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Introduction 
Everycare provides tailor-made domiciliary and personal care services that deliver the highest quality of health and social care. They have a rigorous recruitment and selection programme, and focus on comprehensive staff training and on-going assessment to ensure quality care standards are continuously met across the organisation. Everycare (Medway/Swale) have successfully been assessed and have achieved registration with its relevant health and social care regulatory and inspectorate body as they provide the services of trained and qualified health and social care staff:
· Registered nurses

· Health care assistants

· Support workers

· Health and social care assistants

Their staff members are trained to provide specialised health and social care to those with age related challenges, mental health needs, learning disabilities, drug and alcohol dependency, physical disability, brain injury, challenging behaviour and services for children.

Executive Summary

It gives me great pleasure to recommend Everycare (Medway/Swale) retain the Investors in People (IIP) Standard. All of the staff should feel extremely proud of this achievement as this is a direct result of their commitment and support. 
Team working, supporting each, listening to people and trusting each other were some of the key messages that came across from people at all levels within the company and this forms an important part of their culture. 
Recently the management team have started to explore business development opportunities that will help to support their sustainability and growth for now and in the future. They have explored internal and external expertise, through research and development and by meeting with key consultants, which have helped to support their longer term ambitions of providing services to different types of people and through various funding streams. 
Learning and development is still described as being at the heart of the way the company in managed and people feel supported by the ongoing training opportunities that are available to them and they are encouraged to take part in, such as NVQs, Diplomas and mandatory training. More resources are being assigned to training and with the current plans in place this area will strengthen even more in the future.
I would like to take this opportunity to thank everyone again for their honest, open and valuable feedback during our discussions and I look forward to continuing to work with you all going forward.

Key Facts 

	Specialist
	Julie Price

	People
	79 people in scope and 16 interviewed

	Onsite dates
	25 & 26 January 2016

	ERs assessed
	Total 43 originally selected and all were met  (core plus additional 6 ER’s)

	Outcome
	IIP Standard Met

	IMP date
	1pm on 11th March 2016


Recommendation & Next Steps
Having carried out the assessment process in accordance with the guidelines provided for Investors in People Specialists by Investors in People – United Kingdom Commission for Employment and Skills, the Investors in People Specialist is totally satisfied that Everycare (Medway/Swale) continues to meet the requirements of the Investors in People National Standard.
Investors in People accreditation is granted indefinitely, with a proviso that an interaction is undertaken within 18 months of accreditation and a full assessment takes place no greater than 3 years apart.  Assessments can be undertaken at any time and more frequent assessments are recommended to maintain levels of good practice and continuous improvement.  

Everycare (Medway/Swale) are discussing the timing of the next assessment with Julie Price, their Investors in People Specialist, and using their Improvement Planning Meeting to agree the best strategy for future use of the Investors in People framework.

Development Plan

We will discuss your ongoing development plan at our improvement planning meeting we have scheduled for 1pm on 11th March 2016, which will include prioritising your areas of development to be addressed by you ready for my next visit, and discussing the key areas you would like to focus on going forward. We will agree dates for my next visit during this meeting too.

Customer Satisfaction Questionnaire
Both the Investors in People Specialist and Investors in People South of England would welcome your feedback on this assessment and you will shortly be supplied with a Client Satisfaction Questionnaire from Investors in People to complete. Particular importance is placed on the feedback given by client organisations on Specialists; therefore we would very much appreciate it if you would complete the questionnaire. 
Promoting Continuous Improvement
We support organisations at every stage of the Investors in People journey, helping them to realise the power of their people, optimise their performance and achieve their full potential.  We see Investors in People as the People Partner for sustainable people solutions.  

Please contact your Account Manager Jennifer Tarjanyi on 07502 242421 or email jennifer.tarjanyi@iipsouth.investorsinpeople.co.uk to find out more about Investors in People and how we can help your organisation.

Details of the support available to you can be accessed by contacting Investors in People South of England via: -

T: 020 7728 3456

E: enquiries@IIPsouth.investorsinpeople.co.uk
W: http://IIPsouth.investorsinpeople.co.uk

Summary of Good Practice

Summary of good practice, including the evidence requirements they relate to, are listed below:

Vision, Strategy, Planning & Involvement 
· There has been a strong focus on how you can diversify the business and encourage new and different types of clients to engage in your services, including completing a marketing and competitors analysis, as this will help to support, sustain and grow the business going forward (1.1 & 1.2)
· Measurable performance objectives set out what is to be achieved and who is responsible for leading them, which clearly link through to the individually agreed objectives (1.2, 1.4 & 1.6)
· Team work and supporting each other was described as very strong across the various teams and people value each other’s support (1.19 & 1.23)
· People are encouraged to take responsibility for their roles and make the decisions they need to as part of managing their work (3.1, 3.5, 7.2 & 7.3)

Leadership & Management

· There were some excellent examples provided of how managers and team leaders are supporting their teams and how people felt their needs were considered and they are listened to (5.1 & 5.3)
· Managers gave some excellent examples of how and when they give people constructive feedback and where possible use this as an opportunity to motivate people (5.2)
· People felt motivated by the constructive feedback they receive from their managers and team leaders in 1:1 meetings, team meetings, their annual appraisal and during supervisions (5.4)
· Through feedback provided in various ways, including the quality audit, supervisions and the annual appraisals process, people confirmed that managers ask them for feedback on whether that are receiving the right level of support to meet their needs (5,1, 5,3, 10.1, 10.2 & 10.3)
Learning & Development
· There is a dedicated trainer in place now to support the team in their future training needs (2.1)

· There is a variety of training and learning offered to people to meet their needs, including internal and external courses, observation and feedback and nationally recognised qualification, such as NVQs and Diplomas (2.2, 2.3, 2.4, 8.1 & 8.2)
· Training needs, including mandatory, were described as being met and tested in different ways that suit individual styles (8.1 & 8.2)
· People are encouraged to undertake learning and development they feel will add value to their role (8.2)
· The induction process was described as being very thorough and people really feel that they have received the information and training they need to do they jobs (8.3)
· People at all levels could clearly see the impact relating to their learning and development in their role, their teams and the organisation (9.2, 9.4 & 9.5)

Reward & Recognition

· The review of peoples pay was decided to provide an additional level of recognition for the support workers and they said that they have really appreciated this commitment from Everycare (6.1 & 6.2)
· Managers and team leaders gave some very positive examples of how they demonstrate and show their appreciation to their teams (6.1)

· People said that they genuinely felt valued for the work they do and feel that their support really does make a positive difference to the people they care for (6.2 & 6.3)
Areas of Suggested Future Development

Please find below the areas of suggested development, including the evidence requirements they relate to, that were discussed during the feedback meeting. I have been very thorough with this level of feedback to enable you to identify the key areas that will make a positive difference to the company, the teams and in turn your clients.

Vision, Strategy, Planning & Involvement 
· Continue to consider how you can demonstrate that what you do sets you apart from your competitors. How you care for your clients is the key, and this needs to be communicated to your wider audiences, as this will support your objectives and ambitions relating to business growth (1.1 & 1.2)
· As discussed seek out networking opportunities and meetings, maybe through local business events, that might provide additional referrals and business development opportunities for the future (1.1 & 1.2)
· Consider how you can use information, comments and quotes from feedback in the quality audit and this assessment to help support the community’s understanding of what you do and how you support people in various ways (1.1 & 1.2)
· As discussed it might be useful to consider a more robust mechanisms to ensure people follow the terms and conditions of their contract, for example introducing an annual registration for the support workers would help to encourage them to; complete the quality audit, complete all mandatory training, attend xx number of team meetings per quarter and complete the training evaluation forms as required. You could also incorporate for example that following their probation period they must sign up to their NVQ within xx period of time and complete it within a year of that date (1.1 & 1.2) 
Leadership & Management
· There were a few examples of activities not taking place that have been designed to provide feedback for people, such as the spot checks (5.2 & 5.4)
· Although people talk to their managers regularly, as discussed, it would be good practice to include the office staff in the annual appraisal process. This would give them an opportunity to talk through the areas within the appraisal and time with their managers where feedback can be discussed (5.2 & 5.4)

Learning & Development
· As discussed when planning training for the team consider all types of resources, including the trainers time, facilities, staff pay, depreciation of the equipment and paying to cover specific staff to attend, as this will give you a more accurate view of your overall investment (2.1, 9.1 & 9.2)
· Now you have a dedicated trainer this would be an excellent opportunity to agree how you will evaluate all types and levels of training and learning activities. Regularly capturing this information would provide you with the opportunity to see how much investment you are making and the key benefits you have seen for the company (2.1, 9.1 & 9.2)
· Continue to consider the wider teams learning and development that might link to future  succession planning and career development opportunities for people (2.1, 2.2 & 2.4)

Summary of Key Findings        
Feedback within this report will be provided against the following areas, which includes the 6 additional evidence requirements that were selected:
· Vision, Strategy, Planning & Involvement (Indicators 1, 3 & 7)
· Leadership & Management (Indicators 4, 5 & 10)
· Learning & Development (Indicators 2, 3, 8 & 9)
· Reward & Recognition (Indicator 6)

Vision, Strategy, Planning & Involvement             
Evidence Requirements Summary Table:

	Indicator
	ERs included
	ERs met
	ERs not met

	1
	1, 2, 4, 6, 7, 11, 13, 17, 19 & 23
	All ERs met
	

	3
	1 & 5
	All ERs met
	

	7
	1, 2 & 3 
	All ERs met
	


The management team have spent time developing this year’s business plan to focus on growing the business for the future as they feel that now is the time to explore other opportunities, such as private sector clients, living care as an alternative to residential care, developing the day care options available to their clients and recruiting their own trainer to work directly with the team. 
As part of developing the business plan they have also brought in a marketing consultant to help support the transition of the company, develop materials and information that can help people understand what they do and to provide guidance and advice on how they can maximise the use of social media and their website. This has already proved to be very useful and has helped them to focus on the specific actions that they need to take to make the changes that are needed to support their future ambitions.

The current business plan focuses on diversifying and building key services within the company that will support their sustainability and growth plans for the future. They considered, for example the day centre and potential additional services that could be delivered so that they can offer wider opportunities for their clients, such as fire awareness in the home, road safety awareness, cookery classes, developing life skills and basic first aid.
People felt the company does represent their values and displays them as part of managing the clients, the business and them. People believe the values are at the heart of the organisation and share its overall vision and ambition. They can clearly see the link of their objectives to the overall aims of the organisation so understand the impact their decisions will have. 
There was some very positive feedback in relation to people being encouraged to take ownership for their role, discuss issues with colleagues, seek feedback from their managers and team leaders where needed and look for solutions where possible. 
Overall people have a very clear understanding of what they are expected to achieve and the impact this has on the business when they do. People from all areas of the organisation completely understand the positive difference they are making and are committed to supporting, either directly or indirectly, the clients that they care for.
People gave some excellent examples of what they have seen as a direct result of their commitment within their role and to the company, including:
“You can see the difference our time has made with the lady we are caring for as she is so much more confident and engaged in life”
“It’s not just about caring for people’s it’s also about giving them a good quality of life and trying new experiences, so we take them to various places of interest, including the day centre, cinema, swimming, for lunch and days out at the seaside. You can see the difference these experiences have on our clients and how much they enjoy our time with them”

“We are always trying out different activities with our clients as it’s important that they experience as much as they can with the time we have available with them”

“I really love working with the clients and feel that I can engage with them and support them in having a better quality of life”
“It doesn’t matter how much time we are allocated to someone we always make sure that they have the full care they need even if that means staying longer”

“We have an allotment that our clients can work in and grow their own vegetables. We then have a cookery class so that they can see how to cook the things they have grown, which they really love”

Feedback included:

“The team are so passionate about providing the right level of care and ensuring that our clients are properly cared for”
“We have trust in our team to manage our clients effectively and provide them with the right level of care they need”
“We are always running ideas passed each other and trying new ways of doing things to find the best option”

“It really is a great place to work and I will certainly not be looking at moving anywhere else now”
“I treat my clients how I would like to be treated myself and you can see that everyone takes pride in what they do “
“We help to develop their life skills and show them how to manage themselves in the community, which can include shopping, banking and buying clothes”
“We understand our roles as we are a fully qualified and very experienced team of professional support workers that focus on making a positive difference to the people we care for and engage with every day”
Leadership & Management

Evidence Requirements Summary Table:

	Indicator
	ERs included
	ERs met
	ERs not met

	4
	1, 2 & 3
	All ERs met
	

	5
	1, 2, 3, & 4
	All ERs met
	

	10
	1, 2 & 3
	All ERs met
	


All managers at every level within Everycare were described as being open, friendly and approachable. Some talked about how they have developed themselves through the excellent level of support, help and guidance that they have received from their managers. There are expectations set out in all of the managers’ job descriptions, which includes Senior Support Workers and these help to form part of the way they continue to work with their teams. Discussions also take place during their interviews and through the induction process to clearly describe the role of managers within Everycare and what is expected of them.
Managers talked of taking every opportunity available to discuss feedback with their teams, which take place during their regular supervisions, annual appraisals, 1:1 meetings and through the regular team meetings that take place. Supervisions are described as providing everyone with the opportunity to regularly talk through their performance and experiences. It starts with the people completing the preparation form, which is shared with their manager during the discussion, and includes feedback on all aspects of their day to day role, training completed, actions to complete before the next supervision and if they have any feedback relating the support they are being provided.
Everyone has regular 1:1 meetings, appraisals and supervision meetings with their managers and team leader, which includes discussing performance, reviewing and agreeing objectives, discussing customer feedback, discussing training that has been completed and identifying any learning and development needs.
As part of the company ongoing commitment to continuous improvement they conduct a quality audit with the staff every year. The feedback focuses on areas, such as suggestions for change, how supported people feel, suggestions for improvements, what people like about Everycare and does the training meet their needs. Answers are collated and then actions are agreed and communicated in supervisions and team meetings to address the areas of feedback people gave, for example for suggestions for improvements they have:
· Issues relating to pay - increased pay rates from 7th November 2015
· Travel allowance – introduced mileage paid between calls from 18th July 2015

· Questions relating to structure of pay – no longer a two tier pay structure all staff get equal pay
Feedback included:

“Everyone is so supportive and helpful I think it’s a great place to work”
“My manager is very supportive, caring and really understands our situations so tries to help in every way she can”

“If you show you are willing to give then they will do anything they can to make sure they help you”
“I can see a very similar approach from all of the managers and that’s really important in the way we manage our teams”
“There is always someone you can talk to and ask questions if we need to”

“I have never heard anyone say anything but good things about their manager and the company”

Learning & Development

Evidence Requirements Summary Table:

	Indicator
	ERs included
	ERs met
	ERs not met

	2
	1, 2, 3 & 4
	All ERs met
	

	3
	2, 3 & 4
	All ERs met
	

	8
	1, 2 & 3
	All ERs met
	

	9
	1, 2, 3, 4 & 5
	All ERs met
	


Training, learning and development was described as being an essential part of the way the organisation is managed and they could not deliver the type and level of care they do if they did not fully commit to this. The importance of providing the right type of training and the appropriate level is discussed as part of the business planning cycle, which has included identifying the need to provide training for the team in house where possible. People have said that this is their preference and the company feels that they gain more from the engagement people feel from learning with each other than sending people on various courses. A dedicated trainer has now been employed and joined the team, with a key focus on the organisation continuing to meet all of the care requirements as set out by various partners and contractors, and that the team receive training that is designed specifically to meet their needs. 
Managers and people at all levels have a clear understanding of the types of learning and development there is available, including mandatory training, and understand the overall impact these should achieve. 
People feel they are responsible for identifying their own training needs as well as through conversations with their managers. They gave a variety of examples of the learning and development activities they had completed, which they felt would further support the team, including NVQ levels 2 & 3 in Health & Social Care, advanced dementia training, safeguarding adults at risk, food and hygiene, first aid and fire safety awareness.
People at all levels felt that the learning and development activities they have undertaken have been very useful and they can see the benefits these will have on their roles, their teams and the organisation. Examples included that they felt more confident in their roles and more able to manage issues that may arise, they had gained more foundation knowledge and skills from their colleagues, they can cover more of the client’s needs, helped people take better care of their clients, more aware of the procedures relating to providing medication to their clients and feel more competent in their roles.

Induction was described as providing an excellent overview of the company and related policies and the relevant training people needed to be able to start their jobs in an effective and timely way. A checklist is completed to help ensure that people cover all of the areas they need to, which includes for example responsibilities relating to client care, reviewing care plan requirements, understanding medications and the importance of reading and completing the communication books. Once their induction is completed the individual and manager sign to confirm they have understood all of the activities that were included. Follow up discussions then take place as needed during supervision meetings to identify any further training that may be required or that the person needs. 
Feedback included:

“They are really focused on training and make sure that we attend all of the training we need to on time”
“There are lots of different courses that we go on and these all help us do our jobs better”

“All the training we do is helpful to be able to manage the needs of our clients”

“Training is so important to all aspects of the company and we need to make sure that we continue to focus on it going forward”

“I have learnt so much from observing people and spending time understanding the role before I even started to work with clients directly” 
“I am very excited about being able to do my NVQ; it’s a great opportunity for me”
Reward & Recognition
Evidence Requirements Summary Table:

	Indicator
	ERs included
	ERs met
	ERs not met

	6
	1, 2 & 3
	All ERs met
	


The management team confirmed that they feel a great sense of commitment towards their team in ensuring that they feel valued for the work they do. As part of this they have recently reviewed the support workers pay rates and increased these beyond the future living wage as set by the government, which will increase this year’s salary budget by nearly £50k, which they feel is a clear demonstration of their ongoing commitment to the team. Managers explained how important this is to not only retaining their existing team but also bringing new people on board. 
Managers confirmed how important they feel it is to ensure people feel valued within their roles. They take time to thank people in various ways for the work they do and for the extra support they often provide. Thanks and praise, including feedback from customers is passed through to the teams and individuals to ensure they are aware of the positive feedback the company has received and that people are recognised for the challenging work they do.

People felt really valued within the role they have within the organisation. They know that what they are doing, across all areas, is making a positive difference to the people they care for. People gave many examples of when and how this happens, including receiving text messages thanking them for providing extra cover at short notice, supporting their colleagues to manage a difficult situation, feedback given from a conversation with a client, helping and providing guidance to colleagues and thanks is given during team meetings, 1:1 meetings, their annual appraisal and supervision. 

Overall people have a very clear understanding of what they are expected to achieve and the impact this has on the company when they do. People from all areas of the company completely understand the positive difference they are making and are committed to supporting the client they care for in every way they can. 

Feedback included:

“Whatever you do is always appreciated”
“My manager is brilliant at giving praise, which feels really good as sometimes we have to deal with some very difficult situations”
“We are always thanked for the work that we do and the managers are good at picking up things that happen out of the ordinary and say thank you for that too”
“Recognition and thanks just naturally happens”
“We have a really good relationship with our team and feedback to them through supervisions and the annual appraisals”
“The recent pay rise we got was a nice surprise and it will make a big difference to my wages, which is great”

“We always get text messages and emails to say thank you for providing extra cover or doing something we were not expecting but helped out anyway”
“The managers are supportive and take time to say thank you at team meetings”
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	Wider Framework – 6 additional areas were met during this assessment.
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