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1. Introduction

Highland Home Carers decided to embark on a our first period of Social Accounting in September 2007 when the Chairperson of Highland Home Carers (HHC), Nick Boyle, was approached by Cooperative Development Scotland (C:DS) and offered the opportunity for the Company to participate in a Social Accounting and Audit Pilot Initiative run in conjunction with the Social Audit Network (SAN).
‘ Social accounting and audit is a framework which allows an organisation to build on existing documentation and reporting and develop a process whereby it can account for its social, environmental and economic performance and impact and then draw up an action plan to improve and overall be accountable to its key stakeholders.’ (SAN).
HHC’s first Social Accounts were audited and verified by an independent Social Accounts panel in September 2008 and published in conjunction with the financial accounts and annual report at the AGM in November 2008. In addition to the full accounts a summary version was also produced to enable those with an interest to see at a glance the aims of Highland Home Carers, its values and performance.
The project was found to be a great success and proved a useful tool for gauging the company’s impact on its main stakeholders and received vital feedback on performance and areas requiring improvement. It was decided that the process would be continued into subsequent years. In the first round of accounts we undertook a major study and it was agreed that the accounts for 2008-2009 would be a smaller, more focussed exercise.
Although HHC has previously consulted with service users in the form of postal questionnaires on company performance, the information gathered had not been analysed in a comprehensive manner, nor acted upon in the best way possible in the years preceding Social Accounting. The process of social accounting and audit provides the opportunity to engage more fully with selected groups of stakeholders; the information will be considered in greater detail and presented for all to see. The process will provide indicators for the future improvement of our services.
Last year’s Social Accounts can be seen on the HHC website www.highlandhomecarers.co.uk and the summary version can be provided on request from the office.











2         Background to Highland Home Carers
Highland Home Carers was founded in 1994 by the current Chairperson, Nick Boyle, and became a Limited Company in April 2001. It has grown to become one of the major independent providers of home care and support services in the Highland region. 
In April 2003, Stephen Pennington was recruited to manage the company and to put it onto a more professional basis. Nick wished to secure the future of the company as an independent successful company for its employees and service users, and after reading an article in a national newspaper, he approached the Baxi Partnership Trust to negotiate a sale of HHC to its employees. Accordingly in July 2004 the ownership of the company was placed into the hands of the employees, and a Board was elected to oversee the business. The Board now comprises the Managing Director, 3 elected Employee Directors and 2 Non-Executive Directors. 
The Board is responsible for setting the policy and strategic direction of the company, as well as ensuring that its financial basis is strong.
The transfer into employee ownership was facilitated by Baxi Partnership Ltd (BPL), which provided the funding to purchase the majority of Nick’s shares, and placed half into an Employee Benefit Trust (EBT). BPL continues to hold the other 50% in the form of preference shares which are being released as the loan which funded the buy-out is repaid. Baxi do not operate any controls over the running of the company on a day to day basis, nor do they have a place on the Board. There is however an open invitation for them to attend all our Board meetings. The current deal secures their role in partnership with HHC in perpetuity, since they are bound by their own trust deeds to ensure that the company will continue as an employee-owned organisation, and have the authority to step in and appoint a majority of the Board if there were to be a threat to this status. The EBT now holds the ownership of the company on behalf of the employees. Through a Share Incentive Plan (SIP), shares are given to employees each year to signify their ownership of the company. These share issues are allocated according to criteria set by the Board on the recommendation of the EBT trustees, who are also elected by the employees. The shares can be sold back to the company after a certain holding period dictated by the Inland Revenue (HMRC), and the market remains an entirely internal one.  (For further information about BPL, please consult its website on www.baxipartnership.co.uk
The company has seen several changes over the last year some of which are a direct result of information gathered through the social accounting process. (These are considered on page 25)
The biggest change has been seen in the structure of the Operations Co-ordination Team which has assumed the responsibilities previously held by one Operational Manager. The new operational structure is as follows:

Operational Coordinator (Staff Training & Development)	 : Colin Campbell		
Operational Co-ordinator (Service Users)                          : Catherine Stewart	
Operational Co-ordinator (Service Users)                          : Esther Harding		
Support Co-ordinator                                                          : Brenda Gardiner
Operational Co-ordinator (Easter Ross)                             : Corinne Nicolson

They are supported by a new team of 3 Operations Assistants who are responsible for ensuring that the work is covered and that care & support staff have the information to enable them to do their job effectively.    				

                           
3   Mission, Values, Objectives and Activities
Prior to beginning Social Accounting the company had not held a specific mission statement and objectives although there were of course fundamental values inherent within the company ethos. As part of the accounting process the project team were required to put down on paper the company Mission and Objectives which consolidated all of that which the company stands for.   The Social Accounting team drew on literature already held within the company to draft out each of these statements as a first task in November 2007; they were refined after discussion with groups of employees, and advice from Alan Kay (SAN), and finally adopted by the Board in December 2007. Following the completion of the first round of accounts it was decided that while the Mission statement would remain the same it would be advisable to make minor adjustments to the company values as the wording of some of the values proved confusing.
MISSION STATEMENT:
“Highland Home Carers aims to provide a flexible, quality home care and support service, enabling individuals to remain in their own home with assistance in maintaining their current lifestyle and promoting independence where possible”
Revised Values:
· Providing a sensitive, flexible and professional service
· Promoting an sense of belonging within the company
· Maintaining privacy and confidentiality
· Respecting rights and promoting equality

CORE OBJECTIVES AND ACTIVITIES:
To enable service users to stay in their own homes with our support by...
· Providing a 24 hour personal, domestic, live-in care, support and housing support service
· Providing an out of hours emergency phone number with staff based locally to respond effectively
· Employing trained and trustworthy staff, checked through Disclosure Scotland, to provide the said services
· Being as adaptable in our approach as is reasonably possible
· Doing our utmost to provide the service required by the user and tailored to their needs

To be a fair and good employer and promote inclusion in the workplace by...
· Working in association with Baxi Partnership Ltd (BPL) with staff becoming shareholders after one years employment with the company 
· Providing a regular high standard of formal and informal training leading to improved performance and qualifications
· Providing appropriate supervision of staff
· Working to achieve improved conditions of service
· Recognising employees needs for flexibility and family friendly working hours
· Organising and managing an employee saving scheme

To be a financially viable company by...
· Maintaining sound financial management and monitoring practices e.g. reviewing accounts at board meetings, etc.
· Employing the services of an accountant and finance officer to ensure efficient administration
· Regularly reviewing accounts and records to ensure invoices are settled and accounts updated 
To contribute to the local community and economy by…
· Providing a public service which keeps money in the local area, employing local people
· Purchasing goods and equipment from local businesses where possible

SUPPLEMENTARY OBJECTIVES AND ACTIVITIES:
To be an environmentally conscious company by...
· Recycling where possible e.g. paper, tins, etc
· Only using power when necessary e.g. switching off lights, etc.
· Providing employees with bikes
· Matching staff and locations in such a way as to try and limit petrol use
· Purchasing goods locally where possible therefore reducing petrol consumption in transport

To promote and support community initiatives and charitable organisations not necessarily directly involved with the company by...
· Buying in food for training days and meetings from a local cafe staffed by individuals with a learning disability
· Enabling employees to devote time to charitable organisations
· Organising activities for our service users, particularly those most socially isolated





















4 Stakeholder Analyses
Last year the list of company stakeholders was discussed and decided upon by the Social Accounting team and approved by the Board after initial proposal by Stephen Pennington.  It was decided that in the first year of Social Accounting those consulted would only be the key stakeholders - those who are predominately affected by the company. This refers to, most importantly the service users and company employees. These are followed by the Board members, Baxi Partnership Limited, as Highland Home Carers only partner, and the Highland Council Social Work Service, as the main purchaser of our services. Here we also have Private Service Users, these are people who pay themselves for our services rather than have a package provided for them by the Social Work Services.
At the end of the accounting process it was agreed that our stakeholder mapping was not nearly extensive enough and the next round of account we should endeavour to produce a more rounded, in-depth stakeholder map using the Mind Mapping computer programme and brainstorming with employees to come up with a more extensive stakeholder list.
Below is the stakeholder map. As the study was conducted on a smaller scale this year it was agreed that the process would focus on just two stakeholder groups, the service users and the employees. Other identified stakeholders may be consulted in future rounds of Social accounts.

	Key Stakeholders
	Other Stakeholders

	All service users (est. 288):
Council Funded
Privately Funded
Family members of service users 

	

	Employees (153): 
Home Carers, Support Workers, Home Carers/Support Workers 
Administration Staff, Management & Coordination Staff 

	Employees' families

	Board members (6): Trustees
Elected Directors (3)
Managing Director
Non-Executive Directors (2)

	Minute taker
Trustees of EBT/SIP (s)



	Partners (1): 
Baxi Partnership Ltd 

	

	Purchasers: 
Highland Council Social Work Service, 
Private service users & families

	NHS Highland

	
	Home care organisations:
UKHCA
SCAH


	


	Regulatory bodies:
Care Commission
Highland Council SWS Contracts Team

	

	Finance: 
Accountants – Johnston Carmichael
Bank – Royal Bank of Scotland

	

	Local community
Suppliers of goods






Key stakeholders consultation

 (
Service Users and Families 
) (
              Employees
)








5. Scope and Methodology
The period of Social Accounting and Audit that Highland Home Carers chose follows our financial year and runs from July 2008 until June 2009. We have taken the decision to commit to an annual period of social accounting and audit.

Who did the work?

The same team agreed to continue into the second year of accounts and consisted of managing director Stephen Pennington, support worker Cath McCormick and Carer/trustee Jocelyn Mitchell. As with last year it was agreed that the main tasks of gathering information, quantifying data and producing the report would be carried out by Cath and Jocelyn with Stephen providing advice when necessary. In a change from last year we had no assistance from our mentor from SAN this time round choosing instead to see how we progressed ourselves but still following the format provided by SAN.

Who has been consulted and who has been omitted?
In this round of accounts it was agreed to focus our consultation on Service Users/ family members and Employees only. 
All other stakeholders were omitted from the process including board members, the Social Work Services and Baxi Partnership Ltd.

Who has been consulted about what?
We consulted with our Service Users on our Mission Statement and Values, all aspects of service provision, the overall management of the service, employee ownership and issues concerning communication.
Employees were consulted on the Mission statement and Values, employee ownership, training, treatment at work and communication.
Both groups were given the opportunity to discuss any other issues of importance.

Methodology
It was agreed that we would continue with questionnaires for service users and employees as well as focus groups. The focus groups with staff were found to be a success in the previous year’s accounts and after discussion it was decided to try a group with service users this year.
The information gathered through the consultation process has been reported using narrative descriptions and in the form of graphs, pie charts and tables.

We began the consultation process with a questionnaire sent out to the 288 Service users (see Appendices) regarding our service provision and performance, Mission and Values and employee ownership. As in previous years the questionnaire was kept fairly short and uncomplicated to avoid confusion and maximise response rates. We asked closed questions with a choice of answers and room for comments. We also asked for any suggestions on ways in which the service could be improved and for anyone interested in taking part in a service user focus group to get in touch.
Several Service Users and family members replied regarding attending the focus group and we ended up with a list of 12 people who would take part on the day. The meeting was held on the 15th of May 2009 in the Beaufort Hotel, Inverness with 8/12 of the expected participants able to make it.  The participants were consulted on their opinions on the mission statement, what they as services users want, logistics and communication, satisfaction with the service received, service management, staff training and their general opinions and feelings regarding Highland Home Carers. Permission was sought and given to use the information in our accounts.
The consultation with employees again comprised of Questionnaires to all 153 and three focus groups.41 questionnaires were returned. It had been decided that the focus groups this year would take place in Nairn, Kiltarlity and Invergordon as the staff in outlying areas appear to miss out on involvement and last year we held groups mainly in Inverness. In her role as Involvement officer, Jocelyn Mitchell also visited and consulted with staff in Wester Ross. Due to the fact that these meetings were held in specific locations to include staff out with the main working area of the company, all staff from each location were invited to attend therefore alleviating the need for random choices.
The method used in the focus groups was the same format as the previous year as this proved to be successful. This involved asking the relevant questions with participants being asked to rate performance on a scale of 1-10 with 1 being the lowest score and 10 being the best. The results could then be reported in chart format and compared with last year’s findings. Company objectives were excluded and the Mission, Values, treatment at work, training and service management were rated as well as asking for suggestions on communication improvement.
While we did not consult with regulatory bodies directly for the purpose of the accounts, the Care Commission do carry out an annual inspection the results of which will be included in the performance report.

6. Report on performance

a) The Care Commission

The care commission carried out their inspection on 19/02/09 and no requirements or recommendations were made as a result of this. One requirement had been issued as a result of the care commission inspection on 20/03/08 and this has been fulfilled. The recommendation was as follows:

It is recommended that the complaints policy, procedure and recording is reviewed and updated to ensure it is robust, fit for purpose and demonstrates resolution

The report was very positive and made reference frequently to information gathered in 2007-2008 Social Accounts and the Mission Statement and Values created by the accounts process, thus reaffirming the importance and usefulness of the exercise. The report also noted that Service User and stakeholder participation and involvement had led to changes in service delivery and action points being followed up.
Quality of care and support, Quality of staffing and Quality of management were all given a score of 4 - Good. As our own reports have shown, communication was flagged up as an area for improvement but again this issue is receiving ongoing attention.

Comments included:

‘The care you get is first class’
‘if it were not for this excellent service, I would not be able to keep................at home’ (relative)

The full Care Commission report can be seen on the Care Commission website at www.carecommission.com  or our own website www.highlandhomecarers.co.uk   
The report can also be obtained from the HHC office.
b) Views of the service users

As taken from the Service User questionnaires. Of 288 sent out, we received a return of 147, a very substantial return rate.


Q1 Mission Statement: Do you think we are achieving this?
Q2 Do you feel you are given enough choice in your care/support package?
Q3 Do you think we achieve our values?
Q4 Do you think the overall service of HHC is well managed?
Q5 HHC is an employee owned company. Do you think this has any effect on the service provided?
Q6 Do you have any suggestions as to how HHC might improve on any aspects of the service?
As question 6 was an open question requiring comments this has not been included in the above chart. However, 67 service users chose to write comments and suggestions, a selection of which are given below.

Positive comments:
‘The service I get is excellent’
‘Your service is very good’
‘I am very happy with the team...reliable, friendly and hard working’
‘As far as I can tell things have been getting better for some time, just keep going’
‘All the girls are very pleasant and good at what they do’

Suggestions on improving the service:

‘By providing re-assessment and re-training of carers as necessary’
‘Keeping regular carers makes a huge difference to clients with learning difficulties and memory problems’
‘Internet payments would be good’
‘Better communication between client, Carers and management’
‘I would like to know who I am speaking to when I phone the office’



Service user meeting 15/05/09
8 of an expected 12 service users, family members/carers attended the meeting.
The meeting began with an introduction by managing director Stephen Pennington who gave a brief talk on the purpose of the meeting, social accounts and the upcoming council tender. Stephen left the meeting after this with the intention of enabling those present to talk openly about their experience of Highland Home Carers without the presence of management.
Next all of those present were asked if they minded introducing themselves which all were happy to do.
It was explained that that whatever was said during the course of the meeting would be anonymous unless anyone wanted something specific to be dealt with.
Each Service user/family member were provided with an agenda for the meeting, a list of the office/management structure, a copy of the Care Commission report and a copy of the summary version of the Social Accounts.
We began with a brief discussion about the Care Commission report, and the need to consult and engage more with service users.
Next on the agenda was a discussion of the Mission Statement and Values and we asked if anyone felt that anything was missing from these, no-one did. It was generally agreed that this was an adequate description of what we do. Later in the meeting one individual asked to return to this part of the discussion with the suggestion of slotting in the word sensitive to the mission statement with ‘...Provide a sensitive, flexible, quality service...’.This was said as the lady in question felt strongly about the importance of sensitivity when working with people and although very happy with the service, had on occasion encountered a lack of this in some workers.
General discussion regarding service provision and personal experience followed.
One person mentioned having had problems regarding two carers who did not turn up at the same time creating difficulties and the problem of people coming too late on days when the client had to be ready to go somewhere (in this case regular hospital attendance) the second point however has been largely resolved. It was also added that this person’s Social Worker always sorts out any problems immediately.
All spoke of the importance of carers knowing care plans and being given the time to read them as one felt carers were not allowed this. Carers should be aware of clients’ history, and care plans within the home should regularly be reviewed and updated. All agreed on these points and felt that this did not always happen. REVIEW AND UPDATE!
Reference was made to the inconvenience and sometimes distress caused by having two carers arrive, both of whom are new to the job or the particular user and don’t know what to do. Again the issue was raised of two carers arriving at different times.
The comment was made and agreed upon that there are too many people with their fingers in the pie.
It does not make the service user feel very happy or comfortable when a carer is obviously in a hurry to get finished and get away.
It is sad when they get used to and like particular carers and they leave.
Reference was made to the early bed times such as 7pm in the summer. While people are accepting of the fact that someone has to go early in order for the bed run to function it is of course not ideal for someone to go to bed so early. Could people have a later slot on some evenings?
One service user feels that she consistently receives all the new carers and just wondered is there a reason for this? While she was not angry about this as such, she has noticed it and it can be awkward having to go through her whole routine etc with new staff so often and she questioned whether she was used to ‘break in’ new carers!
One individual commented ‘thank god’ for the first aid training, as a carer had recently saved her ex-husbands life.
What service Users want : 
More service user meetings such as this one, all feel it is beneficial and helpful to share experiences.
Visits to the user and families.
More information from the office.
Could it please be made clear to service users that they are entitled to raise issues with the office and that this won’t in some way ‘backfire’ on them. As users people are often in a vulnerable position and can be wary of raising any negative issues in case this has an effect on their subsequent treatment and care.
This said, most present felt able to phone the office with any issues they had.
LOGISTICS – Carers are going back and forward across the town making them late for calls through no fault of their own but can still cause upset to the client. 
Why not divide the town by either side of the bridge as the council do.
COMMUNICATIONS – Pass on messages!
All thought it was a good idea to randomly phone several clients weekly to see how they are and if they have any issues.
Please make phone calls regarding changes!
All definitely want their fixed times, this is very important.
Those answering the phone should always identify themselves as people do not know who they are dealing with.
There is not enough communication between agencies.
We asked those present what they thought of the idea of random ‘spot checks’ on workers as this was suggested by an employee as a method of letting all workers and service users know that they will be monitored in their work and encourage good practice at all times. All thought that this should definitely be carried out routinely.
We asked everyone how satisfied they are with the service provided.
The response was very positive with the following scores:
5 people scored 9/10, 2 scored 8/10 and 1 scored 7/10.
We then asked those present how well they thought the overall service was managed?
Again the response was positive with the following scores:
4 people scored 9/10 and 4 scored 8/10.
Training:  All agreed that staff were well trained. One stated that they had had a couple of bad experiences, but this was over a long period of time and people involved in those occasions did not last long. 
To finish off the meeting we were given some positive comments on the service provision as follows:
‘I was not sure how it was going to work when started with care but it has been an amazing experience- it’s been great’
‘it was originally a fight to get him(client) to have the carers in, now he looks forward to them coming,.. would be in a home otherwise’
‘Happier with HHC...'
ALL AGREED THAT THEY ENJOYED THE MEETING AND HOPED SOME POSITIVE CHANGES WOULD OCCUR AS A RESULT.




























c) Views of the employees
The employee questionnaire results are shown below in pie chart form. A total of 41 of a possible 153 were returned. This was a slightly disappointing return rate with under a third of employees completing the questionnaire.



The pie chart above shows the length of service with the company of the 41 employees who completed the survey.



The above chart shows the response given to the question : Do you think employee ownership has an effect on how you do your job? As shown 61% of those who answered stated that no,it did not. The general reason given for this related to employees giving their best to Service users regardless of employee ownership. This points to the dedication of carers and support staff in providing the best service they can for  Service Users. Those who answered yes to this question stated that it did encourage employees to strive to achieve the highest standards for themselves ,the company and the Service Users.


63% stated that emploee ownership gives a greater sense of belonging within the company which is a major factor in the aim of employee ownership. The 27% who answered no did not feel it had a bearing on their place within the company.

 

From the above chart it can be seen that 51% stated no, 44% yes and thequestion did not apply to the  remaining 5%  as they had been with the company for less than a year.

 

59% of those who responded chose to make suggestions or comment on this issue. A selection of comments are given are given below:
Office staff are always approachable
Continue with open door policy
It has improved
There is a warmth within the staff setting which I feel projects a great working atmosphere
On the whole HHC is an excellant company to work for
Pass on phone messages
Inform carers and clients when changes occur
Regular Team Meetings
Better logistics
Remind all staff of individual communication responsibility
More use of Email
Large problem in all areas-need to work together to resolve 













 

A majority of 78% felt that the overall service of HHC is well managed. Only 7% answered no.

 

An encouraging 82% felt that yes the company is achieving its mission with only 5% answering no. The remaining 13% did not know or did not answer the question.

 

An overall 88% held the that opinion HHC lives up to its values with 22% of those answering that the company did this ‘very well’. Only 7% answered poorly.

Employee Focus group results
The three groups of staff involved in the focus groups work in Kiltarlty, Invergordon and Nairn. They were asked to take part in the groups as it had become apparent from last years accounts that many in outlying areas did not feel very involved in the company, this is perhaps reflected in some of the ratings given to questions.For more detailed information from the focus groups please see the appendices.


As shown there was a very mixed response to this question. However 13 of the 18 staff members did rate this issue between 5 and 9. Those who scored 9/10 stated they were all happy in their job.Thosewith lower scores in this area alluded to ‘issues not being dealt with’ and  feeling left out of things in the area they work.



The majority of scored highly on this topic and were overall satisfied with the level and quality of training they had recieved or been offered. The low scores were from three members of staff who felt they had not recieved enough training. However two admitted to having been offered training on occasion which they could not attend.



As shown above 56% of those who attended the groups felt there had been an increase in training over the last year. 22% did not notice a difference and 22% were unsure.







There was a mixed response to this question reflecting the isolation from the main body of the company felt by many of those working outwith the Inverness area. However 11/18 rated overall management at 5 and above with 4 of those at 9.



The question of whether Highland Home Carers is achieving its Mission statement was scored highly with 10/18 rating this at 10. The remaining 8 rated between 6 and 9.




In relation to HHC achieving its Values there was a mixed response.11/18 rated at 5 and above with 4 at 9. The main reason given for lower scoring was a lack of any feeling of belonging rather than company performance in relation to Service Users.Also mentioned were issues with confidentiality in small areas where people work.

7. Comparisons from 2007-2008

Service Users Comparison


Last year 143/250 Service Users completed the Evaluation survey and 147/288 completed it this year. This is a very good response rate and it can be seen from the above chart that Service Users remain satisfied with the service provision and feel that Highland Home Carers are achieving the Mission statement and aims of the company.


As seen from  the chart above Service Users have mixed feelings regarding the issue of Employee Ownership.


Employee comparisons











8.  Other points made by Employees

Staff should be routinely reminded about the importance of confidentiality
Spot checks on staff would be beneficial in maintaining the quality of service provision
Staff should be made accountable for not attending training when it is on their rota
More regular and updated moving and handling training should be commonplace
All staff should receive the same training to ensure that support staff covering care are competent in the necessary tasks
Onsite training would be beneficial
It is necessary to check how carers are cooperating with each other
Carers should remember respect and attitude is very important
More information on client history in communication books within the home on occasion information is needed when contacting other agencies or NHS 24 regarding client care
Inform staff of other employee on double up shifts in order to make arrangements re. Transport
Courtesy to all should be a given
Employees need to feel they are listened to when they are unhappy with any aspect of the job
Shifts should not be left to the last minute to be covered
The website should be used more frequently for staff interaction
More meetings please










9. Recommendations from last year’s accounts
Having completed the accounts in October 2008 and examining the evidence from the stakeholder consultations we decided there were several important aspects of company practice which needed to be addressed, as follows:
1. Include information and discussion on company Mission statement, Values and Objectives in induction training
1. Improve on current communication throughout the service
1. To develop better training opportunities and ensure evidence of this is logged
1. To survey more carefully employees’ training needs
1. To make a concerted effort to involve staff more in decisions about the company and raise awareness of the benefits of employee ownership



10. Changes within the company over the last year
The company has seen many changes in structure over the last twelve months and many added improvements as a result of last year’s Social Accounts.
Following on from the recommendations made, the company appointed Jocelyn Mitchell as an Involvement Officer with the express remit of engaging in more direct contact with Service Users and employees in order to improve communication. In addition to being available for both Service Users and employees to contact with any queries or problems, Jocelyn selects Service Users and staff members at random on a weekly basis to contact and enquire as to how they are and if they have any issues to raise. This process partly arose from a suggestion made by an employee at a focus group. This individual proposed that the company could be more proactive in assessing the satisfaction of service users and if needs are being met by engaging more often with the users of the service. Jocelyn also follows up on any issues raised between Service Users and the office and/or carers which the operational team may not have time to follow up on. This role should alleviate the problem of issues not being followed up on and has been developed in response to the issues raised surrounding communication. There is also a new system in place where information provided regarding Service Users is logged in the individual’s history so all office staff are in a position to get information when necessary.
 The structure of the office and operations team has changed considerably in the last year which has seen the departure of Louise Smith, previous Operations Manager which led to the appointment of a five person senior operations team in her place. The appointment of the team positions was decided upon after the posts were advertised internally and interviewed by a panel including the son of a service user. Since there have been such major changes in the office structure, the office and day to day running of the company is still going through a settling in period. All service users have been kept updated of who is who in the office and whom they should call upon when necessary. Again, the need for keeping service users up to date on these matters arose from comments received during meetings and questionnaires. Service Users will be updated on these matters periodically.
As recommended, information and discussion on the company Mission statement, Values and Objectives has been incorporated as part of staff induction training and given a higher profile throughout the company.
Training has also seen an increase over the last twelve months and will continue to do so with the role of Training and Development coordinator having been created as part of the Operations Team. Again these roles are still in the process of being refined and it is anticipated that we will see an improvement in the coming months. The company continues to sponsor two employees through a Social Work degree programme through the Open University. The company also continues to support employees through SVQ training and Care at Home certificates.
Employees have recently been asked to apply for posts of mentors to any new care staff, both allowing those chosen to enhance and develop their own skills and help shape and train new employees to achieve their best in their new job.
Employees are continually being encouraged to participate within the company and kept abreast of what is going on in HHC. This is achieved through the staff newsletters and the staff website which all are encouraged to use. Employees have recently been invited to volunteer to keep the website updated as office staff are overstretched to keep on top of this. In fact a service user is going to take on this role. Regular staff activities have also been organised throughout the year giving employees the opportunity to get together and socialise out with working hours.
Employee ownership continues to be given a high profile throughout the company.
Two new members of staff have recently been appointed to be on the EBT through an employee election and one new member to the Board of Directors.
There remain action points from last year which had intended to be implemented but as yet have not materialised. This is due to the many changes seen in Highland Home Carers over the year and the time restraints on staff due to the demands of maintaining high standard of service provision and continual improvement. Issues still to be addressed include:
· Implement a green office checklist
· Instigate an employee of the month scheme and reward system - this matter was discussed by the Board of Directors and a decision deferred at present.





















11. Compliance

HHC complies with the following: 
1. An Independent Financial Audit
1. Data Protection Registration
1. Public Liability Insurance
1. Care Commission Inspection Report -  Available online at ( www.carecommission.com )
1. Contract with the Highland Council
1. Employees checked by Disclosure Scotland
1. P32 monthly report and P35 Annual report to Inland Revenue

We also have a Policy Manual Governing Home Care and Support Services which includes:
1. Standards relating to the Appointment of Care and Support staff.
1. Staff Placement
1. Staff Training and Support
1. Service Users Enablement, Empowerment and Advocacy
1. Sources of Referral
1. Assessment of Service User Need
1. Periodic Audit
1. Termination of Service Agreements
1. Complaints Policy
1. Risk Assessment Policy, Health and Safety Compliance
1. Methycillin Resistant Staphylocccus Aureus (M.R.S.A)
1. Administration of Medicines
1. Moving and Handling
1. Lone working policy
1. Prevention of  Abuse
1. Challenging Behaviour (inc Management of Violence and Aggression)
1. Restraint Policy
1. HIV and AIDS Policy
1. Occupational Health Policy
1. Disciplinary Procedure
1. Grievance Procedure
1. Drugs and Alcohol Policy
1. Confidentiality 
1. Record Keeping
1. Whistle Blowing Policy
1. Equal Opportunity Policy
1. Disclosure Policy 

Codes of practice pertinent to Highland Home Carers:
1. The National Care Standards for Care at Home and Housing Support services, as issued by the Scottish Social Services Council; all staff are also provided with the SSSC Code of Conduct, with which they are expected to comply.
1. The United Kingdom Home Care Association (UKHCA) Code of Practice. We also adhere to the various subject specific codes that are published periodically by them, such as those on the administration of medication and management of MRSA
1. Highland Home Carers has contracts with Highland Council to provide care at home, social work support and housing support services. We have to abide by the conditions within the contracts if we are to continue being used by the Social Work Service.
1. The Registration requirements as laid down by the Scottish Commission for the Regulation of Care; Highland Home Carers is inspected annually and has to submit an annual return. The Inspection report is a public document and is made available to all service users.  

12. Main achievements and conclusions
Achievements:
It is apparent from the consultation with Service Users that the overwhelming majority are very happy with the service they receive from Highland Home Carers, the service and employees are valued and appreciated. The Service Users who participated in the focus meeting enjoyed the experience and appreciated the opportunity to meet with others and discuss their views.
The majority of employees believe Highland Home Carers is meeting its aims in service provision and achieving the Mission statement and Values.
Key areas for improvements
It is recommended that any action points agreed upon in the last round of accounts that may not have been addressed this year be looked at again in the next round of accounts.
Involvement and inclusion throughout the work force should continue to be promoted. The creation of the role of Involvement Officer has and will continue to benefit employees in this area. Likewise in relation to communication which is an area in which all staff should be encouraged to remain vigilant.
Conclusions 
The company continues to be regarded as a quality home care and support service with those surveyed feeling happy and satisfied with the service they receive.

Recommendations
· Continue to improve on issues surrounding communication throughout the company and service provision
· Promote employee ownership and belonging within the company
· Build on the current training opportunities offered to staff
· Continue to raise awareness of environmental issues and implement environmentally friendly practices

13. Plans for the next Social Accounting cycle
The Board of Highland Home Carers has committed to the production of Social Accounts as an annual event.  However next year will see some changes in the team leading the process. Cath McCormick will be leaving the team in order to pursue other projects. Natalie Thomson, a support worker and Social Work student will be taking her place in driving the accounts forward and writing the report. Natalie will be working in the Highland Home Carers office as part of her student placement and the Social Accounting project will be incorporated as part of this process.  Jocelyn Mitchell, carer, involvement officer and trustee will remain in her role as part of the team and it is hoped will be joined by a member of the board. As in the previous two years Stephen Pennington, Managing Director will oversee the project and continue in his capacity as advisor to the team. 
It is hoped that those joining the team will take a fresh look at the accounting process and inject some new ideas and energy into the project. Having conducted the accounts in a smaller and less intense manner this year than in the first year of accounting it is hoped that the new team will drive the process forward and regain the momentum of the previous year. Although it was agreed that this year’s accounts would be on a smaller scale than the previous year, we as a team did not fully realise the time and energy which we would be putting in to other projects and the Social Accounts unfortunately took more of a back seat than we anticipated. It is suggested that the new team take time in scrutinising the two years of accounts and identify any omissions that have been made. We all look forward to seeing the new team take shape and the results they will produce.

14. Dialogue and disclosure
The full finalised accounts will be available for all to see in the HHC office and on the website: www.highlandhomecarers.co.uk
These can also be obtained from the HHC office.
Last year’s Verification Statement: 

	
SOCIAL AUDIT STATEMENT

The Social Audit Panel has examined the draft Social Accounts submitted to us and discussed them in detail with Jocelyn Mitchell; Cath McCormick and Stephen Pennington of Highland Home Carers Ltd at the Social Audit Panel meeting held on 8th September 2008.   I have examined the revised Social Accounts which were prepared following the Social Audit Panel meeting and which have taken into account various points identified in the notes* of the Social Audit Panel Meeting.  We also examined a sample of the data and the sources of information on which the Social Accounts have been based.

We believe that the process outlined above has given us sufficient information on which to base our opinion.

We are satisfied that, given the scope of the social accounting explained in the revised draft and given the limitations of time available to us, the Social Accounts are free from material mis-statement and present a fair and balanced view of the performance and impact of Highland Home Carers Ltd as measured against its stated values, social, environmental and economic objectives and the views of the stakeholders who were consulted.

In the notes of the Social Audit Panel meeting we identified a number of important issues to be taken into consideration during the next social audit cycle.  In particular we would refer to the following:

i) Review all of the action points in the social accounts in order to ensure they are measurable using either quantifiably or qualifiable indicators.
ii) Undertake a stakeholder analysis and mapping exercise before commencing on the next round of social accounting to ensure all stakeholders are included.  Highlight which stakeholders were then selected for the social audit process and why.

The members of the Social Audit Panel were:

a)  Murdoch Gatward: Director Imani Development (Chair)
b)  Harriet Dempster: Director Social Work Highland Council 
c)  Collin Doherty: Independent (ex Co-op)

Signed:……………………………….		Dated:…………………………
Chair of the Social Audit Panel

* the notes of the Social Audit Panel meeting form part of the social accounting and auditing process and may, by arrangement, be inspected  along with the full social accounts at the offices of  Highland Home Carers Ltd at 1st Floor, Stadium Road, Inverness IV1 1FF. Members of the Social Audit Panel have acted in an individual capacity.




Appendices

Appendix 1

Service User Evaluation

1. Highland Home Carers Mission Statement is as follows:
‘Highland Home Carers aims to provide a flexible, quality home care and support service, enabling individuals to remain in their own home with assistance in maintaining their current lifestyle and promoting independence where possible’

Do you think we are achieving this?

YES                NO              Don’t Know


2. Do you feel you are given enough choice in your care/support package?

YES               NO               Don’t Know

If possible could you please give an explanation as to why you chose this answer?



3. Highland Home Carers’ Value Statements are as follows:

· Providing a flexible, professional service
· Promoting an sense of belonging within the company
· Maintaining privacy and confidentiality
· Respecting rights and promoting equality

Do you think we achieve our Values?

YES                NO              Don’t Know

4. Do you think the overall service of HHC is well managed?

YES                NO              Don’t Know


5. Highland Home Carers is an Employee owned company. Do you think this has any effect on the service provided?

YES               NO               Don’t Know

6. Do you have any suggestions as to how Highland Home Carers might improve on any aspect of the service?

(Please state if you would be interested in meeting to discuss further)
Thank you for taking the time to complete this survey May we take this opportunity of reminding you that we operate a 24 hour telephone line in case of an emergency? This is answered by one of our Management/Administrative team at home. The number is:   07713628160  
 EMERGENCY OUT OF HOURS
Appendix 2:

Employee Questionnaire
We would appreciate your help in filling out the questionnaire and returning it as soon as possible. Your answers will remain confidential.

1. How long have you worked for Highland Home Carers?

If you have worked for less than 6 months, were you given information on the Company Mission Statement and Values in your induction?

1. Do you think Employee ownership has an effect on how you do your job?


1. Does employee ownership give you a greater sense of belonging within the company?


1. Have you noticed an increase in the amount of training you have received or been offered in the last year?

YES                                                 NO 

1. Communication is continually raised as a problem issue. Do bear in mind however that this is not unique to HHC. Do you have any suggestions on how we can improve in this area?



1. Mission statement:  “Highland Home Carers aims to provide a flexible, quality home care and support service, enabling individuals to remain in their own home with assistance in maintaining their current lifestyle and promoting independence where possible”
Do you think we are achieving this?

YES                           		NO                                		 D/K 

1. The following are the revised Values of the Company:
Providing a flexible, professional service
Promoting a sense of belonging within the company
Maintaining privacy and confidentiality
Respecting rights and promoting equality

How well do you think we live up to them?
VERY WELL  	    QUITE WELL       OK     	POORLY          DON’T KNOW

1. Do you think the overall service of HHC is well managed? Give details if you wish.


Please feel free to use the space below to write any further comments or issues you may have. We will produce a report at the end which will be submitted to the Board with recommendations for action. Thank you for your time. Please return as soon as possible.












Appendix 3:
Staff focus group Invergordon                                                                                                  20/03/09
Present  9 employees
We started the meeting by introducing ourselves and the purpose of the gathering with a brief explanation of the Social Audit and what we hoped  to achieve. This was followed by a round of introductions by those present.
We decided to approach this meeting in a different way from the previous meetings we held last year  by beginning with the more general questions regarding employees working lives to get everyone talking and feeling more relaxed. Previously we had started off the groups with asking questions related to the Mission statement and Values etc but as to many this sort of language was unfamiliar it appeared to  take those involved longer to relax and find their voice. As such the decision was taken to change the format which did seem to work very well, the group gathered were all fairly vocal and keen to get  their points across.
The methods used were the same as previous focus groups with a flip chart and marking system of 1-10 with 10 being best and 1 the worst mark.
The first question asked was : Are you well treated at work?


                                                             X
       X                                                    X
       X                                                    X
0__X___________X______X____5________________________10
                                                             X
Comments:
One individual  present stated that the supervisor for the area was very helpful and another that there is good support in the invergordon area but not so in Ullapool where she also works. This lady also stated that it would benefit her if her rotas were sent to Ullapool when she was there as she could not find out what her hours were until she travelled home at the end of the week.
What do you think of the training you have had?

X                                                                                    X                                  X
0____X_______________________5_________X______ X________X __10
                                                                                       X                                  X

One employee stated she had had no training in the last two and a half years although admitted it had been offered once but she could not make it, she still felt this was not good enough hence the score of zero. Another felt that new employees were not always adequately trained before being sent out in the community. It was stated that a client had in the past complained due to an employee not being competent.
It was stated by one that they had not had moving and handling for months and it was widely felt this type of training was vital and should be given more regularly. One individual felt that not all staff were competent in the use of hoists.
Reference was also made to being promised Care at Home certificates and this not having materialised yet. It was explained that only a certain number of staff can be put through this course at one time due to time and money, and that it was in progress with some staff having completed it and others working through it at the moment. This point was accepted.
One employee remarked that recently training opportunities had been fantastic which led to the next question.
Have you noticed an increase in the training in the last year?
YES: 8
NO : 1
The individual who answered no was the same person who had stated she had no  training in two and a half years.
The point was made that all staff, whether Carers or Support workers,  should be given the same training to ensure that when support staff were needed to cover care work  they were competent and able in the job required of them.
Training desired:
Anything and everything!
MS training
Parkinsons
Huntingtons
Moving and handling on site with particular client

It was added that all present had received first aid training.
How well is the overall service managed?

                                                      X           X
                                                      X           X
0_________________X_____X_____5__________________________10
                                                      X
                                                      X
                                                      X
This question was scored worryingly low with all marking at 5 and under. The following are some of the comments on this topic:
There are too many chiefs
Staff do not know who they are supposed to be dealing with
Lack of communication
One does not know not what the other is doing(with reference to office management staff).
Messages are not passed on (Thus affecting the service provision).
Those in charge/making decisions have no understanding of the clients and the area they should come out of the office and see the job in order to be able to organise things properly.
Management/office staff can be blasé about stress and abuse staff encounter and are upset by.
Not listened to.
Staff feel that management/coordination staff do not care as long as the job is done.

 Mission statement :

Are we achieving it?                   
                                                                                                                           X
                                                                                                                           X
                                                                                                                           X
                                                                                                                           X
0___________________________5__________________X_ _____10
                                                                                                                          X
                                                                                                                          X
                                                                                                                          X
                                                                                                                          X
Comments:
Well as a company.





Values:

Are we achieving these?

                                                 X       X                              X
                                                          X                               X
0______________X______X___5______________X____________10
                                                                                           X
Comments:
Flexible – Yes
Sense of belonging – No
Confidentiality – Abysmal
There was general agreement from all on these points and discussion ensued. It was stated and agreed with that there was a lot of discussion (not malicious just gossip) about clients and carers with clients being aware of what was going on with other clients nearby. It was felt that this has a lot to do with working in a small place but it was also pointed out that it happens in inverness also. It was mentioned that staff are prone to gossip unnecessarily and more emphasis should be placed on the importance of confidentiality both at induction and at regular intervals as people become complacent.
Ideas to improve on communication:
More use of and promotion given to HHC website
Reception staff more adept at passing on messages
Staff Identify  who they are when you phone
More meetings such as this one
An office in Invergordon?
Stephen used to attend meetings but had not recently, this was felt to be important
Point made that staff in Invergordon were never officially informed that Corrine was their supervisor, she had to tell them.

General points:

Staff training should be done in Invergordon rather than everyone travelling to Inverness
Nobody speaks when people go into the office, this makes people feel uncomfortable
Feeling pressurised to do shifts, made to feel guilty if don’t or off sick
The board could definitely be covered sooner than it is, appears to be left until the last minute. People wouldn’t mind covering as much if they were given more notice.
Employees met with bad attitude from office
Management don’t listen
Should have more relief staff, students could do relief
Rotas could be better organised with more of a pattern
Early shifts and back shifts considered? Instead of little bits here and there.
















Staff focus group Kiltarlity
23/04/09
Present 4 employees
There was a disappointing turnout for this meeting, however those present participated well and kept the discussion flowing freely.
As in our previous meeting in Invergordon we started off with introducing ourselves and the Social Audit and gave a brief outline of what we hoped to achieve with the process. This was followed by those present introducing themselves.
We followed the same format with this discussion as we did in Invergordon as this approach appeared to work well.
The first question asked was : Are you well treated at work?


                                                                                                 X
                                                                                                 X
0________________________5____________________10
                                                                                                 X
                                                                                                 X
This question was scored very highly with all present giving a mark of 9. They all claimed to be happy in their jobs with no major complaints.
Comments included:
We are well informed about changes
Text messaging from the office is very useful

What do you think of the training you have had?
       
                                                                                        X   X
0_______________________5_____________________10
                                                                                        X   X

Again all 4 employees scored highly with two at 8 and two at 9. It was stated that the employee induction was good and all enjoyed the first aid course. There was discussion about medication and the possibility of training courses in the dispense of medication, form filling etc.

Have you noticed an increase in the training you have had in the last year?

YES: 1
NO:
D/K: 3
As 3 out of 4 of those present had only joined the company within the last year they were not in a position to answer this question.
Discussion ensued and questions were asked about SVQ training. We explained that all employees will  have to work towards gaining SVQ certificates but that only so many staff are able to do this at any given time due to time and money.
Points were also raised about carers who have had no training, this was ,quite rightly, felt to be essential particularly in live-in situations where staff are on their own for long period. The importance and desire for ‘on site’ training was also mentioned.

Is the overall service of HHC well managed?

                                                                                                 X
                                                                                                 X
0_______________________5_____________________10
                                                                                                 X
                                                                                                 X
Those present all scored highly with all giving a mark of 9 for this question. The only downside mentioned was occasional communication problems but it was stated that it could not be an easy task. One individual stated that if the person she wanted to speak to was not available she would phone back herself rather than rely on others to pass on messages. This was noted as a positive way of taking responsibility for communication herself. 
Positive comment:
‘They do a brilliant job’ . All seemed to agree.

Mission Statement:
Are we achieving it?


                                                                                                  X  X
0_______________________5_____________________10
                                                                                                  X  X

Another high scoring here with two at 9 and two at 10.
Comments included:
Yes, good job
Clients pleased
Clients are able to live at home and appreciate it( This was said by particular client to employee recently)

Values:
Are we achieving these?

                                                                                   X
                                                                                   X
0___________________5___________________10
                                                                                  X
                                                                                  X

This was scored highly with all 4 present giving a mark of 9.
Comments:
It was noted that privacy and confidentiality are not always adhered to as well as they should be, people become complacent and it was stated that people should be ‘pulled up’ on these issues.
All agreed that yes, they do feel they belong although one individual who has been employed since the company was founded mentioned how much the company had grown since then and that things were very different from when she first started.

General ideas and suggestions:

While interviewing and holding meetings with service users is great, Why just once a year as part of an audit, why not phone 5 random users every week to ask how they are getting on with the service. Be more proactive as a company and show people they are valued.
More meetings, more concise instructions
Co-ordination staff going out to employees on the job, spot checks on staff to ensure that they are doing the job properly and everything that is required. As well as ensuring employees were doing their jobs properly this would help incidences of one member of staff, perhaps seen as the key worker, being left to do most of the work without that person having to complain or being viewed as a ‘grass’. If staff know they are being checked they are more likely to keep on top of the job and not become complacent.
This led to some discussion of people not turning up for training when it is on their rota, they should be made accountable, also the fact that some employees do not hand in timesheets. Why do people get away with this sort of behaviour?
Show appreciation to staff- again perhaps phone calls.
Care plans for all, some confusion as to whether all clients had one.
Minutes from meetings should be sent out every time as people had not received minutes from the last meeting. This ensures people are able to look back at what had previously been said and raise the issue if it had not been dealt with.
A better system of supervision would be good( related to aforementioned spot checks. One employee described an occasion when an employee reported another worker for failing to do the job properly and everything she was supposed to do. This employee was shunned by other staff for being the ‘grass’. It turned out that she had been right in what she said but she never received an apology, the whole incident was very upsetting for the individual involved. A better system and or checks on staff could avoid putting employees in this position.
Company Mission, Values etc at induction:
The two newest members of staff had been informed of the company Mission, Values etc at induction. Although one did not have his induction until 9 months after he started!
This was a very positive group who all gave suggestions and ideas for improvements but who all on the whole were very happy with their jobs.








Staff focus group  Nairn
06/07/09
Present 5 employees
As in our previous meetings in Invergordon and Kiltarlity we started off with introducing ourselves and the Social Audit and gave a brief outline of what we hoped to achieve with the process. This was followed by those present introducing themselves.
We followed the same format with this discussion as we did in the previous two meetings as this approach appeared to work well.
The first question asked was : Are you well treated at work?

                                                                        (6.5)
                                                                          X  
                                                                      X  X   X   X (7.5)
0_________________________5________________________10
A  point raised in relation to areas people were unhappy with was ‘issues not being dealt with’ when they are raised in circumstances such as this.
 What do you think of the training you have had?

                                                                                                           X
 X                                                  X                                                   X    X
0_________________________5________________________10
3/10 scored highly on this question with 2 at 9 and 1 at 10. One person unfortunately scored zero on this as she states she has had no training which will need to be rectified. The individual who gave a mark of 4/10 admitted that she herself had been unable to make some training which was offered.
Have you noticed an increase in training in the last 12 months?
YES: 1                   D/K: 1
NO: 3
 Training requested:
Moving and handling
Catheter care
Alzheimers – Dementia
Parkinsons

With regards to Moving and Handling it was stated that one person had attended one course on this in two years and felt it should be yearly. Another employee had never had moving and handling at all.
It was also stated and agreed by all that training should be done in Nairn rather than everyone having to go to Inverness.


Is the overall service of HHC well managed?




                                                          X                     X
0_________________________5_________ X_______________10
                                                          X                     X

This question was scored fairly well with the lower two scores at five and the remaining three at seven.

Comments made regarding this question included:

Rotas- the logistics of the rotas, big distances and mileages.
Errors being made in the rotas.
Client times changing a lot, lack of consistency for the clients for no apparent reason.
Hours are not evenly distributed between employees.
Structure of on call and client distribution unfair.
Conflicting information being given from different people.
A specific incident regarding a particular client was discussed and related back to management.
Who exactly is our supervisor? Who do we report to?
Messages not being passed on-breakdown in communication.
There is general confusion regarding roles etc.

Explanation was given regarding the current restructure of the operational team in the office, due to this it could be two –three months before things settle down and begin to run more smoothly with everyone knowing their role.

Mission Statement:
Are we achieving it?                                                    X= 7.5
                                                             
                                                                  X
0_________________________5__ X__X_X________________10
                                                                  X

This was scored fairly well with three at six, one at 7.5 and one at 8.


Values:
Are we achieving these?                              X=4.5

                                                   X
                                                   X     X
0_________________________5________________________10
                                                   X X  

Achieving the company values was scored rather poorly and this appeared to be due a agreed feeling of having no belonging in the company rather than a reflection on the company performance in regard to service users.

General discussion and issues raised :

Communication books within the home – It would be helpful if these contained information relating to previous illnesses and more general details regarding the client. This arose in response to a call to NHS 24 when the carer was not able  to answer a lot of questions regarding the client due to a lack of personal history and knowledge.

There was mention of the personal profile forms recently sent out to service users. While this was thought  to be a good idea it was suggested that in future they are more clearly written(as there was some confusion caused to clients)and perhaps more in depth without becoming too personal.

Allow time for double ups. Importantly knowing who the other person on a double up is would be very beneficial for sharing transport, logistics etc. Perhaps the name of the other individual could be on the rota?

The extra sheet for additional work that was being provided has stopped. Why? This was ideal and saved mess and confusion.

 Courtesy from all staff at all times would be appreciated.

It often occurs that carers are going into clients ‘blind’ which is not good for service user or worker.

Shifts are apparently left uncovered for a long time then people are asked to cover at the last minute. This is more likely to result in the worker refusing the shift as of course people have lives to live and families etc. 

It was stated that morale was low among the team which is resulting in sniping. This was blamed mainly on the unfair distribution of hours. It was felt that solving that problem would in turn raise morale and general contentment in the team.

We asked for any suggestions on improving on communication and got the following response:

Please do not text with lists of clients to cover etc, a phone call would be much better. There was a general consensus regarding this point as the carers apparently receive long lists in a text but this was particularly relevant to the carer  who brought this up as she is dyslexic and struggles to read the message.



Service User Questionnaire Results
Yes	Q1	Q2	Q3	Q4	Q5	137	126	130	114	61	NO	Q1	Q2	Q3	Q4	Q5	3	9	1	6	38	D/K	Q1	Q2	Q3	Q4	Q5	3	9	11	17	39	BLANK	Q1	Q2	Q3	Q4	Q5	4	3	5	10	10	Question Numbers

Number of Service Users


How long Employed with HHC

Less 1 year	1 Year +	3 Years +	5 ears +	6	13	6	16	
E.O- effect how you do your job?

YES	No	D/K	15	25	1	
E.O give you a greater sense of belonging?
Yes	No	D/K	26	11	4	
Have you noticed an increase in training in the last year
Yes	No	N/A	Blank	18	21	1	1	
Communication-any suggestions?
Comment	No comment	24	17	
Is HHC well managed?
Yes	No	D/K	Blank	32	3	1	5	
Mission statement-Are we achieving?
Yes	No	D/k	Blank	32	2	2	3	
Values-Do we live up to them?
Very well	Quite well	OK	Poorly	Blank	9	19	8	3	2	
Are you well treated at work?

3	0	1	1	4	3	2	0	4	0	Rating 1-10

Number of people
What do you think of the training you have had?
1	0	0	1	0	0	3	3	7	1	Rating 1-10

Number opf people


Noticed an increase in training in the last year
YES	NO	D/K	10	4	4	Is overall service well managed?
0	0	3	6	4	0	3	0	4	Ratings 1-10

Number of people


Achieving Mission Statement
0	0	0	0	0	3	1	2	2	10	Rating 1-10

Number of people


Achieving Values

0	0	1	6	3	0	4	0	4	0	Ratings1-10

Number of people

Achieving Mission Statement
YES	2007-2008	2008-2009	138	137	NO	2007-2008	2008-2009	3	3	D/K	2007-2008	2008-2009	0	7	Comparison Years

Number of Service Users


Does Employee Ownership effect the service provided?
YES	2007-2008	2008-2009	40	61	NO	2007-2008	2008-2009	49	38	D/K	2007-2008	2008-2009	53	49	Comparison Years

Number of Service Users


Treatment at Work
Less 5	2007-2008	2008-2009	1	5	5 and above	2007-2008	2008-2009	28	13	Comparison Years

Number of Employees


Training
Less 5	2007-2008	2008-2009	7	4	5 and above	2007-2008	2008-2009	17	14	Comparison Years

Number of Employees


Achieving Mission Statement
YES	2007-2008	2008-2009	56	34	NO	2007-2008	2008-2009	0	2	D/K	2007-2008	2008-2009	1	5	Comparison Years

Number of people


Values-Do we live up to them?

YES	2007-2008	2008-2009	57	36	NO	2007-2008	2008-2009	3	3	D/K	2007-2008	2008-2009	1	2	Comparison years

Number of employees


30
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