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Step-by-Step Excellence

Know the Difference

Clarify the Role

Develop the Skills

Check Effectiveness

Make sure you know the
difference between a
manager and a leader.

Know what you are required
to do in your specific
manager role.
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Recognise and develop the
skills needed to become a
better manager.
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Measure how well you are
doing as a manager and
improve your skills.
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Improve Your Job Prospects by
Becoming a Better Manager
Around 7% of the total adult social care workforce are managers. This doesn’ t sound like a
lot, but that’ s still 109,000 manager roles. Of these, 96% are in permanent positions and 85%
work full time. So being a manager is a good job prospect. However, as there aren’ t many of
these roles, those who do them need to have exceptional management skills.
There are many di�ferent managerial roles within social care. We all know the Registered Manager (RM) which is one of the key management roles. Regulation requires an RM for every regulated activity.
However, the vacancy rate for RMs is about 12% and given there are about 30,500 care home
and home care agencies in England, that’ s about 3,600 RM vacancies. So, if you can improve
your management expertise it will give you a much better chance of taking one of these roles.
The CQC consider this a very important role. Without an RM, the quality of care su�fers and
complaints increase. For this reason, the CQC will give an organisation an automatic Requires
Improvement rating if it does not have an RM, and inspectors feel the company has not tried
hard enough to recruit one. Of course, RMs are not the only management role to consider.

Why are Managers So Important to Your Organisation’ s Success?
Managers play a key role in the business and having one has many advantages. They:
●

Plan and make decisions about the company.

●

Bring work into the organisation.

●

Hire the right people for the job and ﬁre those who don’ t perform.

●

Bring expertise into the business.

●

Assign work according to ability.

●

Train, coach and mentor others.

Preparing Social
Care for the Use of
Digital Technology
Dear Reader,
Back in May, NHS England (NHSE) and the
Department of Health and Social Care (DHSC)
commissioned two reports. One on technology
innovation in adult social care and another on
the digital capabilities of the adult social care
workforce.
Whilst there are some innovative practices within
social care, little is currently known about the
digital skills, future need, current technology
provision and the e�fectiveness of training (if any)
of the current social care workforce.
The aim is to ﬁnd out and decide where the NHSE
and DHSC should focus their e�forts on digital
technology and the skills requirements of the
social care workforce.
This work may help to future-proof adult social
care, so it’ s worth keeping an eye on the outcome
of these reports.
Yours Sincerely,
Kim Grove
Editor-in-Chief, Care Consultant

In this special issue, we look at the importance of managers and the skills they need to do the
job e�fectively.

Online Resource Centre
Access hundreds of actionable solutions by way of legally-compliant tools, including checklists,
policies, procedures and care assessment forms, covering the core areas of elderly care. New resources,
written by our experts, are added each month and are all ready to be customised to your organisation’ s needs.
Go to: www.care-quality.co.uk/resources and enter your personal password. Or, if you have not yet created a
password, simply follow the instructions on screen to do so.
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Ask the Experts Email Helpdesk
Get personal, 1:1 advice from our team of
experts, we specialise in care quality, health
& safety, HR and payroll. Just email your
query to cqm@agorabusiness.co.uk and you
will receive an answer within 48 hours.

Quality
Care

HOW TO BE A BETTER MANAGER

Matters

Step 1. Outline the Di�ferences Between a Leader
and a Manager
Many people think a leader and a manager are the same, but they are not. You can be a good manager but not a good leader. Or a good leader and a lousy manager. Or you can be good (or bad) at both. You therefore need to understand what each of these roles entails so you can
take steps to become better in both. We explain the di�ferences so you can focus on each set of skills you need in turn.

Understand the Di�ferences Between a Leader
and a Manager
There are a few di�ferences between a leader and a manager, but essentially, a leader has people who follow them. By contrast, a manager has people who work for them.
A leader will create a vision for the organisation. For example, this
might be to:
●

Achieve an outstanding rating.

●

Provide high-quality care to win the most business in the area.

●

●

Create a reputation to be the best care agency in the county or
even the country.
To have a waiting list of potential sta�f wanting to joint us.

By contrast a manager will, for example:
●

●

●

●

Develop and introduce a sta�ﬁng and training structure that can
achieve an outstanding rating. Then make sta�f feel important because you are investing in them.
Set standards for sta�f to work towards to achieve high-quality
care and show them how to do this. Then develop a marketing
strategy to get the word out about the business.
Continually recruit the best sta�f and look a�ter these sta�f well
enough to ensure they stay loyal.
Develop a set of objectives for sta�f to work towards to bring in toppaying business and remunerate them for this.

Identify the Qualities a Manager and Leader Needs to Be
E�fective in their Role
A manager and leader will need slightly di�ferent qualities to enable
them to be successful in their role. Most of the time when people are
promoted to a manager role, it’ s because they have shown they can
organise sta�f, systems and resources. They are not usually promoted
because of their leadership skills. These usually develop whilst looking for ways to improve the business when working within the managerial role. See our Qualities of a Leader and Manager table which
outlines each role’ s individual qualities.

TIP
If you become a manager, make sure you develop your leadership
skills as early as possible. These are required in addition to your
manager’ s skills. Not having leadership skills can very quickly
result in your employer’ s disappointment.
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Qualities of a Leader and Manager
Leaders

Managers

Vision. They know the
direction they want to go
in and how to get there.

Organisation. They will take steps
to develop a system for achieving
the vision.

Inspiration. They inspire
and persuade others to
follow their direction.

Risk management. They anticipate
and meet safety needs, providing
resources and skills to achieve the
vision in a risk-averse way.

Integrity. They are
steadfast in their intent
and take others on the
journey with them.

Goal setting. They can take the
vision and break it down into
various parts, plans and objectives
for others to follow.

Honesty. They get others
to believe in them and
their vision.

Process management. They
develop working practices,
processes and standards to help
achieve the vision.

Challenging. They
challenge and encourage
others to make changes
and think ‘outside the box’
to achieve their vision.

People management. They look
a�ter the sta�f, anticipate their
needs, listen to them and involve
them in the plans to meet the
vision.

Communicates well.
They explain their vision
simply and keep people
informed of progress.

Communicates well. They clearly
explain the steps people need to
take to achieve the vision.

So, leaders develop the vision and managers work towards meeting
the vision. Leaders have the ideas and managers execute these. But
you’ ll need to do both to be an excellent manager.
This special issue focuses on the role of the manager and how you can
increase your managerial skills. Do you have what it takes?
If you can answer yes to the questions in the Are You Ready to be a
Manager Checklist below, you do have what it takes. If not, you can
learn these skills so embrace them and read on.

Are You Ready to be a Manager Checklist
Questions
Do you have good active listening skills?
Are you comfortable with giving autonomy?
Are you willing to help people succeed?
Can you cope with criticism?
Are you willing to learn new skills?
Are you willing to listen to the opinions of people
from di�ferent backgrounds and experiences?

Yes No

■
■
■
■
■

■
■
■
■
■

■

■

www.care-quality.co.uk/resources
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Step 2. Discover the True Role of a Manager
There are di�ferent types of manager within social care. An RM has responsibility for the regulated activity of a care service. But a care
manager might only look a�ter a certain aspect of care. These managers will all have speciﬁc duties and tasks. We explain the di�ferences
between each type of manager, to help you better understand your own role.
There is a wide range of managerial roles within social care. Sometimes the same role can have a di�ferent name. In this instance, it’ s
best to describe these by grouping the tasks. For example, managers
can manage:
●

●

●

●

●

detail. Although there may be di�ferent roles and di�ferent hierarchies within your organisation.

Manager Hierarchy
Owner

An entire business or regulated activity (as in an RM).
People (care sta�f, junior managers, admin sta�f and ancillary
sta�f).

Registered
manager

A service like a care home or home care agency.

Dementia
care
specialist

Part of a service, like sta�f training, visit coordination, ﬁnance or
human resources.

Senior
manager

A speciality such as dementia or end-of-life care.

In most social care organisations, this is hierarchical. This isn’ t always
the case, but it’ s quite rare to have a �latter structure. You can see an
example of how most social care is structured in the Manager Hierarchy diagram to the right.

Finance
manager

Care
coordinator

Care
supervisor
Care sta�f

Care
manager

Human
resources
manager
Admin
sta�f
Policy
coordinator

Senior
care
workers
Care
workers

This means that even a senior care worker has a managerial role to
play within the organisation. It might not be as involved as an RM or
ﬁnance manager, but each role has its own responsibilities.

Care
workers

The Social Care Manager Roles table below explains these in more

Social Care Manager Roles
Role
Registered
manager.

Types of Responsibility
●

●

●

●

Managers
and deputies
(service and/
or people).

●

●

●

Specialist
managers.

●

Responsible for complying with the regulated
activity.
Ensuring the organisation meets the
fundamental standards.
Setting policies, procedures and standards to
ensure the safe and e�fective delivery of care.
Ensure the e�fective management of the
organisation.
Managing the day-to-day operations of their
area of expertise.
Ensuring sta�f adhere to the fundamental
standards, policies, procedures and working
practices.
Dealing with day-to-day problems.
As above but includes passing on their
knowledge and skills of the specialism.

Route to the Manager Position Recommended Training
●
●
●
●

●
●

●
●
●
●

Supervise junior care sta�f.
Complete records.
Keep others up-to-date.
Lead activities.

www.care-quality.co.uk/resources

Increasing experience.
Aptitude.

Level 5 Diploma in Leadership
and Management for Adult
Care.

●

●
●
●
●

Junior
managers
(e.g. senior
care workers).

Progression.
Succession planning.
Increasing experience.
Training.

●
●
●

Experience in the speciality.
Aptitude.
Additional training.
Aptitude.
Enthusiasm.
Empathy.

●

Level 4 Certiﬁcate in the
Principles of Leadership and
Management for Adult Care
(this is part 1 of the Level 5
Diploma).
Manager Induction
Standards.
Awareness or in-depth
training in specialist topic.

Level 3 Diploma in Health and
Social Care.
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Step 3. Recognise the Competencies You Need to
be a Manager
Each type of manager will need a di�ferent set of skills and competencies. These will depend upon the area you are managing. If you don‘t
know or don’ t have the skills needed for your role, your management will be chaotic and disjointed. You might even miss a vital piece of
information that has serious consequences for others. Read on to ﬁnd out what skills you need to be e�fective in your role.
There are di�ferent management styles you can choose to use. The
best manager changes their style depending on the goal they need
to achieve or to maintain a good working environment. Having the
right management style is vitally important. When employers label
a manager as ‘poor’ it’ s usually because they have adopted the wrong
management style for the job at hand. The wrong management style
can a�fect: the amount of care provision the workforce gives; the
quality of care each sta�f member provides; the way people communicate with each other and service users and the earning potential of
each member of sta�f.

Recognise Management Styles
There are many management styles. But they mainly fall into three
distinct groups. These are:

1. Autocratic – this is more dictatorial in approach.
2. Democratic – this is much more inclusive.
3. Laissez-faire – this is a ‘just-get-on-with-it’ approach.
Whilst some of these look as though you would not want to use them,
each has its own style, pros and cons. The Understanding Management Styles table below will help you to identify each style and when
you might want to use it. You will need many skills to become a successful manager. If you look at the table on page 4, you may be able to
detect the skills you need. But, if not, on the next page you’ ll ﬁnd the
skills a good manager needs in their toolbox. Depending on your role,
you may use some skills more than others.

Understanding Management Styles
Management Group Management Style

Pros

Cons

Use When...

Autocratic
This is a top-down
approach. It doesn‘t
allow for freedom
of expression or the
ability to work with
sta�f to overcome
problems.

Authoritative where the manager
dictates what sta�f should do and
punishes those who don’ t abide by
this.
Persuasive where the manager
coerces sta�f to do as they wish.

Managers can
make decisions
quickly to get the
work done.
Gains the trust of
sta�f.

Leads to sta�f
dissatisfaction and
high turnover.

Paternalistic where managers make
sta�f feel that they are acting in the
sta�f member’ s best interest.
Consultative where the manager asks
sta�f for their thoughts and opinions.

Focusses on the
welfare of sta�f.

… you need to make a
decision quickly, say
during an emergency or to
get a job done urgently.
… you are more
experienced than others
in this aspect of care.
… you are a small or newly
formed company.

Democratic
This approach
allows for more
collaboration and
includes sta�f in the
decision-making
process.

Laissez-faire.
This is a light-touch
approach allowing
sta�f to decide how
to do their work.

4

Participative where the manager
invites sta�f to be part of the decision
making process.
Collaborative where the manager
discusses their ideas with sta�f then
goes with the majority opinion.
Transformational where the manager
pushes and motivates sta�f to do
better and be better.
Coaching where the manager wants
to develop and guide the team to
improve.
Delegatative where managers
explain what needs doing and let sta�f
get on with it.
Visionary where managers highlight
their goals and visions and inspire
sta�f to execute this vision.

Builds trust
amongst sta�f.

Frustration at not
being able to give an
opinion.
Sta�f lack problemsolving abilities. Can
lead to resentment.
Consultation can
take a long time.

Sta�f feel valued
which increases
their motivation.
Sta�f feel valued
and inspired.

Some of your more
assertive sta�f may
hog the limelight.
Can take a long time
to collaborate.

Sta�f will be more
resilient when it
comes to change.
Sta�f can learn and
develop within
their current roles.
Sta�f will be able to
solve problems.

Sta�f burn-out.

More motivated
and satisﬁed sta�f.
Low turnover.

May result in poor
quality work in the
short term.
Sta�f may feel
management are
not contributing.
Not every manager
is able to inspire
others.

… you have less
knowledge than the team
you are managing.
… you need to implement
big changes, particularly if
sta�f are resistant to these.
… you want to increase
sta�f engagement and
trust.
… you want your team to
be �lexible and able to
overcome change.
…you want to do some
succession planning.
…your team is more skilled
than you are.
… you want to increase
sta�f innovation and
action.

www.care-quality.co.uk/resources
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The skills a good manager needs include:
●

●

●

●

●

●

●

●

●

●

Interpersonal skills sometimes called social skills or people skills.
This is the ability to interact with others on a 1:1 basis or as part of
a group, both formally and informally.
Relationship building skills are a set of slightly related skills that
help to build good relationships. They include the ability to listen
to others without interruption, respect and empathy. This helps to
build trust that in turn fosters good relationships.
Communication skills involve the transfer of information from
one person to another. This sounds so simple but poor communication is one of the reasons sta�f will leave their job. Communication is either written or verbal, so both types need to be clear
enough for the other party to understand the message.
Motivational skills are the strategies you use to get others to respond to your requests in the way you want them to. You will need
these skills to encourage others to become better care workers or
managers within your organisation.
Organisational skills are an important aspect of being a manager. You will need to organise your mind so you are clear on the
direction you are taking. You will need to plan working practices
to make sure they are e�ﬁcient and get the job done. You will also
need to organise sta�f so that you have enough of the right calibre
of sta�f to do the job you want them to. In addition, you will need
to organise your time so that you can do everything you need in
the time you have available.
Delegation is handing over responsibility to another person for an
activity you have been managing. It shows you trust the person to
carry out the activity on your behalf. Of course, you will need to be
conﬁdent that the person you hand this role over to can do the job
you are asking of them.
Forward planning is an important management skill. As Benjamin Franklin once said, ‘by failing to prepare, you prepare to fail’ .
When forward planning, think about the future and what changes
you might need to consider when making your plans.
Strategic thinking focuses on ﬁnding opportunities that will enhance the company’ s standing. This might be, for example, developing a new service to meet the needs of local people or creating
an innovative way of raising the company’ s proﬁle.
Problem-solving is the ability to take a problem apart, ﬁnd the
area causing concern and develop ways to overcome this.
Decision-making involves deciding on a course of action from
among two or more alternatives to solve a problem.

●

●

●

Commercial awareness means knowing how the social care
industry operates and makes money. You need to understand this
so you can help your company to achieve its ﬁnancial goals.
Mentoring requires you to be able to advise and train your sta�f
and managers in various aspects of the care business.
Emotional intelligence is about your personal and social abilities
and how you handle yourself. You will need to have:
– Self-awareness (handling your emotions and behaviour).
– Self-regulation (monitoring and controlling your thoughts
and actions).
– Self-motivation (the ability to take the initiative and drive
yourself towards your goal).
– Empathy (the ability to put yourself into the shoes of others to
understand how they might be feeling).
– Social skills (good manners, and positive body language).

Which Skills Will I Need for My Manager Role?
You won’ t necessarily need all of these skills – this will depend on the
manager role you have. The Which Manager Skills Do I Need? table
below explains which one’ s you will probably need for your role. You
can then work on these ﬁrst. You can also see what other skills you
will need to enhance your role or to progress up the ladder.

Which Manager Skills Do I Need?
Skill
Interpersonal skills
Relationship building
skills
Communication skills
Motivational skills
Organisational skills
Delegation
Forward planning
Strategic thinking
Problem-solving
Decision-making
Commercial
awareness
Mentoring
Emotional
intelligence

RMs Managers Specialists Juniors
✗
✗
✗
✗
✗
✗
✗
✗
✗
✗
✗
✗
✗

✗

✗

✗

✗
✗
✗
✗
✗

✗
✗
✗

✗
✗
✗

✗
✗

✗
✗

✗

✗

✗

✗

✗

✗

✗

✗

✗

✗
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indirect, special, consequential or other losses or damages of whatsoever kind arising from any action or inaction of the reader other than the liability limited to the fee
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(the ‘Publication’), may be reproduced or transmitted in any form, or stored in any retrieval system without permission.
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Step 4. Develop Your Skills to Help You Become a
Great Boss
You might be a good boss, but you want to become great in this role. You might even want a promotion to a senior managerial position. So,
what does it take to become a great manager? We o�fer some suggestions of the steps you can take to improve your abilities and help you
become even better in your role.

Know Where to Go to Develop Your Management Skills
If you want to become a social care manager, I would recommend you
do some management training. There are some options to choose
from as outlined in the Social Care Manager Roles table on page 3.
The best bit about these training courses is that there is Workforce
Development Funding available from Skills for Care, which you can
access from your usual umbrella organisation. At the time of writing,
the management courses with funding include:
●

●

●

●

●

The Level 5 Diploma in Leadership and Management for Adult
Care (£1,500 funding available).

you a good grounding in what social care is all about from a care worker’ s perspective (the bulk of the workforce). The manager training
will help you develop the skills you need to become a successful manager (and leader).
The Manager Training Table below outlines which training programmes will help you develop each of the skills you might need in your
role. There are also the Manager Induction Standards available to
help people to perform well in their managerial roles. These are for:
●

The Level 4 Certiﬁcate in the Principles of Leadership and Management for Adult Care (£600 funding available).

●

The Well-led Partnership Programme (£500 funding available).
This course is available for RMs and operational managers who
want to develop their leadership skills and knowledge.

●

A Lead to Succeed Programme (with £500 funding) is also available. This is to ‘help aspiring leaders and managers to develop their leadership and management potential.’
CPD modules to help enhance your skills further (£125 funding
available for each module – 3 in total).

Before you do any of these courses, I would also recommend that you
complete the Level 3 Diploma in Health and Social Care. This will give

New managers to help introduce them to the role.
Existing managers, who can use this as a benchmark to see how
well they perform in their current role (see pages 7 and 8).
People who want to become a manager. Giving them insight into
the role and helping them to plan for their future.

Throughout the training, there is a focus on person-centred care,
which all managers will want to practice and promote. This is an essential element within social care and runs through all of the skills
during training. If you have done the level 3 training, you will have
picked up these skills at an early stage.

TIP
If you want to be a manager, ﬁnd a mentor who would be willing
to support you in the process of becoming a manager. This
doesn’ t need to be someone from your own organisation.

Manager Training Table
Skill Required

Level 5 Diploma in
Well-led
Level 4 Certiﬁcate
Lead to
CPD
Coaching &
Leadership & Management Leadership Principles of Leadership Succeed
Modules for Mentoring
for Adult Care
Programme & Management
Programme Managers

Interpersonal

✗

✗

Relationship building

✗

✗

✗

Communication

✗

✗

✗

Motivational

✗

Organisational

✗

✗

Delegation

✗

✗

Forward planning

✗

✗

✗

Strategic thinking

✗

✗

✗

✗

Problem-solving

✗
✗

✗

✗

Decision-making

✗

Commercial
awareness

✗

✗

✗

✗

Mentoring

✗

✗

✗

✗

Emotional intelligence

✗

✗

✗
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✗

✗

✗

✗

✗

✗

✗

✗

✗
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Step 5. Measure How E�fective You Are as a Manager
You might think you are a great manager but there is always room for improvement. But what should you improve upon and what do
others think of your managerial style? You won’ t know unless you ﬁnd these things out. We o�fer some suggestions about the di�ferent
approaches you can take to identify how e�fective you are as a manager. You can then use this information to make improvements.
The company is only as good as the person running it. The CQC knows
this, which is why inspectors penalise organisations that don’ t have
an RM in post. The ﬁgures in a recent CQC State of Care Report demonstrates this:

●

●
●

●

With an RM, 83% of organisations receive a good or outstanding rating and 17% receive a requires improvement or inadequate
rating.
Without an RM, only 65% of organisations receive a good or outstanding rating and more than double (35%) receive a requires improvement or inadequate rating.

Even with an RM in the post, there are still 17% who don’ t do well. It’ s
likely this is due to poor management skills (RMs and others).
So how can you measure manager e�fectiveness?

Measure Your Manager’ s E�fectiveness By Your
Sta�f Turnover
One quick way of measuring your (or your manager’ s) performance is
to look at your turnover rate. There is an old saying that goes:
“People quit their bosses, not their jobs!”

You don’ t take notice of or intervene to manage internal con�licts. You need to pay attention to your workforce issues. Your
workforce is your most important asset.
You keep changing your mind about the way the organisation is
heading, which then confuses sta�f.

Understanding why it is that people are leaving can help you to make
improvements to your (or your manager’ s) skills.

Conduct an Exit Interview for Every Sta�f Member
That Leaves
Do you conduct exit interviews with your sta�f ? If you don’ t know the
reason they are leaving, how can you make improvements?
The Exit Interview Questions listed below will help you to ﬁnd out
why your sta�f member has decided to leave. A full form is available
to download. You can download this from www.care-quality.co.uk/
resources

Exit Interview Questions
Recruitment and job role
What interested you in the role initially?
Did you receive adequate training to help you fulﬁl the role?

The average turnover rate in social care is 30.4% (Skill for Care, October 2020). How does your organisation’ s turnover rate compare
to that? If you have a lot of manager’ s, can you break this down into
managerial groups?

If no, what extra training would have helped?

If you ﬁnd you have high rates in one or two managerial areas, see
whether you can break down the reason why.

Working environment

The main reasons people will leave your organisation are:
●

●

●

●

●

Do you think your job description re�lected the role?
Do you feel your expectations of the role were met?
If no, how do you think we could improve this?
Did you receive adequate support from managers in your role?
If not, what support would you have liked?
How do you feel your co-workers treated you?

You don’ t communicate well with others. You don’ t explain what
you mean or how sta�f are to carry out a piece of work.

Reason for leaving

Your meetings are poor (if you call them at all). Sta�f come out of
many without any actions or are unclear about what you need or
who is to take responsibility for this.

Is there anything we could have said or done that would have
made you stay?

Your sta�f member feels overloaded with work or they have too
many responsibilities. You may need to review how you distribute
workload and responsibilities across your sta�f ?
The sta�f member feels they are being micro-managed. A lack of
autonomy is a big reason for people leaving. Giving more autonomy may make people stay longer.
On the �lip side, managers who are not around can also lead people to resign. You need to take time to check in with sta�f regularly
to ﬁnd out how they are coping with their responsibilities.
www.care-quality.co.uk/resources

Why have you decided to leave the company?

General questions
What did you like most about working for this organisation?
What did you least like about working for the organisation?
How can we improve this?
What were you most proud of in your time with the company?
Next position
What position will you be taking up next?
How do you think this will di�fer from this role?
Would you consider working for this company in the future?
If no, what would change that?
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Matters

You should ask people to do this a�ter they leave and post it back to
you if you want a candid response (give them a stamped addressed
envelope for this). Asking someone face-to-face before they leave the
job won’ t help you get to the real reason for them leaving.

SMART targets to achieve each year that you will go through during
their performance management meetings.

You should ask a range of quantitative and qualitative questions.
Quantitative data (how many) will give you an indication of how
many, for example, felt the job description did not re�lect the role
or did not receive support from their manager. Your qualitative data
(explanations) will help you understand how things went wrong, for
example, how were they treated by co-workers.

S – Speciﬁc: They must answer the six key questions of who, what,
why, when, where and how.

This will help you or your managers identify which skills are lacking
so you can all take steps to improve that particular skill.

Measure Manager E�fectiveness by Analysing Your CQC
Ratings Over Time

SMART objectives are:

M – Measurable: They contain a measure so you can see the progress
you are making towards achievement.
A – Agreed: Everyone who has to implement them should agree.
R – Realistic: They should be achievable. Having goals that you cannot meet will a�fect your ability to make a proﬁt/market your company e�fectively.

What was your CQC rating when your manager started and what is it
now? Has it improved or is it worse?

T – Timely: They should have a time target by which you should
achieve your goals

Using a simple Rating Monitoring Checklist like the one below will
help you monitor this quickly over time. You can download this from
www.care-quality.co.uk/resources

For example:

Rating Monitoring Checklist
Rating

Date
6/8/18

Date
5/8/20

Date
3/8/20

Date
2/8/21

Date

●

●

Are your managers achieving your ﬁnancial targets?

●

Are they achieving the rating you set for them?

Safe
●

E�fective
Caring
Well-led

Key:

Good

Requires
Good
Improvement

Good

■ = Outstanding; ■ = Good;
■ = Requires Improvement; ■ = Inadequate.

You can then review the results in each of these bands against the
date your manager(s) came into the post. You may be able to see a
correlation between the two.

TIP
You’ ll need to do some further investigations. This might include
reviewing recruitment records, sta�ﬁng levels, dependency and
training records. You’ ll need to see if you can identify the problem
and whether this lies with any of your managers.
If the rating has worsened, in what area and in what way? Is this to do
with the sta�ﬁng standards; is it in the caring standards? You can see
the caring standards are good here, but the sta�ﬁng standards might
be at fault. Are there enough sta�f and have they had the required induction, training and supervision, etc?

Are Your Manager’ s Meeting the Targets You Set Them?
Another way you can check the e�fectiveness of your managers is to
see whether they are meeting your strategic targets. You will have set
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Have they recruited the correct number of the right calibre of
sta�f ?

How Do Your Sta�f Rate Their Manager(s)

Responsive
Overall
Rating

Are they bringing in the number of new service users you set
them?

This is a good way to ﬁnd out whether your manager’ s skills need
some improvement. Sometimes called 360° appraisal, this turns the
tables on managers to ﬁnd out what sta�f think of them. It will include others, such as service users, their families, commissioners,
clinical and therapy sta�f too. It will also include a self-assessment
of the manager as well. You should then be able to see whether the
manager’ s opinion of themselves matches that of others.
A simple 360° Appraisal Form is illustrated below (a full form is available as a download). Give this to those from whom you want an opinion (including the manager) and review the results to identify skills
that need improving. You can download this from www.care-quality.
co.uk/resources

360° Appraisal Form
Skill required
Skills rating*
Please explain your
(examples)
rating
Interpersonal
Relationship building
Communication
Motivational
Organisational
Comments
Supervisor signature
* 5 = Very good; 4 = Good; 3 = Average; 2 = Poor; 1 = Very poor.

www.care-quality.co.uk/resources

