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Foreword

I fi rst worked with Adrian when he was a regional operations manager with 
Highfi eld (NHP) in 2001. He had his fi rst book – Positive Customer Care: an 
Aide Memoire – published in 2002 by Quay Books. This proved very popular 
with our staff at the time.

Working with Dr Richard Hawkins he edited How to Be a Great Care 
Assistant published by Hawker Publications in June 2006. Adrian has also 
written Managing a Care Home, published by Quay Books in 2006.

Adrian has had a successful nursing and management career spanning over 
three decades, working for the National Health Service until 1989. He has held 
a number of senior management posts working with several national inde-
pendent care providers throughout the United Kingdom, including Highbank 
Healthcare, Robinia, Craegmoor Healthcare, Hallmark Healthcare and NHP’s 
Highfi eld Care, and he is currently the Training Manager for Cambian Health-
care, the country’s leading provider of intensive psychiatric rehabilitation.

In addition, Adrian spent three years working as a brain injury case man-
ager working with clients and their families throughout England and Wales. In 
2006 he joined Cambian Healthcare in a consultancy position, quickly becom-
ing our Relationships Manager. Through his knowledge of healthcare and 
Cambian in particular, he took over the vital role of Training Manager.

Adrian delivers Active Care and other training courses. He also manages 
the extensive training programmes available for Cambian’s registered nurses 
and existing and future care workers.

I am sure that you will greatly enjoy reading his new book and gain a useful 
insight into the world of management, especially within the independent care 
sector.

Mike McQuaid
Chief Operation Offi cer, The Cambian Group
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Introduction

Today, working within the independent care sector, we are faced with a number 
of complex and diffi cult challenges when it comes to the delivery of high 
standards of care and hotel service in the middle of a credit crunch and a deep 
recession that affects the whole of the country.

When I qualifi ed as a staff nurse many years ago, I could never fi nd a book 
that explained how to become a better staff nurse and eventually climb the 
management ladder. There were lots of clinical books available, but few that 
were written for prospective managers of the future.

I have based much of this book on my personal experiences and I have used 
some previously published articles and editorials from the journal Nursing & 
Residential Care. I am privileged to have been their Consultant Editor for the 
last ten years.

The book has been written to encourage readers to examine their own per-
sonal professional development.

I have included a number of discussion points which are designed to facilitate 
discussion and debate between managers and their colleagues. These can also be 
used as part of staff meetings and or as an integral part of staff training sessions.

Key points form a basic component of some of the chapters, highlighted to 
encourage further reading and research.

Chapter 1: Where are you now?

This chapter highlights the importance of promoting a positive image in nurs-
ing today and also raises the question: Are you fi t for the future?

Career development remains at the centre of the book’s value; therefore I 
feel it is important to refl ect on the fi rst staff nurse job.

Chapter 2: Developing your management skills

I ask the question ‘Is your management up to scratch?’. We often take our 
managers for granted, but we must all keep ourselves updated and able to deal 
with day-to-day issues that can arise in any care environment.
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There is a section on budgets – a simple guide which will prove useful for 
those managers without a background in fi nance. Balancing the care home or 
independent hospital budget has now become pivotal to the success or failure 
of any care business.

Time management is very important if we are to achieve a good work–life bal-
ance, and poor time management can often lead to a breakdown in relationships.

I conclude this chapter by looking at a number of recognised business man-
agement styles.

Chapter 3: Improving your communications

In order to improve your communication skills you need to be able to deliver 
exciting presentations and be able to speak in public. I believe we can learn 
from the NHS, and likewise I feel that they can also learn many things from 
the independent care sector.

Chapter 4: Recruiting and managing staff

This chapter deals with some of the most important aspects of the care home 
manager’s role today. Effective staff recruitment and selection ensure that we 
can build excellent multidisciplinary teams which can provide our residents/
patients with the best care and services available.

I also explore the staff supervision/appraisal systems and the preceptorship 
process. I raise the question about who cares for staff during suspension. This 
is a sensitive subject, but I feel strongly that we should address this matter.

There is a section on managing diffi cult people.

Chapter 5: Marketing a care home or care facility

Marketing your care home remains at the top of the agenda when it comes to 
being a successful manager. Poor marketing can result in a drop in referrals 
and lots of empty beds.

A successful marketing campaign can result in a full care home plus a 
healthy waiting list for people wishing to be placed in your care home.

You must also recognise the power of the media if you are to make the most 
of public relation (PR) opportunities. Promoting your care home in the local 
community is essential if you desire to raise your profi le and enhance your 
reputation amongst your neighbours.
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Chapter 6: Current management challenges

This chapter looks at rehabilitation for older people, mental health issues and 
making mealtimes memorable. In addition I raise the question: Who pays for 
wasted medicines? I also discuss religion in a care setting. Is this a private 
matter?

Chapter 7: Building relationships

This chapter explores the importance of being able to build sustainable relations 
with outside agencies and how to successfully handle people’s complaints.

Providing support for relatives is a foundation stone of any successful care 
setting.

Chapter 8: Refurbishment projects

From personal experience I am able to discuss some of the issues surrounding 
successful refurbishment projects. I also discuss working with architects and 
building contractors.

Chapter 9: Health and Safety in the care home

This chapter covers the basic components of the manager’s role in respect of 
health and safety (H&S).

Because there are so many changes in this area it is vital that care home 
managers keep themselves up to date with current H&S legislation by regu-
larly visiting the Health and Safety Executive website for new information.

Chapter 10: Sharing best practice

In order for any care provider organisation to grow we need to lead, motivate 
and support our staff. This chapter looks at promoting care homes and issues 
surrounding advocacy and the Mental Capacity Act.
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Chapter 11: The future care challenges

In this chapter I look into the future of nursing and consider the impact upon 
nurse education, with the expectation that from 2013 all nurses will be edu-
cated to degree level.

Finally I look at the clinical governance process and the importance of 
managers being able to audit not only clinical practice but also their business.

Summary

It is essential that care home and independent hospital managers are equipped 
to face the challenges set by government and the Care Quality Commission 
(CQC).

Whilst training remains vitally important in developing new managers I 
believe that there is a need for a book which can act as an aide memoire for 
those who aspire to senior management positions.

I believe that successful managers possess similar personal characteristics, 
and throughout my nursing and management career I have learned a great deal 
from my mentors, which I still remember clearly after all these years.

Customer service

For the last twenty years in the pursuit of my management career within the 
independent care sector, I have spent a great deal of my time travelling through-
out England and Wales, sometimes staying overnight in a variety of small bed 
and breakfast establishments and a cross-section of hotels.

I am amazed at how much I have learned from watching the manner in 
which hotel staff deliver their customer service – how they actually deal with 
diffi cult people, how some staff and managers go the extra mile.

I believe that everyone who aspires to become a manager should take a leaf 
out of the book of successful hotel groups by continuing to improve endeavour 
to improve the environment of care facilities and at the same time develop their 
staff team.

This approach can only help to enhance the reputation of care facilities and 
improve their occupancy where appropriate.
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Today there are thousands of people searching the Internet every day for a 
care placement either for themselves (for a family member) or a client, if they 
are purchasing care on behalf of an individual.

It is now recognised that customers have become much more discerning 
and as a result their expectations are much higher than ever before. As a direct 
result, the National Health Service (NHS) and the independent care sector have 
had to develop and improve their hotel services and delivery of care, from the 
types of food provided to the continuing cleanliness of the environment.

The manager’s main aim must always be to meet the individual’s social and 
clinical needs whilst engaging with the resident’s families and funders.

I hope you enjoy reading this book and that it makes you stop and think 
that we all have a very special ‘duty of care’ for those people less fortunate 
than ourselves.

Author’s note

Throughout the book, where I refer to care homes, this is a generic term that 
can be used for independent hospitals, specialist hospitals and other types of 
care establishment. Whilst emphasis may be placed on the care of older people, 
this book is designed for nurses and senior carers working with patients and 
residents.
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CHAPTER 1

Where are you now?

Promoting a positive image

It’s becoming a real challenge to attract the right people into the nursing profes-
sion. The perception of nursing as a vocational career appears to have changed 
over the last decade. Some are using nursing as a stepping stone to further their 
academic goals. However, those who decide to embark upon a nursing career 
need to demonstrate total commitment and appreciate the responsibility and 
accountability necessary to fulfi l the role.

I believe the manner in which nurses portray themselves can have far-reach-
ing consequences, not only for themselves but the reputation of their place of 
work.

Rosemary Kennedy – Chief Nursing Offi cer for Wales – recently com-
mented on the  recruitment of nurses:

Attracting and selecting highly motivated people into nursing is vital. 
I was, therefore, disappointed to be told by a student nurse that she 
regarded her training as a mere stop-gap, something to occupy her before 
making up her mind about what she really wanted to do (Kennedy, 
2009).

I recognise that nursing is often challenging and sometimes stressful, but 
nurses must always be prepared to abide by the NMC’s professional  Code of 
Conduct.

The NMC has said that:

We remind nurses and midwives that they are personally accountable 
for their actions at all times, including how they behave in their per-
sonal life. It is important to remember that you are equally responsible 
for upholding The Code in your personal and professional life (NMC, 
2008).
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This holds true when nurses use  social networking sites such as Face-
book.

The NMC (2008) has provided nurses with advice regarding this:

Used properly, these websites are a great way to fi nd old friends, join 
interest groups and share information.

However, nurses and midwives should remember that anything 
posted on a social networking site is in the public domain.

What may be considered to be letting off steam about a work situ-
ation, can potentially be read by someone who may take offence at the 
content of a posting.

Nurses could be risking their registration if posting inappropriate 
comments about colleagues or patients, or posting any material that 
could be deemed explicit (NMC, 2008).

Nurses who use these websites must always use them sensibly; however, 
those nurses who choose to misuse the service should be disciplined in accord-
ance with the local policy.

References

Ashurst, A. (2009) Promoting a positive image. Nursing & Residential Care, 11(11), 
535.

Kennedy, R. (2009) Notes from a CNO. NMC News, Issue 29.
Nursing and Midwifery Council (2008) Your Code of Conduct applies to your per-

sonal life. NMC, London. Available online at: http://www.nmc-uk.org/.

Discussion points

How can we attract the right people into the nursing profession?
Discuss the various challenges that affect nurses today.
Why is it important for nurses and carers to use great caution when 
using Facebook, Twitter and other social networking sites?
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Are you fi t for the future?

Despite the country’s economic downturn, felt by many people, a New Year 
brings us all the opportunity for a fresh start. I have already noticed how many 
of my friends and colleagues have signed up for new gym memberships, 
although sadly – if past records are to be repeated – most will lose their ini-
tial enthusiasm by early spring and their attendance at the gym will diminish 
rapidly.

How many of us complain about putting on weight? Yet still we continue 
to enjoy all the things we are advised not to eat – plus the lack of exercise. 
Leading a balanced lifestyle and retaining or improving your  physical fi tness 
may result in you feeling less stressed, more energetic and ready to face the 
challenges presented at work and home.

Staff working in any type of care environment should be willing to set an 
example to those we care for by supporting their quest to eat more healthily 
and take regular exercise.

As well as keeping physically fi t, I believe that we also need to recognise 
the importance of keeping ourselves up to date with nursing research, legisla-
tion and scientifi c breakthroughs surrounding the care of people, including 
those suffering with mental health needs and learning disabilities.

Is the concept of ‘ lifelong learning’ a myth or reality in our care homes 
today? Nurses must keep themselves up to date if they wish to continue prac-
tising as registered nurses in this country; therefore, lifelong learning must 
become a reality.

The Nursing and Midwifery Council (NMC) (2005) states that

Registered nurses need to meet the NMC  post-registration education 
and practice (PREP)  continuing professional development (CPD) 
standard which is to:

Undertake at least fi ve days or 35 hours of learning activity relevant to 
your practice during the three years prior to your renewal of registra-
tion.
Maintain a personal professional profi le (PPP) of your learning activ-
ity.
Comply with any request from the NMC to audit how you have met 
these requirements.

 Training and ongoing personal development must be at the forefront for 
all our staff, from the delivery of robust staff induction programmes through 
to regular in-house training sessions. Staff should be encouraged to undertake 
their NVQs to raise the clinical and business standards in the care home. Spe-
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cialist training can be expensive; however, it is a worthwhile long-term invest-
ment in our most important asset.

Poorly trained team members may put themselves and their residents at 
risk if the care home’s local policies and procedures are not adhered to. Igno-
rance cannot be seen as a defence for poor practice; while protecting residents 
from all forms of abuse, staff must be trained to recognise the ‘tell tale’ signs 
displayed by the most vulnerable residents and what to do if they suspect that 
any form of abuse is taking place.

Registered nurses have a wealth of knowledge that they can pass on to 
their colleagues, and designing a comprehensive in-house training programme 
using your own team members will give them confi dence and a feeling of 
being valued. Successful care homes have already adopted these simple steps 
to improving all their staff’s knowledge and I believe that you should share 
your experience with a much larger audience.

References

Ashurst, A. (2008) Editorial. Nursing & Residential Care, 11(15).
Nursing and Midwifery Council (2005) The PREP Handbook. NMC, London.

How do other people see you in your present role?

It is important that you acknowledge what other people think about you in the 
work place. Three hundred and sixty degree feedback is important between the 
staff and  managers; however it is essential that managers are not found to allow 
themselves to be managed by the care team.

Discussion points

Why is a robust staff induction programme very important for all 
newly appointed members of the care staff team?
How can you encourage and motivate staff to share their best prac-
tice?
How will you encourage staff to continue to keep themselves 
updated in their clinical and managerial development?










