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Introduction 
 
This was a fifth post recognition review for Springhill Care Group 

 

For the purposes of this assessment a minimum of 40 people were interviewed from a 
total number of over 300 in scope. This represents 15% of the workforce and this is within 
the parameters set by the UK Commission for Employment and Skills (UKCES) 

 
 
Outcome 
 
 
Having carried out the assessment process in accordance with the guidelines provided for 
assessors by UK Commission for Employment and Skills, the Assessor was satisfied 
beyond any doubt that Springhill Care Group continues to meet the requirements of the 
Investors in People Standard. 
 
The Assessment took place between Tuesday 22nd and Thursday 24th October 2013. The 
scope of the assessment covered The Springhill Group and people were interviewed 
including directors, managers and staff representatives from: 
 
 Springhill 
 Affinity 
 Riversway 
 Birch Green 

 
and Group business support functions 
 
 
 
On behalf of Investors in People North of England the Assessor would like to congratulate 
the organisation on this continued recognition and achievement. 
 
 
 
This was a very strong review outcome for Springhill Care Group. The organisation 
has been recognised as an Investor in People since 1996 and it was clear from the 
evidence observed that the organisation continues to embrace the key principles of 
the Investors in People Standard.  
 
 
Although not assessed, The Assessor saw very strong evidence of working at a 
higher level, commensurate with some of the requirements of the wider Investors in 
People framework. Some of the feedback that follows reflects this. 
 
 
The Assessor is of the view that Springhill Care Group would benefit in the future 
from undergoing an assessment against the wider Investors in People framework 
and The Assessor took the opportunity to discuss this with the MD of the company 
and one of the senior managers.  



2 
 

 
 
Scope of the Assessment 
 
 
 
 

• Establish whether Springhill Care Group continues to meet all of the evidence 
requirements of the Investors in People Standard. 

 
 
 
 
 
 
 
 

• Link the organisation’s future objectives/priorities/issues to appropriate areas of 
the Investors in People Framework.  

 
 
 
 
 
 
 

• Provide feedback on any areas where progress has already been made beyond 
The Standard (into the “Your Choice” development areas) and make appropriate 
suggestions for improvement opportunities linked to the Investors in People 
framework and the future aims of the organisation. 
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Key Findings 
 

 
Strengths 
 

Business Strategy 
  

• The organisation has a well developed Business Strategy and Plan. The plan is 
comprehensive and has some well developed Key Performance Indicators which 
cover all the critical aspects of the business (discussed critical success factors at 
verbal feedback event with managers at the conclusion of the onsite visits) 
 

There is a clear high level purpose to the business that aligns the vision and 
mission of the organisation to the needs of communities served and an 
understanding of the impact on society as a whole through the range of services 
provided 

 

The mission statement underpins the operating principles of the organisation – 
Quality – Staff – Environment (for service users) – A commitment to continuous 
improvement and Partnership Working 

 

The strategic objectives of the organisation are aligned to the mission and values: 

 

- Provision of responsive and pro-active services 

 

- Provider of excellence (this could however be further defined by considering 
developing your own “The Springhill Way” internal standards of excellence) 

 

- Increase turnover  

 
 

• The organisation continues to grow and develop in a controlled way under the 
stewardship of a very experienced and dynamic leadership team and supporting 
management teams. 

 

   

• Managers and people across the different parts of the business share the same 
vision and values and these are aligned to the performance and behavioural 
requirements commensurate with providing excellent standards of care in both 
residential and community settings. (This is good evidence that managers and 
people are engaged with the organisation and its ambitions. People are 
performance aligned and psychologically aligned to the business and its mission) 
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• There is good evidence of alignment of supporting approaches. The strategic 
approaches to learning and development, leadership development and 
performance management are aligned to the needs of the business. Effective 
processes flow from the approaches which are continually and systematically 
assessed and reviewed 
 

 

• The ‘psychological alignment’ is born out of people being engaged with the vision 
mission and values. Managers and staff generally could describe the values and 
more importantly could describe and provide examples of demonstrating 
behaviours in line with the values 

 

 

• The values have also been mapped across to organisational priorities and people 
development and engagement attributes – through this (visual) approach the 
organisation can see how its enabling approaches demonstrate and deliver a 
commitment to quality and excellence both internally and externally 
 

 

• There is a clear commitment to excellent standards of service delivery and people 
confirm that this is happening on the ground. Many examples of adding value and 
making a difference were provided.  

 

Supporting and enabling this approach the leadership team is also operating 
cohesively. This is in turn enabling the business to operate more systematically. 
Approaches are sound, consistently deployed across the whole of the business 
and there is good evidence of assessment and review taking place 

 

Businesses who achieve this state of general effectiveness generate the ability to 
create the internal capacity to operate in a way that can lead to transforming 
performance (doing the things you really want to do, encouraging and being 
creative and innovative, empowering people to make judgements and decisions) 

 

 

Management and Leadership  
 

• The approach to developing leadership and management skills and behaviours 
has been and continues to be a priority. There is effective ownership and business 
leadership and the organisation has strong and effective management teams  
 
Management and leadership development is well supported and the structured 
approach is aligned with the business objectives and values 
 
 

• Good practice observed included some good evidence of coaching and co-
coaching, motivational learning programmes for managers and staff; staff 
programmes led by managers and quality trainers; clear operating structures and 
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lines of responsibility and accountability; dedicated learning resources including 
internal training facilities; structured approach to recruiting and developing 
apprentices; developing internal mentoring skills; leaders providing effective 
support and recognising contribution made by people through supervision reviews; 
feedback; 1-2-1 support and praise 
 
This very effective approach and priority afforded to developing confident and 
assertive leaders throughout the business is having a significant impact and the 
return on this investment can be clearly seen -  
 
Examples include: 
 
- Building strong internal relationships based on mutual respect and trust 

 
- Creating within the business a leadership framework and a working 

environment where people feel empowered 
 

- The fostering of a positive and healthy culture based on a ‘can do’ and ‘make it 
happen’ philosophy and ethos 

 
- Engaged staff who feel encouraged and enabled to be innovative and creative 

e.g. nutritional advocate 
 

- People who believe they make a real difference and can change people’s lives 
 

- Good evidence of collaborative working – real teamwork 
 

- Being pro-active not re-active 
 

- Clear strategies and approaches designed to improve the way people are 
managed including constructive feedback, encouraging people to challenge 
the way things are done and feedback through staff focus groups 

 

 
 
 
 
 
 
 
 
 
 



6 
 

Learning and Development  
 

• Learning and development is well managed, planned, resourced, implemented 
and evaluated. A comprehensive programme of learning and development (at all 
levels) is in place and is well supported by managers and staff.  
 

There is good evidence of sharing learning, knowledge and information and good 
evidence of utilising a number of learning methods aligned to different learning 
styles 

 

The quality of training provided is described by most managers and staff as 
excellent 

 

• People could describe how various strands of learning are put into practice in the 
workplace for the benefit of both service users and the business. People could 
describe how they learn from each other 

 

 

• People could describe wider learning opportunities beyond the scope of actual job 
role that supports both personal and career development. This included accredited 
vocational programmes, management development and also access to FE and HE 
opportunities 

 

 

• A number of examples were provided of people who have developed and 
progressed within the business. People believe that good development 
opportunities are available and these can be accessed both formally (outcome 
from appraisals) or informally through discussion and agreement with line 
managers 

 
 
 

Recognition  
 

• The majority of people interviewed reported feeling recognised and valued for the 
contribution they make to the success of the residential homes and the community 
business. People believe that they make a difference to the quality of service 
users lives and in doing so contribute directly to improving the overall performance 
of the business 

 

People provided a number of examples of how the business recognises them and 
makes them feel valued. These included: 

 

- Regular supervision meetings 

- Regular PDR 
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- Positive feedback 

- The offer of development opportunities 

- Regular effective team meetings – most people believe consultation and 
communication is good 

- Newsletters 

- Care Awards (examples provided of nominations and winners) 

- Satisfaction through delivering first class person centred care (most people 
could describe what this really means and provided good working examples) 

- Leaders have good listening skills 

 
 
 

Engagement and Contribution 
 

• People feel empowered in their roles, supported sand encouraged by managers 
and feel able to contribute their ideas for improving the performance of the 
business 

 

 

• Communication is described by managers and people as appropriate and 
effective. People at all locations provided information in relation to a range of 
meetings and team meetings and the benefits of these 

 

 

• People described how the focus of activity and energy in the business is less on 
process and task and more on creativity and the impact on service, and also 
provided many examples 

 

 

Manager and staff comments included: 

 

“I feel that I am valued as an important and equal member of the team” 

 

“My induction was really comprehensive and enabled me to quickly settle into my 
role” 

 

“I believe what we do here is special. This is recognised. We are in final 5 for a 
national care award” 

 

“Everyone is treated equally” 
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“We are encouraged to think of new ideas and be creative” 

 

“There is a real family feeling about Springhill” 

 

“Managers are approachable, they listen and are supportive” 

 

“The directors are very hands on and involved in the day to day business” 
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Continuous Improvement Opportunities 
 

• Business Strategy  
 
Continue to actively promote the Springhill values with staff and with external 
stakeholders at every opportunity.  
 
Values are very powerful and influential in driving behaviours i.e. engagement and 
performance in the workplace. People identify with them and see them as positive 
aspects in one another. Their working behaviours, attitudes and beliefs then mirror 
the values and as a consequence performance continues to improve in line with 
the aspirations and ambitions of the organisation 

 

Further to this the values of the organisation can be integrated and embedded 
within existing and future business approaches and processes, especially people 
engagement issues such as recruitment; induction; learning and development; 
leadership development at all levels; performance management (supports not only 
what? People do but critically in your business How? people do things) and reward 
and recognition (recognise performance and behaviours which demonstrates 
alignment to the key performance outcomes and values) 

 

Consider developing your own internal standards of excellence. This approach is 
aligned to High Performance working practices and disciplines. You have the key 
building blocks already in place through constantly monitoring and managing 
service delivery outcomes and through seeking to improve, develop and progress 
as a leadership entity across the business. 

 

You can be a leader or the leader in your sector and be a key contributor to the 
energy in the sector to drive up standards. You are continuing to develop and 
progress the business and have built significant levels of experience and expertise 
in what you do. There may be future commercial opportunities that emerge where 
this can be utilised for business benefit 

 

Consider how you might use this approach to create further business opportunities 
through becoming a centre of excellence or the creation of a Springhill Academy. 
This isn’t a specific recommendation but has been included as it was a point of 
discussion both during the assessment and in the feedback session which 
followed at the conclusion of the site visit  

 
 

• Management and Leadership  
 
Continue to develop leadership capabilities in all staff. Ensure that there is a focus 
on specific leadership skills development in addition to functional (task orientated) 
training 
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Ensure these capabilities are developed against a clear competency framework,  
based on – What do we want our future leaders and managers to look like, 
perform like and behave like in the future? What do we need to do to ensure 
consistency of approach and how do we link this to other approaches such as 
succession planning and talent management.  

 

OUTCOMES - What is the effect we want to create? How will we measure this in 
terms of the difference our approach is making? (What differentiates you as a 
business now and in the future? What is your value proposition? What is your 
unique offer?) 
 
 

• Development 
 
Consider the future approach to Team Leader development (this is just an 
example it would apply to all levels) to ensure that there is a development pathway 
that enables you to pro-actively identify people with potential and develop this 
rather than perhaps relying on action or recruitment when a vacancy occurs. This 
will enable you to develop at all levels an internal ‘talent pool’ of people who have 
been developed and are ready and able to progress  

 
 
 
 

• Benchmarking  
 
 
Benchmark your approaches and your internal standards of excellence against 
others in the care sector and in doing so consider existing ‘good practice’ across 
the sector. How can you learn from others? And also how can you contribute to 
the wider learning needs in the sector? You have some very effective managers 
who have a lot to offer 

 
 
 
 

• I.T. Development 
 
 
Are you satisfied that within the scope of existing resources and in being able to 
meet the demands and challenges of the future, you are maximising the full 
potential of I.T.? 

 
 
 

• Staff Feedback 
 
 
How is the information generated via the staff survey utilised? What feedback is 
provided to staff in respect of the results and actions to be taken based on the 
information provided? Can you discern trends over time based on the responses? 
 
How is the survey reviewed and developed? 
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Does this methodology along with your other approaches provide you with the 
quality and depth of information to be able to assess whether people’s views on 
how they are managed actually is improving? 
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Investors in People Framework 
Business Strategy Learning & 

Development 
Strategy 

People 
Management 

Strategy 

Leadership & 
Management 

Strategy 

Management 
Effectiveness 

Recognition 
& Reward 

Involvement  
&  

Empower 

Learning & 
Development 

Performance 
Measurement 

Continuous 
Improvement 

The Standard - Top Managers should make sure (and their people should confirm) that: 
Organisation has 
vision/purpose 
strategy and plan 
 
People involved in the 
planning 
 
Rep.groups (where 
app.) are consulted 
when developing plans 

Learning priorities 
are clear and linked to 
the plan 
 
Resources for 
learning and 
development are 
made available 
 
The impact will 
be evaluated 

People are 
encouraged to 
contribute ideas 
 
There is equality 
of opportunity for 
development 
and support 

Managers are clear 
about the capabilities 
they need to lead, 
manage and 
develop people 
 
People know what 
effective managers 
should be doing 

Managers are 
effective and can 
describe how they 
lead, manage and 
develop their people 

People believe 
they make 
a difference 
 
People believe 
their contribution 
is valued 

Ownership and 
responsibility 
are encouraged 
 
People are  
Involved in decision-
making 

People’s learning and 
development 
needs are met 

Investment in 
learning can 
be quantified 
 
Impact can be 
demonstrated 

Evaluation results 
in improvements 
to people strategies 
and management 
 

 
Your  Choice - Top Managers should make sure (and their people should confirm) that: 
Clear core values 
relate to vision 
and strategy 
 
Key performance 
indicators are 
used to improve 
performance 
 
Social responsibility 
is taken into account in 
the strategy 
 
People and 
stakeholders 
are involved 
in strategy 
development 

The learning and 
development 
strategy builds 
capability 
 
Plans take account of 
learning styles 
 
People help make 
decisions about 
their own learning 
 
Learning and 
development is 
innovative and 
flexible 
 
There is a culture of 
continuous learning 

The recruitment 
process is fair, 
efficient and 
effective 
 
A diverse, talented 
workforce is created 
 
A work-life balance 
strategy meets the 
needs of its people 
 
Constructive 
feedback is valued 
 
The structure 
makes the most 
of people’s talents 

Leadership and 
management 
capabilities for now 
and the future are 
defined 
 
Managers are 
helped to acquire 
these capabilities 
 
Leadership and 
management 
strategy link to 
business strategy, 
taking account 
of external 
good practice 
 
Everyone is 
encouraged to 
develop leadership 
capabilities 

Managers are 
role models 
of leadership, 
teamwork and 
knowledge sharing 
 
Coaching is part 
of the culture 
 
People are 
helped to develop 
their careers 
 
There is a culture of 
openness and trust 

Reward and 
recognition 
strategies link to 
business strategy 
and are externally 
benchmarked 
 
Representative 
groups are 
consulted (where 
appropriate) 
 
What motivates 
people is 
understood 
 
Success is 
Celebrated 
 
Benefits strategy 
goes beyond legal 
requirements 
 
Colleagues’ 
achievements 
are recognised 

Effective 
consultation and 
involvement is 
part of culture 
 
People are 
supported and 
trusted to make 
decisions 
 
Knowledge and 
information are shared 
 
People committed 
to success 
 
There is culture of 
continuous 
improvement 
 
People can 
challenge the 
way things work 
 
There is a sense 
of ownership and pride 
in working for the 
organisation 

Learning and 
development 
resources are 
used effectively 
 
Learning is an 
everyday activity 
 
Innovative and 
flexible approaches 
to learning and 
development 
are used 
 
People are given 
the opportunity 
to achieve their 
full potential 
 
All learning is 
valued/celebrated and 
is an everyday activity 
 
Mentoring  is used 
 
Personal 
development 
is supported 
 

The contribution of 
people strategies is 
measured and 
evaluated 
 
Impact on key 
performance 
indicators can 
be described 
 
Performance 
improves as 
a result 
 
Career prospects 
Improve 
 
Flexible and 
effective 
approaches to 
measuring return on 
investment 
are used 
 
ROI in people is 
reported to 
stakeholders 

Self review 
and information 
from external 
review are used 
 
Effective feedback 
methods are used to 
understand 
people's views 
on how they 
are managed 
 
Internal and external 
benchmarking 
are used 
 
People’s views 
on how they are 
managed improves 
 
People believe 
it’s a great place 
to work 
 

Green – assessed and meets standard         Blue – observed higher level approaches and practices  - NOT ASSESSED        
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CONTINUOUS IMPROVEMENT PLAN 
 
Objective/Priority/Issues Suggested Development Activity Client 

Action 
Assessor 
Support 

Business 
Benefits 
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