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Quality Assurance Report 2016

Introduction
Cymryd Rhan has carried out a review of the quality of service provision for the year 2016 against the requirements of the Domiciliary Care Regulations (Wales) 2004 and through the understanding of “what matters” to the people we support.
We have reviewed the way in which Cymryd Rhan provides its services to individuals living in North and Mid Wales. We ensure and promote that individual citizens who we support maintain their choices and control, to strive towards their aspirations, are safeguarded against abuse and neglect, that they are safe whilst at home or out in their local communities, that they are treated with respect, that we keep their privacy and confidentiality and pay close regard to their equality and diversity. 
We deliver a range of services in Carmarthenshire, Powys, Wrexham, Flintshire, Denbighshire and Conwy. We provide Domiciliary Care to a range of citizens but with a main focus on older people living in Carmarthenshire and Powys. We have taken a more localised approach to these services in Carmarthenshire and Powys which has resulted in less time travelling for staff and more time with citizens and greater outcomes. We continue to provide Supported Living Services in North Wales. 
Our focus this year has been about responding to the growing pressures within the financial environment and the increase in operational costs whilst continuing to provide quality support. We have been implementing supporting software which makes back office functions more efficient and thus keeping frontline staff very much involved with the citizen. Our financial investment is about more frontline staff and less organisational cost. We have fully rolled out our Business Manager 3 system and introduced a Simply Personnel System to support staff. 
We have reviewed our training procedures especially the impact of the induction training, and have brought our training back in-house. This has resulted in appointing two trainers covering mid and North Wales to work closely with new staff and to prepare them to support citizens, and to evaluate the current training needs within the organisation. We have also begun the process of bringing our QCF and Awarding Body Status completely in-house. We continue to monitor our training needs through our Business Manager System along with the Simply Personnel System. This supports and identifies training needs of staff and runs reports and notifies managers through alerts when refresher training is required.
We continue to provide training at induction on person centred active support and the training in its current format is very relevant to staff who work within services that support individuals who have a learning disability. This training and approach is transferable and that staff working with older people find this vital in understanding “what matters” to the citizen they are working with. 
Managers carry out risk assessments of the individual’s home and property to protect the individual and the staff providing support. Risk assessments can be long and are not always easy for staff to follow quickly. We have a risk management plan that will provide staff with easy to access information on the risks assessed and what they need to do to keep the individual, their property and home safe. We take a very dynamic risk assessment approach and we do not allow risks to prevent or deter us from supporting people but use a good risk evaluation to help create opportunities with citizens.
           For this report we have sought the feedback from: 
· Compliments and Complaints
· Family Forums 
· Support Planning Meetings 
· Customer Satisfaction Visits
· Customer Satisfaction Questionnaire
· Feedback through Monitoring and Reviewing
What does our data tell us?
Our findings through these evaluations and data capture exercises shows that on the whole, the support we provide to individuals is a strong area for Cymryd Rhan. Our main strength is that citizens feel we are reliable and always have a positive attitude towards the support we provide. Understanding what matters to our citizens means that we respond to citizens in a way that helps to maintain choices and control in the way in which individuals choose to live their life.
We focused our data on the following areas which we scored in “Very Good”, “Good”, “Average” and “Poor”.
84% of citizens feel that we are very good at understanding the needs of the person, 13% felt we are good and 3% that we are average.
77% of citizens feel we are very good at providing services that the person wants, 13% stated we are good and 10% that we are average.
97% of citizens think we are honest and trustworthy.
93% of citizens feel we are very good at being friendly, polite and respectful.
89% of citizens feel we are very good and committed to the person we support.
90% of citizens feel we are very good at listening and 10% scored us as good.
93% feel we are very good at making people feel safe and comfortable. 7% scored us as good.
93% of citizens stated that we are very good when attending to care and that we haven’t accidentally hurt them. 7% scored us as good.
87% feel that we can change the way we work to suit the citizen more, and that 13% said we are good at this but more development needed.
90% of citizens feel we are reliable, on time and do not let people down. 10% felt we are good at this.
93% feel we are very good a communication any changes or difficulties we have in changing the schedule or plan.
91% feel we are very good at following procedures especially in the areas of medication, moving and handling, and intimate and personal care.
90% scored us as very good in knowing our jobs.
92% feel that Cymryd Rhan staff members are very good at working as a team, and 8% scored us as good.
92% feel we are very good at involving and working with families and friends.
84% feel we are very good at responding to concerns and questions, 13% feel we are good and 3% feel we are average in this area.
88% of citizens feel we are very good at responding to telephone calls and letters and that 8% feel we are good. 4% of citizens think we are average.
3% of citizens feel we are poor at dealing with and responding to complaints. 97% feel we are very good at dealing with complaints.
97% feel we are very good at informing citizens of up to date information about their service.
93% feel that we are very good at informing any changes to services.
Our summary findings inform us that 89% of citizens feel completely satisfied overall with our services and 6% being nearly satisfied, and 5% being partially satisfied.
55% feel that the quality of our service is excellent, 42% feel it is very good, and 3% that it is quite good.
Finally, 90% of citizens would definitely recommend us to others to provide services, and 10% stated that they probably would recommend us.
The areas that “matter” to citizens are recruiting the right staff, feeling that Cymryd Rhan is approachable, knowing who is coming to support, feeling that opinions are valued, staff are friendly and have a mature attitude.
In our non-regulated Floating Support services, we have collected the following data through the use of a Lime Survey tool which members of staff complete after every support visit. We share this data with commissioners who have used this to measure the impact of the Supported Housing Programme in relation to the Prevention and Early intervention agenda. We have concluded from the following data:
34% of citizens supported who also receive care needed additional support and help.
There has been an increase in supporting people with more medical type queries such as attending the doctors.
81% increase in requests for support when working in a locality modelled approach to delivering support.
Overall there has been a 21% increase in people needing support in the last 3 months.
Staff morale increases when taking a community focussed approach towards delivering support and care.
66% of requests for additional help happen when the support worker is already supporting the citizen making it difficult to predict need on a visit by visit basis.
30% of all requests for help happen when someone drops in to the office and 79% of these are just one-off requests.
72% of all requests are due to Health and Wellbeing including loneliness.
91% of citizens are on an “even keel” after each support visit.
Communication
Being able to communicate well with citizens means that Cymryd Rhan fully understands that ensuring we provide services to individuals in their preferred language is particularly important especially for older people in Wales. We continue to develop domiciliary care services in Carmarthenshire and Powys, where we will be supporting more individuals whose first language is Welsh. 
Ensuring that people have support from staff who are able to speak to citizens in their first language is a priority and we continue to recruit Welsh speaking staff or to provide training in basic Welsh for staff.
Following the principles in More Than Just Words we will work to achieve a service where:
· Citizens are immediately sure that the service is centred on their communication needs rather than those of Cymryd Rhan
· Citizens are encouraged to express their needs and are able to fully participate in their care as equal partners.
· Citizens are able to see and hear the Welsh language and feel comfortable with the services they receive.
· Citizens are aware that the service has a supportive ethos, where Welsh is used as a natural means of expression.
· Citizens are aware that the service recognises that language is more than a means of communication and are able to express their ideas and emotions effectively.
· Citizens are aware that the service acknowledges their language needs by ensuring the “Active Offer” is available.
· Citizens are shown respect for their cultural identity and are able to access Welsh language services without any obstacles
One of the areas identified for improvement and development is the ability to communicate through the organisation. There have been many previous attempts to improve communication by initiatives such as newsletters, magazine groups and “Myth Busters”. All of these have not quite achieved the desired outcome and the conclusions are that an in-house social media site has been developed and we will monitor how well our communication improves. This development has come from understanding how localised teams such as teams in North Wales have used tools such as “What’s App” to communicate, and we are using a face book platform to do exactly that. This will also be used to create cover/on-call lists and good news updates.
Fitness of workers and training
Cymryd Rhan follows safer recruiting best practice and no new employees are allowed to start work (with the exception of attending training events) until we have received all references, a satisfactory DBS check and a completed health questionnaire confirming their physical and mental fitness to undertake the work. The process is managed by the People Manager and no contracts of employment or start dates are given to new staff until all checks are complete. 
We have introduced a new software system to help manage training, staff access policy and procedure, keeping important staff information up to date, staff managing their own leave and expenses to reduce pressures on Team Leaders, and improve communication throughout the organisation.
We have recently brought training back in-house which had been previously provided by Llaw Yn Llaw. We feel that the induction training is a critical time for any new starter. Previously we have tried to batch the numbers of new starters to attend a training course with Llaw Yn Llaw to try and make it as cost effective as possible. We have decided to make the induction training more individual by learning at the pace of the new starter and our newly appointed trainers will work alongside the new starter, working through an induction workbook, arranging and if needed attending shadow shifts before fully introducing them to the project team and Team Leader. We have also continued to provide our in-house first aid training and expanded our manual handling trainers to cover a greater area.
In 2016 we revisited the induction training with induction drop-ins for any staff to attend, and these proved to be very valuable. It is important that staff and the organisation as a whole find time to reflectively learn in an attempt to find ways to improve what we do. As financial pressures build within the Health and Social Care Sector, it is tempting to cut corners when it comes to training in an attempt to manage ever increasing organisational cost, but we are working smarter and hopefully attracting the workforce we want. The real issues facing the sector are the numbers of people leaving the sector completely and not just jumping from one provider to the next, so our focus in 2017 is to find ways to create career paths that attract people back in to the care sector.
We will continue to review our recruitment and are about to launch a new website which has included an aptitude test which is fun, but more importantly helps any new potential candidate to review where they are in terms of joining the sector. We will evaluate this in due course and see whether it helps to attract staff members that are open to new ways of working, thinking and learning, and whether it helps to attract the staff that we are looking for to help to move Cymryd Rhan forwards. It is vital that staff feel that they are contributing and shaping the way in which we deliver services in the future, and Cymryd Rhan actively encourages staff feedback.
In October 2016 we transferred the Child Business Support Team in to Cymryd Rhan who provide training, business, strategic and delivery planning to child care settings. Their set of skills will be beneficial in terms of supporting Cymryd Rhan in taking up a process of review within our own procedures.
Staffing
In April 2016 there was an increase in the New Living Wage for staff over 25 years old in April, and under 25 years old in October. Cymryd Rhan was well below the new wage level and it was decided to propose changes to make savings and use the savings to increase to the New Living Wage. We decided to increase all support staff in April 2016 regardless of age and that the increase was based on the new “Voluntary Living Wage” which is higher than the new living wage. This meant that there was an increase to frontline support staff by 15% and that this helped us in addressing issues around recruitment in particular areas such as Wrexham and Carmarthenshire. 
To find these increases we have had to carry out a restructure of senior managers where upon we have reduced senior management by nearly 50%, we have removed company sick pay and replaced it with a health package. In April 2016 we received four inflationary increases from six local authorities, only one was above the New Living Wage increase percentage and the remaining three were below, and no increase from two local authorities.
The table below sets out the numbers of staff we averaged throughout 2016, the numbers of leavers and new starters. We have been informed that the Day Services in Powys is being redesigned and this uncertainty created a number of leavers towards the end of 2016.
	Total employees during the period 1 Jan 2016 to 31 Dec 2016
	Recruited
	Leavers

	167
	38
	39

	
	
	

	
	
	


All staff whether they work on Domiciliary care or in Supported Living services are employed on contracted hours, we do not have any zero hour contract staff. This works well and is easy to manage in supported living services. Managing this flexibly and responsively in Domiciliary Care Services is complex and we need to ensure that we have sufficient capacity to take on new packages of care and increases in care packages. This is an area for further development as we increase our Domiciliary Care Services.
We began developing a more locality approach to providing Domiciliary Care Services in September 2016 as in Powys in particular; we have been spending 17 minutes in every hour travelling between calls. An evaluation this year has shown huge losses sustained from delivering the service and we decided to reduce travel and time travelling. Consequentially our delivery costs have come down and we are now providing more support to more people. The impact that it has had on staff has been huge, as they have been more involved in helping citizens to achieve greater outcomes, and more community based involvements with new groups. We will continue to build this approach in Powys throughout 2017, and have already begun making similar changes in Carmarthenshire. This approach could be a model worth exploring within other services, but key dialogue and support from commissioners is vital in the development of this style of working.
Employee Handbook and Staff Manual
The employee handbook, terms and conditions of service and staff contracts are reviewed annually by our employment law advisors. We meet twice a year with Union reps and our employment law advisors and members of the Board of Trustee Directors to discuss employment issues and changes in employment law. Any changes in staff terms and conditions are agreed through this joint negotiating committee. All staff receives addenda to their employee handbook if there are any changes in their terms and conditions and they are required to confirm that they have received the documents. In-light of a consultation carried out during 2016 and its conclusions, new handbooks and contracts are being issued to staff in early 2017.
The staff manual was developed during a time when the majority of the services were provided were for people with a learning disability. The staff manual has been updated and now more relevant to the domiciliary home care that we provide. 
Information we provide to individuals
The Service User Guide, Statement of Purpose and complaints policy and procedure were all originally developed to be accessible to individuals who have a learning disability. For older people we support in domiciliary care this is not necessary and all of these documents have now been adjusted to ensure that we are able to provide information to individuals in a relevant format. This means that we have two versions of each document, a standard format and an easy read format. We have also reviewed both the statement of purpose and the service user guide and developed new versions that are relevant to the registered branch or the organisation.
Identification of workers
All staff members working within domiciliary home care are required to wear uniforms to make them easily identifiable for the individuals we support. All staff members throughout the organisation are issued with identification badges before they start work and their photographs are retained on the Business Manager 3 System and Simply Personnel. Staff members are required to sign for their identification badges and they are required to return the badge when they leave Cymryd Rhan. 
We ensure that our electronic records include at least three forms of identification for workers including a photocopy of their passport or birth certificate confirming their right to work in the UK. We also keep up to date details such as driving licence, MOT, insurance and staff members sign a disclaimer around the road worthiness of any vehicle that they use for business purposes.
Records
Cymryd Rhan is registered with the Information Commissioner for data protection. All records are managed following data protection legislation. The system that we use, Business Manager 3 and Simply Personnel ensures compliance with data protection requirements. 
Staff attendance records are now managed through the electronic time and attendance system. Where the roll in of staff onto the electronic call monitoring is not complete they are required to sign weekly attendance records. This is then uploaded on to the Business Manger 3 System.
Complaints
All complaints are logged and dealt with, whether they are formal or informal, made over the telephone to administration staff, or verbally or in writing. The registered Manager has provided information and advice to the administration and reception staff to ensure that they are able to identify potential complaints and log them appropriately. We record complaints from our CSSIW Regulated Services and complaints in our Non-Regulated Services. We received 5 complaints in 2016 from our regulated services and 3 complaints in 2016 from our non-regulated services.
The complaints policy and procedure has been written to meet the needs of all people we support. The policy is to be annually reviewed and an accessible version is available for individuals with a learning disability or anyone who would like an easy read version of the document.
Cymryd Rhan - Service Development Plan 






Introduction
Prior to creating a Service Development Plan for 2016, we did two things:
1. The newly appointed CEO, Head of Finance and the People Manager met several times and honestly evaluated where the organisation was in terms of the previous service delivery plan and implementation plan and whether these were still appropriate, the challenges in the increase of organisational costs such as first and last travel costs in Home Care and preparation in the New Living Wage. Also the need to look at existing business, new opportunities and the pressures facing staff, the balance between delivery and compliance, the overall structure of staff including the need for back office support.
2. Savings were identified, Audit and Scrutiny Committee, Joint Negotiating Committee and Board of Trustees informed, consultation carried out, removal of Executive Management Committee and increase in Audit and Scrutiny Committee with more in depth detail. Senior Management Team reduced and Senior Management Team Meetings more operational in their theme and a greater business understanding for Senior Managers in delivering their services with more control over budgets, costs and design. Our focus with the support from the board of trustees is to regain and be on an organisational “even keel” with greater understanding around efficiencies and quality of delivery. Our evaluation had in the forefront of it’s planning, that any changes that Cymryd Rhan makes must add real value directly or in-directly to the lives of the people it supports.
i. What did we try?
ii. What did we learn?
iii. What are we pleased about?
iv. What are we concerned about?
Therefore what action flows from our analysis?
This would allow us to build on what we’re good at and change tactics where we felt we hadn’t achieved the outcomes we were seeking  Our biggest learning is the need to be much clearer about the ownership of any course of change, and that we must ensure the “buy-in” of the workforce.  SMT must ensure the task is being worked on, and any difficulties are raised and additional support provided if needed. An open and honest approach to changes this year needed to be taken and that the SMT felt safe in changing direction if something was not working. Having a smaller SMT consequentially made it easier to prioritise work and let go of things that we didn’t consider useful.
	Item
	Action
	Lead Person/Body
	Timeframe

	1.
Complete the re-structure

	Reduce SMT 
2x area mangers
1x inclusion manager
1x head of operations

	Nick
Hayley

	Completed 2016

	2.
Consultation with Staff and JNC over conditions and pay
	Removal of company sick pay
Pay increase
Time Capping
Introduce Health Plan
Recruitment
	Nick
Hayley
	Completed December 2016

	3.
Redesign Domiciliary Care Services in Powys

	Design and implement a locality approach to delivering Domiciliary Care in Powys.
	Nick
Davina
Gerry
	Started August 2016
Rolled out by December 2016

	4.
Evaluate all existing contracts against a sensible business model.
	Look at longevity of existing contracts, renew or hand back. Improve tendering options and evaluate business brand and organisational image.

	Cheryl
SMT
	Completed October 2016
On-going

	5.
Staff Service Development Forums and Family Forums

	Family Forums continue on a local/project level. Families continue to be encouraged to join as board members. Staff forums ineffective and alternative methods being sought.

	SMT

	Reviewed March 2016

	6.
Information Technology
	New Website and Image Branding being developed.
Simply Personnel implemented.
Business Manager 3 system evaluated and improved.
Communication Policy updated.

	Cheryl
Hayley
Jon and Sarah
Nick
	Started September 2016 
Completed Feb 2017

	7.
Training and learning.

	“Wind Up” Llaw Yn Llaw trading subsidiary.
Appoint new in-house trainers.
Review induction process and run induction road shows.
Apply for awarding body status for QCF qualifications.
Transfer CBS Team under control of Cymryd Rhan.
	Nick
Hayley
Lynne
Cheryl
	Completed December 2016

	8.
Business Manager 3 Timetable
	Design how Business Manager 3 will be rolled out and implement in all projects. Evaluate more uses in Business Manager 3.

	Davina
Jon 
Sarah
	Reviewed November 2016


	Item
	Action 
	Lead person/Body
	Timeframe

	9.
Team Leader Development Programme

	Created a focus group of 3-4 team Leaders and 2-3 members of SMT for one-off meeting to establish what’s needed.
Management training plan for team leaders to complete on appointment.

	Owen
 Hayley
	Completed March 2016
Reviewed December 2017


	10.
Recruitment & Selection Task Group

	Produce best practice guidance and examples on:-
· How and where to advertise

· Interview process and great open ended questions

· Matching staff to people and use of team profile/person specification to individualise who looking for

· How to involve people receiving support in the process

· Transfer e-learning modules in to aptitude tests for on-line applications
	Hayley
Gerry
Jude
Cheryl

	Reviewed September 2016
Designed December 2016


	11.
Diversification Plan & New Business

	Anticipating where new work might arise, and determining the kind of work we want to pursue
Developing expertise and experience in expanding specialist areas e.g. people with dementia; people with autism
Looking into more partnership working with Commissioners and other support providers
Develop capacity to respond to people who wish to purchase Cymryd Rhan directly via Direct Payments.

	SMT
SMT
SMT
SMT

	Continual
Continual
Continual
Continual
Continual

	12.
Tendering

	Create a tender team that develop expertise in the writing of tenders, and meets to reflect on successful and unsuccessful tenders. Starting point is for team to meet for two separate 2 hour sessions to collect up existing work that’s been produced, and to create a tender file with best practise examples. 
Subsequently to meet after each tender, to reflect on and capture the learning.
Lynne to provide training on writing tender documents
The tender file to include examples on how best to answer standard questions; and typical costing so prepared for tenders
	Cheryl
Nick
Cheryl
Lynne
Hayley
	Reviewed October 2016
Continual
Completed
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