
WELCOME



WHERE WE WERE











RESPONSE

FUNDAMENTAL CHANGE



We provide 
Kindness, 
Comfort and 
Respect 

because Every 
Life Sings

KINDNESS

COMFORTRESPECT

OUR PURPOSE 
AND OUR 
VALUES



IDENTITY



BE CLEAR HOW WILL WE MAKE IT HAPPEN

3 PRINCIPLES

WeWeWeWe are are are are an organisation driven onan organisation driven onan organisation driven onan organisation driven on VALUES, values that everyone lives VALUES, values that everyone lives VALUES, values that everyone lives VALUES, values that everyone lives 

bybybyby

We have theWe have theWe have theWe have the best team with caring for people in its DNAbest team with caring for people in its DNAbest team with caring for people in its DNAbest team with caring for people in its DNA

TheTheTheThe RESIDENT is at the HEART of EVERYTHING we do, we listen, learn RESIDENT is at the HEART of EVERYTHING we do, we listen, learn RESIDENT is at the HEART of EVERYTHING we do, we listen, learn RESIDENT is at the HEART of EVERYTHING we do, we listen, learn 

and improve through our customersand improve through our customersand improve through our customersand improve through our customers



BE CLEAR ABOUT WHAT SUCCESS LOOKS LIKE

3 PRINCIPLES WHAT WILL IT LOOK AND FEEL LIKE WHENWE ARE 
GETTING IT RIGHT…

We are an organisation 

driven on values, values 

that everyone lives by

• Every member of staff knows and believes in (and can repeat without hesitation) our values

• We know the behaviours that embody our values and we see them lived by, by every member of 
the team, every day

• 1,000 little things make a difference. Our attention to detail is first rate, we seek out and aspire 
to quality in every aspect of our service

We have the best team 

with caring for people in its 

DNA

• Every member of our team is driven to care for people

• We are a team, we recruit, develop and keep the best people

• Our team is welcoming, courteous and responsive

The RESIDENT is at the 

heart of EVERYTHING we 

do, we listen, learn and 

improve through our 

customers

• We are open and accessible at all times, we actively seek feedback from all stakeholders

• We listen to our residents and their views are at the heart of all our decision making and 
actions

• Learning and improving is second nature, we are honest about where we can improve and we 
strive to be better



FEEDBACK – SEEK IT OUT, MAKE IT EASY



AND MORE WAYS TO FEEDBACK…..



POSTERS…..EVERYWHERE



AND MORE REMINDERS…EVERYWHERE



INPUT FROM EXTERNAL EXPERTS

Cathe Gaskell

Amanda Waring
Diane Roberts



GOVERNANCE, CHECK, CHECK & CHECK AGAIN

Main Board

Clinical Governance Board

KCR 
Volunteer 
Group

Chaired by Board 
Director

Members from across 
all levels and 
departments

Home 
Managers

Home/ Unit Leads 
for Key areas: E.g. 
Infection control, 
Weights, Falls.

Night visit reports.

Unit Manager/ Area 
leads ensure regular 
monitoring and audit 
reporting to and 
updating Home 
Managers

Heads of 
Department 

Group

Weekly Multi 
Disciplinary Operational 
Priorities Meeting

Weekly Cascade by 
HoDs to Local teams/ 

Unit teams

Health and 
Safety 

Committee

Chaired by CEO      Key 
managers attend (HMs, 
Maint, Chef, Hkeep) + 
non manager reps 
across teams

Resident/ 
Relative 
Feedback

Meetings chaired by Home 
Managers, open to all 
relatives and residents. 
Surveys. Comments cards. 
Complaints. Compliments



OPENNESS CAMPAIGNS



RECRUIT FOR VALUES



COMMUNICATION



ACTION LOGS – ACTION AND LEARNING LOCKED IN



RECOGNITION – KCR IN ACTION



“MISSION OUTSTANDING”



WHERE WE ARE NOW



FINALIST





The New Deanery
Report
Review submitted from a Postal Card by Pat E (Resident / 
Service User) with assistance of Staff on Monday 15 February 
2016. Review relates to February 2016. 
What ever I asked any of the staff to do for me they will bend 
over backwards to accommodate. Even during the night. I cannot 
find anything negative to say.
How likely would you be to recommend The New Deanery? 
Extremely Likely
Overall Standard: Excellent
Facilities: Excellent
Care / Support: Excellent
Cleanliness: Excellent
Treated with Dignity: Excellent
Food & Drink: Excellent
Staff: Excellent
Activities: Excellent
Management: Excellent
Safety / Security: Excellent
Rooms: Excellent
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Do you believe we provide

care which is safe, within a

safe environment?

Do you find us to be effective 

in meeting your (relative / 

friends’) needs?

Are we caring? Are we responsive? Is the home well-led?

How we perform overall - Relatives and resident responses 2016 2015 2014





LESSONS LEARNED

� Keep it SIMPLE

� Identify CHAMPIONS and BLOCKERS early on

� The power of the ACTION LOG – keeping people to the task

� BOARD TO FLOOR gap as SHORT AS POSSIBLE as quickly as possible, be down to earth

� RELENTLESS EFFORT IS CRITICAL Be prepared to work hard at it

� Ask yourself “SO WHAT”?

� Could this happen again? – NEVER STOP ASKING the question



LEADING CHANGE


