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Message from the Chief Executive

“THE SECRET OF .
CHANGE IS TO F(JL]U;:E
ALL OF YOUR ENFTRG'Y,.
NOT ON FIGHTING THEﬂ
oLD, BUT ON BUILDING
THE NEW.”

WCRATES

Ambitious

Dear Colleagues

It is clear that the Council has responded really well to the unprecedented situation
we are in. Staff across the Council have adapted to change in many ways, changing
their roles and changing the way they work and deliver services. This issue of

Staff Connections illustrates just some examples of how staff have adapted to the
necessary changes and demonstrates what a truly flexible workforce means. It also
highlights the strong values of our staff.

The adaptation of our IT is a good example as the network which only supported

500 people working remotely 3 weeks ago, and now can support some 4000 staff.

Our IT staff have done a really good job and work is currently underway to make our

network more resilient and flexible and to protect critical services. A message will go out shortly to clarify
arrangements and give you further guidance on this as we must continue to improve our IT capacity to
respond to the increasing demand in the current context.

We are dealing with immense change and challenge as the national and regional circumstances are
rapidly developing and new guidance and policy is coming out on a daily basis. How we react and respond
to everything is critical and it has been humbling to see all your efforts which have been absolutely
outstanding in the care, resilience and support you have collectively demonstrated in recent weeks.

Over the coming weeks, | can't emphasise how important it is that you must continue to follow public
health guidance and keep yourselves and your families safe and well - that is the priority.

Thank you for all that you are doing, both as a member of staff and a member of your community in
responding to the Coronavirus emergency.

Take care and keep safe,
Donma Mason  Chief Executive

Sustainable Connected




Anne, volunteering from home on
the Council’s Shielding Helpline,

Name:
Anne MacDonald

Post title:
Animal Health &
Welfare Officer

New role:
Shielding Helpline
Operator

- '!-1.;

Anne's caring wature is vital
support for shielding helpline

Normally, Ane Wacdonald is The Highland
Conncil’s, Amimal Health & welfare Officer
based v Caithness House, Wick Area Office.
Aune Was switched her caring skills and
volunteered +o work from home on the Comnceil’s
Shielding Helpline for the extremely vulnerable.
She is +aking calls from vulnerable people who
must self-isolate o protect themselves or
members of their family during the coronavirus
(COVIDAA) outbreak. Auie said:

“T hope that v these very worrying times, for

some folks T cam be a friendly voice on the other

end of the phone and help to coordinate the

assistance they veed +o get through this safely.

T have taken calls from all over the Highlands
ranging from elderly callers +o oung families
who are shielding to protect their childrev going
throughh medical +treatments.”

Anne’s caring nature shines through
on the Shielding Helpline.


http://www.bit.ly/HC-Shielding

Parking Evforcement Officers
Drive Forward Aid

People are nsed o seeing the Conncil’s
Parking Buforcement Team out and about
across the Highlands but vow instead

of issuing tickets, they are focussed on
getting behind the wheel +o play a key
logjistical role n +their communities.

Philip Barron, Parking Supervisor, based at
Rose Street car park v Tuverness, whose
wormal role is managing and directing the
daily duties of 19 Parking Evforcement
Officers said: “As a team we wanted +o
step forward +o offer practical support, We
are not carmiw@ our usual enforcement role,
50 we have manpower and +ransport +o
assist our communities.”

Over the last few days the +team has
bronght together 21 council fleet vehicles
from right across +he Highlands which

are earmarked to be used in transpor+ting
necessary equipment and supporting local
commumity nubs,

Philip, who will be managing
logistics, added: “The team, who

are based in ITnverness, Fort
williavn, Skye and Caithness ar@‘ now
operating as drivers 1o worl; W\Jr\/\
local community ubs in providing
food deliveries and support +c3
people who need it the most.

For example, yesterday feam |
members +ransported vans eduipped
with refrigeration mits from
Tuverness +o the Community Hubs
in Lochaber and Skye.

Philip added: “As a feam we‘ are |
delighted +o be able +o provide this
transport service. Pulling together
the fleet at short notice was a
challenae for multiple agencies but
now we have vehicles where they Qr@
reauired, our staff are ready o drive
and do deliveries wherever they are

needed.”




Name:
Susan Webster

From IT +o Welfare, Susan’s role
Mascowﬂﬂ@+@h10Mam@@d

For someone who vormally deals with
nformation technology and support in
Highland Council’s Finance Service, Susam
Webster has stepped up +o +he call +o assist
with the Council’'s COVID-1q response.
Susan was working as a Systems & Chavge
Assistant v the Council’s Finance Systems
(IT) and Change Team based at Council
headaunarters v Tuvervess when COVIDA19
broke and she is now doivigy am amazing job
guidivg and leadivg the Council’'s welfare
Team during what is a peak +ime for the
organisation,

From previously mainly working in TT, she

IS wow managing a team of 11 who are
SUpporting customers by responding to
welfare issues on anything covering finances,
benefit entitlements, free school meals, and
food deliveries aund applying for these benefits
on their behalf via +elephone and email.

Her +eam are helping people i local

commuities across the Highland
region while working and mavaging
these very challengivg roles from
howme. Susaw said: “T+ has been

a privilege be able +o provide
mstaut advice and assistance +o
people who literally overvight faced
wicertainty and coufusion v +Hheir
daily life. T+ has been very mewtally
stimalating and T am very pleased
to be able +o help people which in
turv has given me a great fecling
of fulfilment that T am making a
difference.”

For further help
on benefits and welfare visit
the council’s website at this
link or phone

0800090 1004

www.bit.ly/Help-with-
paying-rent-and-tax


http://www.bit.ly/Help-with-paying-rent-and-tax

Name:
Donna Sutherland

Post title: -
Corporate Audit

Manager

New role:
Virtual Team
Leader for Helpline

WMany staff, right across The Highland Council
are adapting +o ew and different roles +o
assist with the sustaived emergency response
o Coronavirus.

Ponna Sutherland’s vormal day job is
Corporate Audit Manager, but her role since
the cutbreak has been Virtual Team Leader
for the COVIDAQ Helplive.

Powna’s maiv duty is +o act as liaison and
support the staff and volunteers who are
mvolved in maniing the different parts of +he
helpline, which includes Edew Cour+t volunteers,
the Third Sector Twterface and Highland
Couvcil staff across different Services.

She commented: “This can involve +asks such
as obtaining clarification on processes/where
to 9o for further advice, updating scripts

for the groups of staff who +ake +he calls,
dealing with awy problems Hhat come up,
forwarding on offers of help and/or urgent
requests for assistance.

“This has covered matters smc\/\‘as
dueries about assistance for businesses,
offers of accommodation, r@o\masﬁ for
sohool places by key workers, gueries
avout school meals, requests for ~l
sesistance with Comncil Tmf and d@:‘m S
of individuals w need of assistance.

Downa 1S also reduired to r@\/@w the -
daily call statistics and or@a\lxj\scfm‘wr e
ctaff if veeded. She added: TM\S \sda
very different role To My 0\@\4 jo\ﬂl aud m
withont trying to sound trite, I m @‘:jo\'{ 0
being part of something that is wma W\@S

o differevce and helping people. T @mzs
my role helps everqyone - the staff ai
volunteers who need o know where to




Name:

Donna Sutherland Sﬂ’&\\{w}@ connected

m the North

P1/2 Class Teacher Devise
walsh who was covering at
Lybster Primary Scheol in
Caithuess has been using
Gooale Classroom to check in

‘ e dailu.
Dovuna’s vew role 1s Hi@\/}l/xmd wide, but with her pupils daily. She

thankfully she is able to work from home. Name: used a live WC@?”‘ 5\/@“”‘1 M‘f
Denise Walsh aund all of the children joined .

Denise read the childrew a story
or a poen and set them a “challenge” for the
dov. Sowme of her challenges were desigued to
help their sense of being responsible citizens
within their own households — like encouraging
Hhem +o Fidy their rooms and make +heir beds.
Other challevges were designed to ‘raise the
ctakes’ a bt such as “Do something kind”,
Denise said: “Even for our youmgest pupils, we
are thinking very creatively about how fo keep
them enaaged and developing their sense of
social respovsivility even though they are ot
with their classimates”.

olrtain information v order to help those v
need. T'm also helping assist those in need by
following through on any dueries/ redquests for
pesictance, to ensure that they are directed
to e correct officers and can be addressed.”



Name:
Jo Murray

Invervess Victorian Marke+ Manager Jo
WMurray has +aken on a ‘market-ley different
rele to help with Highland Comncil's response +o
the coronavirus outbreak. She is now part of
the welfare response and has been working
with the Tuvervess, Nairv, Badevoch and
StrathspeyResilience Delivery Team.

The team was set up after +he outbreak
with the purpose of creating a food
distribution hub in +he Highlavd capital and
the wider region. After assisting with the
set-up of the Tuverness Distribution Hub, Jo
Is working from home and responding to the
calls received to the Helplive.

Jo said: “T assisted in the initial se+ up and
continue to support the team. T am now
calling our clients who phoved our Helplive for
Tuverness, establishing their veeds and linking
them with the relevant support.”

She said the role was extremely challenging
at first, with many of the clients they were

dealing with being vulnerable and

understandably anxions.
“T've been able to reassure +hem

Hhat we can help and in a couple of
instances we've beew able o r@sP’oM\
+o some ewmergency situations. Tt's
very rewarding being able to help the

commmmity.” - |
Jo said the team is forming fantastic

community links with voluntary
aronps,” Who are coming forward o
offer assistance. Although +he welfare
response has been ad-hot so far, the
team is improving efficiency @\(@m dm\
She added: “Although T am sﬂlldcahm
with Victorian WMarket vnafrers in the
\mck@rommd (which sHill continue) I am
now focused on delivering smpporf +o those
i our community who redquire qss.\smv‘w@
with food shopping and preseription pick-
ups, amongst other +hivgs.”




H@lpim@
the most vulnerable

COVIP 14 has presented a
number of specific challenges
to some of the Council’'s mos+
vuluerable homeless clients.
Housing staff quickly identified
fl/Wr a wumber of clients are ot
digitally conmected iv any way,
This means that during periods
of isolation and secial distancing
| | they are unable o even enga 6/
with their support workers, sther key ’
services or maivtain their bevefit claim
Emma Blake, who normally oversees Jrl/]é
c§w+rac+ management of support +o these
clients, rose +o the cthallenge of providing a
mobile phone +o clients until Hhe lockdowa
r§s+ric+iows are lifted. Working in collaborati
wm Housing staff in Dingwall, Tesco store )
W Pingwall and Invervess and our Housin S
Support providers, Emma has smcc@ssfmlh?
sourced and distributed a phone for every

cliewt that has needed one across the whole of
the Hignlands. Emma’s inovative avd proactive
sctions will be a welcome o clients who could
otherwise very duickly become isolated and
experience a deterioration in their health avd
wellbeing as a result of the current restrictions.
The whole wider Honsing Service has pulled
together to provide support. Emma Worris and
her +eam of Repairs Co-ordinators, and Lanra
WacDonald, a Honsing Management Assistant,
have been working closely
with the Tenant
Participation team to
carry out telephone
welfare checks on elderly
and vulnerable tenants,
Althongh Emma’s feam
and Laura are both n the
habit of +alking to tenants
i their normal roles, they
are finding this task
particularly “nspiring and very rewarding”.

Name:
Laura MacDonald



Name:
Rory (Y0

10

Staff working in
the hub still have
to follow social
distancing whilst
working

From ‘Active Schools” To Community
Huly co-ordination = Rory supports
‘ it
W\/Z](\jqc((jrvzizv‘was 6\11/\?[0\4@% as qm Active Sdcy\ools
Coordinator with High Life Highland avd is
now volunteering as Teawm Leader af the
ocal Community Hul in Dingwall during the
A4 response. |
‘Cr(\jl\@/]l:;;lq&ovnv:mmm Hub thatRory is workm?
ot W Dingwall is one of a aroup of hitbs acros
the reaion at Nairw, frviemore, Ivmx/@rmcsds,m
Fort Williawm, Portree, Ullapool, Tnvergordon,
Golspie and Wick. The Loml‘ |
Community Hubs are co-ordinating
activity to support people across
Highlaud. They are not opey to f\/\@
public +o ensure the Coumgl covvxfhcs
with public health social d\smm.cmq
amidance. Staff from the Comvuql and
partuer organisations are working ’
alongside community @ro@s 1;0 provide
Hhis local support. Rory said: “My new
role is firstly o work with the Hutl

groups can phone the Council’s COVID-1

Manager, Di Agnew to help get the
Hub operational after Hhat T will
coordivate the team of volunteers
with the receiving, processing and
delivery of goods +o vulerable
people.

The DPingwall Community Huly

has been established +o SUppor+
vulnerable communities in

Dingwall, Seaforth, Black Tsle and
Bastern portion of Wester Ross,
Strathpeffer and Lochalsh with
the provision of food and medicines.
Rory added: “While T am based a+
the Hub v Pingwall and T alse
assist with the delivery of goods.
we are working with many local

community groups and volunteers
who have mobilised +o assist+

people n their communities who
are n veed of help and we are
extremely grateful +o them for
their response in the local area.”

Anyone interested in helping local

Helpline at 0300 303 1362 and sele
‘want to offer support’ option.



From planver to

gront assessor —

Roddy switches his skills
Highland Comncil Planer, Roddy DPowell has
switthed his skills from dealing with planing
applications +o processing COVID-19 Business
aromt applications.

As part of its response to the COVIDA4
emergency, the Scottish Government is
making orants available for certaiv busivesses
and has asked the Council +o admivister

the Gravt Scheme on i+s behalf within

the Highland Council area. Norwmally based

in Tuverness Town House, Roddy - like the
rest of the Busivess Grants Team - 1s now
working from home. He said: “As the demand
for processivng plawing applications dropped off
almost overnighit T was wore than happy o
volurteer and was quickly earmarked a role with
my skills set o help process the many business
grant applications we are receiving. We are
processing applications from across the Highland
area as efficiently as possible +o ensure that
people get help when they need i+ most”

Businesses across Highland are starting +o
receive their grants from the COVIDA1A
Busivess Grant Scheme. The grant schewme,
which vow includes self-catering premises, will
bring over £a4m emergency fundivg to aroud
10,000 Highland businesses.

Busivesses who have not applied are
encouraned o oo +o the Council's website +o
determine whether they are eligible for either
the Small Business Grawt or the Self-Catering
Busivess Gravt.

Information on how to
apply for the grants is on
the council’s website at:

w
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http://www.highland.gov.uk/coronavirus/businessgrant
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Spotlight on
Communications &
Pesilience Team

Normally behind the camera, writing the
story or planning for cvil emergevcies - The
Highland Council's Corporate Commumications
and Resilience +eam has had +o adapt in the
response to COVID-14.
Since mid-March, the Commuvications and
Pesilience Team has completely shifted
their focus of work +o emergency response
and recovery. Prior to this, much work has
been done in modelling and exercising for
sandemic flu incidents Together with partver
organisations. Business contintity planiing
has been an essential part of plawming
and mueh of this had been necessary, v
preparation for Brexit.
The +eam is now mainly home-working and
are successtully keeping in touch on a reaular
daily basis via Skype, phone, Whatsapp and
emails. Daily work for the entire feam has
cthanged since the Conncil declared emeraency

COVIDAA procedures on the 16" Wareh,
supporting the Gold Strategic aronp and
the Couwcil's Silver tactical response group
for COVIDAAQ, chaired by Angus WacLeod,
norwmally Brexit and European Coordination
Officer, as well as the regional and vational
Resilience Partnership response supported by

Resilience Officers Andy Denovan and Stephen
Mardoun.

Andy Stephen ANOYNS

WMeanwhile, Communications and

Eugagement Officers, Alison MacNeill

and Sylvia Tarrant, Duncan Mckenzie

avnd KirstyRodaer, are handling a

marked increase v both external

and nternal communications -dealing Alisou




Sylvia Punean Kirsty

with increased daily media enduiries; producing
daily COVIDAA reports; writing and issuing
news releases; public messaging on social
media and wonitoring feedback; producing
newsletters and videos from home.

They are supported by Graphic Designer,
Kirsty Foster who, working
from home, is continuning

to design newsletters,
branding avd imagery
Yars™ for social media and
Web-1messanes.
Admin Assistant WMegan Gow
covtinnes to collate the daily news briefings,
avd provides admin support 10 +he Team and
the Silver +actical group, all working from

Megay,

howmel!

Ruth Cleland, Communications

and Resilience Mananer says: Ruth
“The team is shifting and

adapting the way in which we work - rapidly
respovding every day to a dywamic situation
and rising +o all the challenges which emerge.”

The team has also changed the way in which
i publishes news releases — providing av
additional focus on the COVIDPAAG response
and internal communication with all news
releases being wade available +o staff now
working from home; posting news on the
council website and staff intranet, as well

as the staff facebook page and social media
and updating:
www.highland.gov.uk/staffeonmections
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http://www.highland.gov.uk/staffconnections



www.bit.ly/Discover-Spectrum-Life
www.spectrum.life

