other types of sensory activities, and as time went on, Simon became 

more and more engaged with his surroundings. 

 

As a next step, the support team held opportunity sessions with Simon to discover new 

activities he might be interested in trying. Opportunity sessions are a way of finding 

out someone’s interests by presenting different activities to them, either through 

images or through doing an activity for the first time, to see how they respond. 

 

Over time, Simon has picked up many new interests, and he now enjoys gardening, 

watching football, sensory sessions, hydrotherapy, candle making and participating 

in local community events. 

 

Simon now sleeps very well and rarely needs assistance during the night. His quality of 

life has improved and his support workers are pleased with his progress. 

 

We realised and understood that it would take commitment and skill to embed 

Positive Behaviour Support and Active Support, if we were ensure that it would be at 

the heart of everything that we do when supporting people with complex needs and 

behaviours that are often described as challenging.  This is why we undertook an 

adventurous project that was supported by funding from Heath Education England, 

with assistance from our ‘critical friends’ at The Tizard Centre, University of Kent. 
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Another driver for this particular project was to prepare Avenues for the Transforming 

Care initiative.  NHS England research was clear that there are too many people in 

assessment and treatment centres staying for too long and too few sustainable 

community alternatives.  Many people are in assessment and treatment centres 

inappropriately, but the move to community support requires significant increase in 

skilled support workers and their practice leaders.  Our aim was to increase the 

number of staff within Avenues, who have skills in PBS and Active Support.  We strongly 

believe that PBS and Active Support are fundamentally rooted in person centred 

values, aiming to enhance community presence, increasing personal skills and 

competence and placing emphasis on respect for the individual being supported, 

which support the Mission, Vision and Values as an organisation.  

 

Although we had existing PBS and Active Support training programmes in place, the 

funding granted by HEKSS gave us the opportunity to develop these programmes 

further, and to develop our PBS specialists and our employees in our services.  These 

short video clips delivered by two of our Practice Development Leads explain what is 

meant by PBS and Active Support. (Copy the link into your web browser) 

https://www.youtube.com/embed/15vr1_seo2s 

https://www.youtube.com/embed/HllLvUrsuUY 

Our Aim 
Our operational organisational structure helped us to identify the priorities in what was 

an ambitious plan to train 8 Area Managers, 25 Service Managers and 6 physical 

intervention trainers in the BTEC Professional Certificate in PBS.  The qualification would 

be delivered by the NHS Wales, University Health Board E.Learning Programme.  The 6 

physical intervention trainers would also complete the Award in Education and 

Training qualification, as this would provide them with a first level teaching 

qualification, which was also a requirement of our BILD accreditation.  

 

It was also part of our plan that our senior PBS Lead who had qualified with a distinction 

in the PBS Diploma through her study at the Tizard Centre, University of Kent, would go 

on to complete the Master’s Degree in Intellectual and Developmental Disabilities.  

This two year part-time programme would provide us with an in-house expert who will 

be responsible for defining, monitoring and advising on best practice and delivering 

relevant PBS and Active Support training courses. 

What we did 
We enrolled the relevant staff members onto the PBS courses and set them off on their 

course of study.  To support them at this time, our four PBS Leads acted as their 

Mentors.  The course proved challenging for some more so than others, and this was 

particularly noticeable in regards to their job role and the complexities of their 

services, due to workload and capacity.  To support some of these challenges we had 

to review service rotas and capacity to allow for study time, which was not originally 

anticipated.  

 

We used this opportunity to review the structure and job roles of our Practice 

Development and Assurance Department to ensure that we could deliver our 

strategy going forward, this was of particular importance to us as an organisation as 

we knew we were looking to get involved in the Transforming Care initiatives. 

https://www.youtube.com/embed/15vr1_seo2s
https://www.youtube.com/embed/HllLvUrsuUY
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We also used this opportunity to review the content of our PBS and Active support 

training, for support staff through to managers, so that it reflected the competency 

framework that had been developed by the Challenging Behaviour Foundation, and 

the feedback we received from students from the Tizard Centre, University of Kent 

who supported us in looking and base-line measurements of active support across 

some of our services.  The impact of this review also meant that we reviewed our 

internal ‘My Plan’ tool which is in place for each of the people that we support, and 

also how we approached the use of Key Workers, and their roles and responsibilities.  

Both reviews resulted in updating our materials and internal training courses that 

covered these topics. 

 

It was important to us that we heard from, and involved families when reviewing our 

PBS and Active Support strategy.   Valuing People (The White Paper Valuing People DOH 2001) 

called for a new relationship between families and staff in learning disability services.  

It proposed that the voices of family carers are heard, and that they should be treated 

as partners in policy development and implementation, including their involvement in 

staff training and development. 

 

At Avenues we believed that the relationship between families and ourselves can be 

at best brilliant, filled with mutual respect and appreciation for each other’s role, but 

at worst it can be fueled with anger, frustration and a number of barriers that prevent 

a true sense of person-centred support. 

 

Although not planned to be a part of our original aims of this project, we decided to 

use this opportunity to develop a set of workplace principles and learning resources 

aimed at developing the skills and knowledge of our workforce in supporting and 

working with families, as there are currently no nationally set guidelines for what kind 

of learning and development might look like or contain.  We believe that working with 

families is an important part of the role of the social care workforce.  Family needs are 

diverse and complex, so how the workforce communicates, supports and works in 

partnership with families can have a significant impact on an individual’s care and 

support. 

 

The Valuing People Report identified that in many services a culture has developed 

that sees families as a problem and difficult to work with… ‘Services need to find 

constructive and positive ways to work with families in the best interests of people with 

learning disabilities’.  

 

The Government and leading organisations across the health and care system are 

committed to transforming care for people with learning disabilities and/or autism and 

mental health problems or behaviour that challenges. The shared vision and 

commitment were set out in the Concordat signed in the wake of the events at 

Winterbourne View. 

 

Sir Stephen Bubb’s report, published in November 2014, made a number of 

recommendations to organisations across the health and social care system, one of 

which was to strengthen the rights of people with learning disabilities and their families. 

Sir Stephen also talked about the fact that people with learning disabilities and/or 

autism and their families should be given a ‘right to challenge’ decisions to admit or 

continue keeping them in inpatient care.  
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In regards to Transforming Care – The Challenges and Solutions report written and 

published by VODG (Voluntary Organisation Disability Group), identified that one of 

the challenges identified was that “Support to family members who themselves have 

also often been through significant trauma and/or abuse is often not considered, 

factored into proposals or costed.  Yet the support needed by families is intensive and 

critical to the ongoing sustainability of the support to their loved ones.  Without 

responsive ongoing support to families, there is likely to be a knock on impact on the 

quality of community-based support to the individual”. 

 

At Avenues we believe that a skilled workforce is required as they need to have the 

flexibility to work with people who may have experienced high levels of 

institutionalisation.  Specific skills sets may be needed, for example, to support people 

who have experienced exploitation, are vulnerable or have experienced trauma and 

abuse.  The workforce may also need to be trained in supporting people who have 

been through the community justice system. 

 

To understand and to develop a competency framework that would help support 

staff when working with and supporting families, Avenues believed that it was 

important to hear from family members, so undertook a survey from a cross section of 

families that it supports.  We received feedback from 93 family members which 

provided valuable insights into the needs of family members and the support needed 

when keeping in touch and involved with families. 

 

In addition to this, we ran a number of Focus Groups with family members to explore 

their feedback further and also looked at research carried out by other social care, 

or associated organisations, in order to help shape and inform a competency 

framework (See Appendix 1at the end of this document).  

 

We asked 17 questions in the survey relating to aspects of people’s lives and the 

support and expectations of family members.  It came as no surprise that the six most 

important things to family members were identified as: 

 

 

 

 

 

 

 

  

  

 

 

 

TRUST 
95% strongly agree 

5% agree 

HONESTY 
93% strongly agree 

7% agree 

CONSISTENCY 
73% strongly agree 

27% agree 

FLEXIBILITY 
47% strongly agree 

48% agree 

5% no strong opinion 

 

RELIABILITY 
88% strongly agree 

12% agree 

RESPECT 
58% strongly agree 

38% agree 

4% no strong opinion 
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This also led us to review the role and expectations of our Key Workers and the 

introduction of a Key Worker training programme, which also led us to introducing a 

‘My Plan’ document that was and is completed for all of the people that we support, 

with input from families, the people that we support, external specialist and staff 

teams. 

Outcomes 
Four Area Managers, 14 Service Managers and 4 Physical Intervention Trainers 

completed their course of study.  Those that did not complete the course was as a 

result of having to pull-off the course or due to the fact that left the organisation.  The 

knowledge and understanding of PBS and Active Support principles have improved 

and they are acting as ‘Practice Leaders’.  Staffs knowledge and understanding has 

improved since attending the PBS and Active Support, Key Worker and My Plan 

training session. 

 

Having more robust training in PBS and Active support, along with other newly 

developed courses which were not originally envisaged ie Key Worker and My Plan 

training, has seen are a greater ‘proficiency’ and not just greater ‘competency’ with 

our staff teams whilst also being able to evidence one of our strategic goals of 

providing better lives for the people we support with complex needs. 

 

Staff attend PBS and Active Support training sessions and have input in to Service Users 

support plans.  Staff teams are provided with local support from our PBS Leads, which 

supports and encourages employee engagement.  Some feedback from staff having 

attending PBS and Active Support training includes: 

 

“Rather than getting a takeaway, we decided to do some cooking together.  It was 

so much more rewarding both for myself and the person that I was supporting”. 
(Assistant Service Manager) 
 

“Our role is to help the people we support to be as independent as possible…to be 

respectful, it’s their home and it’s all about giving the person choices and activity 

whilst supporting them…”. (Service Manager) 

 

“I have no doubt that the personal development that I have received through 

attending PBS and Active Support training has changed the way that I provide 

support – I no longer ‘do for’, I ‘do with’. (Support Worker) 

 

“The training we received would only work if I was prepared to change how I did 

things, and my own behaviours – so I did, and it works”. (Support Worker) 

 

“The training and support is so important.  The PBS Team are excellent at helping us 

to understand behaviours that people label as ‘challenging’.  But wouldn’t you be 

‘challenging’ if you were being ask to do something you didn’t understand? (Senior 

Operations Manager) 

 

“I do take pride in what I do, the training is so good, it makes a difference to 

people’s lives”. (Support Worker) 

 

“PBS and Active Support training is a really good example of seeing training put into 

practice”. (Learning and Development Manager) 
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Some examples of how our renewed approach to PBS and Active Support are 

illustrated below:- 

 

 

 

 

 

 

 

 

 

A letter from Scott 
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The links below demonstrate some Active Support in action (Copy the link into your 

web browser) 

https://we.tl/t-g2ZVy59Ls0 

The link below demonstrates the importance of family involvement (Copy the link into 

your web browser)  

https://www.youtube.com/embed/Mr3e1IWGCbs 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://we.tl/t-g2ZVy59Ls0
https://www.youtube.com/embed/Mr3e1IWGCbs
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Key Milestones 
 

  

Start 
2016 

Ongoing 
2020 

January 
2016 

Application for funding 

confirmed 

 
Project scope 

 

February 

2016 

Contact with Tizard Centre 

and University of Wales 

 

February 
2016 

Review of project scope 

 

March 

2016 

Review of in-house PBS & 

Active Support training 

provision 

July 
2016 

Review of PBS 

team/department 

 

October 
2016 

Launch of revised 

PBS/Active Support training 

 

February 

2017 

 Commenced PBS Diploma 

programme 

 

April 
2017 

Working with Families 

project launched 

 

Further review of PBS & 

Active Support training 

provision 

Restructure of the PBS 

Team/Department 

 

February 
2018 

April 
2019 

September 
2019 

Launch of Working with 

and Supporting Families 

training 

April 
2018 

Launch of new PBS 

Framework 

 

September 
2019 

August 
2018 

Working with families 

project review and update 
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It wasn’t all smooth sailing… 
There were a number of challenges and lessons learnt along the way that also 

provided us with a number of recommendations as an organisation, some of which 

are appropriate to other organisation and agencies who have embarked, or are 

considering embarking on a similar journey.  These include:- 

 The importance of having clear objectives, whilst understanding that the world 

of social care is forever evolving.  Having ambitious targets can sometimes be 

a barrier, but did not prevent us achieving a great deal.  We also found that 

the overall project took us in different directions, and we needed to be clear if 

that direction was appropriate to the project or not. 

 We underestimated of how much of an impact the additional learning and 

personal development had on the ‘day job’, and allowance have to be made.  

Careful and considered discussions were needed with line-managers 

throughout the project. 

 Commitment levels where high at the start of the project, and raised levels of 

motivation and excitement amongst the staff teams involved.  However we 

leant that not everybody commits to the same level, and if the momentum is 

not maintained, then enthusiasm and commitment can diminish quite quickly. 

 Some individual learners needed more support than others, and it was 

important that a support structure via coaching and mentoring became a part 

of the process. 

 Inevitably we lost a few employees along the way due to staff turnover, which 

can never be totally predictable.       

 Releasing staff for training due to budget restraints and shift cover, was on 

occasions problematical.  As an organisation our philosophy is that the ‘Service 

always comes first’, but of course this pushes back objective completion dates, 

and at times could have compromised the overall project. This was when we 

needed and gained the support from senior managers within the organisation.  

 Not wanting to over promise and under deliver when working with families. 

 Overcoming budget restraints, particularly in regards to contracted hours of 

support did at times appear to restrict Active Support activities and events, and 

we had to look very carefully as to how rotas could be managed more 

effectively to help overcome these any barriers. 

 Be prepared to go off on different tangents.  Like many projects, it sends 

people and the organisation down many different pathways.  
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And of course it’s not over… 
This ambitious project was just the start, and helped us to change our thinking in 

regards to our approach to PBS and Active Support, and more!  We have recently 

implemented a new PBS Framework as follows:- 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Each element is progressive, and staff cannot move onto another element until the 

previously required element has been completed. 

 

In our Strategic Plan for 2021-25 we have set ourselves the following ambitions 

(amongst others), that are a direct outcome of our original project:- 

 To have an organisational development strategy to articulate our provision of 

services to those people who have Autism and their families, who are looking 

for a new approach. 

 To delivery of a system wide approach to Active and Positive Behaviour 

Support. 

 To have a continually improving and evolving quality framework that 

evidences the positive impact we have on people’s lives. 

 To have a positive approval rating from the families of the people that we 

support. 

 A clear strategy for engagement and co-production.  

 To become a social enterprise offering employment and development for 

people that we support, and others that require support. 

 Understand and meet the aspirations of families and loved ones. 

Person Centred Support Training 

‘My Plan’ and Key Worker Training 

Active Support Induction Workbook 

Active Support Training 

SPELL and Autism training 

PBS Induction Workbook 

PBS Support Training, including physical 

intervention training only where required 

Practice Leadership training for all 

operational managers 
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Having started this piece of work as a result of the original funding the project has led 

us in many different and exciting directions, all of which support our vison, that 

everyone should have the opportunity to be an active citizen and engaged in the 

community where they live, and our mission to challenge and overcome the 

disadvantages people face through illness, injury and disability are supported by our 

values of Respect; Excellence; Integrity and Pride. 

A final message, Charley’s Story 
Avenues’ service in London is proving its worth, as the people living there thrive in an 

environment which supports their freedom and wellbeing. 

 

 
 
 
 
 
 
 
 
 
 
 

 

 

 
 

 

 

 

 
 
 

Charley’s been on a difficult journey.  She is loving the space and freedom she gets 

in her new home, where she can do more with less support, and have the 

independence she wants as an adult.  She now enjoys going on walks in her local 

community and the staff team are taking steps to fully integrate her into the 

community by taking her to buy food for her meals.  She particularly enjoys going out 

to buy her fish and chips on a Friday evening. 

 

Charley loves being creative every day; she’s a talented baker and enjoys making 

and decorating cupcakes. She paints and takes pride in sticking these masterpieces 

on her wall. Charley has been planting seeds in the garden that will eventually 

blossom into flowers, with her own care. 

 

 

 

 

 

 

 

 

 

When Avenues supported Charley’s 

move out of hospital after 10 years, it was 

a huge step and a real personal triumph 

for her. But as she settled into her first flat 

it became clear that the layout was 

restricting her independence. 

 

It may have been right for many people, 

but not for her.  Small rooms and the 

inflexibility of the space meant that she 

had to be supported more than she 

wanted, which was frustrating for her, and 

that was reflected in her behaviour – 

which consequently meant that her 

opportunities to connect with her 

community, and have the 

independence she craves, diminished. 

 

To really make this work the staff team 

worked closely with the Avenues Positive 

Behaviour Support specialists, and the 

impact of having the right group of 

people supporting Charley in the right 

place and in the right way has been a joy 

to see. 

Charley relaxes on the trampoline 
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Working with Families Competency Framework (Appendix 1) 

 

Establish positive relationships with families, friends and carers 

when your service is new to them.  
Things to know Things to do 

What you need to do 

when your service first 

starts working with an 

individual and their 

family 

 Get off to a good start by making early contact 

with family members, where appropriate.  

 

 Check if individuals and family members have 

previously said how and when they’d like to be 

involved, for example in conversations with a social 

worker or care manager. Respect that decision, 

and use it to start conversations, rather than 

repeating information. 

 

 Offer to visit or meet with family members to 

understand their needs, worries and issues.  

 

 Involve family members throughout the process 

when their relative starts to use your service. Be 

mindful that there may be occasions when this isn’t 

possible, or you’re asked not to.  

 

 Respect family member’s knowledge of their 

relative, and their history. Use this information to 

plan effective care and support.  

 

 Agree how and when family members would prefer 

you to communicate with them, for example email, 

phone, face to face or text messaging.  

 

 Agree the frequency for communicating with family 

members, and under what circumstances you 

would otherwise contact them. 

 

 Help family members to understand the role of your 

service by sharing information about your service 

and staff with them.   

 

Your organisational 

values, policies and 

procedures, and how 

they support you to 

work with families 

 Ensure that your workplace values, policies and 

procedures enable staff to work well with families.  

 

 Role model dignity, respect, empathy and 

compassion in all interactions with families.  

 

 If policies and procedures don’t support a 

partnership approach with families, ensure staff 

know who to talk to about changing this.  
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How to respectfully 

work in someone 

else’s home (if 

applicable) 

 Talk to individuals and their family about how they 

want you to work in their home and the things that 

are important to them about their family life. 

Identify and agree what you can do to best 

support this. 

 

 Treat people’s homes and possessions with respect. 

Don’t impose your own standards and way of living 

onto them, for example cleanliness. Consider things 

that you might otherwise take for granted like 

playing music, opening windows and spraying air 

freshener. 

 

 Avoid saying or doing anything that could feel like 

criticism or judgement of the way people live and 

maintain their home and possessions. 

 

 When you’re not able to maintain the agreed way 

of working, apologise quickly and ask family 

members to help you plan to avoid this mistake 

again in future. 

 

 

Recognise the importance of family relationships and your role in 

this. 
Things to know Things to do 

How to build rapport 

and communicate 

well with families 

 If an individual is being visited by family members, 

offer support to make them feel welcome. 

 

 Respond to requests and messages from family 

members promptly and in a way that works for 

them.  

 

 Take family member’s concerns seriously and be 

mindful not to take them personally.  

 

 Do what you say you will do, in the agreed 

timescales, or keep people updated and informed 

if this isn’t possible. 

 

When and how to 

provide information to 

families 

 Find an appropriate and agreed balance between 

the individual’s right to privacy, and their choice to 

share information with family members.  

 

 Agree with the individual what information you will 

share with their family members and help them to 

communicate this to those family members.  
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 Respect the rights of the individual in regards to 

information that they do not want to share with 

family members 

 

 Fully understand the Mental Capacity Act 2005 and 

best interests decisions as they relate to individuals 

and their family members. 

 

 Discuss with the individual about occasions when 

you might have to share personal information with 

a family member. 

 

 Interact with family members in a way that respects 

their individual experience, culture and expertise. 

 

 Explore and address your own unconscious bias 

when work with and support families. 

 

 Adapt your attitude and behaviours, as needed, to 

support families. 

 

How to address 

concerns, dilemmas 

and conflicts that may 

arise when working 

with families 

 Ensure that everyone puts the individual at the 

focus of any conversation. 

 

 Listen carefully to individuals and family member’s 

concerns, grievances and complaints. Ensure that 

they feel heard and decide, together, what actions 

will be taken.  

 

 Understand that what one family member sees and 

identifies as ‘normal’ may not be the same for 

others. 

 

 Be open to explaining how and why you’re 

providing care and support in the way that you 

are, and invite family members to suggest ways 

that they do it.  

 

 If needed, explain the importance of choice, 

involvement and mental capacity assessment of 

the individual, to their families - they might need 

learning and development to aid this 

understanding.   

 

 Be confident in your own skills and knowledge 

about how and when to challenge decisions.  

 

How to involve 

families when 

planning for the future 

 Understand the wishes of individuals and their 

family members, to plan for the future, including 

their needs and aspirations. 
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 Follow your organisations policies and procedures 

for documenting future planning.  

 

The organisational 

and legal 

requirements for 

recording information 

 Understand and comply with your organisation’s 

policies and procedures around recording and 

sharing information, including General Data 

Protection Regulations (GDPR) and confidentiality 

policy.  

 

 Discuss confidentiality and privacy with individuals 

and their family members from the start.  

 

The agreed process 

for reviewing how you 

work with families   

 Get feedback from families about how staff work 

with them and express your workplace values. Use 

this to shape, change and improve the quality of 

support.  

 

 Offer family members suggestions or comments in a 

way that preserves your relationship with the family. 

 

 

Offer support to people who need care and support to maintain 

and manage family relationships. 
Things to know Things to do 

How people who 

need care and 

support want to 

maintain family 

relationships, and how 

staff can support this   

 Review if and how people who need care and 

support want to maintain their family 

relationship(s). 

 

 Support the individual to be engaged with family 

members to the level and in the way that they 

wish to do so. If needed, suggest a range of 

options for them to manage relationships with 

different family members and support and respect 

their decisions. 

 

 Offer the individual support to identify and 

develop opportunities to engage with their family 

members. 

 

 Support individuals to set goals around family 

involvement, and document these in their care 

plan.  

 

 Ensure that any decisions are made in the best 

interest of the individual, which may not 

necessarily be in the best interest of the family.  

 

 Ensure that families understand the Mental 

Capacity Act 2005 and best interests decisions. If 
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needed, provide training, or there are lots of 

online videos that explain the Act.  

 

 Ensure that staff know how to guide families with 

the Mental Capacity Act 2005, and provide 

training if need.  

 

 Support the individual and their family members to 

spend time together in a way that benefits them 

and be aware of activities that an individual 

enjoys doing with their family members. Create 

and maintain opportunities for them to continue, 

and make sure that your support doesn’t get in 

the way of these activities.  

 

 

The ongoing support 

that family members 

might need 

 Reflect on how you work with families on a regular 

basis and make the required changes to improve 

this.  

 

 Offer support to family members to review the 

ongoing support that they need, which might 

change over time, and signpost them to 

accessible information and independent advice.  

 

 Offer support to family members to review their 

skills and knowledge. Identify if they need any 

learning and development and find ways of 

meeting those needs. 

 

 As family member’s circumstances change, 

explore how individual family member’s 

involvement may need to change, and find ways 

to support these changes. 

 

 

 


