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1. Purpose of Report 

1.1 To inform Scrutiny Board of the progress with the digital programme, and use of digital 
solutions and technology within the Adult Care and Support Directorate.  

2. Decision(s) recommended 

2.1 Scrutiny Board members are asked to note and comment on the report contents. 

3. What is the issue? 

3.1 An increase in demands, needs and expectations, combined with a reduction in 
resources led to the need for Adult Care and Support to look at new ways of working 
and interacting with people, supported by digital solutions. Digital technology has been 
developing rapidly, and provides opportunities to innovate across different care 
settings. Digital offers the opportunity for people with care and support needs, and 
carers, to self-serve and to have more efficient and less intrusive solutions to meeting 



 
 

their needs.  

3.2 The Digital Programme has been in place within Adult Care and Support since 
December 2018. The aim of the programme is to embrace digital and technology to 
enable people with care and support needs to maintain their independence. The 
programme works in partnership with other Directorates and in conjunction with the 
Council’s corporate digital programme.  

3.3 In 2016, the Local Government Association published a report called Transforming 
social care through the use of information and technology. This highlighted the 
emerging role of technology in social care, and included case study examples. The 
report highlighted five key themes for transformation: 

(a) Sharing information and integrating services 

(b) Enabling people to interact with care services through digital channels 

(c) Promoting independence and wellbeing through the use of digital services and 
technology 

(d) Integrating commissioning through the improved use of information and 
analysis 

(e) Enabling care professionals to work from any base at any time 

3.4 The Covid-19 pandemic has accelerated a number of workstreams within the digital 
programme, focusing on using technology and digital where possible, to respond to 
unprecedented challenges. Since the beginning of the pandemic, there has been a 
widespread increase in the use of digital to do things such as online shopping, staying 
in contact with family and friends, and even keeping physically fit through accessing 
online videos.  

3.5 One of the biggest challenges for Adult Care and Support during the pandemic is to 
ensure that, where possible, digital can be used to support the delivery of the services 
needed to support those with care and support needs.    

4. What options have been considered and what is the evidence telling us about 
them? 

4.1 Progress on the Digital Programme to date 

4.2 Sharing information and integrating services 

4.2.1 Shared care record  

A shared care record, linking health and social care data is being produced across 
Birmingham and Solihull, led by BSOL STP. The initial project to develop the shared 
care record was accelerated to support the Nightingale Hospital and response to 
Covid-19. Solihull Council have signed up with other organisations to implement a 
shared care record, to facilitate the secure sharing of information datasets between 
health and social care. This will improve the support offered to people and help to 
further develop partnership working.   



 
 

Work is progressing between Liquidlogic and Birmingham and Solihull Sustainability 
and Transformation Partnership to develop the technology needed to effectively and 
efficiently share data securely between social care and health. In practice this will 
mean that, with consent, individuals’ relevant health and social care information will be 
made available to professionals, including diagnoses and appointments. 

4.3 Enabling people to interact with care services through digital channels  

4.3.1 Online screening tool 

The online screening tool remains in use by Adult Care and Support, enabling 
members of the public to answer a series of questions about their current situation, 
and be signposted to organisations or services that can support them. The screening 
tool also offers the person the chance to make a referral into the Front Door team for 
further support. Since its introduction in 2018, 319 people have accessed the tool, and 
92 people have subsequently made a referral into our Front Door team. 
 
The screening tool will remain as part of our options for referrals until the Liquidlogic 
customer portals are launched.  
 

4.3.2 Adult Care and Support webpages 

A review of the web content within MyLife was carried out in January 2020. Taking 
into account statistics around page views and topics visited, and feedback from 
members of the public and teams, a new structure was implemented with amended 
content. As part of the corporate website re-design, a further review will be carried out 
in December 2020 to identify areas for improvement, and to ensure that the content 
and design is aligned with the wider corporate website. 
 
Directory content from MyLife has been moved across to the Solihull Local Information 
Directory and will be incorporated onto the corporate MySolihull map.  
 

4.3.3 Liquidlogic portals 

Four adult portal components that link with Liquidlogic and ContrOCC were approved 
for implementation in December 2019. The four portals (Citizen, Client, Online 
Financial Assessment and Provider) will offer providers, people with care and support 
needs, and carers opportunities to link with us online.  

A dedicated Online Customer Experience Assistant Team Manager has been 
seconded to support the development and implementation of the portals. The 
secondment has brought expertise from within Social Work teams to ensure that the 
portals are as accessible and useful as possible for members of the public. 

Development of the citizen and client portal is underway, with a full social care needs 
assessment, and initial Occupational Therapy assessment having been developed. 
These forms have been designed ensuring that they are user-friendly and accessible, 
allowing the person, or their carer to complete at their own pace and in their own 
words. The information from these forms will be directly included into LiquidLogic, thus 
meaning that further contact from Adult Care and Support can be tailored based upon 



 
 

the information that has already been received. These forms are currently being 
reviewed by the Communications Team to assess accessibility and language.   

Ongoing discussions with Liquidlogic and other Local Authorities are taking place to 
effectively introduce the two-way communication element of the portal, giving the 
person greater autonomy over the way in which they interact with their Social Worker 
or Occupational Therapist.  

Work is currently being undertaken to develop the Online Financial Assessment, 
enabling people to complete an assessment to indicate whether they will need to 
contribute to the cost of their care, and how much this may be. The assessment will 
also be submitted to appear within the ContrOCC system to be verified. 

All of the customer-facing portals will work across single sign-on, ensuring that the 
customer will only have to sign in once to access all of the information and 
functionality. These portals are expected to be fully live on the Council website by 
March 2021.  

The Provider portal is a web interface for providers of social care services to share 
information to and from ContrOCC. Providers will be able to view current care 
packages, upload invoices and enter information including actuals and variations. The 
portal can provide two-way communication between Solihull MBC and providers. A 
plan, including communication and engagement with providers, is being developed 
with Commissioning, Finance and providers to implement the portal and ensure that 
the benefits are realised for both the providers, and for SMBC.  

4.3.4 Online surveys 

An online version of the existing social care and OT survey has been developed to 
allow people to provide valuable feedback to ACS in a digital way. Currently, a paper, 
or electronic form is posted or emailed, and the results from these surveys inputted 
onto a system for analysis. Whilst the electronic survey will not remove these options, 
this additional option will allow for workers to signpost people to complete this survey 
in real time. Receiving this feedback in this way will also allow for more efficient 
analysis of the results and therefore quicker feedback to inform practice.  

4.3.5 Co-funding project 

In June 2020, SMBC Adult Care and Support became a part of a co-funded project to 
develop a digitally supported self-assessment. The aim of the project is for 
representatives from six Local Authorities to work together to develop a full self-
assessment with accompanying visual aids in the form of video animations, to better 
support people to identify their current strengths and areas for support. Once 
completed, the self-assessment will be used to strengthen our existing self-
assessment offer through the Liquidlogic portals and the animations will allow people 
to make informed decisions on their current situation.  

4.3.6 Electronic booking system 

An electronic booking system has recently been procured which will allow team 
members at the front door to arrange a visit with a social worker for a person at the 



 
 

point of initial contact. This system will initially be used within the Community Social 
Care teams after a successful pilot was carried out previously.  
The booking system will provide greater customer service, and provide more 
information to people when contacting us initially. It will also potentially reduce the 
number of phone calls received through the Front Door from people enquiring when 
they will be seen by a member of the team.  
 
This project is currently underway and will be in use by January 2021.  
 

4.4 Promoting independence and wellbeing through use of digital services and 
technology 

4.4.1 Technology Enabled Care (TEC) 

A revision of the current TEC is underway to ensure that there is clarity on our position 
regarding technology to support people with care and support needs. This is vital for 
both members of the public and our workforce.  
 
An action plan has been developed and progressed to increase and improve the 
uptake of TEC to support with assessments and support planning, and in use to 
complement existing packages. A number of stand-alone pieces of equipment are 
currently in use such as the GPS trackers for people with dementia or learning 
disabilities, and feedback from users has suggested that this equipment has allowed 
for greater independence for users, and reassurance for their family/carers.  
 
The role of a TEC champion has been developed within the Reablement Team and 
these champions are currently utilising the Just Checking equipment commissioned by 
the Council. Just Checking is an activity monitoring system that utilises small sensors 
within the home to provide analysis on a person’s day-to-day routine. Having this 
information ensures that the support provided is the most appropriate, and also the 
least intrusive whilst supporting people retain their independence as much as 
possible.  

 
A dedicated Technology Enabled Care Officer temporary role is currently being 
recruited to, which will enable more focused work with teams and members of the 
public to introduce and explore the role of technology in Adult Care and Support.  
 

4.4.2 Digital Provider Services 

A large part of the Digital Programme includes the plans to introduce digital and 
technology into our internal Provider Services, including day opportunities and small 
learning disability homes.  

Wi-Fi has been installed at all of the small homes, which now provides greater access 
to connectivity for residents, and for members of staff to access training and support 
whilst at work, with tablets having been issued for this purpose. Residents are now 
more easily able to connect with family and utilise online services such as streaming 
content.  

An electronic MAR (EMAR) system is currently being procured to support with all 
areas of medication recording. The system will reduce the need for paper MAR sheets 



 
 

and reduce errors associated with medication administering and recording. With digital 
recording, managers have an overview of activity in real time for efficiency and 
complete accountability.  

4.4.3 NHSX Care Home iPad offer 

Care homes within the Solihull Borough are being encouraged to apply for an iPad 
under the NHSX project to provide iPads to care homes within England for the 
purposes of improving access to online health consultations. The iPads can be used 
for a variety of other purposes, and support is available for care homes to set up and 
use the iPads. So far, 33 care homes in Solihull have applied through the project and 
final decisions on the allocations and distribution will be made in November.  

The Commissioning Team have been working with care homes to ensure that this 
project is widely known about, and care homes are able to apply should they wish. A 
number of care homes who have not applied are already using technology in this way, 
or have been supported with funding through commissioning bursary or ICF.  

4.4.4 Apps 

A shortlist of Public Health England and NHS approved apps has been developed for 
distribution to support people with varying needs. All visiting staff now have access to 
smartphones enabling them to demonstrate apps to people within their homes.  

 
4.5 Integrated commissioning through the improved use of information and 

analysis 

4.5.1 Provider intelligence 

Commissioning are drawing daily on national data collections bringing together 
provider information about vacancies, infection control measures and staffing levels. 
This is imported into a newly developed in-house database where communications 
with providers can also be recorded, enabling commissioners to be able to take clear 
assessments of risk against providers.  

The Provider Intelligence Application (PIA) went live recently for residential care 
providers, and focuses on 4 domains. The plan is to extend to other care types in the 
future. This will enable potential areas of concern to be identified and followed up on a 
daily basis, ensuring more timely interventions with providers. It will also provide 
access to regular data for analysis and support the commissioning discussions with 
providers, and the wider market.  

4.6 Enabling care professionals to work from any base at any time 

4.6.1 Equipment for remote working 

As part of the digital programme, a review of all roles was carried out to understand 
the need for different equipment (laptops, phones, tablets, etc.) to enable practitioners 
to work in the most effective and efficient way. This review supported the corporate 
approach to agile working, and encouraged visiting practitioners to utilise technology 
within the homes of members of the public.  



 
 

In response to the Covid-19 pandemic, and the further instruction for home working 
where possible, work was undertaken to ensure that all members of staff within Adult 
Care and Support were able to access the appropriate equipment to enable them to 
work effectively from home. In March and April 2020, approximately 100 laptops were 
provided by IT and distributed within the Directorate. Support for accessing this 
equipment was provided via support whilst social distancing, and remotely where 
necessary and additional support given, particularly where people have previously 
never worked remotely before.  

Although a previous rollout of smartphones had been undertaken earlier in the 
programme, a further rollout of mobile phones was carried out to ensure that 
everybody had the necessary equipment to work from home. This was particularly 
important to enable them to carry out virtual visits and join conference or video calls to 
support people within the Community.  

During the pandemic, remote support has been provided to the Adult Care and 
Support Directorate to access and use technology, trying where possible to divert calls 
from the IT Service Desk to reduce their increasing demand.  

4.6.2 Training 

Due to current guidelines, the opportunities for training have been radically changed. 
As classroom based training was unable to go ahead, the Social Care Systems Coach 
has successfully delivered one-to-one Liquidlogic training to new workers as part of 
their induction. In addition to this, a Liquidlogic 101 e-learning course was developed 
to provide the essential training needed to access the system, with further support 
available remotely if needed.  

As well as Liquidlogic training, mandatory training, and Infection Control training has 
been successfully delivered via our Workforce Development Team through virtual 
methods. Tablets have been delivered to our internal small homes to ensure that 
connectivity is available for people to be able to attend and follow the training 
sessions, in lieu of face to face training being available.  

Remote support has been provided across the Directorate, and user guides 
developed to support the use of digital including Skype, OneNote, video conferencing, 
smartphones and laptops.  

4.6.3 Video conferencing 

As part of the corporate approach to video conferencing, Adult Care and Support have 
ensured that there is access to video conferencing facilities for people for a number of 
different functions. The importance of keeping in touch with people virtually was raised 
as part of the initial concerns around working from home. In response to this, video 
conferencing has been used to not only join external or internal meetings, but has 
allowed for virtual visits to take place where possible, connecting people from areas 
across the Borough and even across the world to be involved in discussions. 
Supervision, team meetings and even farewell parties have utilised video 
conferencing to stay in touch and improve wellbeing during the pandemic. The use of 
video conferencing is increasing and the introduction of Microsoft 365 and Teams will 



 
 

further improve this. Members of Adult Care and Support Directorate are currently 
supporting the Microsoft 365 programme with testing and feedback.  

4.6.4 Intranet 

A new structure is currently being implemented for the Adult Care and Support area 
on the Council intranet pages. A full review of the structure and content has taken 
place and a stream-lined intranet area will be introduced in December 2020. This will 
enable people to easily access key information, policies and strategies and will include 
new templates for key documents.  

The intranet will be continually reviewed and developed as part of the ongoing move 
towards Microsoft 365.  

4.6.5 Managers Forum and Directorate communication 

A key meeting that takes place on a bi-monthly basis is the Managers Forum, giving 
the Director of Adult Care and Support the opportunity to meet with and communicate 
key messages to managers across the Directorate. With support from IT colleagues, a 
virtual managers forum was developed utilising a number of different mediums to 
communicate key messages whilst face to face meetings cannot take place. The use 
of videos, podcasts, voice recordings, presentations, interactive sessions, and written 
communication received positive feedback from managers. These interactive videos, 
presentations and briefings have also been shared with all staff across the 
Directorate. 

4.6.6 Lone worker devices 

After an initial pilot using ID badge lone worker devices with the OT and Community 
Older People Team, a decision was taken to procure a long term solution for lone 
working. The pilot provided feedback from workers that although the current device 
was unsuitable, the provision of a device that connects to a third party alarm receiving 
centre provided reassurance that support would be available should it be needed.  
 
The Corporate Safeguarding Steering Group approved the decision to procure lone 
worker devices for all visiting staff within the Directorate on a long term basis. 
Procurement of these devices is currently underway, with ongoing discussions taking 
place with other visiting staff across the Council to rollout further than Adult Care and 
Support if needed.  
 

4.6.7 Liquidlogic 

Liquidlogic has now been implemented and in use within Adult Care and Support for 
nearly 18 months. Developments have continued to be made to the system to ensure 
that it meets ongoing changes and challenges within the Directorate. Supported by IT 
colleagues, the Social Care Systems Coach made a number of changes during the 
Covid-19 period, allowing for greater reporting and analysis, and ensuring the system 
met rapidly changing demands.   
 



 
 

The Liquidlogic leaders continue to provide informal support within Teams and the role 
is currently being reviewed to ensure it continues to meet the ongoing challenges, 
particularly when providing remote support whilst working from home.  

 
4.7 Other 

4.7.1 Engagement  

In February 2020, two digital sessions were held for workers in Adult Care and 
Support. These digital drop in sessions covered a number of topics including the use 
of OneNote, Skype, Outlook and demonstrations of various pieces of Technology 
Enabled Care. The sessions were run in conjunction with IT, and colleagues from 
across the Directorate who were knowledgeable on particular areas. Positive 
feedback was received from both sessions, with people feeling they were able to ask 
questions in a relaxed and informal way.   
 

4.7.2 Workforce 

Work has been undertaken with regional partners in health and social care to develop 
a website to promote understanding of the diversity careers available in health and 
social care and the many routes into them. This website will also bring together 
current vacancies. This is part of a drive to increase numbers in the social care 
workforce and build understanding of the range of roles there are. This career 
pathfinder is nearing completion. 

In addition, work continues to look at the digital options to ensure there is additional 
good quality training available to social care organisations which is accessible under 
covid-19 restrictions, for example e-learning. Mixed media training, where at least 
some aspects are conducted online and some face-to-face is being increasingly 
explored to deliver some aspects of training on care delivery. This method is also 
being explored for supervision sessions and to enhance staff wellbeing. 

4.8 Additional future development 

4.8.1 The digital programme continues to respond to challenges and improve access to and 
use of technology and digital in the future.  

4.8.2 Electronic care management (ECM) within small homes  

The procurement of an electronic care management system for use within small 
homes will be procured in 2021. This system will allow for paper based recording 
systems to move onto a digital platform, reducing paper, time spent recording and 
potentially reducing errors. A system can also allow for other people to have access to 
real-time information about the care, such as managers or family members.  

Having all of this information in one place allows for easier and quicker audit 
capabilities. The procurement of an ECM system will be undertaken to ensure CQC 
compliance.  

4.8.3 Virtual Conference 



 
 

In February 2021 the Adult Care and Support conference will be carried out virtually, 
rather than face to face. Sessions will be delivered through video conferencing and 
there will be opportunities for interaction, feedback and Q&As to be carried out in a 
digital way.  

5. Reasons for recommending preferred option 

5.1 The use of digital and technology has greatly increased, particularly to support with 
the challenges faced through Covid-19. The potential for digital to support people with 
care and support needs, and those who provide care or support has never been 
greater, enabling people to retain independence for as long as possible.  

5.2 The impact of digital on our workforce means that paper based, or time/resource 
intensive tasks can perhaps be done in a more efficient way. Digital can also have a 
positive impact on the environment and sustainability, with a reduction in paper, less 
travel and more collaborative working solutions.  

6. Implications and Considerations 

6.1 Delivery of key themes in the Council Plan: 

How will the options/proposals in this report contribute to the delivery of the key 
themes in the Council Plan? (select which themes apply and briefly state how the 
options / proposals in this report contribute to their delivery): 

☒ Improve Health and Wellbeing -  

☐ Managed Growth -  

☐ Build Stronger Communities -  

☒ Deliver Value -  

6.2 Implications for children and young people, vulnerable groups and particular 
communities: 

6.2.1 NA 

6.3 Consultation and Scrutiny: 

6.3.1 NA 

6.4 Financial implications: 

6.4.1 The work outlined above is within current budgets.  

6.5 Legal implications: 

6.5.1 NA 



 
 

6.6 Risk implications: 

6.6.1 Risks around security of digital information have been and are carefully considered for 
each tool. A privacy impact assessment and data security assessment have been 
completed for the introduction of new technology where required. 

6.7 Statutory Equality Duty: 

6.7.1 Fair treatment assessments have been completed to understand the impact on people 
when introducing new technology. All new digital solutions and reviews of information 
are checked to ensure that they meet accessibility standards.  

7. List of appendices referred to 

7.1 NA 

8. Background papers used to compile this report 

8.1 NA 

9. List of other relevant documents 

9.1 NA 


