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A guide to inspections
How to become outstanding

Here at Citation, our industry leading experts really 
do understand the specific issues and pressures 
which care services - like yours - face day in, day out.
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We’ve built this guide to provide you with lots of proven tips to improve your 
care service’s rating – whether it’s the Care Quality Commission (CQC), the Care 
Inspectorate (Scotland), The Care and Social Services Inspectorate Wales (CSSIW), 
or the Regulation and Quality Improvement Authority (RQIA) in Northern Ireland, 
inspecting your service.

Many of our top tips will apply whether you’re a care home, a domiciliary care 
agency or a learning disability service. 

A bit about the author…

Our guide on how to achieve an outstanding rating in your next inspection has 
been brought to you by a true expert in the area.

Mick Feather, our Care Business Manager, joined Citation after spending four 
years as a Care Quality Commission Inspector – during this time, he trained-up 
600 CQC inspectors, so you can be certain he knows the process inside and out!

Mick commented: “I’ve a passion for raising both individual and business’ 
performance by focusing on key initiatives to drive organisational change,  
as well as improving the overall care given in the UK.”

What to expect
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Focus on people
The people you care for should be at the heart of your service at all times. To 
make sure a person-centred approach is rolled out throughout your business, 
make sure you, your employees and managers are reading from the same page.

Our top tips:
– Put the people you care for at the centre of what you do.

–  Make sure all employees treat everyone with kindness, compassion, dignity and 
respect.

–	 	Ensure	care	plans	and	daily	records	are	detailed,	up-to-date	and	reflect	the	needs	of	
the people in your care.

–  Involve people and their relatives in how their care is provided, e.g. through surveys or 
focus groups.

– Maximise the independence and choices of the people in your care.

–  Ensure all risk assessments for people in your care are up-to-date – including social 
activities.

– Make sure the environment’s designed and decorated to support people’s needs.

–  Tailor activities to suit the needs of individuals’ preferences, e.g. ensure people’s 
abilities don’t leave them at a disadvantage when it comes to participating.

–  Manage staff levels so that employees have enough time to get to know the people 
they’re caring for and build meaningful relationships.

–  Have a clear and accessible process in place so that everyone in your care knows how 
to raise a complaint.
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“The key to growing your business is having skilled, engaged and happy 
employees. We all like to feel that we have a purpose when we’re at work, and 
know that we’re making a difference. Your employees need to know their talents 
and daily contributions are recognised. This way, they’ll feel more valued.”

Value employees
Happy employees stay longer and work harder. At the end of the day, your 
employees are the backbone of your business, so make sure you’re doing 
everything you can to enrich your relationship with them.

Our top tips:
–  Talk to employees and raise awareness of the areas that the regulator will look at 

during an inspection.

–	 	Ensure	employees	are	confident	to	talk	about	safeguarding	procedures,	medicines,	
mental capacity and the safety of the people in their care.

–  Make sure employees are effectively trained to carry out their roles, including a robust 
induction.

–  Have a vigorous recruitment process in place that helps to identify the values, attitudes 
and behaviours of potential employees.

– Carry out regular workplace observations, supervisions and appraisals of employees.

–  Remember to reward employees and involve them in determining incentives and 
initiatives.

–  Promote and support employee wellbeing, e.g. with team building events and one-to-
one catch-ups.

– Continually support employees by providing learning and development opportunities.

– Listen to employees’ views and concerns – and act on them.

–  Make sure employees know how much their contributions are valued, by providing 
regular feedback and praising good work.

Andrea O’Hare, Director of Employment Law and HR Services
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“Your	business	is	only	as	good	as	your	people.	Let’s	face	it,	you	don’t	want	the	first	
time you hear about an issue to be in your inspection report, but without an open 
culture that’s exactly what could happen. The key is building trust, and dealing 
with issues in a supportive and transparent manner.”

Create an open culture
Every single employee and person in your care should feel comfortable and 
confident	to	be	themselves	and	voice	their	opinions.	If	they	don’t,	you	could	be	
missing a trick in terms of receiving invaluable, frontline feedback.

Our top tips:
–	 	Make	sure	you	have	policies	and	procedures	in	place	that	reflect	the	service	you	

provide, and issue them to employees to ensure they have the knowledge and 
guidance required to carry out their roles.

–  Create a person-centred culture of fairness, where employees are proud of the service 
and care they provide.

– Provide an atmosphere where everyone’s comfortable to freely express their views.

–  Break down any barriers to communication so that employees and people are  
listened to.

– Embed a strong organisational commitment to equality and inclusion.

– When you run surveys, share the results with employees, people and their families.

–  Make sure employees feel empowered to challenge and question any issues relating 
to how people in your care are treated.

– Celebrate and recognise the diversity of people in your care, e.g. religious holidays.

– Ensure employee training in dignity, equality and diversity is regularly refreshed.

–  Encourage employees to have strong and productive relationships with each other and 
their managers.

Jenny Ware, HR Business Partner
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Striving to improve
There’s no such thing as perfect. No matter how many positive changes you’ve 
made	in	the	past,	there’s	always	room	for	improvements	that’ll	benefit	your	
employees, the people in your care and your business.

Our top tips:
–  Document all your good practices and write-up any improvements as you go.

–  Support the positive impacts you’ve seen as a result of your improvements by collating 
evidence.

–  Carry out comprehensive audits that help identify patterns and trends to support 
continual improvement.

–  Learn from accidents, incidents, complaints and feedback, and use them to drive 
necessary improvements.

–  Make sure all employees are fully engaged and support your approach to continual 
improvement.

–  As well as making sure they’re engaged, make sure employees contribute to shaping 
the improvements of your service.

– Measure and review your delivery of care against current guidance.

– Embed a strong framework of accountability to monitor performance.

–  Complete regular surveys of employees, the people in your care and their relatives, to 
identify any areas in need of improvement.

–  Involve specialists in the monitoring and continual improvement of your service – like 
Healthwatch and quality assurance teams.
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“It’s easy to improve quality when you have the right processes in place – but 
many businesses don’t know where to start. Management systems, like ISO 9001, 
outline the key processes required to create a proven cycle of self-evaluation, 
correction and improvement. All of which enhance your reputation, and increase 
the chances of new business.”

Quality assurance
Quality is key. If it takes an inspector to identify any gaps for you, chances are your 
service isn’t outstanding. 

Our top tips:
–  Make sure you have a robust quality assurance system in place, that allows you to 

effectively monitor the standards of your service.

–  Make sure your system is easy to manage, and that you demonstrate it to others in a 
way in which they’ll understand.

–  Continually identify areas in need of improvement, and put action plans in place to 
implement the required changes.

–  Ensure care plans, daily records, Medication Administration Records (MAR) and 
cleaning schedules are up-to-date and complete.

–  Check that any audits – like Health & Safety, infection control and medicines – are fully 
documented and provide the basis to make any follow-up actions.

– Carefully analyse the results of any audits to establish any emerging patterns or trends.

–  Record the name of the person who’s responsible and accountable for ensuring that 
actions and improvements are completed, and the deadline for completion.

–  Make sure employee and people’s records are accurate, legible, up-to-date and 
securely stored.

–	 	Make	available	all	records,	documents	and	certificates,	that	demonstrate	your	
equipment, services and checks have been completed. 

Michelle Whitehouse, ISO Executive
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“In my experience, unsafe businesses shine bright for a short period and then 
fade	away.	A	truly	profitable,	sustainable	business	will	get	all	of	its	governance	
right, including Health & Safety. As the saying goes: ‘if you think safety is 
expensive, try having an accident’.”

Health & Safety
Health	&	Safety	can	be	a	minefield,	but	it’s	critical	to	make	sure	you	have	sufficient	
measures in place to not only stay on the right side of the law, but to keep your 
employees, people and business safe. 

Our top tips:
–  Make sure you have comprehensive risk assessments in place for employees and 

people in your care.

–	 	Check	that	you	have	an	up-to-date	fire	risk	assessment	in	place,	and	that	your	fire	
equipment is regularly checked and trained employees know how to use them.

–  Report and investigate accidents, incidents and concerns in an open and transparent 
way.

–  Ensure appropriate assistive technology, aids and other equipment are available and 
fitted,	so	that	people	can	live	as	independently	as	possible.

–  Make sure all employees receive training and understand basic Health & Safety issues – 
including	fire	safety,	moving	and	handling	and	basic	life	support.

–	 	Put	contingency	plans	in	place	in	case	of	an	unforeseeable	event,	like	a	fire,	flood,	gas	
leak or lack of water supply.

– Regularly check and maintain all equipment and services.

–  Ensure you have robust safeguarding systems in place to protect people from abuse, 
neglect, discrimination, harassment and breaches of dignity and respect.

– Prevent and control infections to ensure people in your care are protected.

–  Make sure people in your care are supported to eat and drink enough to maintain a 
balanced diet.

Lee Mills, Director of Health & Safety Services
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Creative and innovative
Continually challenge your processes and throw any ideas out to the wider team 
for extra input, to take your innovation and creativity to a whole new level.

Our top tips:
–  Encourage positive risk taking to support people to lead fuller lives, e.g. by taking 

residents into the local community – with the right precautions in place.

– Take imaginative approaches to risk taking, to help people reach their goals.

–	 	Find	creative	ways	to	make	food	as	appealing	as	possible	when	people	are	on	specific	
diets, i.e. soft diets.

–  Make sure your service is inclusive and recognises different cultures and religions, and 
that this is evident in food choices, cultural events and activities.

– Consider incorporating safeguarding discussions during employee meetings.

–  Test employees’ knowledge – on things like mental capacity, consent and medicines – 
at meetings using case studies.

–  Have a think about using ‘champions’ in areas like medicines, infection control, moving 
and handling, mental capacity and equality and diversity.

–  Incorporate the vision, values and behaviours of your business throughout your 
supervision and appraisal processes.

–  Establish relationships with best practice organisations, and use their research to 
deliver high quality care.

–  Involve the people in your care in the recruitment process, e.g. let candidates interact 
with residents for half an hour to gauge how they bond.
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Vision and values
Your	business’	vision	and	values	should	flow	through	every	element	of	what	 
you do. For them to be truly effective, they must be encompassed by all 
employees, at all times.

Our top tips:
–  Clearly communicate your vision and values to all employees and managers, e.g. in 

one-to-ones, team meetings, videos or posters.

–  Your vision and values should be at the heart of your service, so make sure they’re 
supported by appropriate policies, procedures and employee handbooks.

– Make sure all managers lead by example and act as role models.

–  Ensure all employees understand their roles and responsibilities, and “live” your 
business’ values.

– Make sure your vision results in positive outcomes for the people in your care.

– Employees should feel supported, respected and valued by managers at all times.

–  Embed a set of values that include involvement, compassion, dignity, independence, 
respect, equality, wellbeing, safety and a person-centred culture.

–  Develop your vision and values with people and employees in meaningful and creative 
ways, e.g. involve them in the process and include their input.

– Make sure your vision and values are realistic and achievable.

–  During the recruitment process, clearly communicate your vision and values to 
potential employees.
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Working in partnership
Reap	the	benefits	of	outside	support	by	building	and	maintaining	solid	
relationships with relevant, local professionals. Remember, it should be a two-way 
relationship where you can lean on them, and they can come to you, too.

Our top tips:
–  Maintain strong relationships with health care professionals – like the local GP, speech 

and language therapy teams, district nurses and occupational therapists, for example.

–  Build good relationships with the local authority safeguarding and multi-disciplinary 
teams, to support joined-up care.

–  Make sure people in your care maintain links and contact with the wider community, 
and	have	access	to	any	specific	diverse	needs,	i.e.	religious	or	cultural.

–  Work in partnership with other organisations and use the latest guidance to provide 
high quality care.

–	 Assess,	understand	and	integrate	the	benefits	of	community	engagement.

–  Empower employees to work together to ensure people receive consistent, timely,  
co-ordinated and person-centred care.

–  Ensure the people in your care have access to other healthcare services.

–  Make sure your service is an important part of the community, and develops mutually 
beneficial	relationships	with	those	in	the	proximity.

–  Involve, empower and work together with family, relatives, friends and advocates to 
improve outcomes for people. 

–  Consider gaining membership of your local care association, so you’ve a platform to 
share best practices and the latest guidance.

Citation are experts in the care sector and have relationships with Care England, 
Scottish Care, Care Association Alliance, UKHCA and over 25 regional care 
associations.

UKHCA
UNITED KINGDOM
HOME CARE ASSOCIATION
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Sustaining outstanding 
practice
From ISOs to performance management, there’s a whole load you can do to keep 
your service on top of its game all year round.

Our top tips:
–  Use current guidance to adopt best practice approaches to the care you provide.

–	 	Consider	an	ISO	certification	to	support	and	maintain	the	highest	quality	throughout	
your service.

–  Ensure people’s social needs and physical and mental health are holistically assessed 
and reviewed.

–  Think about implementing a safety management system that takes current best 
practice models into account, and sustains outstanding practice.

–  Encourage innovation and ideas from people and employees, to help carry out tasks 
and	processes	more	efficiently.

–  Make sure your business is seen as ‘a good place to work’ by external organisations 
and individuals.

–  Have a structured ‘plan, do and review’ process in place to sustain improvements and 
positive outcomes for the people in your care.

–  Ensure all employees take ownership of your service’s performance.

–  Make sure managers and employees strive for excellence through consultation, 
research	and	reflective	practice.

–  Put pre-planned and effective performance management processes in place, and make 
sure they’re regularly reviewed.
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Our services

A dedicated local 
consultant 

An initial inspection 
and report that is 
reviewed annually

 Full installation of 
your policies and 
procedures

24/7 advice line 
manned by care 
specialists

Onsite support for 
major accidents or 
emergencies

Access to over 
25 online training 
courses

Our Health & Safety 
Advice Guarantee

A dedicated local 
consultant

Documentation, 
including 
employment 
contracts for each 
role in your care 
service

24/7 expert advice 
line manned by care 
specialists

Legislation updates to 
your documentation 
as and  
when required

Access to over 
20 online training 
courses

Our Employment 
Advice Guarantee

Health & Safety
What’s included:

HR & Employment Law
What’s included:
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Our advice is guaranteed up to £1.5m. As long as you follow our advice, we’ll 
pay the costs. This isn’t an insurance policy. We believe what we do truly helps 
businesses like yours, so when we make a commitment, we stand by it.

CQC Pro is our compliance framework tool for care 
providers in England. It’ll save you time, remind you 
of actions, allow you to survey stakeholders and 
significantly	reduce	your	paperwork,	helping	you	
prepare for your inspections.

CQC Pro

We can offer you a complete set of policies and 
procedures, designed to keep you safe and 
compliant. Whether you’re residential, domiciliary 
or clinical services, we cover it all and our policies 
are fully compliant to CQC Frameworks.

Care policies and procedures

Our unique ISO management system can be easily 
tailored to your care service and will demonstrate 
to interested parties that you meet international 
standards of best-practice.

ISO certification

It’s	a	legal	requirement	to	have	annual	fire	risk	
assessments	in	place.	We	can	send	in	a	fire	
risk assessment consultant to carry out your 
assessment, give you on the spot advice and a 
full	online	report	–	all	for	a	fixed	price.

Fire risk assessments
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Honest, friendly and reliable service that has delivered on its 
promises. Great online facilities including training provisions 
and extensive resources that allow a traditional business to 
enter the digital age.

Paul Lyon, 
Owner, The Beeches Care Home

We know what it takes to manage  
employees effectively. 

We are proud to be listed in The Sunday 
Times 100 best companies to work for. 

For more information, please get in touch:

0345 844 1111

citation.co.uk/care care@citation.co.uk


