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Project Proposal

1: Context
This project is being done with the aim of evaluating a new initiative developed within Carmarthenshire County Council, TS Department. Within this department, there are several measures currently in place to support vulnerable residents in their homes. Currently, these measures are a trueCall nuisance call blocker, a NCCS and a BWC trusted trader list. These measures are also being used by other Councils, for example, East Sussex County Council (2024). They provide door stickers that the resident of the property can display to deter uninvited traders.  The aim of this project is to develop and promote a training programme with an App developed by officers for carers to use when in clients’ homes. This project will also reflect their feelings and any obstacles and barriers they will face, as they create and deliver the programme.
2: The Justification
The researcher decided to undertake this project following discussions made during team meetings within the department. The aim of the meetings was to look for new ways of supporting and protecting residents from scams. From these meetings, the researcher concluded that by involving care staff, the team would be able to get support to some of the most vulnerable residents in the county.  
3: The intended impact.
The researcher will create a training programme in the form of a PowerPoint. They will research what scams are prevalent and relate to the measure currently available within the department. The intended impact will be getting more of the supportive measures in vulnerable homes and help CCC achieve its Well-Being goals (Carmarthenshire County Council 2023). This project has the ability to impact how the council supports its residents.
4: The outlined intention
The researcher will hold meetings with other care managers to discuss what information would be required in the training programme. These discussions will take place in meetings held on Microsoft Teams as this is the preferred and most convenient way of meeting currently. Following this, the intention is for the carers to attend a training session in person to inform them of the dangers of scams and ways to protect themselves and their clients by using the measures available from the TS department.
Once the carers have been given the training, they should be able to use the app immediately. They will know what they are to look for and how they can advise their clients of the supportive measures that are available to them. Once the carers have had the training and begin using the app, the researcher will send the carers a questionnaire, which will include a number of questions designed to evaluate the app and the value of the training. An example of the questions used will include: do you find the App easy to use? The researcher will then use the data collected to evaluate the app and their responses will be recorded for the research.  Figures will also be taken from the app to decide if the app is working, and the measures are being provide to residents. 
5: The ethics insider research
As an insider researcher, it is important that the researcher considers how this will affect their research. One the ways the researcher will address any insider research complications will be by ensuring that they continually reflect on how going through the process affects their performance. This is supported by Finefter-Rosenbluh (2017), who suggests reflexivity is increasingly recognised in insider research. More specifically, that the researchers should be encouraged to recognise their knowledge of the role and have the ability to self- monitor their own bias, experience and therefore have the ability to maintain an equal balance.  The researcher will need to be aware of any bias that they display through developing the programme and that they conduct themselves professionally even in familiar environments. The research should be conducted with respect especially when considering that the programme is designed to support vulnerable residents. It is important to remember that the researcher will not be contacting the residents directly and any research will be done through consenting care workers who will be asked to complete a survey. The researcher will ensure that the research is fair and equal and provide a comprehensive project and hopefully provide the client with the support needed. 
6: The expected learning outcomes
From this project, the researcher expects to evaluate the apps relevance and discover if it should be used in other departments:
· The researcher will also be able to determine how easy the app is to use, and if the training gave the carers enough information with regards to scams.
·  To reflect on whether the TS app and training programme are relevant to the wellbeing objectives of the Councils corporate strategy.
·  Other learning outcomes include connecting with new colleagues in other departments, and to develop presentation skills, these are areas that the researcher will find great benefit for future project.


Introduction 

This project has been developed in the TS team in Carmarthenshire County Council, currently the department offer support in numerus ways. For this project, the department wanted to look to ways of supporting vulnerable residents and find ways of reaching those that may be being scammed and unsure of how they could get help and support. Currently, the department offers three methods of support to vulnerable residents, the first measure is a trueCall nuisance call blocker, this is a device which is connected to the residents’ phone.  Secondly there is no NCCS, this is a brightly coloured sticker which is put a BWC TS approved trader list. 
Training programme centres around three products which are available to Carmarthenshire residents through and app. These products are a “trueCall nuisance call blocker”, a “NCCS” and a “BWC” trader list. Each is available to vulnerable residents. These measures form part of the preventative ways provided by the TS department.  



































Literature Review

Research indicates that older adults are more vulnerable to fraud because of factors such as cognitive and mental health decline, limited familiarity with modern technology, and a generational reluctance to report crimes to the appropriate authorities. (Burton, A. et al 2022). This has been further exaggerated by the covid pandemic with the closure of many high street banks and banking moving to online, and the isolation and loneliness resulting from the lockdown and lack of interaction with others. Age UK suggest that in the UK over 5 million people over 65 have been affected by a scam at some point, and those who live alone are more likely to have been affected. While those who have been victims of fraud and live in their own home are 2.5 times more likely to go into residential care or pass away within a year (Age UK ND). 
Being the victim of Fraud also affects the well-being and mental health of those who have been defrauded, research conducted by the Police Foundation suggests that 45% of victims of fraud felt that their emotional well-being had been affected, and 37% reporting that they had suffered significant psychological and emotional harm (The police Foundation 2018). Part of Carmarthenshire County Council’s responsibility according to the Well-being of Future Generations (Wales) Act 2015 is that they have a duty to take reasonable steps to ensure the well-being of its residents (Welsh government 2015). According to the Corporate Strategy CCC support its resident’s well-being through its second well-being objective Enabling our residents to live and age well. They have recognised that around 35.6% of its residents are currently living in poverty, with 11% of this population being over 75, this suggests that there are a significant number of residents who would require an increased demand in health and social care (Carmarthenshire County Council 2022).
One of the ways the Council are protecting residents from fraud is through The Financial Exploitation and Safeguarding Scheme (FESS), which is an established fraud initiative operated within the TS team. The aim of this scheme is to provide crime prevention, victim support and education activities to provide support to victims of fraud while promoting the health and well-being objectives of the Social Services and Well-being Wales Act 2014 and the Well-being of Future Generations Act 2015 (Carmarthenshire County Council (2022). According to H.M Government (2023) Serious and Organised Crime strategy (2023-2028) fraud and cybercrime is now considered to be responsible for approximately 40% of all crime for England and Wales. With the total cost of fraud against individuals within society estimated to be at least £6.8 billion. While the office for national statistics reporting that overall police reported fraud has seen a rise of 15%, this rise has been attributed to an increase in reporting fraud to the relevant authorities (Office for National Statistics 2023). This scheme combines 9 initiatives which support the country’s residents, through initial research it has become evident that the elderly and vulnerable are at most risk of falling victim to a scam or fraud. The research specifically will consider 3 of these initiatives; the true call nuisance call blocker, the NCCS and the ‘BWC’ list. 
Fraud and financial exploitation of older adults is a global issue, many countries are experiencing similar patterns of vulnerability among older adults due to factors such as cognitive decline, isolation, and a lack of familiarity with modern technology. While the UK has specific initiatives like the Financial Exploitation and Safeguarding Scheme (FESS), there are similar programmes in other countries. In the United States for example, the National Adult Protective Services Association (NAPSA) works to protect older adults from various forms of abuse, including financial exploitation. Their Financial Exploitation of Older Adults programme provides resources to help identify and report fraud. Similarly to the UK, scams targeting older adults have risen, with the Federal Trade Commission (FTC) reporting that consumers aged 60 and older lost more than $1 billion to fraud in 2020. 
The true call nuisance call blocker when installed in the homes of vulnerable people can prevent scam calls. According to Marketing company Salesforce (2024), 2% of cold calls can result in a sales appointment, they argue that to be successful the salesperson should “Target the right person” and be persistent, both of which it could be argued would be used on a vulnerable person to get the required result. The Do Not Call Registry service provided in America is similar to the "No Cold Calling" initiative in the UK. It is also designed to reduce unwanted calls which can lead to scams. By having the trueCall device, the resident would have an element of protection from scam calls. The trueCall works by intercepting all incoming telephone calls not included on a pre entered list of trusted callers. This service is also supported by the TS team who offer a call monitoring service which assesses the vulnerability of the resident. (Carmarthenshire County Council 2024). These examples illustrate a shared recognition that older adults are disproportionately vulnerable to fraud, and countries across the world are implementing similar measures.












Methods
The development of the app stemmed from the desire to find ways to support vulnerable members of our community. As a local authority, it was important to identify methods for delivering a service which wasn’t invasive, and didn’t take long to deliver, was easy to use, and provided individual services to residents at no cost, directly into their homes. The researcher explored various approaches for conducting this research, such as developing it through a different research method. For example, if the research was to be conducted from a feminist perspective the researcher would need to be sensitive to their long-established habits and gendered experiences. For many of the elderly, especially women, have their daily routines and similar social interactions. Therefore, as we were adopting a more equal approach using a social constructionist approach. This approach focuses on understanding how we perceive and interpret the world and objects within it, recognising that our perceptions do not reflect the world’s inherent nature, but are shaped by how we represent it (Dick, 2017). Therefore, this method would offer the authority a more genuine view of society. However, the researcher should still be aware that when introducing new measures in such communities, a feminist perspective would advocate for an inclusive approach that listens to the voices of elderly women. It would involve actively engaging with them in the decision-making process, by respecting their experiences. 
From a social constructionist perspective as a society, residents in the community and the elderly in particular are conditioned through their experiences and routines which have been shaped by their cultural and the lives they have lived. Therefore, the researcher should consider that we are conditioned to answer the door when someone knocks or rings the doorbell. We automatically pick up the phone when it rings, even if we don't know who's calling. Society teaches us that it’s impolite to hang up the phone or ignore a doorbell. We are conditioned to believe that it's rude to disregard the door or the phone. These societal constructs shape our behaviour, and rogue traders and unscrupulous call centres exploit these norms when they make cold calls. As is the case with elderly residents, their long-established routines are likely products of decades of social and cultural influences. These routines, which might include specific ways of engaging with neighbours, using public spaces, or participating in community activities, are not arbitrary but rather socially constructed behaviours shaped by the norms and expectations of the community.
Michel Foucault, through his Discourse theory, provides an explanation for this. He suggests that society has undergone a ‘discursive turn,’ where individuals are conditioned by their interactions within their community or society. This implies that people are shaped by the narratives constructed by the culture they live in. Therefore, it can be argued that even when we express our opinions truthfully, there is always an element of bias due to the cultural or communal influences that shape our perspective. This bias can differ from the views of others, depending on their own societal conditioning. This approach promotes a more thoughtful, respectful, and collaborative process for implementing changes that honour both the past and the evolving needs of the community.
By using an ethnographic approach, the researcher can gather more context and understanding of how the app’s recommendations are being implemented in real-life settings, while combining it with quantitative data to measure effectiveness. By involving both carers and care managers, the researcher can ensure that there is a comprehensive view of the project’s progress and outcomes. This combined approach should provide a more accurate and holistic understanding of the intervention's success.
The researcher will also consult with care managers to gather their feedback on the progress of the project. It is crucial that the caregivers feel comfortable with the training and are confident in delivering the information to their clients. From a practical point it’s important to understand how well care managers are absorbing the training material and how confident they feel in relaying it to their clients. If the care workers were to feel uncomfortable or inadequately prepared, they may prefer not to implement the training they have received. The researcher can assess the effectiveness of the training by obtaining direct feedback from care managers about its clarity, usefulness, and applicability. This feedback will help refine the programme so that it meets the caregivers' needs and ensures that they can confidently and accurately communicate the information to those they support.
Ethics
In order to execute the project ethically, an insider researcher must make sure that they are impartial. The results, according to the researcher, will depend on the real circumstances of the moment because this study is being conducted using an ethnographical technique. Reflecting on the project as it develops is also crucial. In order to accomplish this, the researcher might also talk about the study with coworkers in order to get their unbiased perspective on the course the project is following. It is crucial that the researcher avoids making assumptions about the actual experiences of the clients and care providers. The idea of reflecting on the project as it progresses is essential in ethnography because it allows the researcher to adjust their approach, consider new insights, and remain flexible in interpreting the data. This reflection helps ensure that the research stays relevant and accurately captures the dynamics of the situation as they unfold, rather than being constrained by preconceived notions or rigid methodologies. 

Adverse outcomes
Some potential adverse outcomes include the risk that, despite the researcher’s training of the care worker, the care worker may choose not to share all the information with their clients. Additionally, even after receiving the information, clients may decide not to follow the recommended measures. Also, they may have come across situations out of their control during their shift which would make it difficult to offer the information to their clients. For example, they could be running late, or the client needs more attention than usual or simple hold ups through the day, all of this may have adversely influenced the care givers decision to pass on the information to the client.  There is also a chance that when they arrive to their visit the client may have just had a scam call, it is possible that they may mention it to the care giver what has occurred, and this may then prompt them to recall their training and pass on the information to the client. It is crucial to recognise that each individual is unique, with different expectations and responses. If after being provided with the relevant information a client then choses to ignore the recommendations or are not sufficiently informed, they may be at risk. These individual differences must be considered, as they can significantly influence how information is understood and acted upon. Acknowledging this variability is essential for designing more effective interventions that cater to the distinct needs and circumstances. 




















Findings

Overview
The app was developed after several working group discussions with the team, where we aimed to find an efficient way to record information during no cold calling zone reviews. We decided to create a form using Microsoft Forms, which could be accessed through a QR code. The data collected would then be sent directly to the technical officer for monitoring. During the reviews, officers could record information and assess each property’s need for a true call blocker after visiting the resident. By engaging in a conversation with the resident, officers could quickly determine if the resident was receiving cold calls. This approach allowed the team to gather real-time data, enabling us to assess whether the no cold calling zones were effective. By collecting and analysing this information, the team could track the impact of the zones and make any necessary adjustments for better enforcement and resident protection.
Discussions and Working groups 
Following further discussions about the TS department having over 500 trueCall call blocking devices available. These devices would be free to local authority residents, so it was important to find was of getting them to those most in need. A previous study conducted by the department, focused on residents in sheltered housing, proved to be successful. In this study, a TS officer visited the residents to discuss their issues with cold callers. From the discussions with the residents, It quickly became evident that many of these residents had experienced problems with unwanted callers, and some had even fallen victim to scams. In some cases, immediate support was needed due to their urgent situations and arrangements were made with officer to support them. Appointments would be made and support from TS services would be provided. According to Wallerstein and Duran (2006) visits by departments such as TS to sheltered housing residents for face-to-face meetings can increase the prospect of the resident participating, thus strengthening the effectiveness of these programme.  During these visits, it became clear that the residents were also well-supported by carers who visited regularly. They had regular contact with vulnerable individuals and were already involved in addressing their needs.
A working group was formed within the TS team to determine the best way to utilise the app effectively. During discussions, the researcher suggested that if they were to provide the app to carers, Additionally, they could offer a training programme. The training would inform carers about the tools available to help protect vulnerable residents from cold calling and scams. These included the trueCall call blocker, the NCCS, and the BWC trader list, all of which TS had in place. It was also important to show carers how to access these resources. To make this happen, the team reviewed the available information, and the researcher was tasked with consolidating this into a comprehensive training programme. The goal was to ensure that carers not only understood how to use the app but also had a clear understanding of the broader measures in place to support vulnerable residents.
The programme evolved into an informative teaching initiative designed to educate participants about scam awareness. The goal was for carers to leave the programme knowing how to recognise scams and understand the preventative measures available through TS. It was important for the researcher developing the app to ensure that the content was specifically tailored to the needs of vulnerable individuals. Extensive research was conducted, including exploring resources from Age Cymru via their website and leaflets (AgeUk,2015). Educational programmes that increase awareness of scams and fraud prevention strategies are widely recognised as effective tools for protecting vulnerable individuals (Nanda & Sherwin, 2016). However, it is important to acknowledge the potential difficulty in making the training program adaptable for all residents. Residents who need of care support workers may have a range of cognitive, physical and social challenges which could limit their ability to understand (Age UK (2015).
The Pilot programme 
A pilot programme was developed, and the app was presented to a select group of care managers. The initial training session was well-received, with participants actively engaging in all interactive components. They were also open and forthcoming, sharing their experiences with scams and offering valuable insights into potential remedies to better support vulnerable residents in the community. This feedback was invaluable as the team moved forward with refining and expanding the app’s use.
The feedback from the pilot programme was noted and any necessary changes were made to improve the overall effectiveness of the training. One key change was ensuring that the programme didn’t run over time, To address this, the programme was adjusted to incorporate as many relevant scam experiences as possible, As the training progressed, it became evident that almost all the care workers had personal experiences with scams or knew someone who had been affected. The care workers were split into small groups of 3 and given some paper to note what different scams they were aware of; this gave them a chance to have a discussion on what they had already heard in the training and discuss their experiences.
It could be argued that if a care support worker is struggling for time, it may be unrealistic to expect them to offer all available supportive measures, especially when considering the potential impact on their schedule and the responsibilities they have to their other clients. Social constructionism emphasises that the World is shaped by social context, this includes roles and responsibilities suggesting that expectations on care workers mush be within the roles of their environment (Gergen, 2009). However Burr, 2015, might question whether it is fair to expect a care worker to deliver preventative solutions like the trueCall call blocker or the NCCS when their time is valuable and the service they are already providing is essential to the client. Cheng and Cummings (2012) support this, they discuss how care support workers experience conflict when they are expected to take on responsibilities outside of their care giving responsibilities.  If a vulnerable client were to fall victim to a scam that could have been prevented simply by offering these measures, it raises the ethical dilemma of whether the care worker is responsible for that missed opportunity. However, there is also the practical consideration of the care worker’s workload. If they are running late for their next appointment, the potential repercussions of a delayed visit could be significant—both for the worker and for the next client. It brings up the challenge of balancing the need to provide supportive measures with the reality of time constraints and demands of their role. 
Interview with the Care Manager
To evaluate the training programme and app with the care managers, an appointment was scheduled to conduct an informal interview with a care manager from Carmarthenshire County Council. For reasons of GDPR, the care manager’s name will not be disclosed in this research and will instead be referred to as "the care manager" throughout the evaluation.
The care manager was asked a series of questions about their experience with the training programme. Specifically, their thoughts on the programme’s validity, its relevance, and whether they felt the content aligned with the four wellbeing strategies in the council's corporate strategy (Carmarthenshire County Council (2022). The feedback gathered during this conversation was important in assessing the effectiveness of the programme, identifying potential areas for improvement, and ensuring that the training and app aligned with the broader goals and objectives of the council. The care manager was asked about their thoughts on the concept of the training programme, and they expressed the opinion that the programme was very beneficial for the staff who had received it. They noted that all the information shared with the staff and carers was well-received, with many expressing positive feedback about what they had learned. The care manager also highlighted that the interactive nature of the training made it more engaging, as this type of format kept participants interested. They mentioned that, in their experience, traditional training programmes can sometimes become monotonous, leading attendees to "switch off" and miss key sections. Training Industry 2018,  suggests that employees often struggle to stay focused in training sessions, especially in work environments filled with distractions. However, research found that 70% of employees believed training programmes could help them block out these distractions and stay engaged. 
Review and feedback 
As part of the review process, care support workers were also sent a link to a survey to gather their feedback on the training programme and the app. The survey consisted of eight questions, designed to understand their overall impressions of the training, their feelings about using the app, and whether they were comfortable using it independently. The survey also aimed to assess if they had been actively using the app and whether they felt it met their needs. Around 20 care support workers received the training, and to date, 15 referrals have been made to the TS department via the app. These referrals have been evaluated, and the necessary requests have been sent to the clients, reflecting the app’s effectiveness in streamlining the referral process. The feedback from the care support workers also suggested that training programmes can become long, and they can become easily distracted and it can be difficult to stay engaged. However, all the participants agreed that they found the training programme helpful and engaging, highlighting the importance of interactive elements in maintaining attention and delivering meaningful learning outcomes.
All care support workers who participated in the training were sent the following survey, and nine replies have been received so far. Given that participation in the survey was voluntary, this response rate is considered to be within an expected range. This is supported by Dillman et al (2014) who outline that the response rate expectation from groups such as care workers is 20 – 40% due their workload.  The responses from the survey, along with the data on the referrals, provide valuable insights into the app’s usability and its impact on care support workers’ ability to engage with and use the supportive measures offered by TS.
The results from the survey have been put into the following bar charts 
The feedback from the care support workers also suggested that training programmes can become long, and they can become easily distracted and it can be difficult to stay engaged. However, all the participants agreed that they found the training programme helpful and engaging, highlighting the importance of interactive elements in maintaining attention and delivering meaningful learning outcomes.

Surveys 
[image: A graph with blue squares and white text
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(Figure 1)
The bar chart in Figure 1 shows the results from question 1 which asks if the care support workers found the training programme helpful. The care support workers responded that they found the training to be very informative. This was supported by the interview with the care manager, it was mentioned that the programme included a variety of interactive elements, these interactive elements included asking for their experiences with scams and to see how many different types of scams they could list. 
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(Figure 2)
 Figure 2, we can see that the bar chart shows two responses to a yes, no question asking if the care workers had, had cause to use the App. We can see that most care support workers indicated they had not had cause to use the app. This raises the question of whether the lack of use is due to time constraints, which would support the idea that care support workers face significant existing challenges in their roles. This reinforces the earlier concerns about the burden of additional tasks and the limited time available to integrate new tools into their routines.
[image: A graph of a bar chart

AI-generated content may be incorrect.]
(Figure 3)
Figure 3 presents a yes/no question inquiring whether care support workers thing the supportive measures offered by TS can help protect their clients? The survey offered five responses to the question with the majority of replies stating that they were happy to offer all of the supportive measures to all of their clients. However, it is important to then consider that according to the referral log it can be seen that there has only been 15 referrals made to date, this would suggest that there is some form of miscommunication here. 
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(Figure 4)

Figure 4 displays the care workers' responses to the question, "How do you feel about offering the supportive measures to your clients?" The possible answers included: "I don’t feel happy," "I don’t feel comfortable," "I don’t mind," "It hasn’t come up in conversation," and "I’m happy to offer it to my clients." These response options were selected to allow care support workers to express their feelings honestly. The survey was anonymous, which was important to ensure the responses were candid and accurate. The care support workers indicated that they were generally happy to offer the TS supportive measures to their clients. Based on these results, it may be helpful to include guidance in the training on how to introduce these measures to residents. Additionally, the care manager confirmed that the app was easy to use, the questions were straightforward, and the TS supportive measures were clear and recognisable. The training itself was described as enjoyable and engaging by all parties involved.
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(Figure 5) 
Figure 5 shows the number of referrals made through the App. This clearly suggests that the support workers understood the training, and were fully aware of the requests they were sending through the referral app. We can see that most of the referrals were for the trueCall device suggesting that many of their clients were having nuisance calls. 



Theory
Introducing a new programme can be challenging, as people have different learning styles influenced by cultural or personal perspectives (Burr, 2015). Gardner’s (1983) theory of multiple intelligences highlights that individuals learn in various ways, such as linguistically, interpersonally, or kinesthetically. The programme effectively addressed these diverse needs by incorporating visual aids, hands-on activities, discussions, and written materials, ensuring it reached all care support workers in a way that suited their individual learning preferences.
The care manager rated the training programme a five, indicating it was both informative and enjoyable, which suggests the design and research efforts were successful. Survey results from care support workers also showed positive outcomes, with all respondents reporting increased awareness of scams and rogue traders. Comments such as "Made me more aware of the different types of scams" and "Gave me insight into how scammers operate" highlighted the programme's effectiveness in enhancing understanding of scam tactics. This feedback confirms the programme met its goal of educating staff to better support vulnerable residents.
When introducing a new initiative, it's crucial to recognise the challenges faced by care support workers. A study by Roth et al. (2015) found that caregivers often experience role overload, especially when new tasks or programms are introduced without adequate integration into existing structures. Care workers already deal with demanding schedules, including multiple visits and long travel times. Therefore, the programme was developed with these limitations in mind, ensuring the app was user-friendly and the training efficient to avoid adding to the workers' time pressures.
Research from Nurses UK (2021) highlights that many care workers enter the field with limited knowledge of the challenges they’ll face, leading to stress and uncertainty about their roles. This reinforces the need for a user-friendly, efficient app and training programme. By designing the tools with simplicity in mind, the researcher aimed to ensure they could be easily integrated into care workers' routines without adding to their workload, balancing the need for support with the practical realities of their responsibilities.
During the interview, the care manager raised a concern that care workers might mistakenly believe making a referral via the app is the only necessary step, potentially neglecting other safeguarding actions. This is a critical issue, as safeguarding vulnerable residents is a legal and ethical responsibility. The care manager emphasised that care workers must follow established safeguarding protocols outlined in the Social Services and Wellbeing (Wales) Act 2014 and Carmarthenshire County Council's Safeguarding Policy (2023). Relying solely on the app could lead to missing other vital steps, compromising residents' safety.


This concern is reflective of past failures within safeguarding services, as noted by Fischer et al (2013), who emphasised that lessons must be learned, and services need to work together to protect those at risk. In response to this concern, the programme was updated to include a section stressing the importance of making the correct safeguarding referrals and following established protocols. However, it was recognised that there remained a risk that care support workers might use the TS app as their primary method of referral, bypassing the necessary steps, such as contacting their manager or following the proper safeguarding procedures. This challenge highlights the need for a careful balance between introducing new tools that can aid in protecting vulnerable individuals and ensuring that these tools do not inadvertently lead to lapses in important safeguarding processes. To mitigate this, clear guidance within the programme was introduced to emphasise that the app should complement, rather than replace, existing safeguarding practices.
The Ladder of Inference (Argyris, 1982) helps explain how care support workers may quickly draw conclusions based on limited information. After observing signs of a scam during home visits, workers may link these observations to their training, leading them to assume the issue is a scam. This assumption could result in the conclusion that making a referral through the app is enough to address the situation, potentially overlooking other necessary actions.
However, the risk in this process is that, while the care support worker may be well-intentioned, they might be overly reliant on the app’s referral process and assume that by making a referral through it, they have completed the necessary action. They might believe that referring the issue to TS is enough to address the client’s needs. This assumption could overlook the critical step of making a safeguarding referral when appropriate. In this context, the care support worker might assume that making a referral through the app is the correct course of action, not recognising that a safeguarding referral might also be necessary. This could result in the worker unintentionally missing the more comprehensive or urgent action required, potentially putting the client at risk.
This highlights the potential danger of making assumptions based on limited information. The ladder of inference illustrates how, without careful consideration of the full context and all available procedures, care support workers could inadvertently bypass necessary steps, such as safeguarding referrals, when trying to address a scam issue. To mitigate this risk, the training programme was updated to emphasise that making a referral through the app should not be viewed as the final step in all cases. It was essential to remind care support workers to consider the broader context, follow safeguarding protocols, and ensure that all necessary referrals are made through the correct channels.
It is also important to consider how the care support works found the app to use and if it was beneficial to have it included in their independent learning, considering if the care managers believed the programme would benefit the care support workers. This is an important point to consider as this programme was being offered from one department to another. Therefore, its performance would be reflected and judged by another team. Part of the conclusions to the initial research was to consider how the programme could be beneficial to other departments and also work as part of the Corporate Strategy.
CCC has developed four well-being objectives: to start well, to live and age well, prosperous communities, and our Council. Part of this research aims to determine whether the training programme and the app can support these objectives. According to statistics, 24.2% of the population in Carmarthenshire is over the age of 65, and more than 3,500 individuals receive social care services. Many of these individuals are likely to be vulnerable and susceptible to scams. Research conducted by Age UK suggests that 53% of those aged over 65 have been targeted by scammers, with one-third losing £1,000 or more to fraud (Age UK, 2015). The Financial Conduct Authority (FCA) reports that financial fraud costs the UK over £6 billion annually, with one in ten people being a victim, and £1.2 billion of this amount attributed to investment fraud alone (Graham, ND). With this context in mind, it is important to approach this research with the Council's six core values at the centre of the investigation, recognising the importance of teamwork. 
This approach is supported by a multi-agency report conducted by the Welsh Government (2023), which argues that without consistent attitudes and good communication between professionals, there is a risk that individuals may not receive the care and support they need. Further, the report highlights that miscommunication, or a lack of communication can often lead to a lack of understanding (Welsh Government, 2023). The care manager agreed, suggesting that the project had facilitated valuable connections across departments. They emphasised that if there were concerns regarding their clients, they would feel comfortable approaching the TS department, and this collaboration would be mutual.
From a social constructionist perspective, introducing a new programme can be challenging for individuals. According to Gergen (2009) the introduction of new programmes, often face resistance because individuals and groups construct their reality based on their existing norms and practices. Humans often place varying levels of emphasis on different situations, which influences how they respond to new information. For example, a care support worker may view a new programme as a useful tool to enhance their work, while another might perceive it as an additional burden, depending on their previous experiences, role, or the level of support they receive. Burr (2015) suggests that our reactions to these situations reflect our assumptions about the knowledge we have and how we perceive reality. In this context, care support workers have received new knowledge through the training programme, and it is up to them to apply this knowledge in ways that best suit their practice. This may explain why, as shown in image 4, they are eager to offer the supportive measures they’ve learned. However, despite this positive outcome, it is important to note the visible lack of referrals being made. The low referral rates may stem from the idea that personality traits can affect whether individuals feel comfortable sharing the new information they’ve learned. Shotter (1993) suggests that a person’s behaviour is part of their personality, and their actions are influenced by how they perceive the person they are interacting with. For instance, a care support worker may interact with a vulnerable person who has dementia in a way that ensures the individual feels comfortable
Conclusions
This research demonstrates that different departments within CCC are collaborating effectively to support County residents, contributing to the achievement of the Council's Well-being Objectives, particularly Objective Two: "to live and age well." The training programme for older individuals equips them to avoid scams and access needed care, fostering security and well-being. Additionally, Well-being Objective Three, which aims to create "prosperous communities," is being met through protective measures against scammers, contributing to a safer environment for residents.
Progress toward Well-being Objective Four, focused on fostering "Our Council," is more gradual. While the collaboration between departments and the successful training programme show positive strides, more support and innovation from managers across teams are needed to further improve staff capabilities and refine approaches. Continued progress requires ongoing development and encouragement for staff to better serve residents.
The training programme itself was deemed successful, with all survey respondents finding it beneficial. The research confirmed the programme's effectiveness in making the supportive measures clear, with 15 referrals made. However, the low number of referrals prompts reflection on potential barriers to greater engagement.
Several factors could explain the low referral numbers, leading to the following recommendations:
1. Lack of Confidence: Care support workers may lack confidence in applying new knowledge or recognising situations that require a referral. More hands-on support or additional resources may help boost confidence.
2. Referral Complexity: The referral process may seem time-consuming or complicated, discouraging workers from making referrals. Simplifying the process could increase participation.
3. Personality and Communication Styles: Workers' personalities and communication preferences may influence their comfort level in making referrals. Tailoring approaches to individual needs may improve engagement.
4. Lack of Follow-Up: Without consistent reminders or follow-ups, workers may forget to act on the training. Regular prompts could maintain focus on referrals.
5. Training Reinforcement: Periodic refresher courses or accessible resources could reinforce learning and improve long-term retention, making the programme more effective.
Finally, connections with the Learning and Development department have opened possibilities for adapting the programme to online delivery, enhancing accessibility and flexibility. Further exploration of training for new care workers is also suggested.
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Appendices 

The survey provided to the care support workers

· Did you find the training programme helpful?
· No not really
· Knew most of it already
· Yes very informative 
· Has the training made you more aware of rogue traders and scammers?
· Yes 
· No 
· If so how?
· Have you had cause to use the App?
· Yes 
· No
· How do you feel about offering the Trading Standards supportive measures offered in the App to your clients?
· I don’t feel happy to do it
· I don’t feel comfortable 
· I don’t mind
· Its not really come up in conversation
· I’m happy to offer them to all my clients.
· Do you think the Trading Standards supportive measures can offer some protection to your clients?
· Yes
· No 
· Not sure 
· do you have any other suggestions or comments to make about the training
· do you have any comments or suggestions to make about the App?
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