14 The Impact of COVID-19 on Care Homes in Northern Ireland - February 2020 to July 2020

RQIA’s Adapted Function

In anticipation of the onset of the pandemic, RQIA inspectors and administrative staff
contacted all services registered with RQIA by phone to ascertain their preparedness and
record any concerns regarding COVID-19. Of the nursing and residential homes contacted in
March 2020 just over half reported issues or concerns.

Table 5 -RQIA’s Proactive Calls to Care Homes in March 2020, Numbers Reporting Issues / Concerns

No One or More % Services
Service Type Issues/Concerns Issues/Concerns Grand Total Reporting
at Current Time Recorded Issues
Nursing Home 110 100 210 47.6%
Residential Care 89 110 199 55.3%
Home
Total 199 210 409 51.3%

Source - RQIA

During RQIA’s calls in March, the most frequently raised concerns were issues with and/
or shortages of personal protective equipment (PPE), staffing, and the availability of (or
requirement for) guidance.

Table 6 - Issues Reported by Care Homes following Proactive Calls in March 2020

5 41 26 2

Nursing Home 66
Residential Care Home Wl 14 28 29 1
Total 143 19 69 55 3

Source - RQIA
NB. Some homes reported multiple concerns/issues

In late March 2020, RQIA was directed by the Department of Health (DOH) to establish a
Service Support Team (SST), to provide guidance and act as the first point of contact for
nursing homes, residential care homes, domiciliary care agencies, and supported living
providers during the pandemic.

This activity (i.e. all SST calls / contacts) was recorded using our existing ‘concerns’ module
on our iConnect electronic system (usually used for calls to our duty desk4). Additional
categories were added to facilitate the recording and reporting of COVID-19 related issues in
registered services.

During the peak of the pandemic, the SST operated seven days a week between the hours of
8:00 am - 6:00 pm.

“ On a daily basis RQIA operates a duty desk where providers, care service staff and members of the public may speak with
an RQIA inspector to seek advice or discuss concerns about a health and social care service.
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In total, there were 3,464 calls / contacts relating to care homes recorded from March to
July 2020. Of these contacts, 2,911 were COVID-19-related (84%) and 553 (16%) related

to other issues such as safeguarding, complaints, whistleblowing, and guidance on service
management.®

Figure 8 shows the significant rise in COVID-19 related contacts recorded from late March
onwards, a trend that continued through April and May 2020.

Figure 8 - Calls and Contacts recorded on the RQIA Concerns Module, 01.03.2020 - 31.07.2020
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Source - RQIA

The large numbers of contacts recorded on 2 April, 12 April, 1 May and 5 May 2020 are, in
part, due to proactive contacting of registered services carried out by RQIA inspectors to
advise the homes of the role of SST and check on their current status.

In total, one-third of the contacts were proactive calls initiated by RQIA, including our
Pharmacy Team (as part of their COVID-19 medicines management assessment exercise), or
where the home provider requested a call back via the RQIA status update app6. Two-thirds
of calls received were from care homes seeking guidance on issues including PPE, staffing,
and testing, although the number of contacts referencing these matters decreased over time.

In addition, 1,294 calls / contacts were recorded against domiciliary care agencies (both conventional and supported living)
between 01.03.2020 - 31.07.2020, of which 1,114 (86.1%) were COVID-19 related and 180 (13.9%) were related to other issues.
A COVID-19 status update app was first launched in late March 2020, allowing registered providers to update RQIA on their
current status and to raise queries or submit questions to our SST. This original app continued to operate after the launch of
the Regional Care Homes Status App in mid-April, largely to facilitate submissions by domiciliary care providers.
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