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Introduction

Premier Care (Plymouth) Ltd provides support and care
services for individuals who have learning disabilities,
individuals who have physical disabilities, older people
with learning disabilities, people with sensory loss and
individuals who have related mental health problems and
complex needs.

Since 2006 we have been striving to provide effective,
quality services to individuals who by means of illness,
injury, disability or vulnerability need support to live
fulfilled lives. Our ethos has, and always will be, long term
change, not short term fix.

Driving Up Quality

Most people are aware of the horrific abuse that took
place at Winterbourne View Hospital. Following this it was
identified that there were other organisations supporting
people with complex needs and challenging behaviour
who were not meeting the national minimum standards
and it was felt that providers needed to start taking
responsibility for providing a better quality of service.

DRIVING UP
QUALITY
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Driving Up Quality Code

A code has been developed by the Driving Up Quality
Alliance. Providers (such as ourselves) have been invited to

WaA3dy dzLJQ (2 GKS O2RSo® L

developed by a number of different organisations from
different sectors and in consultation with people who use
services, their families, commissioners and the Care Quality
Commission (CQC).




Aim of the Code

The aim of the code is to avoid what happened at
Winterbourne View ever happening again by allowing
good organisations to flourish and driving out poor
providers. Specifically, the following is what is hoped
will be achieved:

9 Drive up quality in services for people with learning
disabilities that goes beyond minimum standards

9 Create and build passion in the learning disability
sector to provide high quality, value led services

9 Provide a clear message to the sector and the wider
population about what is and what is not acceptable
practice

1 Promote a culture of openness and honesty in
organisations

9 Promote the celebration and sharing of good work
that is already out there

How will this Work

Premier Care signed up the code at the end of 2016 and
aim to complete a full assessment of the service we
provide against this.

We already have a number of quality checking systems
in place which will also be incorporated into the
assessment but we also plan to hold self assessment
days where the people we support, their families,
employees and professionals will be able to take part
and give feedback about what Premier Care do well and
what we could be doing better, also looking for
ddza3SadAz2ya 2y WKtd@godotes S
active involvement in change (where it is needed).




Final Report

This report will produce all of the findings from our
assessment. It will give real examples of where we have
excelled as an organisation providing support to
vulnerable and complex people and it will also provide
examples of where we could have done better and at the
end of the report you will find an action plan detailing
how we feel we can improve based on our findings.

This report will be reviewed annually, in line with our
quality assurance process to ensure that we continue to
develop and improve, also ensuring that actions set have
been completed.
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Key Areal Supportis focussed on the person

QEF YL S 2F wI22RQ

Keith previously stayed in a respite centre and attended a day service from Monday to
Friday, he presented as extremely anxious for the majority of each day and this would often
lead to incidents of self-harming and verbal abuse towards support staff, and on occasions
this could escalate to physical aggression. He would spend much of the day being drivenin a
car without purpose and occasionally would take part in activities such as stopping for coffee
at a garden centre.

The transition to Premier Care began in 2013; initially this was jointly led by the respite
service and the day service. Their plan was to take Keith to his potential new home and have
coffee which is known to be a great motivator. Keith arrived and immediately became
distressed and so was not able to visit the house. At this point Premier Care took over the
transition.

Focus was given to developing relationships with his new staff team and communication
tools to promote understanding and choice. A clear transition plan was created which gave
sufficient time to lay the foundations of the support for the future. The initial assessment
had taken place and took into account the views of Keith, his Mum & Dad and professionals
involved.

Over the course of two months, Premier Care staff visited Keith at the respite centre and

spent time with him. Pictorial social stories were created for each visit so that Keith would

know who was visiting and at what time. Social stories were also created for visiting his

potential new home and within a few weeks Keith had visited, and the length of visit

increased each time. A pictorial transition calendarwascNB | 4§ SR (2 & dzLJLJ2 NI
understanding of when he was going to move and then on one particular visit, well before

the planned move date, Keith visited and asked staff if he could stay and not go back to the
respite centre.

Since moving, Keith has been able to cook his own meals (never having done this before as

GKS NBALAGS OSYiGNB KFIR (AUGOKSY aidlF¥F |yR
a variety of activities at home and in the community of his own choosing and he has taken

part in work-like activities. Incidents of anxiety / distress have massively decreased and Keith
now has the stability he so badly needed.
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Key Area 1 - Positive Feedback

Staff
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Relatives / Carers
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- ~ difficult year of her life as her health problems have increased and she has become
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[ dl just wanted to say a big heartfelt thank you to you and your staff for everything you
y ; do for my brother. It is lovely to see him flourish and be so happy.€
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Key Area 1 - Positive Feedback

Care Quality Commission (CQC)
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Key Area 1 ¢ Areas of Improvement Required

Changes in staff sometimes not communicated

Visibility and accessibility of middle management (in some instances)
Continuity of staff teams (in some instances)

Communication could be better (includes being kept up to date with latest
information)

cCccCcc

Key Area 1 ¢ Systems in Place

Examples of Systems Currently in Place

Service User Meetings (Monthly)
Planning Group (Quarterly)
Newsletter (Quarterly)
hNBFYyAal A2y Qa 2S06aa
Facebook & Twitter Pages

Quality Assurance Survey (Annual)
Relative & Carer Group (Quarterly)
Company Briefing (Annual)

Service User Representative

Open Door Policy

Driving Up Quality Assessment

KL LK LK LK LK LK LKKLK KL
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Key Area 1 C Ideas for Improvement

Care Coordinators hold regular 1:1 meetings with relatives
Ensure regularity of newsletter

Ensure regularity of planning group

Increased Care Coordinator visits to service users

Managers to inform service user(s) as soon as there is a change
in staff

Page | 5



Key Area 2 ¢ The person is supported to have an ordinary
and meaningful life

QEF YL S 2F wI22RQ

In the past, Lisa had a job in a laundrette, lived in the community and at one time was
married, however, events occurred within her life and she moved to institutional settings,
these placements broke down repeatedly and she regularly became anxious / distressed,
often leading to verbal and physical aggression towards others.

N\

LY HAMMIE t NEBYASNI /I NB o6SOFYS [Aal Qa OK2a
institution setting and into her own home in the community.

Recognising how important routine was to Lisa, a weekly planner was implemented which
Lisa fills in herself at the end of the week for the start of the new week and immediately she
becamelessanxious. ¢ KA a Aa AY GNAOGUSY F2NX¥I O Fa [ Ac

Lisa also had a regular staff team, all of these staff members Lisa met before starting and was
able to tell Premier Care whether she was happy to have them supporting her or not. She
continues to be able to do this and has monthly meetings where she can speak with her key-
worker about any staff related issues.

When Premier Care first began supporting Lisa, she was fully involved in the creation of her
individualised support plan and her main dreams were to go on holiday, to go to a tea dance
and to own a pair of gold shoes. She now goes on holiday at least once a year (sometimes
twice), she attends a tea dance on a weekly basis and she owns a pair of gold shoes and we
continue to support her with her ongoing dreams and aspirations.

hyS 2F [ A&l Q& to¥datbuid chadgdliNTwBhiffecthde Saff support she has
f SINYSR O2LIAY3I YSOKFyAayYa F2NI RSIFEAYy3T gAl
should support her if there are unexpected changes.

Nearly six years on from when we first began supporting Lisa, her life has changed
dramatically. She is the service user representative for the company, has grown confidence
with using the telephone and incidents of anxiety are a rare occurrence. She also has
unsupported time each week when going into the city centre and overnight, moving away
from continuous support and towards an ordinary and meaningful life which she had been
denied for so long.
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Key Area 2 ¢ Positive Feedback

Staff
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OPremier Care does everything to make sure the service users get everything they
need€

Service Users

XA

GL tA1S 62Nl AYy3 6AGK Y@ fFRAS&® L

/-—‘
Relatives / Carers
” a2S g2dz R NBO2YYSYR t NBYASNI/FNB 65
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[ (This is a real milestone for X to have reduced to under 80kg for the first time in
) years. Well done to everyone, especially X€
g « OStaff were knowledgeable about how they would support someone who had
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Key Area 2 C Areas of Improvement Required

U More people could be taking part in work or work-like activities

U Some people have continuous support but with effective planning could have
unsupported time

U Outcome based support plans need to be implemented

Key Area 1 C Interview with Lisa

We spoke to Lisa to find out a bit more about her views on Premier Care

Q1) How long have you been supported by Premier Care?
A{ AYOS HnANMMEverklan@tme tow & S| NE&

Q2) Can you tell us a bit more about your past and how things are different for you
now?

ALQOS ftAOSR Ay | f2G 2F RAFTFSNByd LI I OSazx
the Royal Naval Hospital cleaning floors in 1970 and washing / folding sheets in
Millbay Laundry (1966) and | worked in the Hot Potato cafe in the Pannier Market
from 1981 ¢ 1982 as well as cleaning floors at Freedom Fields hospital in 1977. There
gl ayQi YdzOK Y2ySeé o6 O] O K&NyddmoretfoKmyyed & |
YR KFLILERE (2 KIF@S F2dzyR Y& Tl do L A

u» Eﬂ)

N
1
Q3) Do you think staff understand your needs?

A) Yes, they make me feel calm and | get to make my own choices

Q4) Do you feel safe in your home?

A) Yes, | feel safe

Q5) What are your plans for the future?

A) 1 like going on holiday every year and | have my birthday party soon. | used to have
a0FFF FEf GKS GAYSY SOSNE RFe YR yAIKG 0

Q6) Is there anythingyodzQ R A YLINE @S 2NJ OKI y3aS Fo2dzi t NBY
L tA1S OGKS adr¥F FyR L tA1S 0KS YIylFI3aSNEZX
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Key Area 2 C Ideas for Improvement

Planning Group to be held ¢ focusing on available work or
work-like activities

Working in partnership with funding body to review reduction
in hours where appropriate

Implement outcome based support plans with people on
review dates
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Key Area 3 ¢ Care and support focuses on people being happy
and having a good quality of life

OEFYLX S 2F wI22RQ

Statement from a Relative

oHaving your child in care can be very worrying and my daughter has not had the best
experiences in the past. This makes me feel overly anxious and when she started being
supported by Premier Care | was maybe a little bit too involved but | think anyone
would be given the circumstances that led to the move.

h@dSNJI GAYS LQ@S f SI NY S RistinPremierSare wHichwdsa f A
NEFffe RAFFAOMA G0 adGSLI G2 GF1S F2N YS
KFLILIASNI FyR OFf YSNI 6KAOK Kla YIRS YS
and amazing relationships with staff who really seem to understand her needs and the
managers really do know her very well and | can speak to them whenever | feel like it
Ol f0K2dZAK L R2y Qi FSSt GKS ySSR (2 02y

H o

| find that the trouble with care as a whole is that people come and go and sometimes
AdQa | ANBIFG aKFYS a akKS odzAf Ra dzLJ T
move on but thankfully, all of the plans are in place giving all the information that

anyone would need to be able to work with her and the management team do a really

good job of making sure the staff team do what they need to do to meet her needs.

>

LQY Ffglea Ay@d2t SR oKSNB L ySSR G2 0S
arises which goes a long way to making me and my daughter feel more relaxed about
0KAYy3Iao LQY &dzNB L O2dzZ R FAYR Tl dz G a
remember where she was in the past and how she is today and think to myself that
aKSQa 02YS a2 FIFEINI FYyR Al ﬂ2tdzirHRem|§era@SNJ K
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Key Area 3 C Self Assessment Day(s)

We held a Service User Planning Group

to find out more about how the people

we support feel about the service they
receive and their quality of life

We held a Staff Briefing to find out from
staff what they felt about the service
0SAY3I LINPODARSR Iy
life

2 SQ@S alLR1Sy G2 L
1:1 basis to talk about their family
YSY0OSNR& |jdz £ A
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Key Area 3 C Areas of Improvement Required

U Changes in staff sometimes not communicated

U Continuity of staff teams and management (in some instances)

U Communication could be better (includes being kept up to date with latest
information)

U{2YS LIS2LIE S NIQAASR YAY2NJ odzi aLISOATFTAO
resolved
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Key Area 3 C Ideas for Improvement

1 Reintroducing the Team Leader role to provide
support to staff and monitor service being
provided while also providing another link with
communication to the people we support and
their relatives

Page | 13



Key Area 4 C A good culture is important to the
organisation

| started Premier Care back in 2006, at that time there were two other directors (who have
AAYyOS NBGANBROO® 2 SOQR Fftf ¢2NJ $hughoir OF NB
careers and we felt that we could create an organisation that really supported people to

progress so set about making it happen.

| think the key to the success so far has been that we really know the people we support, we
know their needs and we know each person as an individual and can see past the challenges
and put realistic strategies in place to support people who can be very anxious on a daily
basis and have complex needs.

Many people we support are Autistic and there is some good Autism training in Plymouth but

it tends to be very generic so our Registered Manager went on a training course so he could
GNJF AY 2dzNJ aidlFFX GKS FSSRol O]l S NBOSAOGS
GKFGd GKS GNXYAYAYy3I AayQid ISYSNAOZ AyauaSIER
& U k yhder&anding enormously. This is also the case with the Epilepsy training and, in fact,
everything we do to support vulnerable and complex people.

As a management team, we work together and with people. None of us are strangers to
goingoutandsuppoNII Ay 3 LIS2LX S AF AdQa ySSRSR 06S
part of what we do, and always have done, is to know the people we support and to know

the staff members no matter how much we expand / develop. Bearing in mind that when we
started out we were supported two people, we now support 26 people through our

supported living service and are gradually building up the domiciliary care side of the
0dzaAYy Saao LG A& | €FNHS 2NHIFIYAAlLGA2Y 0S)

¢CKSNBE INBE a2 Ylyeé Flryalaadgro I OKASOSYSyia
claim to be perfect but we try our hardest to improve and develop by listening to people and
FOGAYy3d 2y (GKAAOD 2 SONB I f a2z ¢ nd/briengedfoli 2 € 2
providers around Plymouth to meet and share experiences and best practice. This was
SEGNBYStfeée daSTdzxd F2N dza YR LQY &adz2NB F2NJ
how the organisation has been shaped by the input of others.

Despite all the challenges and difficulties we continue to do what we do best, supporting
very complex people to find stability and that is and will always be our ethos.

Tracey Underwood (Managing Director)
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Key Area 4 C Positive Feedback

i, ? Carlaa Es.rnllE.-',,ur reviewed Premier Care — &
=1 14 February - €

When | first started | found it a real struggle, but | managed to pull my way through,
very hard job but also very challenging. Company is good management are always
there to support you.

Q racey U

il Like @ Comment A Share

—

nderwood it w
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ﬂ Aemilia Bentley reviewsd Premisr Cars — 9

bevarmdbar 201 &
ovEmber U1

I've learned so much from working hsere! I've gained so much experisnce and skills
that | thought I'd never be able to accomplish, always seen mysslf as a bit of a
failure but working with Premier Care has made me realise otherwise. That | can do
it! I've leamed who | am aswell as what I'd like as my career. BErilliant company and
I'd advise people to get an application asap if being a support worker is what you
would like to do!! w2

il Like B Comment A Share it w
’_ﬂ Kimberley Leaaure raviewsad Pramier Care — 9
11 October 2016 - €
¥

Great company to work for, management are
really helpful and supportive.

il Like @ Comment A Share i w
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Key Area 4 C Positive Feedback

Ml Jasmin Heasman reviewed Premier Care — &3
1.4", e

Erilliant company to work for. Management are amazing with staff and their servics
users. Really rewarding job

il Like B Comment A Share -

Nikki Beresford reviewad Premier Care — @
!-‘.-."lll 14 Mrtrbar 201 & 'L
a

LI I L S o] el T ¥

Such a fab company to work for and such a rewarding job , and all management that
goss out of its way to ensure staff and sarvice users are well taken care of |, kesp up
the fab work premier care

il Like B Comment A Share it w

n Michelle Knight reviewed Premier Care — &
11 October 2016 - €

Besan working with premisr care for 3 years and have enjoyed every moment. l've
gained excellent support and training { free) had the support from management and
colleagues too . If you're looking for a challenge and feel you can maks a differences
to others then premisr care is the place to be. Extremaly rewarding €

ilF Like @ Comment A Share i w
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Key Area 4 ¢ Quality Assurance Feedback

Q1. Do Premier Care understand the support needs
of the service user(s) you support?

Q2. Does Premier Care provide a safe, effective,
caring, well led and responsive support for service
users?

Q3. Does Premier Care show committment to helping
the service user(s) you support?

Q4. Does Premier Care listen to the service user's
concerns and respond to them?

Q6. Does Premier Care change it's way of working
with service users if it is needed?

Q6. Does Premier Care keep the service users
updated with any changes?

Q7. Does Premier Care work well together as a team?

Staff Feedback

—

Service User Feedback

Q1. Are you happy with your staff team?

Q2. Do your staff team support you the
way you want?

Q3. Are your staff team friendly and
polite?

Q4. Do your staff team listen to you?

L2014
2015

Q5. Do your staff team help you when M 2016
you need it?

Q7. Do your staff team arrive on time?

Q8. Do your staff team let you know
about changes?
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Key Area 4 C Self Assessment Day (SUPG)

OStaff listen to what | want
to do and respect my
wishesg
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Key Area 4 C Areas of Improvement Required

U Changes in staff sometimes not communicated
U Communication could be better (includes being kept up to date with latest
information)
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Key Area 4 C Ideas for Improvement

Team Leaders being re-introduced

Managers have regular 1:1 meetings with relatives
Ensure regularity of newsletter
Ensure regularity of service user planning group
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Key Area 5 ¢ Managers and board members lead and run the

organisation well

1 The Registered Manager completes reports with the Responsible Person for the organisation
(Julie Capaldi) every month. Each month focus is given to one of the five key questions
(Caring? Responsive? Effective? Safe? Well Led?) During this actions are set for the
Registered Manager to complete to ensure compliance with regulatory standards and best

practice.

KEY LINES OF ENQUIRY i

SELF ASSESSMENT - WELL LED

WELL LED

GRADE

EVIDENCE

W1: How does the service
promote a positive culture that
is person centred open,
inclusive and empowering?

GOOD

Premier Care respects equality and diversity ensuring
that all care plans are individualised. Key Workers
complete actions plans with the service users
identifying and helping them to achieve their hopes,
dreams and aspirations.

Quarterly Service User Planning groups take place
and focus on different aspect the care provision i i.e.
revisit leisure, employment, education and voluntary
opportunities.

Duty of Candour policy has been produced and is
available to view on the Premier Care website.

Staff receive regular supervision and training
regarding safeguarding and the whistle blowing policy.
Again, the whistle blowing policy is provided as part of
induction and also uploaded on to the website.

Staff complete a competency file and the Care
Certificate.

Premier Care were successful for PCC Tender where
they presented evidence to reflect person centred
planning and approaches.

Where can evidence be found?
Individual Care Plans, Staff Competency Files, Service
User Planning Meetings and web site.

Area of Improvement:

ACTIONS:

TARGET DATE:

REVIEW:

W2:

How does the service
demonstrate good management
and leadership?

GOOD

RM, is currently working towards his level 5 HSC
Leadership and Management diploma.
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Staff receive regular training, supervision and
appraisals. Formal supervision takes place every 12
weeks although there is an open door policy where
staff can contact managers and raise concerns/
discuss changes in needs as and when they occur.

Weekly meetings take place between the Service
manager and Care Co-ordinators (the Service
Manager updates RM.

Premier Care has achieved their Investors in People
Accreditation. This was reviewed and updated in
December 2015. Excellent feedback was received.
CQC have recently completed their inspection and
graded Premier Care GOOD and received excellent
feedback. CQC inspection report available via CQC
and Premier Care website.

Premier Care has recentl
Qualityd and Martin wil/
assessment.

y

Where can evidence be found?
Personnel files, Minutes of Meetings, Quality Assurance
Questionnaires/Investors in People Report and Action Plan.

AREAs OF IMPROVEMENT:

Self-Assessment

ACTIONS:
Driving up Quality i self assessment questionnaire.

Target Date: August 2017

W3:
How does the service deliver
high quality care?

GOOD

Individualised support plans and regular review of
documentation ensures updated information. Service
users and family members, where necessary, sign the
support plans. Recommendations have been made
and implemented including detailed instructions i.e.
medication.

Monthly Service User Meetings take place and all
service users are encouraged to participate. Service
users and families are encouraged to participate in
Service Planning Group meetings.

Key workers complete monthly reports to ensure that
the care provision is monitored and adapted as
necessary to meet the changing needs of the service
users.

Quality Assurance Analysis and Audits are completed
by RM.

Staff attend regular formal supervision and appraisal
where training and development is evaluated and
informal supervision also takes place.
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New Staff also complete the Premier Care
Competency Framework and Care Certificate.
Premier Care work closely with other professionals to
ensure positive outcomes including Reflective
Supervision as and when necessary.

Premier Care has recently ¢
and RM will be completing the self-assessment.

Premier Care has achieved their Investors in People
Accreditation. This was reviewed and updated in
December 2015. Excellent feedback was received. CQC
have recently completed their inspection and graded
Premier Care GOOD and received excellent feedback.
CQC inspection report available via CQC and Premier Care
website.

Where can evidence be found?

Personnel Files,

Competency Files,

Quality Assurance Files and Audits

Minutes of Meetings

Support Plans (signed by family where appropriate*)

AREAs OF IMPROVEMENT:

ACTIONS:

TARGET DATE:

REVIEW:

W4

How does the service work in
partnership with other
agencies?

GOOD

Premier Care work very closely with other
professionals including Commissioners, Health,
Speech and Language, Highbury Trust and Advocates
to monitor and review service provision and quality.
RM is a member of The Outstanding Managers
network where he works with and shares good
practice with a variety of managers and care
providers.

Where can evidence be found?
Head Office T Minutes of Meetings, Supervision files and
Service User Files

Areas for Improvement:

ACTIONS;
TARGET DATE:

REVIEW:
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Outcomes

Target
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service users

then book at least
monthly

Management team implement August 2017 and Managers to contact and
1:1 meetings with relatives ongoing book regular
(identifying those who wish to appointments
have regular meetings)
Ensuring regularity of August 2017 and RM to book quarterly to
newsletter then every 3 complete
months
Increase manager visits to August 2017 and Management team to

book on calendar and
reschedule if needed

Managers to inform if there are
changes i.e. staff changes

Immediate &
Ongoing

Monitored through SMT
meetings and 1:1
management meetings

Planning group to be held,
focusing on work / work-like
activities

January 2017

RM to book and hold

Reducing reliance on paid
support by working alongside
funding bodies to reduce

support hours where safe to do
o)

2017-2018

RM to monitor and liaise
with funding bodies (this is
part of the tender
contract)

Page | 24




P TIATIAT
AT TR TR
P
B i
IR
AR
M
e
jom———
T ——————
e ——

Outcomes Target
S rﬁ?\gv%:};%

A

13

Implement outcome based
support plans

October 2017

RM & MD to devise new
format and train managers

toA YLIX SYSyi
review dates

Y

0e

Reintroduce Team Leader Role

August /
September 2017

Begin recruitment /
advertising for this role

Ensure regularity of Service
User Planning Group

September 2017
and then every 3
months

Booked through calendar,
discuss at SMT
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