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Introduction  
 
Coronavirus has dramatically changed the way we all work, and at Avenues we have become used to 
responding to a rapidly changing emergency situation. As an organisation, we continue to closely monitor the 
latest information and follow the advice we receive from central government.  
 
Avenues has established an Oversight Group, made up of managers and directors who oversee the organisational response to coronavirus, the 
development of action plans and communication with people we support, employees and all stakeholders. 
 
Our action will always be in line with government advice and with the primary aim of safety. The safety and well-being of the people we 
support and our employees is our number one priority.  
 
Even at these toughest times, our workforce continue to be the secret to our success and what sets us apart from our competitors. 
 
 

 
 
Dan Gower-Smith  
Group Director of Operations  
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Communication structure  
 
Good communication is paramount at all times, but during the coronavirus pandemic it is essential to an organisation maintaining good and 
safe services. To achieve a robust two way communication Avenues established the Oversight Group who, in turn, were supported by the 
following communication structure. 
 

 
The situation continues to frequently change and therefore advice and communication continues through the structure above and via email, 
daily question and answer sheets and the dedicated coronavirus intranet page. Avenues have always offered a 3 level on call service 24/7 and 
during the pandemic, additional resources have been deployed as required 
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Strategic response  
 
External communication and peer support 
Communication and support didn’t just come from within Avenues and it was clear that the sector needed to support each other. We 
encouraged managers to join external sessions: 

• VODG 
• Skills for Care  
• Local Authority updates  
• Webinars  

 
Directors collaborated with other social care organisations to share lessons learnt, our approach and to offer additional support. Avenues also 
agreed a more formal support with local organisations should we need to share resources e.g. staffing and PPE. Avenues legal team developed 
a secondment agreement in the event we need to share staff resources to keep people safe. This was never required but was available. 
 
Data collection* 
Daily data is collected from front line managers to enable services/teams to be risk rated to ensure the required dedicated management 
support is deployed to make certain a safe service is delivered. The data included, but not limited to: 
 

- Confirmation of suspected cases for people supported and employees reported via an incident report 
- Available staff numbers 
- PPE levels  
- Food provisions  
- Employee and the people we support testing results  
- Employee and the people we support vaccine data  

 
Weekly updates/COVID Risk Register  
Weekly updates relating to actions taken to support the organisation and managing risks are prepared for trustees and supported by a separate 
risk register. Weekly reports are placed on the intranet and emailed out to relevant managers.  
 
 
 
 
*As the pandemic has progressed, we have amended our data collection. 
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Policy and procedure changes 
Policies and procedures were reviewed in light of coronavirus and where changes were required, they were agreed via the COVID-19 
Oversight Group and documented.  
 
The Policy Review Group (PRG) monitored progress, seek updates and ensure the 
organisation takes action as required. Updated policies and procedures have been 
reissued.  
 
Personal Protective Equipment 
Personal Protective Equipment (PPE) continues to require a significant level of 
management oversight.  
 
We have at least a minimum of four month’s supply of the required PPE with 
monthly stock takes.  
 
Central repeat orders were placed as required to maintain a minimum levels. All 
registered locations made full use of the governments’ supply chain.  
 
Via the dashboards, PPE was distributed as required.  
 
We identified two leads for organisational PPE control with the following 
responsibilities: 

• Stock control  
• Place orders 
• Review government advice  
• Ensure changes to advice is shared organisational wide.  

 
 
Task force meetings  
In the event of two or more confirmed cases within a service a Task Force meeting will be convened to ensure the required support and action 
is taken. 
 
 
 
 

 
Support was suddenly different, but our services adapted quickly  
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Symptoms of coronavirus 
We reviewed our approach to occupational sick pay and in line with government funding, employees were paid their normal salary for all 
sickness and time away from work due to coronavirus. 
 
Coronavirus testing 
Testing for the people we support and employees has always been a top priority and we have always followed the government advice in all 
settings.  
 
We have, where possible, campaigned with the local authorities and CCG’s we work with to ensure that Adult Social Care and adults with a 
learning disability are given top priority. 
 
Vaccination 
The organisation is supportive of the vaccine programme for both the people we support and employees.   
 
To ensure, as far as possible, the workforce is able to have the vaccine, we have paid employees for their time and travel to have the vaccine 
where required.  
 
Service Managers also offered to be flexible with rotas to ensure people can attend appointments at the earliest opportunity.  
 
Again, for the people we support, having the vaccine is key to their safety and due to support needs of the people Avenues supports, requires 
significant planning.  At all stages, Avenues have followed the Mental Capacity Act.  
 
Read about our desensitisation programme for the people we support.  
 
 
 
 
 

 
 
 
 
 

https://www.avenuesgroup.org.uk/news/coronavirus-vaccine-overcoming-needle-phobia/
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Operational response 
As well as the whole organisation adapting to coronavirus, each 
service and team have made significant changes to the way 
support is delivered to ensure the safety of the people we support 
and our teams.  
 
Each service has developed a file of information to evidence how 
they have adapted during the pandemic.  

 
Visits 
We recognise that visits are really important to the people we 
support and their family.  
 
At all times, where possible, in line with the guidelines, we have 
supported and promoted face to face visits either in service or in 
the wide community. Many of our Registered Care locations are 
domestic in scale and therefore, visiting pods have not always 
been possible. We have used technology more to facilitate family 
connections.  
 
Avenues produced a document in line with the tier system for the 
people we support, families, visitors and staff. This was made 
available on our website. This document was reviewed regularly in 
line with government changes/advice. Visits were supported by a 
risk assessments and reviewed regularly.  
 
Accessible Information 
We have shared, relevant accessible information for the people we support.  
This was communicate to Service Managers and copies saved to the CV19 Intranet for use.  
  
Business Continuity Plan - Organisation  
The Group wide Business Continuity Plan was reviewed at the start of the pandemic and has remained under regular review.  
 
Business Continuity Plan and safe staffing numbers – Service led  

We made sure people maintained the relationships that 
mattered and stayed connected 
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Each Service Manager reviewed their 
local Business Continuity Plan and risk 
assessed the safe minimum staffing 
number required to deliver a safe 
service.    
 
People we support outcomes  
Like us all, the people we support 
have needed to adapt due to the virus 
and the support teams have been very 
creative. Each service has collected 
the information to evidence the steps 
they have taken to support people to 
enjoy their life within the required 
restrictions at the time. 
 
Wellbeing 
Wellbeing is important at all times and 
we have taken addition steps to 
support everyone during the 
pandemic. Again, Service Managers 
have a central log of actions but 
below are some steps taken: 

• Increase in meetings  
• Maintained 1:1’s and team 

meetings 
• Shared good news 
• Thank you letters 
• Recognition of ideas locally and organisational wide  
• Coffee and Teams catch ups 
• Staff wellbeing page on the intranet  
• Mindfulness sessions with a Mindfulness coach 
• Additional team counselling as required    

 
  
 

 

  We made sure the people we support still were able to follow their passions 
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Departmental response  
The management of the pandemic required significant organisational 
energy. Below is a summary of the steps taken by individual central 
departments.  
 
Quality Assurance  
The Oversight Group reviewed the usual monthly KPI’s and agreed 
internal interim, and temporary, arrangements with our Quality 
Department.  
 
These related to monitoring quality and ensuring we remain “Well-led”, 
and included: 
 

• implementation of a temporary remote audit that maintains 
requirements around undertaking activities such as 1:1s and 
team meetings through Skype/Teams,  

• continued reporting from services against the adjusted Key 
Performance Indicators.   

 
All quality best practice and specialist training has moved over to the 
virtual platform where the calendared training for Active Support 
continued. 
 
Positive Behaviour Support training has continued with a focus on 
Priority need services. Close monitoring has also continued in case of 

an increase in challenging behaviour.  
 
In addition, Avenues were able to continue providing evidence that 
would prove to meet with the BILD accreditation for the Restraint 
Reductions Training Standards V1.2. 
 
 
 

 

We recognised the impact of the situation on employees,  
and made sure we gave them the support they needed too … 
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Learning and Development  
One of Avenues’ main aims during the current pandemic is to ensure the safety of the people that we support and of our employees.  In doing 
this we follow government guidelines and implement appropriate risk assessments and processes. 
 
To induct new staff and to maintain safe practice for all employees, we have an E.Learning suite of courses that cover all of our statutory and 
regulatory training obligations, along with an extensive suite of social care related topics.   
 
In addition, we have replaced a number of our classroom based training sessions into Virtual Classroom sessions, and have adapted the course 
material into bite-sized training sessions to support virtual learning and screen time.  All of the sessions are delivered via ZOOM and are very 
participative and interactive.   
 
Some examples include: Autism; Keyworker and MyPlan; Safeguarding & MCA and DoLs; Working with Families; Medication Assessment; 
Conducting Investigations; Negotiating and Influencing; Coaching Skills. 
 
Following the Governments’ Tier System guidelines, and restrictions in the number of people that can ‘gather’ in one place, i.e. no more than 
six at a time we have carried out face to face/classroom based training, such as Basic Life Support and Moving and Handling Practical Training. 
 
Decisions regarding staff training are discussed at our senior management weekly COVID-19 meeting.  Our senior management team believe 
that it is right that we will only carry out face to face training when we feel that it is safe to do so. 
 
During December our first reflections group was held virtually to discuss the plans for Co-Production. This was open to all stakeholders, which 
includes and not limited to People we Support, Family member and Employees. This meeting set the precedent for future yearly meeting, 
which will evaluate Avenues performance. 
 
In addition, the co-produced New Directions group in Avenues South have continued to meet in a virtual way every two months. 
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Communications    
From the onset of the outbreak of the coronavirus it has been important 
that staff, the people we support and their families have been kept up-to-
date with the latest information and how it affects them.  
 
Internally a coronavirus Information hub was set up for employees on our 
intranet system. This provides a one-stop hub for information ranging from 
identifying symptoms to wearing correct PPE and keeping people safe. 
Consistency is important and information is primarily taken from the NHS 
and UK Government plus other reputable sources.  
 
A Q&A document was also set up alongside this to answer frequently asked 
questions from staff. These are discussed and answered at the COVID-19 
Oversight meetings. Employees are regularly emailed to keep up-to-date. 
The hub also contains easy-read information which can be shared with 
people we support.  
 
Externally a statement was posted on the organisations website at the initial 
outbreak of the pandemic. This was followed by a dedicated page on 
visiting information which is kept up-to-date. Additionally there are 
resources for families ranging from advice on technology and 
communicating with loved ones to how to support their mental health.  
 
Avenues social media platforms, in particular Facebook, have proved an 
invaluable source of positivity and connection during the pandemic. It has 
been a way for families to see their loved ones happy and enjoying life and 
according to many staff has ‘kept them going’ and been a boost during the 
most difficult of times.  
 
 
 
 
 
 
 
 
 

 

 
We made sure people enjoyed the seasons and got outdoors 

 – whatever the weather..! 
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Human Resources  
• All employees have had risk assessments for CV19  
• The annual leave policy has been temporarily amended to allow for the carrying over of 20 days pro rata annual leave for the next 2 

years 
• Issued staff movement letters for staff to show they are travelling for work purposes if they are questioned 
• Issued letters for staff to take to their GPs in order to help them get the vaccine quicker 
• Increased voluntary overtime to a maximum of 70 hours per week 
• Have supported a number of Clinically Extremely Vulnerable employees who have decided to continue working instead of shielding by 

ensuring services have a robust risk assessment completed with the employee 
• We have revamped our Wellbeing page on MyAvenues to include sub sections on the Five Ways to Wellbeing, including staying 

connected and being active with helpful advice and tips. 
• We have shared resources provided to us by our Occupational Health Provider AXA and circulated the details for the Employee 

Assistance Programme.  
• Managers and HR team have made welfare calls to employees 

 
 
Employee Relations 

• All people management meetings which would normally take place face to face (investigatory meetings, grievances and hearings) take 
place vie remote means such as MS Teams.   

• Employees without personal access to W-fi were offered to take part in the aforementioned processes via conference call using free 
phone number  

• ER developed a guide to recording and downloading recorded video meetings  
• Re introduction of the suspension factsheet (detailed explanation of why suspension may be necessary) useful during this period of 

increased isolation 
• ER have provided written advice on the ever changing situation with Personal Protective Equipment and the challenges that arise from 

this  
• Held meetings with our Union Reps with a focus on employee welfare  
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Business Systems 
Our business systems have been adapted to ensure that critical data is collected in a timely manner and that this information can be shared 
with management to assist them in successfully managing the pandemic situation. Ways in how this was achieved included: 

• Introduced new support codes with People Planner to allow managers to allocate shifts for when an employee was self-isolating, or 
having to be tested due to coronavirus.  

• Introduced new Group based management information dashboards to allow for easier monitoring of the testing and vaccination 
programme, PPE stock levels, Service RAG rates status etc. 

• Introduced new forms within the Care Planning application to capture coronavirus related data at a local level which aided the collation 
of data on a group wide basis.  

• Provided detailed analysis that helped to support the decisions made by the COVID-19 Management Group, for example ethnicity data 
for vaccinations, movement of Bank Staff across different service locations etc. 

 
 
Office Management  

• During the pandemic the office management team have worked tirelessly to ensure the correct measured have been put in place at 
head office to guarantee a safe environment for all staff.  A risk assessment has been carried out and a new way of working has been 
adopted.  (one way system in the office, desk booking to ensure social distancing is observed and to limit capacity, temperature checks 
on arrival – further information can be found in the document under Sidcup office) 

• PPE has been accessible for all managers to collect, if necessary, and stock levels have remained high at all times. 
• To reduce the movement of support staff we have arranged for printer ink & stationery to be sent directly to the services – this process 

will be adopted going forward. 
•  

 
IT Support  

• IT Support was and still is being undertaken remotely in collaboration with our IT partner, ITRM. 
• If remote support cannot be provided, then in person support is arranged in accordance with the Avenues coronavirus guidance and 

following the social distancing and PPE protocols. 
• All office based staff have been provided with encrypted company laptops to enable working from home. 
• Wi-Fi band was increased to allow for better use of different platforms  
• Additional training was provided to staff  
• IT support was provided to the families of the people we support  
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Recruitment  

• We are conducting virtual interviews and during the interview we view the original documents required to conduct right to work and 
DBS checks.  Successful candidates send in copies of the documents and the interviewers confirm that they have seen the originals. 

• We are asking everyone at screening stage if they are willing to wear a mask whilst at work.  If they are not we explore the reasons why 
with them. 

• When someone is ready to start we find out if they have had the vaccine and advise the manager of the response. 
• On someone’s first day we ensure they have a negative test. 
• We have created display impression campaigns to raise our profile and the attempt to attract ‘career changers’ due to 

redundancies/furlough. 
• We have increased sponsoring of adverts so they are visible for longer on job boards.  
• We increased engagement levels with applicants due to the virtual interview process which has increased the attendance rate by 35%.  
• We increased applications by 28%, which provided the rare opportunity to have a good selection of the best suitable candidates for our 

roles available and have seen reduction in dependency on temporary staff. 
 
 
Resourcing  

• Attending task force meetings, discuss about how we can support the services with extra staffing through bank or agency 
• Being available for services during out of hours and last minute emergencies for cover. 
• Supporting both bank and agency staff, ensuring they are kept up to date with all communications, information and guidance  
• Offering additional support to staff who received a positive coronavirus test or those who were having to shield/ isolate  
• Provide additional support to employees who have lost family, friends, or people they support  
• Ensuring bank /agency staff are being tested regularly, prior to every shift worked and recording this from regular texts, emails & phone 

calls & letters. 
• Minimising the staff of movement from service to service.  
• Informing and encouraging staff to have the vaccine. 
• Regularly calling bank staff who we knew were isolating or suffering from the virus to ensure they were ok and if there was any support 

they needed. 
 
Finance  
The finance department managed the coronavirus grant returns and applications for all local authorities. Allocation of debt cards to managers 
increased based on service need.  
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Housing 
Throughout lockdowns and within the tier system, we have asked for support from operational colleagues to complete tenancy agreements at 
tenancy sign ups, to limit the number of non-residents/operational staff within a building and also to stop the spread of cases from one area of 
the country to another.  There have been changes to section 21 notice periods, initially extending the standard notice from 2 months to 3 
months and then to 6 months, however, this is due to government instruction rather than a specific approach by our organisation.   
 
Repairs 
Within the first lockdown, the second lockdown, and the third lockdown, we have limited our attendance for repairs and maintenance to 
emergency situations only.  When LFD testing was introduced, we notified our contractors so that they knew to expect this on attendance at a 
site.  We have continued throughout to complete our regulatory checks and have only delayed these where services have had an outbreak of 
cases. 
 
Head office and regional offices 
Local offices remained open to support services and managers, however, they operated within a coronavirus secure way.  Each local office 
became a PPE hub where managers could, if required, collect additional PPE.  
Admin support was increased via MS Teams and Team Secretaries joined via MS Teams to support managers with additional admin tasks e.g. 
taking of team meetings. Robust procedures have been put in place for employees who are returning to regional offices. 
 
 

Lessons learnt  
 
Lead by Avenues Learning and Development Manager a periodic review of was undertaken of our lessons learnt based on our experience and 
feedback. As a result of this work, changes were made both with regards to the coronavirus management but in other areas of the 
organisation.  
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Celebrating our achievements … 

 
 

 
 

https://youtu.be/4YWZPbeM3Xc 

 

https://youtu.be/4YWZPbeM3Xc
https://youtu.be/4YWZPbeM3Xc

