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You did it! 
 

 
 
You’re at the Standard level of our We invest in people accreditation. 

 
 

Detailed feedback and recommendations inside… 
 

• What to be proud of 

• What to work on 

• Our recommendations 

• What’s next 

 
 
 

Key dates 

 
 

Accreditation date 
 

12-month meeting 
 

24-month meeting 
 

Accreditation expiry 

 

17/06/2020 
 

17/06/2021 
 

17/06/2022 
 

17/06/2023 
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At a glance 
 

The last few years have been a challenging time for the organisation and there have been some 
significant changes.  It is really clear that the senior team are fully committed to doing their 
best for the staff and for the organisation and people seem to understand this very well.  There 
have been some really clear indications of positive change – for example since 2017 there have 
been 17 internal promotions and 5 new jobs have been created.  A clear 10-year plan has been 
developed, along with processes and structures that will help achieve the objectives and to 
track progress along the way.  The traction tracker tool is helping to clarify the actions needed 
to achieve objectives and to track progress in 90-day chunks.  The values have been clearly 
stated and communicated and people relate to them very well, with some people saying that it 
was the ethos and values that attracted them to the business in the first place.  A rebrand and a 
refresh of the website has given a new feel to the business, much more in keeping with the 
needs and expectations of key stakeholders. 
 
As with all organisations, Family Care has had to cope with the Covid crisis that was thrust upon 
us all in March.  Feedback from staff has been very positive with many saying that they can’t 
think of anything that could have been better.  Communication has been good and staff feel 
that they have been reassured about their positions – both from an employment point of view 
and from a health viewpoint.   
 
As an outsider looking in, I can see such a difference in the organisation compared to 3 years 
ago.  People are committed, motivated and feel that they are valued.  Several people told me 
that they are proud to work for Family Care and others made clear comparisons with other 
employers they had worked for – all believed that Family Care is the better employer.   
 
The following sections provide a more detailed feedback against each of the 9 indicators, along 
with recommendations that I hope you will find helpful.  
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What to be proud of 
 

• There has been enormous change over recent years and this has had a positive impact on how staff 
feel and, ultimately, how they perform.  People who have been in post for some time say that the 
levels of staff morale have increased enormously and some of the specific comments really showed 
how things have changed – for example ‘staff and the children are valued so much here’, ‘(my 
manager) is the best manager I have ever had’, ‘the senior team have done all that they said they 
would do – and more’ and ‘they are an amazing employer’ 

• As part of the preparation for assessment you provided a list of changes that have been made since 
the last full assessment and since the last IIP interaction;  I was amazed at the range, scope and 
depth of the changes that have been implemented and, given the challenging times that we have 
all faced over recent years this is very impressive. 

• The response to the Covid-19 crisis has been a great opportunity to show the commitment and 
dedication of the staff across the organisation.  People told me that everyone has shown such a 
‘can do’ approach to the situation, finding new and exciting ways to work effectively.  Members of 
the senior team told me how proud they are of all the staff and their ‘amazing’ response to the 
challenges presented by Covid. 

• People really do understand the values and they guide the way that staff behave and perform.  
People were easily able to give me examples of how these work in practice, including in being very 
visible in the way that staff are managed across the business. 

• Your people are happy and proud to work for the organisation and many made comparisons with 
previous employers, saying things like ‘I have never felt so appreciated’, ‘my manager is the best 
manager I have ever had’ and ‘they are an excellent employer’ 

What to work on 
 

• Making sure that behaviours are measured against the values. 

• Helping all staff to feel that they are appreciated and valued across the board. 

• Structure succession planning. 

• Think about the effectiveness of current training and development approaches and how these could 
be improved. 

• Consider how the recruitment process might continue to develop and improve. 

• Think about how big is too big. 

• Review the less positive responses to staff survey and look at how these could be improved 

• Future IIP aspirations. 
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Congratulations on achieving  

We invest in people accreditation! 
 
You care about your people, and we know you’re ambitious to do even more for them.   
 
Our feedback focuses on what you need to do to keep improving.   
 
 

Our recommendations 
 
We’ve considered who you are and where you’re at as an organisation. Our recommendations are 
designed to get you where you want to be.  

 

• To make sure that you get the most impact from the values you need to be sure that people are 
behaving in line with them.  Think about how processes like appraisal could be used to test this – 
eg ‘give me some examples of how you demonstrate this value…’ 

• Some people said that the homes don’t always get the recognition that they could.  This may simply 
be an issue of how people perceive this, but it would be useful tom work with staff to look at ways 
to improve this. 

• A lot has been done over recent years to improve internal opportunities for staff, but it would be 
helpful to formally look at succession planning.  Identify those roles that are really crucial to the 
success of the business and think about how you would fill those if you needed to at short notice.  
Also, develop an understanding of peoples’ plans and aspirations so that you can better anticipate 
future vacancies and plan to fill these. 

• Several people told me that a lot of training is provided on line and, while this is convenient and 
cost-effective, it doesn’t always meet peoples’ needs;  several said that they get much more out 
of face to face training than on-line, that they learn more effectively and that it also helps improve 
and strengthen staff relationships when they get together.  It also enables people to share 
knowledge and experience with each other.   

• Recruitment appears to work well and people who have been through the process recently told me 
that it felt open, fair and effective.  However, there may still be improvements that could be made 
to help make sure that you get the best out of it – and that it gives candidates the best experience 
too.  (For example, think about asking interview candidates to start with a short presentation on 
what they see as being the essence of the role they are applying for and how they are best equipped 
to fulfil the role). 

• As the organisation continues to develop it grows and will have further commercial success;  but 
think about how you will protect the culture and feel of the organisation as this happens.  Many 
people told me that one of the strengths of Family Care Group is the close, family feel and the easy 
access that everyone has to the senior team.  How will you make sure that this is the case as the 
company expands?  The more you can plan ahead for this and manage current staffs’ expectations, 
the more successful you will be as you grow. 

• Some of the responses in the staff surveys would warrant further investigation if this hasn’t already 
been done – eg 33% were neutral and 8% negative when asked about being compensated fairly, and 
35% were neutral relating to work life balance 

• There was definite evidence that in some areas the organisation is demonstrating performance 
beyond the standard level of accreditation for IIP; think about whether working towards a higher 
award (Silver, Gold or Platinum) would be useful.  The annual reviews in 2021 and 2022 could be 
used to test progress and to plan what actions might be needed to put you in the strongest position 
to be assessed against the full standard in 2023. 
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What’s next? 
 
When you’ve had a chance to read this report, we’ll explain your results in our feedback meeting, which 
we will arrange shortly.   

 
Together, we’ll… 

• discuss your result and our recommendations in detail. 

• brainstorm how to turn our recommendations into tangible activities. 

• develop an action plan, which we’ll be able to review one and two years on. 
 

 
 

To keep your accreditation, you need to: 
 

• keep meeting (or exceed!) the requirements of your award. 

• meet us 12 and 24 months down the line. We won’t be assessing you again, but it’ll give us the 
chance to chat through your progress against your action plan. 

• be reassessed no more than three years later. 

 
 
 

Don’t forget to celebrate!  
 
Let your people know who how you did. Reward them for their hard work and include them in the 
journey you’re on. 
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Assessment results 

Your results by indicator 
 

 

INDICATOR THEME DEVELOPED 

LEADING AND 
INSPIRING PEOPLE 

Creating transparency and trust     ✓  
Motivating people to deliver the 
organisations objectives 

✓ 

Developing leadership capability ✓ 

LIVING THE 
ORGANISATION’S 
VALUES AND 
BEHAVIOURS 

Operating in line with the values ✓ 

Adopting the values ✓ 

Living the values ✓ 

EMPOWERING 
AND INVOLVING 
PEOPLE 

Empowering people ✓ 

Participating and collaborating ✓ 
Making decisions ✓ 

MANAGING 
PERFORMANCE 

Setting objectives ✓ 

Encouraging high performance ✓ 
Measuring and assessing performance ✓ 

RECOGNISING 
AND REWARDING 
HIGH 
PERFORMANCE 

Designing an approach to recognition 
and reward 

✓ 

Adopting a culture of recognition ✓ 
Recognising and rewarding people ✓ 

STRUCTURING WORK 

Designing roles ✓ 

Creating autonomy in roles ✓ 
Enabling collaborative working ✓ 

BUILDING 
CAPABILITY 

Understanding peoples' potential ✓ 

Supporting learning and development ✓ 
Deploying the right people at the 
right time 

✓ 

DELIVERING 
CONTINUOUS 
IMPROVEMENT 

Improving through internal and 
external sources 

✓ 

Creating a culture of continuous 
improvements 

✓ 

Encouraging innovation ✓ 

CREATING 
SUSTAINABLE 
SUCCESS 

Focusing on the future ✓ 

Embracing change ✓ 
Understanding the external context ✓ 
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What your people told us 

Leading 

Some quotes from staff: 

• ‘I was attracted to work here because of the good OFSTED reports; I like what the 
company does, and how’ 

• ‘The mission is really clear – we are about changing children’s’ lives’ 

• ‘I feel really supported by managers – able to call them at any time’ 

• ‘(My manager) is a very supportive person’ 

• ‘I was attracted by the ethos and the values – very much match my own’ 

• ‘The values, alongside the therapeutic approach, give us a framework to use’ 

• ‘The core values describe what we do and impact on all of our role’ 

• ‘They (the values) are all about making sure you have the best outcomes for the 
children’ 

• ‘They engage the staff in making decisions all the time’ 

LEADING AND INSPIRING PEOPLE 
There is a really clear mission and vision for the organisation which staff could describe 
easily. The organisation’s approach is based on the Secure Base model and everyone is 
provided with training to help them provide therapeutically informed care.  The overall 
philosophy and approach is clearly explained on the organisation’s website and everyone 
who was asked in interviews was clear about how this applies to them.  One commented 
‘there is a very clear mission – to provide therapeutic support to children in residence’.    
People told me that they feel really well-supported by managers, and a lot said specifically 
that the senior management team are ‘accessible’ and ‘available at all times’.  The 
approach is also clearly documented in the ‘Vision traction organiser’ where the overall 
purpose is stated as ‘helping children and young people achieve their potential’ and the 
mission is described as ‘healing pasts – building futures’.   There is a great deal of 
confidence in the management of the organisation and several people compared this to 
how things were even a few years ago.  Managers also described how they support and 
manage staff effectively – eg ‘I try to support them and develop them wherever I can’.  
 

LIVING THE ORGANISATION’S VALUES AND BEHAVIOURS 
Family Care Group have developed 5 core values which underpin everything that staff do.  
These are ‘Aspire, Grow, Innovate, Legacy and Ethical’ and they are described on the 
website.  Each is explained to make sure that people understand what they mean.  in the 
interviews people were able to describe the values and how they apply.  Most weren’t able 
to recite them word for word but certainly understood the thrust of them and what they 
are intended to achieve.  For example, one told me how the company shows it is ethical in 
its approach – eg doing things that cost the business money, because it is right for the 
child.  People who were fairly new to the business told me that the values were very 
evident in the recruitment and selection process – and in induction – eg ‘they were part of 
the induction and training – now it’s just a natural way of working for me’. One person 
commented that the values ‘make me feel really positive about what we are doing’.  The 
values are used actively in managing and moulding peoples’ behaviours – for example they 
are discussed in supervision and are said to ‘run alongside the Secure Base model’.  
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EMPOWERING AND INVOLVING PEOPLE 
People told me that they are provided with all they need to do the job effectively.  The 
organisation really takes its responsibilities seriously and genuinely strives to get the very 
best sustainable outcomes for children.  In the interviews people described how they are 
encouraged and supported in developing and in ‘doing the right thing’.  People told me 
about the range of measures in place to make sure that staff are engaged and involved.  
Regular team meetings help keep everyone ‘in the loop’ and gives people the chance to 
contribute to discussions and to have their voice heard.  For example, when a new resident 
is being considered, staff will be asked what they think, and in particular how the new 
resident might impact on the existing residents.  The current Covid crisis gave a specific 
opportunity for people to describe how they are engaged – one said that they had ‘been 
included in discussions about lockdown and how to come out of it.’  People said that this 
approach gave them confidence in the end decisions and also added to their sense of being 
valued. People told me that they are able (and encouraged) to make decisions on a day to 
day basis, appropriate to their role.  For example, one fairly new member of staff told me 
that they are encouraged to make decisions when issues arise – if necessary they can check 
with a more experienced member of staff to make sure their planned response is good, but 
they are gaining lots of experience in decision-making.   
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Supporting 
 
Some quotes from staff: 

• ‘I have had lots of supervision meetings and get lots of praise and thanks in those – 

makes me feel valued and recognised’ 

• ‘Supervision feels like a useful process for me’ 

• ‘Aims and objectives are set and reviewed in supervision’ 

• ‘Objectives for all staff are related to the care plans and delivering on those’ 

• ‘I have objectives relating to the young people’ 

• ‘There’s a definite culture of recognition’ 

• ‘(Managers) always take the opportunity to give thanks and praise for job well done’ 

• ‘Achievements are definitely recognised and promoted’ 

• ‘There’s a massive culture of appreciation’ 

• ‘I have never had that level of appreciation in other jobs’ 

• ‘People are really treated as people here’ 

• ‘We are focussed on the roles and the relationships needed internally’ 

• ‘I feel part of a team even though we are geographically separate’ 

• ‘I am always able to discuss issues with colleagues and get lots of support’ 
 

MANAGING PERFORMANCE 
People have regular supervision and appraisal meetings with managers and objectives are 
agreed.  These vary according to the role but will often relate to outcomes for the children, 
training and development for the staff member or specific deadlines that need to be met.  
Everyone I spoke to was clear about what they are expected to achieve and the link to overall 
business objectives was also clear – for example, one person told me of a target to increase the 
number of active foster parents;  this feeds in to the overall objective of growing the business.  
The new management traction tool and 90-day rocks really seem to work well for a lot of people 
– one commented that this ‘helps keep us on track and is especially helpful in the current crisis 
situation’.  Another person told me about how the outcome tracker monitors performance 
across 5 areas of activity ‘and we track that as a means of knowing if we are doing a good job’.  
The vision traction organiser helps staff develop clear objectives including a 1-year plan, 90-day 
objectives and future objectives.  However, several people told me that, although they are 
closely monitored against targets, this is done in a way that takes account of a range of 
influences – for example, taking account of the Covid crisis on the occupancy targets.  All staff 
who were asked were able to tell me about the range of meetings and processes that make sure 
that they get regular and helpful feedback on how they are performing.  These include regular 
supervision meetings, annual appraisal and staff meetings.  However, people also told me that 
they get a lot of feedback informally from colleagues, managers and the senior team.   
 

RECOGNISING AND REWARDING HIGH PERFORMANCE 
The organisation has developed really effective approaches to make sure that people feel 
recognised, valued and appreciated.  This has improved enormously over recent years according 
to staff who have been in post for some time and the evidence presented regarding changes 
made since the last IIP interaction lists a range of improvements that have been made to the 
way that staff are recognised and rewarded.  A new ‘user friendly’ staff handbook has been 
developed which helps publicise some of these.  Senior staff have consulted with both managers 
and staff on what non-pay benefits might be of interest and PerkBox has been introduced to 
give all staff access to a wide range of benefits and services.  Long service awards have recently 
been introduced to recognise and reward staff for their loyalty.  Independent terms and 
conditions reviews have helped make sure that what is being offered is appropriate and 
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consistent with other parts of the sector.  People who were interviewed told me about specific 
instances when achievements have been recognised and staff have been made to feel valued – 
for example one person recalled how a senior manager had written to one member of staff to 
acknowledge how well she had handled a challenging incident; another told me of receiving 
flowers on her first anniversary with the company.  Lots of people told me that thanks and 
praise are routine, coming from colleagues, local managers and the senior team – this makes it 
really feel like there is an established culture of appreciation across the piece.  When specific 
things happen (eg a good OFSTED report) these are celebrated.  People told me that the overall 
approach to reward and recognition is positive and that it motivates them to do better.   
 

STRUCTURING WORK 
 
A lot of work has been done over recent years to make sure that the structure of the business is 
sound with appropriate roles and responsibilities identified.  Central services have been 
restructured and a business support function has been introduced.  Work has been done to 
improve communication and cooperation between different parts of the business -  this is 
especially challenging with an organisation that is geographically spread, but people told me 
that the measures in place are really effective.  There are regular team meetings, including 
meetings between the Midlands and the North West staff – these help foster the sense of one 
team and also encourages the sharing of information, knowledge and skills across the different 
parts of the organisation.  The HR Manager attends staff meetings to connect directly to staff 
and to keep up to date with what is going on locally and what staff need.  All staff have been 
issued with company email addresses making communication across the piece easier.  Joint 
training events are arranged to bring staff from different sites together.  More managers’ 
meetings are now held, to help managers support each other and other network meetings have 
been arranged to keep everyone in the loop.  This has been especially valued by staff in the 
current crisis situation where people have tended to be more isolated than usual. The close 
team feeling across the company has really come to the fore during Covid.  ‘We have all been 
able to show support for each other – eg helping out when needed, being available on the 
phone and helping to debrief after any significant incidents’.  
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Improving 
 

Some quotes from staff: 
 

‘They have seen the potential in me and I have been able to progress my career within 
the business’ 
‘I am proud we have begun to create more business and get more contracts – therefore 
creating more jobs’ 
‘We have talked about how I can develop my skills and how I contribute’ 
‘We can spot the rising stars – eg in supervision or in how they handle situations that 
come up 
‘I haven’t been the most confident in the role but feel that Family Care have brought me 
on – they really trust me in the role and have helped me trust myself’ 
‘The passion and commitment of people really came across when I was being interviewed 
for the job’ 
‘We are always moving to be better’ 
‘The company feels much more modern and forward looking now’ 
‘Even though I am quite a new member of staff I feel that my opinion matters’ 
‘They are really good at helping people think outside the box’ 
‘We are getting better ideas into the board room through engaging with staff more 
effectively’ 
‘There is a really solutions-focussed approach when things go wrong, rather than blaming 
people’ 
‘The weekly bulletins that are being sent out at the minute are really helpful’ 
 

 

BUILDING CAPABILITY 
 
The organisation is getting better at spotting the potential in staff and helping to develop 
and nurture this.  People told me in the interviews that they are encouraged to discuss 
their career aspirations with their managers who are generally very supportive.  A training 
requirements survey was launched in September 2018 to look at what is needed for 
individual staff and for the organisation as a whole.  Staff turnover is low for the sector and 
this enables the organisation to spot and develop talent more effectively.  People 
confirmed that they feel they have been (or will be) developed in ways that will enhance 
their future career development, both within Family Care Group and externally in the 
future.  Lots of training is provided, both in house and externally as appropriate.   Learn 
Assist has been introduced – this is an online portfolio to support employees’ learning and 
this has been well-received.  Some staff did say that the focus on on-line training doesn’t 
always meet their needs.  Several said that they learn better face to face or through 
practical demonstration, while others pointed out that on-line learning takes away the 
interaction with other learners and the shared learning experience.  However, on-line 
learning is also convenient and accessible flexibly to meet staff needs.  A new post of 
Recruitment Coordinator – Fostering has been created to help improve the recruitment and 
support of foster carers in order to meet the agreed targets for growth.  The company is 
also developing a bank of job adverts that incorporate the values.  This is aimed at 
attracting like-minded employees who share the values.  There have also been moves to 
broaden the age range of the staff team, as it has previously been a predominantly young 
team.  People who have been through the recruitment process in the recent past confirmed 
that the process felt ‘right’.  ‘It felt like a very fair and open process’, ‘I felt I was really 
well-informed through the whole process’, ‘I felt that they really wanted to get to know 
me as a person’ 
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DELIVERING CONTINUOUS IMPROVEMENT 
 
Many people told me how different the company feels compared to a few years ago and 
this applies to almost every area of activity.  Assessing the impact of staff management and 
development has become much more of a routine process, and part of parcel of ‘business 
as usual’.  A range of tools and processes are being used, including regular staff surveys.  
These tend to focus on very specific issues and provide a real sense of how staff are feeling 
and where the attention needs to be focussed.  External sources are being used to improve 
the management and development of staff and of the company as a whole.  The Vision-
Traction organiser has been introduced to help focus people on the mission and vision and 
progress towards achieving these.  One senior manager commented that ‘people can talk to 
us about all sorts including pay and conditions and don’t feel uncomfortable about that’. 
There is lots of encouragement for staff to come up with ideas and suggestions and people 
were able to give me examples of things that have been raised by staff and implemented.  
Comments included ‘we are not afraid to come with ideas or raise issues’, ‘we are 
encouraged to try new things, and to take on extra roles’ and ‘I have never been told I 
can’t do something – it’s very much a case of trial and error’.  People told me about the 
various ways they are encouraged to come up with improvements and to share ideas – for 
example in handover meetings and team meetings.  Several people said that they are 
encouraged to comment on all parts of the business, not just on their bit.  This seems to 
really foster a sense of all being one team.  

 
 

CREATING SUSTAINABLE SUCCESS 
 
Some of the changes that have happened since the last IIP intervention really show that the 
business is continuing to grow and succeed.  New posts have been created to meet growing 
demands and several new contracts have been won.  There has been a rebrand and the website 
has been refreshed to really reflect the current market more effectively.  A group marketing 
strategy has been developed to support the 10-year plan that has been prepared.  Staff are kept 
in the loop about all of this through a range of processes.  There is an annual ‘all staff’ meeting 
to go through where the business is and where it is headed.  In between, there are regular 
updates circulated when needed – at present, these are being done more frequently to keep 
staff reassured during the Covid crisis.  Monthly updates currently tell people what is going on in 
each section of the organisation and thanking people for their hard work and dedication.  As 
with other aspects of the business, the planning process is open and transparent and all staff 
are encouraged to contribute where appropriate. Changes are communicated effectively 
through a cascade of meetings and via email updates.  People have really seen the value of this 
during the current situation and say that they have felt reassured by the weekly updates on 
what is happening across the business.  It is really clear that the leaders of the organisation 
have a dep understanding of the marketplace they operate in and the needs and expectations of 
the various parties involved.  This is evidenced in the continued success of the company in 
winning and maintaining business and in being invited to take part in the Parliamentary review – 
the only children’s’ services provider selected in 2020. 
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Want to get in touch? 

 

enquiries@iipnorth.co.uk 

 


