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As of 25.10.16, 4738 services (homecare 

agencies) that have been given a rating under 

the new regime  

 3520 are Good 

 985 Require Improvement 

 102 are Inadequate 

 51 are Outstanding 

 80 have been inspected but they are not yet 

rated (usually due to challenges) 
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Even across the Outstanding services very few are 

rated outstanding in all 5 question areas. 

 

Of 51 services classed as homecare agencies, who 

hold an Outstanding rating, only 2 are Outstanding 

across all 5 questions. Both of these are specialist 

services with very low numbers of users. 

 

Only 3 of the 51 services got Outstanding in 4 areas  
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Full compliance with the 

Fundamental Standards

 Person-centred care  

 Dignity and respect  

 Need for consent  

 Safe care and treatment  

 Safeguarding service users from abuse  

 Meeting nutritional needs  

 Cleanliness, safety and suitability of premises and equipment  

 Receiving and acting on complaints  

 Good governance  

 Staffing  

 Fit and proper persons employed  

 Duty of Candour 

 Display of ratings 
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The following are common reasons why providers 

fail to demonstrate how good they are. 

 Failure to learn from and show action on minor 

grumbles 

 Failure to send in notifications in a timely 

manner 

 Failure of staff to be able to explain 

safeguarding and the MCA 

 Poor management – fire fighting and lack of 

control 

 Failure of ‘real life’ to match written policies 

and procedures 
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 Stop thinking of inspectors as the enemy, we 

are all on the same side.  We all want great 

care for our clients. 

 By learning the process you can work out 

how to show the inspector what they need to 

see. 

Objectively assess your own service using the 

guidance for CQC inspectors in your sector 

specific provider handbook 
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Arm yourself with the Community Adult 

Social Care Services handbook appendices. 

Using the front section look at the Key Lines 

of Enquiry (KLOE) and the prompts for each 

one 

 To evaluate your service you must ask 3 

questions.  

 How do we fulfil this requirement? 

 Where is our evidence? 

 How can we ensure the inspector sees our 

evidence? 
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We all think we know what words mean but 

make sure all your staff understand what CQC 

means 

 The provider handbook and the appendices 

define what these words mean to CQC across 

all 5 questions.  
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“By safe, we mean that people are protected 

from abuse and avoidable harm.”  

This is the generic description that applies to 

all sectors 

 

“In community care this means that people 

are supported to make choices and take 

risks and are protected from physical, 

psychological and emotional harm, abuse, 

discrimination and neglect” 
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How do YOU fulfil this requirement? 

 

Where is YOUR evidence? 

 

How can you ENSURE the inspector sees your 

evidence? 

 

Take this approach in every area 
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Every single person, working in whatever role, 

for a provider regulated by the CQC has a part 

to play in ensuring compliance to the 

Fundamental Standards 
 

And yet most health and social care staff are 

unaware of their responsibilities. One of the 

prompts for inspectors under ‘Well Led’ is; 
 

“Do staff know and understand what is 

expected of them?” 
 

DO YOURS ? 
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Avoid silly administrative mistakes that limit 

the rating they can give you 

 You MUST have a registered manager – 
send applications in immediately upon appointment 

 Get notifications to them “in a timely 

manner” 

 Respond to the Provider Information 

Report ON TIME (PIR) 

 Make sure practice mirrors your policy 
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Instigate a two part process 

 

Part 1: Quality control 

By managing the inputs you can influence the 

quality of service delivered.  

Good policies and procedures which are 

followed routinely, ensure staff behave in the 

manner you would expect 
 

But do they? 
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Part 2: Quality Assurance 

Critically challenge your service’s performance 

by asking others to comment.  
 

Do not seek only positive views, negative ones 

are much more useful in aiding improvement. 
 

Include staff, service users and external 

stakeholders just as your inspector will.  
 

Listen and act upon what they say – record 

what you have done. 
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Inspections have changed: 

The strongest evidence now comes from what 

people say – including your staff 

 

Do not expect the inspector to ask for your 

evidence to contradict what someone has said. 

 

Make sure YOU know what people at likely to 

say 
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The most important rule of Health and Social 

Care……………….. 

 

If it is not written down 

 

It did not happen 
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 You must record things in a way that you can 

track 

 

 For example many services use trackers to 

keep overall records of complaints received, 

why not apply this principle to all activities? 

 

 Trackers give you an overview of what is 

going on in your business – provided you look 

at them! 
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A cross between an  

      Inspector 

  

 

 

 

 

 

 

                                             and a Nanny 
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An Inspector: 

 Measures against 

standards 

 Follows CQC’s view of 

what is right 

 Catches people doing the 

wrong thing 

 Can be intimidating 

 Can put peoples backs up, 

thus blocking any learning 

that could occur from 

what the inspector has to 

say 

A Nanny: 

 Knows what right and 

wrong looks like 

 Teaches people what is 

right and wrong 

 Encourages people to 

devise their own ways to 

always be right 

 Praises people doing the 

right things 

 Supports people when the 

going gets tough 
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You must get: 

  

No ‘Inadequate’ ratings  

 

A maximum of 1 ‘Requires Improvement’ 
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Do not be defensive if something is found to be 

wrong 

 

If an inspector has confidence in you and your 

ability/willingness to put things right it can 

make the difference between ‘Requires 

Improvement’ and ‘Inadequate’ 
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Create a living action plan by evaluating 

your service against the appendices to 

the provider handbook – show the 

inspector without being asked 

 

The plan is better created with all 

involved. Staff are more committed to 

things they have a hand in than in things 

they are instructed to do 
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Make sure the inspector has all the 

information 

 

For example if you keep some records separate 

from the main files (complaints, safeguarding, 

disciplinary etc.) Then have a note in the file 

to say where the records are.  

Where you have both paper and electronic 

records ensure the inspector sees them all 
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Manage the inspectors mind set 

 

Use the office walls to demonstrate what is 

important to you  

For example, display the dignity challenge, 

safeguarding posters, awards, memberships, 

MUM test, etc 

 

Have a tidy office, do the filing daily!!!!!! 
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Take notes of what the inspector says so they 
can see you are taking them seriously 

 

Ask for the written feedback they are obliged to 
give you, ON THE DAY 

 

Check this feedback matches the draft report 
and no new criticisms have been added, this 
could be a cause for you to challenge your rating 
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Learn from others 

  
Read inspection reports from ‘GOOD’ 

providers 

Read inspection reports from ‘INADEQUATE’ 

providers 

 

Then go and check your own records 
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Is the service good enough for 

my Mum? 

 

Honestly? 
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It is the Directors and Registered Managers 

responsibility to prove to the inspector that 

your service is as good as you believe it is. 
 

It is not the inspectors responsibility to find 

the evidence 
 

SO 
 

BE PREPARED 
 

Orr Campbell Consultancy  jorrcampbell@consultant.com 


