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BACKGROUND
The Worcester Care Group Ltd was initially recognised as an Investor in People organisation in 1993, among the first organisations to be recognised in the UK.

The Directors have maintained their commitment to the Standard throughout a number of significant developments culminating in the restructure of the Company in November 2007 following the sale of the two nursing homes.

The restructured Company currently provides domiciliary care for private clients and under contract to Social Services Departments.

The Company is located on one site at Bromsgrove with operational activities at client’s homes throughout the Bromsgrove, Droitwich and Worcester geographical areas.

OBJECTIVES

At the planning discussion it was agreed to conduct the review to Level 1 of the Standard identifying, where appropriate, opportunities for improvement.

OUTCOME

Following the on-site visits conducted on the 13th & 14t of August 2008, the Investors in People Specialist confirms that Worcestershire Care Group Ltd continues to meet the Investors in People Standard.  

Provisional date for next Investors in People Review:  August 2011

Recognition is granted for a period not exceeding three years from 14th of August 2008. The current guidance states that the organisation can seek assessment at any stage provided the period between each assessment does not exceed three years. The organisation should discuss the exact timing of the next assessment by contacting West Midlands Quality Centre. 

GENERAL STRENGTHS AND AREAS OF GOOD PRACTICE

The activities that both demonstrate how effectively the Standard is being met and are considered as ‘strengths and/or good practice’ include:

1 BUSINESS STRATEGY

· The core values emanating from the Directors behaviours clearly underpin the mission and purpose of the Company and emphasise the quality of service delivery expected of each team member. 

The clarity of awareness and understanding of what the values mean in practice exhibited by each interviewee revealed that the core values are embedded within the culture at all levels. 

Despite the undoubted pressures currently being experienced due to the integration of the revised organisation structure and the introduction of new monitoring software, the staff remain generally upbeat and, although currently somewhat stressed, are clearly very committed to the ongoing success of the Company. Team working is at an exceptionally high level.

· The Company’s business plan and operational budget is well structured and details objectives and KPIs. Additionally Service Agreements, Client Contracts and Care Plans are also well structured. 

· The weekly management review meeting is the point of focus to ensure that resources and expertise are allocated to ensure excellent client care. 

Whilst the planning of staff rotas and the integration of the new monitoring software is a short-term drain upon resource, discussions with interviewees revealed that objectives are clearly communicated, are realistic and are achievable. 

The assessor’s observation is that the success of the Company clearly relies upon the excellent staff ‘good will’ and the Director’s investment in staff knowledge and skills that pervades the Company.

2 LEARNING & DEVELOPMENT STRATEGY

· Learning and development has a very high priority throughout the Company with all staff being encouraged to develop within their current job role and, where desirable, to enhance their career potential.

Learning and development opportunities are excellent and range from nationally accredited qualifications, e.g. NVQs and ILM, through to specific knowledge development, e.g. dementure. Interviewees gave very positive feedback regarding their personal and career development.

· The Directors have clearly considered the impact of the restructured organisation and have developed and implemented succession plans to ensure continuity in the midst of significant change. The investment is certainly ‘paying off’.

· Although supervision meetings and appraisal reviews are integral elements of the Company’s HR policies and procedures, the Directors are currently reviewing the processes to include additional competence based assessments and are also planning training events to ensure that the opportunity offered by supervision and appraisal is enhanced and fully realised.

3 PEOPLE DEVELOPMENT STRATEGY

· With the majority of staff working primarily from home and delivering their responsibilities at the client’s home, it might be expected that staff could feel isolated from the central activities of the Bromsgrove office and from each other. In practice, this is far from the case and client based interviewees gave the consistently positive feedback that they are fully engaged and are encouraged and supported to discuss ideas for performance improvements both through formal and informal networks.

· Equality of access to learning and development opportunities was strongly demonstrated by each individual interviewee. The established training team are very pro-active and clearly seek to encourage every care team member to take full advantage of the Director’s commitment to all staff development. There is clearly no differentiation within the Worcestershire Care Group Ltd although the office-based team are currently suffering from a short-term work overload that has inhibited their learning and development opportunity.

4 LEADERSHIP & MANAGEMENT STRATEGY

· As noted above, the Directors have sought to enable the restructure of the company through ensuring that the appropriate skills, knowledge and behaviours are in place to facilitate change.

The investment in developing leader managers currently has two strands:

· Achievement of the Institute of Leadership and Management Qualifications at Level 3 through to Level 5.

· Ongoing weekly mentoring sessions led by the Directors to ensure that underpinning knowledge is developed into effective skills and the appropriate behaviours. 

5 MANAGEMENT EFFECTIVENESS

· All interviewees commented positively upon the flat structure and accessibility of Directors and managers at any time. 

· Although there are a series of structured meetings and a valued newsletter in place, the informal day-to-day contact, whether by telephone or face-to-face clearly is the key success feature and a strong measure of management effectiveness. 

6 RECOGNITION & REWARD

· The current high pressure work environment as the organisation restructure and the new software become fully integrated is sustainable primarily because each member of staff, including the Directors, support each other and recognise the value that each team member contributes on a day-to-day basis. 

A weaker recognition and reward culture might be found to be faltering at this time.

7 INVOLVEMENT & EMPOWERMENT

· Personal responsibility, the ability to make the appropriate decision or to refer to another internal resource for a decision or confirmation of the decision is paramount if a member of the care team is to be successful in the role. 

The selection, recruitment and induction of new care staff emphasises the nature and requirements of the role and care staff are extremely well-trained to deal with client needs. As a result of this approach the Worcestershire Care Group Ltd is given the high accolade of a ‘low risk organisation’ rating by external assessment. 

· Similarly, the office based team are making key decisions often on a minute-to minute basis to ensure that contractual obligations are met by having a care team member with a client on time whatever the problems that might occur. A high-pressure role delivered by empowered staff.

8 LEARNING & DEVELOPMENT

· Without doubt, this Company has a ‘learning culture’ in place that embraces all team members in a wide range of learning and development opportunities.

· Distinct highlights of this assessment visit include:

· Coaching of newly appointed managers by the Directors.

· The encouragement and support that is given to each team member individually to achieve nationally accredited qualifications.

· The internal learning resource that brings together members of the care team to assimilate additional knowledge and to share experiences, i.e. develop skill.
· The effectiveness of the processes that underpin the selection, recruitment, induction and mentoring of new team members was fully demonstrated by interviewees who had integrated into their role often, in the case of care team members, with no prior experience of working in the care sector.
9 PERFORMANCE IMPROVEMENT

· The Directors have every reason to be proud of their team and measure the success of their application of the principles and practices that underpin the Investors in People Standard by:

· Staff retention.

· The integration of people with no experience of working within the care sector.

· The embedded learning and development culture that has delivered trained and qualified team members who are available to fulfil the needs of succession planning.

· The achievement of an ‘Excellent – Level 4 rating from CSCI.

· The achievement of ‘low risk’ status from Social Services.

· The award of an additional contract based upon the ability of the organisation to deliver and support quality care.

10 CONTINUOUS IMPROVEMENT

· A number of continuous improvement approach were identified and reviewed:
· The revision of the supervision process to include competence-based assessment criteria for care team members.
· The revision of the appraisal process to include competence-based assessment criteria for managers.
POTENTIAL FOR FURTHER DEVELOPMENT

1 BUSINESS DEVELOPMENT STRATEGY
· As the organisation structure becomes established, it might be appropriate to make a more formal ‘state of the nation’ briefing to all team members to raise their awareness and understanding of the implications to them of the business objectives, performance measures and balancing the need for ‘work life balance’.

4 LEADERSHIP & MANAGEMENT STRATEGY

· As the revised appraisal process becomes fully embedded, it might be appropriate to, within the foreseeable future, introduce a 360-degree review to engage staff in developing both themselves and the organisation.

7 INVOLVEMENT & EMPOWERMENT

· Although the assessor recognises that the ‘time constraint’ is a limiting resource factor throughout the Company, there would be distinct benefits from releasing a small team of staff to review key business processes, particularly at this time the setting of care team rotas, to develop the process and minimise the current pressures.

ACTIVITIES THAT CURRENTLY EXCEED LEVEL 1 OF THE STANDARD
The assessor identified the following activities that should encourage the Directors:

“Core values are at the heart of the organisation”.

“Social responsibility is at the centre of the organisation”.


“Continuous learning is at the heart of the organisation”.


“Knowledge and learning is shared across the organisation”.

“People’s career prospects have improved as a result of their learning and development and the way they are managed”.

Appendix 1   INVESTORS IN PEOPLE FRAMEWORK EVIDENCE MATRIX

KEY:

A foundation of good practice: Summary of findings at Level 1

	Indicator
	Summary of requirement
	Evidence 



	
	
	Top Managers
	Managers
	People



	1
	A clear purpose, vision and strategy for improvement
	(
	(
	(

	
	A business plan with measurable objectives
	(
	
	

	
	Involving people in developing plans
	(
	(
	(

	
	Understanding of objectives
	(
	(
	(

	
	Relationships with representative groups
	NA
	NA
	NA

	2
	Planning to meet organisational and team learning and development needs
	(
	(
	NA

	
	Planning to meet individual development needs
	NA
	NA
	(

	3
	Encouraging the contribution of ideas
	(
	(
	(

	
	Recognising different needs and ensuring fair access to support and development
	(
	(
	(

	4
	Being clear about the capabilities managers need to lead, manage and develop people
	(
	(
	(

	
	Having plans to ensure managers have these capabilities
	(
	(
	NA

	5
	Managers are effective in leading, managing and developing people
	(
	(
	(

	
	People get constructive feedback
	(
	(
	(

	6
	Recognising and valuing people’s contribution
	(
	(
	(

	
	People believe they make a positive difference
	(
	(
	(

	7
	Encouraging involvement in decision making
	(
	(
	(

	
	Encouraging ownership and responsibility
	(
	(
	(

	8
	People’s learning needs are met
	(
	(
	(

	
	People’s learning has been effective
	(
	(
	(

	
	Induction helps those new to their roles to be effective
	NA
	(
	(

	9
	Clarity about the investment of time, money and other resources
	(
	NA
	NA

	
	Can demonstrate improvement as a result of the investment at organisational, team and individual level.
	(
	NA
	NA

	10
	Evaluation is used to make improvements to the approach to leading, managing and developing people
	(
	(
	(


PAGE  
10

