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...to the first edition of the ILS Magazine.

2017 is a special year for us, marking 25 years in the industry and 
giving us an opportunity to reminisce on the early years of ILS and 
look forward to the future of the company. 

We’re extremely proud of our company and how we’ve grown over 
the years, and we’re also proud to say that in a time of big changes in 
the industry, we remain an independent company run by directors 
who have experienced the growth of case management since we 
started 25 years ago. 

In this issue, we look back at the early days of ILS and how case 
management has changed since the days before mobile phones and 
email. We look at housing adaptations, our trip to Treloar’s, and our 
new seminars for 2017 / 2018.

Look out for the next issue in the Autumn, and please do contact us 
if you have any comments, queries or articles of interest to the case 
management community.

Our very own Marathon Man, Phil Perry (Senior Operations 
Manager) is running 15 marathons and ultra-marathons this year 
in aid of Julia’s House, the Dorset and Wiltshire Children’s Hospices. 

Follow us on 
Twitter (@
IndependentLiv) for 
details on how to 
support Phil.

www.indliv.co.uk/case-management/find-a-case-manager

Welcome...

Kate Maclean
Joint Chief Executive

Karenmarie Smith
Joint Chief Executive

Latest
NEWS

The Marathon 
MAN

ILS welcome
4 NEW 
case managers
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After an extremely busy start to our 
25th year, we’re pleased to have 
welcomed four new case managers 
to ILS: Rebecca Emery, Odile 
Waddington-Jones, Kate Burrell and 
Linda Fry. Full CVs are all listed on 
our website:
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1992 brought us Black Wednesday, the 
re-election of John Major’s government, 
and the Royal Family’s Annus Horriblis. 
It also brought the launch of ILS - one 
of the first companies to explore the 
emerging Case Management industry.

Since the company was founded in 
1992 ILS, formerly Independent Living 
Solutions Ltd, has risen from strength-to-
strength. Starting out in a small office in 
Salisbury, Wiltshire, we began with just one 
Occupational Therapist who was looking 
for Case Managers to support her clients. 
Case Management was a relatively new 
concept, and ILS quickly became one of the 
first companies to concentrate on using 
Case Managers to provide comprehensive 
support to clients with complex and 
multiple needs.

Fast-forward 25 years, and the key ILS values 
are the same: we remain an independent 
Case Management and Rehabilitation 
provider, we still operate from an, albeit 
much bigger, Salisbury HQ, and: we continue 
to address the practicalities for people 
whose lives have been changed by injury.

Today, we are a nationwide company 
consisting of ILS Case Management and 
Rehabilitation Solutions. We employ over 
40 Case Managers and 70 Rehabilitation 
Solutions Therapists, and are incredibly 
proud to be one of the UK’s leaders in case 
management and rehabilitation. 

2016 brought us many positives; including 
a company-wide rebrand and new website, 
our third company conference, and our 
involvement in some very noteworthy 
charity events. We’re delighted to be 
welcoming 2017 with the launch of our 25th 
anniversary celebrations.

You’ll notice that our logo has temporarily 
changed to mark this occasion, and we hope 
that you continue to spot it throughout the 
year when we’ll be taking the opportunity 
for plenty of internal and external 
celebrations. Please be sure to keep an eye 
on our Twitter and LinkedIn accounts for 
updates on how we plan to celebrate.

We’d like to take this opportunity to 
thank our incredible clients, staff and 
industry friends who have helped us to 
reach this important milestone.

“We are privileged 
to be supporting our 

clients and their families 
and we hope to be 
providing excellent 

Case Management and 
Rehabilitation Services 
for another 25 years.” 

Alison Barker MCSP
ILS Director and General Manager

ILS celebrates
25 YEARS
in the industry
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Treloar’s started in 1907 when the then Lord Mayor of the City of 
London, Sir William Purdie Treloar, set up a fund in his mayoral appeal 
to build a hospital and school outside the city for children with non-
pulmonary tuberculosis. In 1908, Sir William opened his school and 
hospital in the stunning countryside of Alton, Hampshire.

Since that day, Treloar’s has kept strong links with the City of 
London. Each Lord Mayor automatically becomes a trustee of 
Treloar Trust.  The Lord Mayor makes an annual visit to Treloar’s, and 
each year, Treloar’s stages an event in the Egyptian Hall at Mansion 
House, while Treloar students perform in the presence of the Lord 
Mayor or his representative. 

The Trust today provides education, therapy, medical support and 
independence training to young people with physical disabilities 
from all around the UK and overseas. Their aim is to prepare these 
young people for adult life, giving them the confidence and skills to 
achieve their full potential. 

We arrived at Treloar’s on a rainy Wednesday morning, and were 
immediately struck by the size of the campus. Encompassing a non-
maintained Nursery and School (from 2 to 19 years), and College 
(from 16 to 25 years), the campus also has extensive sports facilities, 
and a number of self-contained fully accessible and adapted ground 
floor flats for students to live in to encourage independent living 
skills. We were shown the vast library, dining areas, shop, and café. 
For older students, the site has a ‘chill out room’, bar, and social areas. 

A key focus of Treloar’s is enabling students to achieve their full 
potential in terms of independent living. Their curriculum includes 
work experience for students across the different departments 
such as their fully functioning print enterprise shop which provides 
printing services to hundreds of local businesses and customers. 

We were delighted to be able to attend a maths class and chat to the 
students. Each student has their own, purposely adapted work space 
which gives them access to the exact tools they need to be able to 
learn efficiently, such as eye gaze technology or special switch access. 

Within Treloar’s there is a whole department dedicated to using 
engineering, computing and electronics to enable students 
to maximise their independence. Stepping into the Assistive 
Technology  office is like stepping in to the office of Q in James 
Bond – a labyrinth of gadgets and gizmos which have been invented 
specifically for individual students in order to enable them to take 
part in every aspect of school and college life. 

ILS have been very privileged to be able to provide the Treloar’s 
sports team with kits, and we were delighted to meet Kim Smith 
from the school sports department. Kim is a keen athlete and goes 
above and beyond to ensure that all students, regardless of the 
extent of their disability, are able to participate in sports during their 
time with Treloar’s. This ethos has resulted in a number of Treloar’s 
students becoming Paralympians – with a number of students taking 
part in Rio 2016 and looking forward to taking part in Tokyo 2020. 

Focus on:
TRELOAR’S

In March, members of the ILS head office team were delighted to be invited 
to Treloar’s to learn more about their work with young people with physical 
disabilities, and how our support has made a difference to their sports teams. 

We would like to thank Treloar’s for a very informative and enjoyable visit, and look 
forward to continuing to work with them in the future.
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“It is so important 
to me to establish 
a rapport with my 
clients, and provide 
them with the 
necessary support 
to go through their 
litigation journey.”
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Meet an
ILS CASE MANAGER
What is your role within ILS, how long 
have you worked for us? 
“I have been working with ILS for ten years 
in June. I started as self-employed, and then 
became fully employed in September 2007.” 

What was your background prior to ILS, 
how did it lead you to case management? 
“Before ILS I worked as an occupational 
therapist for 5 years in a variety of NHS roles, 
mostly in neurology. I then worked for Social 
Services for ten years in several different 
locations. I dealt mainly with complex 
conditions within all age groups and I 
specialised in major adaptions, as well as 
teaching and supervising staff.” 

What appealed to you about coming to 
work for ILS? 
“When I saw the role advertised with ILS, 
it was at a time that I was starting to feel 
frustrated by the constraints of statutory 
services and I always love a new challenge. 
I felt that my experience would be really 
beneficial for the case manager role.

Karenmarie Smith (current Chief Executive) 
was able to give me a real insight into how 
the job would work around having a young 
family, and I was attracted to the friendliness 
of the directors and company culture – it 
was clear they care very much about their 
company and staff. In all honestly, I didn’t 
even look into other case management 
companies. ILS’s client-centred ethos really 
did fit with my own requirements.” 

Can you tell us about the clients you’re 
working with at the moment?  
“My current clients are all very different. 
We’re lucky that we have the benefit of small 
caseloads at ILS, this ensures safe working 
practices and a comprehensive service per 
client. I currently work part-time and usually 
have 6-8 clients. Here are 
a couple of examples:

 I am working with 
a young boy of 
8 who sustained 
a birth injury. 
Currently I’m in 
the process of 
advising him and his family about housing 
adaptations to his home for his long-
term needs. I’m working very closely with 
the architect, contractors, and statutory 
service – this is essential. 

Tracey Allport - Brain Injury Case Manager 

 An older gentleman who had been living 
in a bedsit after being hit by a car. I found 
and suitably adapted a bungalow that he 
was able to purchase with his litigation 
funds. He has been living there for 6 years 
now and is very settled, engaging in DIY 
activities. I provide support and advice to 
his care team from a local agency. He now 
has a sense of purpose and a zest for life.

 Another client is 34 and suffered various 
orthopaedic and spinal injuries, as well 
as an acquired brain injury. His case is 
currently going through the litigation 
process and so it is extremely busy. I 
coordinate his rehabilitation and support 
needs, liaise with his legal team, and 
provide ongoing assistance to meet his 
identified goals, as well as acting as his 
advocate. 

 I am also working with an older lady who 
sustained a brain injury following a fall. This 
has also exacerbated a pre-existing spinal 
condition and so I’m involved in arranging 
various services to help manage her pain. 
This includes: spinal trigger-point injections, 
physiotherapy, pilates and psychology - 
because of the difficulties with ongoing 
memory, anxiety and adjustment issues.”

Can you describe your typical day? 
“A typical day? There isn’t one! No day or week 
is ever the same. For example, over the few 
weeks I’ve been supporting a client to attend 
expert appointments in Buckinghamshire, 
Cambridgeshire, London, and Surrey. I’ve 
coordinated and chaired a multi-disciplinary 
team meeting. I’ve discussed proposed 
adaptations to a client’s home with their 
deputy, written up copious client notes and 
meeting minutes, liased with care agencies 
and client relatives, and visited an equipment 
company to assess for suitable equipment 
with a client and his parents. 

You may have your day planned-out, an 
administration day for example, which 
would include writing risk assessments, 
management plans, writing goals, contact 
notes and time sheets. And then an urgent 
call will come through because a client is in 
crisis and needs urgent help.

As a case manager we need to be really 
responsive and flexible, being able to 
switch activities relatively easy, multitask, 
and be completely empathetic to the needs 
of our clients.” 

 What is your favourite aspect of your job? 
“I love working with people and watching 
them grow and respond, develop and 
improve through the goals that we’ve set 
and therapy support that I’ve implemented. 
It is so important to me to establish a rapport 
with my clients, and provide them with 
the necessary support to go through their 
litigation journey. Quite often clients and their 
families have had little or no support before I 
arrive, so supporting them on their journey is 
always an enormous privilege for me.”   

How do you keep up with your CPD? 
“I am always looking at ways to keep abreast 
of developments in case management, OT 
and rehabilitation. ILS offer a comprehensive 
in-house programme of training, which 
is excellent. I read journals, follow various 
groups on social media and belong to 
various professional bodies. I also attend 
suitable training courses and I am booked 
to attend a ‘relaxation’ training workshop 
in May. Self-development is also extremely 
important and I have recently qualified as a 
massage therapist.”

What keeps you with ILS? What are your 
future career goals?  
“ILS is an excellent supportive company 
that really cares about its staff and their 
professional development. I wouldn’t 
consider working for any other case 
management company to be honest!

As far as my future career is concerned; case 
management mentorship is an area that I 
have always enjoyed and would consider in 
the future. Mentorship at ILS often becomes 
the natural progression path. I’m always open 
to try new things and to keep knowledge 
fresh and up-to-date.” 

Find out 
about client 
adaptations 
on page 9

“A typical day? 
There isn’t one! 

No day or weekend is 
ever the same.”
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ILS was founded by Elaine Gipson in a small office in Salisbury, 
Wiltshire in 1992.

An occupational therapist, Elaine’s background focused 
predominantly around her expert witness work. When several client 
cases were referred to her for case management, she recruited 
Karenmarie Smith who was also working as a case manager/
occupational therapist at the time.

Karenmarie was one of the first people in the country to become 
an independent case manager for paediatric clients. At a time 
when case management was still in its infancy, the benefits of case 
management weren’t widely known. 

Karenmarie recalls “As we worked on more and more cases, it quickly 
became clear that by having early intervention and a dedicated case 
manager with a holistic view of the treatments and therapies needed, 
we were improving the long term prognosis of our clients”. 

As these benefits became more widely appreciated, the referrals to 
ILS for case management came pouring in. With only a small number 
of case managers working in the UK, Karenmarie started to recruit 
case managers to ILS. Training and supervision was always a key 
focus for the company, and from the early days our case managers 
were given access to CPD training opportunities and a mentor.

As the industry grew, Elaine and Karenmarie were amongst a group 
of influential people who were instrumental in the development of 
the industry. They have both sat on the BABICM council, Karenmarie 
being chair of the children and young person’s subgroup for a number 
of years, and both Karenmarie and Kate Maclean helped to set up the 
Brain Injury Group – Karenmarie as a director, and Kate on the board. 

Although the early years were a big growth curve for the industry, 
there were times of uncertainty. The Woolfe Reforms and the Civil 
Procedure Rules (CPR) which came into force in the UK on 26th 

April 1999, were felt across the industry. Due to their impact on 
litigation, solicitor firms across the country paused their instructions 
whilst they implemented the reforms. ILS went from initial years 
of intense business growth to having no instructions for a year, a 
period which Kate and Karenmarie count as being a ‘make or break’ 
time for the company.

Thankfully, the reforms were implemented and brought about 
improvements for clients in the long term, and ILS were soon back in 
the position of steep business growth. 

As a company, we never said “no” to a case in the early years, a stance 
which saw Karenmarie juggling clients across the country at the 
same time as recruiting new case managers to ILS. She would often 
drive hundreds of miles per week to clients in Cleethorpes, Wales, 
The Cotswolds and Dover. Neither Kate nor Karenmarie miss the 
days, prior to Satnav technology, when Karenmarie would call the 
office from the middle of nowhere to ask Kate to try and plot a route 
on a map to her next client.

Some of the longest serving members of the ILS team remember 
a time before the internet and before a case manager could use 
email to manage their client’s care and communicate to solicitors. 
All written communications were via letter – adding time and cost 
for the client. Karenmarie recalls “It seems bizarre to think of a time 
when we had to do business without mobile phones, email and the 
internet. The speed of the technological advancements is a phenomenal 
advantage for today’s case managers, who can communicate with 
the client’s entire team in one email and have access to a wealth of 
information on the internet”. All ILS case managers now have the use 
of SharePoint for record keeping and to share their knowledge and 
experience, regular webinar training opportunities and Skype for face 
to face remote meetings– technology which we take for granted but 
which has made a huge difference to the strength and efficiency of 
our case management. 

“The speed of 
the technological 
advancements is 
a phenomenal 
advantage for today’s 
case managers”.
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The Client HR department within ILS have now implemented new 
recruitment and onboarding software with Eploy, a leader in enterprise cloud 
E-Recruitment software.  
ILS have recently introduced new recruitment and onboarding 
software, providing us with access to cloud-based applicant tracking, 
recruitment CRM and talent pool management software.  We also 
have a redesigned integrated careers website, including portals 
which allow case managers to manage all of their client’s recruitment 
and onboarding activities online.

This will allow potential care staff to apply online via a modern, 
mobile-responsive careers site which is accessible on mobile, tablet 
and desktop.  Case managers and our recruitment team are now 
able to shortlist and organise interviews online and at the end of 
the interview process, allow the new workers to accept the post and 
download/upload their necessary documents, therefore moving 
from a paper-based onboarding process to an electronic process.  
This means that we can offer your clients a much more streamlined 
and improved recruitment process with the ability to monitor all 
recruitment activities in real-time with added reporting options.

We have carried out significant research into the cost of 
recruitment campaigns for work carried out by the Client HR 
department in order to introduce a fixed fee moving forward.  We 
now have a fixed fee for running a recruitment campaign and a 
separate fixed fee for processing a new starter, so if your clients 
are recruiting two carers from the same advert, your client will 
be charged one recruitment fee and two onboarding fees.  The 
new fixed fee introduced is for Client HR time only and the case 
manager will charge their usual hourly rate.    

We hope that it will be easier for your clients and their 
Deputies to budget more effectively for recruitment and 
employing new carers in the future.

Moving towards
FIXED FEE
for recruitment 
& onboarding
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This adaptation was 
completed in a client’s 
family home and 
was essential for the 
requirements of both the 
client and the family.
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Case study 
The adaptation was completed for a 
young man in his 20’s who had suffered 
a traumatic brain injury at birth. He 
lived with this father. 
Tracey sourced a suitable property in 
their local area, and using her foresight 
and experience advised the family on the 
housing adaptations that were essential in 
order to facilitate safe care giving for the 
client. Prior to the adaptation work, the 
property was inaccessible to a wheelchair 
user. There were no suitable bathing facilities, 
the doors were narrow and the kitchen 
wasn’t suitable. 

The aim was to promote the client’s 
independence and enhance the families’ 
overall quality of life. 

Bathrooms 
The client’s bathroom now has a specialist 
height-adjustable bath, level-access shower 
and a wall sized glass splashback (which 
is back-printed with a fantastic train image, 
chosen by the client and photographed by 
his father). The bath has been purposely 
positioned so that the client can enjoy 
the view of his train and look down into 
the garden. All of the services have been 
measured to suit the client’s specific needs; 
including a correct height toilet, basin, grab 
rails, and an automatic soap dispenser, hand 
dryer and sensor tap. A bespoke blind was 
made from tartan fabric (to emulate an 

old-fashioned train seat) and the basin glass 
splashback was back printed with the fabric 
design to match. The remaining walls were 
lined with white rock wall covering, to make 
cleaning easier and a slip resistant flooring 
was also installed. Music speakers were also 
fitted to maximise sensory enjoyment, as 
was a wall mounted cupboard for storage.

The main family bathroom has also been 
made accessible with a bespoke worktop 
with a sensor tap for the basin, correct 
height toilet and grab rails. 

Kitchen and garden 
The kitchen was designed for the whole 
family’s needs. This included many extra 
additions such as an instant hot water tap 
to eliminate kettle hazards, water softener, 
and height-adjustable worktop for the client. 
The oven is triple insulated and includes an 
induction hob for safety purposes. 

The space is completely accessible for a 
wheelchair with purpose-built rounded 
corners on all of the cupboards. 

Like the kitchen, the garden doors leading 
from the house were re-developed so 
that the back garden and patio could be 
accessed by large, level-access folding doors.

An electric automatic door was also installed 
between the kitchen and the living room, 
so that the client could operate the door 
independently by means of a switch; as this 
is one of his main sources of enjoyment at 
his day centre.  

Alongside their actual ILS roles, case managers often join us with specific 
specialities which they have developed throughout their career.  

ILS Brain Injury Case Manager Tracey joined ILS in 2007, having previously been an occupational 
therapist. She focused mainly on neurology, and specialised in major adaptations for clients. Since 

Tracey joined us as a brain injury case manager, we have ensured that her speciality in major 
housing adaptations is used when required for our clients.  

Case study:
HOUSING ADAPTIONS

for Clients

Meet ILS 
case manager 

Tracey, on 
pages 6-7. 
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Carer accommodation 
and facilities  
Extra facilities and space has now been 
added especially for the client’s carers. 
This includes an allocated bedroom with 
beds for two carers if required, an en suite 
bathroom, and small kitchenette.

Added features 

• Wooden engineered flooring 
throughout

• Wheelchair-accessible first floor balcony 
providing views from the bedroom, 
with glass floor to increase light to the 
kitchen/dining area.

• A cloakroom cupboard space which 
has been shaped to accommodate 
a through-floor lift, should one be 
required in the future. 

• A specially-built airing cupboard, extra 
storage for equipment, a charging point 
for the client’s wheelchair, and a high-
quality music system. 

• Ramping and glass balustrades to the 
front of the house

• Assessment was also carried out for a 
specialist bed.

• Assistance was also given to the client’s 
father, to identify suitable furniture for 
the whole of the property considering 
space requirements for the wheelchair.

The next phase of the project will be to 
consider all year-round wheelchair access in 
the garden and converting the garage to a 
‘play room’ for remote controlled toys and a 
train track.

To find out more about housing 
adaptations for your client, please 
contact the ILS office on 01722 742442. 
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Training is free for solicitor firms, and our 
program ranges from introductory topics – 
perfect for newly qualified staff – through to 
seminars on advanced and specialist practice. 

Our most popular seminars include:
• Independent and Statutory Services – 

working together to get the best for your 
client.

• Case Management Input – the costs 
involved.

•	 Preparing	families	for	care	–	what 
solicitors need to know.

•	 Supporting	children	with	cerebral	
palsy.

•	 Safeguarding	vulnerable	clients.

•	 Good	practice	in	case	management	for	
children.

New for 2017 / 2018, we have:
Determining the quality of case 
management provision – a best interests 
perspective

Case management must be person centred, 
goals focussed and cost effective. Some 
clients have a family member or a friend 
acting as their deputy and / or case manager 
and whilst this can be a very supportive 
experience, it can also be one of concern. Are 
they acting in the client’s best interests?

We have experience of objectively evaluating 
case management in these circumstances 
and therefore we will use our case studies to 
demonstrate some of the significant issues 
and considerations. 

Pinning Jelly to the Wall – Case 
Management with tricky clients and families

Looking at some of the more challenging 
aspects of case management which can arise 
when working alongside clients, their families 
and support teams. Case studies will highlight 
these points, followed by a discussion around 
how the clinical and legal team can best work 
together to manage the client’s needs. 

Training &
PRESENTATIONS
At ILS, we recognise that in order to provide the best service for our clients, it’s 
essential to share information with all those involved in their care. With this in 
mind, we’ve developed our 2017 – 2018 training program, offering seminars 
from speakers with expertise in case management and rehabilitation.

For a brochure with information on all the available ILS 
seminars, please contact our Training and Presentations team 
on 01722 742 442 or email Linsday.oliver2@indliv.co.uk


