[image: image2.jpg]COMET

TANKERS




[image: image1]


[image: image3.png]Commniy Carne Lo




Unit 1 Farrington Court
Farrington Road
Burnley

BB11 5SS
T: 01282 455205
E: enquires@alphacommunitycare.co.uk
W: alphacommunitycare.co.uk 
Quality 
Manual

Approval signature: ​​​​​​​​​​​​​​​​​​​​​​_______________________

Approval Name: __________________________
Directors: 
Stella Parrington, David & Rebecca Horsfield, RGN
Registered Manager: Stella Parrington FdA, RMA
CQC Registration No: 1-2482410459    Company Registration No: 09881093
Registered with the Registrar for Data Protection as a Data Controller
TABLE OF CONTENTS











Page
Section 1
Approvals, control and amendment




3



1.1
Scope







Section 2
Quality Policy Statement






4














Section 3
Management System






5



3.1
General requirements



3.2
Documentation requirements

Section 4
Management Responsibility





6



4.1
Management Commitment




4.2
Customer focus





4.3
Quality policy




4.4
Planning




4.5
Responsibility, authority and communication




4.6
Management review

Section 5
Resource Management






8



5.1 
Provision of resources



5.2
Human resources









5.3
Infrastructure




5.4
Working environment

Section 6
Product and Service Realisation




9



6.1
Planning of product and service realisation




6.2
Customer-related processes




6.3
Design and development




6.4
Purchasing




6.5
Production and service provision







6.6
Control and monitoring of measuring devices

Section 7
Measurement, Analysis and improvement



12




7.1
General




7.2
Monitoring and measurement







7.3
Control of non-conforming product




7.4
Analysis of data




7.5
Improvement
Appendix 1

Index of quality system procedures
1 
Approvals, control and amendment

An approval signature on the front cover indicates approval of this manual. Controlled copies are identified by controlled status on front cover – only controlled copies will be automatically updated. Amendments to sections of this manual are detailed in the following table. Approval of the amendment is indicated by Managing Director’s initials on master soft copy and original signature on physical controlled copies.

Document history and change record
	Issue
	Issue date
	Description of change



	 1
	29.01.2016
	Initial Issue



	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


The following are registered holders of controlled copies of the Quality Manual:
Position





Manual Number

Stella Parrington (Managing Director)

1

Distribution of the management system documentation is by controlled master soft copy over the Alpha Community Care network.

1.1
Scope
The scope of the Alpha Community Care management system is as follows:

The provision of care and support for vulnerable individuals within their own homes.
2
Quality Policy Statement
As Managing Director of Alpha Community Care Ltd I aim to deliver the highest quality of service to its service users and demonstrate consistently high class of standards and professionalism.

The service will be delivered in accordance with all requirements and regulations of the Care Quality Commission, the independent regulatory body of all health and social care service providers
 “Alpha Community Care Limited” is committed to:

· Providing service users with person centred, high quality care which meets their identified needs and diversity

· Providing service users and staff with a service which is safe and caring

· Enhancing the skills of management and staff through review and actively pursuing an on-going training policy, beginning at the recruitment stage, the objective of which is to prepare staff to perform their work more effectively

· Promoting the culture of continuous quality improvements and the philosophy of “getting things right first time”.

· Promoting the quality management systems and ensuring compliance is achieved by internal auditing, management review, corrective and preventative action.

Everyone employed is responsible for the quality within the company and for maintaining high standards.
………………………………………. 20th January 2016

Managing Director[image: image2.jpg]
3
Quality Management System (QMS)

3.1
General requirements

Alpha Community Care has established a QMS in order to ensure that the company:
· Meets or exceeds the requirements and expectations of its service users

· Continuously monitors, measures and improves service user satisfaction.

· Continuously monitors, measures and improves its own performance.

Through meeting these objectives Alpha Community Care seeks to manage the effective implementation of their care services and its staff performance.

The QMS is designed to assist with the identification, interaction, control, monitoring, analysis and improvement of all key business processes. These key processes are managed to ensure:

· Conforming services are delivered

· Adequate resources are available (including competent personnel)
· Non-conformities are prevented

· Measureable quality objectives are satisfied

The effectiveness of the QMS is regularly audited, reviewed and improved in order to meet the needs of the business.
3.2
Documentation requirements

3.2.1 
General

The Alpha Community Care’s Management System comprises three main parts, the Quality Manual (QM), the Quality Procedures (QPs – indexed in Appendix 1) and a range of Records and Forms (QFs), which are referenced from each procedure where appropriate.
3.2.2
Quality Manual


The Alpha Community Care’s Management System is designed to ensure a systematic approach to ensuring quality is addressed at all times.

3.2.3
Control of documents

The majority of the company’s QMS documents are stored in an electric format on the company’s main computer desktop computer. In line with this management of electronic documents, a computer backup system is used to provide appropriate document and data protection.

All controlled documents are approved, reviewed, updated and controlled in accordance with QP01 – Control of Documents Procedure. Only the latest issue of any document is maintained. If it is necessary to hold superseded documents, these will be identified accordingly.

Changes to controlled documents are made in accordance with QP01. A register is kept for all controlled documents and hard copies of the Manual and associated procedures/ process documents are maintained as reference controlled copies.

3.2.4
Control of records

The control of records and data that provide evidence of conformance to requirements and the effective operation of the quality of services is documented in QP02, Control of Records Procedure.
All documents referenced from QP02 are stored in either hard copy or electronic form for the retention time specified. This retention time is based on business, regulatory and customer requirements. The data is stored in such a way as to allow easy cross-reference and retrieval, with key records stored on computer systems being backed up periodically through Alpha Community Care IT facilities.
4
Management responsibilities

4.1
Management commitment
Management commitment to the development, implementation and improvement of the Management System is demonstrable through the continual communication of quality requirements, establishing and support of quality policy and objectives, the full participation in management reviews, and the provision of appropriate resources.
4.2
Customer focus
Service user satisfaction is monitored and enhanced through ensuring service user requirements for the services offered are determined and understood. Service user satisfaction is monitored using appropriate and documented measures i.e. surveys.
4.3
Quality Policy
A Quality Policy has been produced, reviewed and approved to ensure it is appropriate to the business, demonstrates commitment to the achievement of quality and supports continual improvement. The policy is used to provide a framework for quality objectives. The policy is shown in Section 2 and a signed copy of this policy statement is displayed and is communicated to all staff. The policy is made available to the public via the Alpha Community Care website and is reviewed at periodic Management Review.
4.4
Planning
4.4.1
Quality objectives
Measureable objectives have been formulated and communicated to all personnel as appropriate. Procedures, processes and management system controls have been developed to help ensure that these objectives are met. The results of management system effectiveness and service user satisfaction monitoring is analysed and reviewed in conjunction with these objectives.

4.4.2
Management system planning
Planning activities are undertaken to ensure the requirements for quality will be met through the implementation and improvement of the management system. This includes maintaining the integrity of the system during any significant changes.
4.5
Responsibility, authority and communication

4.5.1
Responsibility and authority

The responsibilities of key staff are generally defined by job role description. Core responsibilities are detailed below. 

Managing Director

The Alpha Community Care Managing Director is ultimately responsible for quality of service delivery and ensuring all Company employees are aware of the Company’s Quality Policy. Responsibilities include the following:
· Establishing the long-term strategy and policy for the company’s operations.

· Ensuring that the company has the competence and resources to fulfil its business and management system objectives, and to deliver against the agreed strategy.

· Monitoring, measurement, analysis, review and improvement of the performance of the company’s operations against the core measureable quality objectives, and against the overall company objectives.

· Health & Safety as defined within the company Health & Safety Policy.

· Personnel/provision of adequate resources. 
· Implementation, operation and maintenance of the QMS

· Facilitating the implementation of preventative and corrective actions
· Identifying areas of business and QMS improvement

The company has appointed the Nominated Individual as the Management Representative (MR) with responsibility and authority for managing the integrated Management System. The Managing Director will deputise in carrying out routine Quality management activities in the absence of the Management Representative.
Management Representative
The Alpha Community Care Nominated Individual will take the role of the Management Representative is responsible for:
· Ensuring the Company’s quality system remains effective and continues to meet the quality policy, quality objectives and requirements of the business.

· Overseeing the Internal auditing process.

· Providing appropriate input to periodic management reviews.

Employees

It is the duty of all employees to act within the legal responsibilities imposed upon them and the company Quality Policy. All employees are to be familiar with the Health & Safety policies and procedures of the company.

4.5.2 Communication
The Managing Director will ensure that key business information, performance against targets and effectiveness of the effectiveness of the QMS is communicated to the Management Team at monthly meetings.
4.6 
Management review

4.6.1
General

The continued suitability, adequacy and effectiveness of the management system is reviewed by Senior Management at least annually. This will include an assessment of any improvement opportunities and the need for any changes to the management system, including policy and objectives. A record of all Management Review Meetings is maintained.

4.6.2 Review input
The review inputs include, but are not limited to:

· Follow up actions from previous reviews
· Results of internal audits
· Customer feedback, complaints and analysis
· Service conformity
· Status of corrective and preventative actions
· Changes affecting the Management System
· Improvement recommendations
4.6.3 Review output
The outputs from this review will include actions and decisions in relation to:

· Improvements in the effectiveness of the QMS

· Required resources/training needs

· Required audits

· Customer service and delivery improvements

5 
Resource Management

5.1
Provision of resources
Senior management are responsible for providing the necessary resources in terms of both personnel and equipment outlined in the QMS are carried out throughout the entire service realisation process.

5.2
Human resources

5.2.1
General

It is Alpha Community Care’s policy that all personnel performing work affecting quality are competent based on appropriate education, training, skills and experience. This is verified through audit and review, and is recorded as appropriate in an individual’s personnel file. 

5.2.2 Competence, awareness and training
The resource and competency requirements for tasks or roles that affect quality are evaluated and recorded by way of job descriptions and the relevant quality records i.e. personnel and training records. Training records detail the training that the job holder will need to ensure that they can satisfactorily carry out the duties listed in the job description, including an awareness of appropriate Policies relevant to job duties. 
Control of the training process is in accordance with procedure Resource Management QP04.

All new employees are taken through an induction process to comply with quality, Health & Social Care Act 2008 (Regulated Activities) Regulations 2014 and Health & Safety requirements.  The induction also covers company background, facility, service awareness and service user familiarisation. 
Training is available for all employees and is planned and recorded using individual training records and a training matrix. The effectiveness of both internal and external training is evaluated and recorded, and subsequent corrective actions are implemented as required.
A review of training effectiveness and ongoing requirements is carried out at least annually to ensure they remain valid in respect of new regulations and standards within the Health & Social Care sector and training records are maintained. 

5.3
Infrastructure

All functional areas are provided with the infrastructure required to achieve conformity to business and quality requirements. This includes buildings, workspace, equipment, communications, information systems and supporting services. 

The suitability of buildings, equipment, and workspace and information systems is reviewed during management review and periodic internal meetings. 

5.4
Work environment
Appropriate working environments have been considered and implemented in achieving service conformity. These include appropriate office space, IT infrastructure, utilities and facilities. Health & Safety issues are considered and appropriate practices implemented to ensure safe working conditions. 

The working environment within service users’ homes are risked assessed by a senior management member and the necessary changes implemented to promote safe working conditions prior to services commencing. 

6 
Product and service realisation

6.1
Planning of product and service realisation

Planning of product and service realisation is interpreted as ensuring that the right care is given to the right service user in a caring and sensitive manner, and at the end of the day the service user is satisfied with the care given.
Ensuring that Alpha Community Care’s promotional material adequately and correctly describes the service we provide i.e. Website, Service User Guide. 
6.2
Customer related processes

6.2.1
Determination of customer requirements

Alpha Community Care review all enquiries/referrals received from customers to ensure that their needs can appropriately and safely be met in full.
The customer, at the same time deciding whether or not they feel that the company can provide the service which they need.

If agreement is made to provide services, a Contract is drawn up, stating the full details of the services to be undertaken and their exact costs.
The development of a person-centred care plan clearly identifying the needs and preferences of the customer.

Details in respect of tendering enquiries is given in the procedure QP05, Customer Processes.
6.2.2
Review of customer requirements

All customers care plans to be reviewed at least on an annual basis or sooner if their needs or requirements change and amending the care plan as required.
Reviewing the quality of the service provided and the customer’s satisfaction of their care and support through the use of appropriate questionnaires to obtain feedback.
Further details are given in the procedure QP05, Customer Processes.
6.2.3
Customer communication

Capability, facility and service information is supplied to customers via web site, service user guide, brochures, email and verbally, each at the appropriate level for the customer.
Communications such as enquiries, referrals and amendment details are appropriately stored and identified by customer and contract number.

Customer feedback is proactively sought via direct contact and satisfaction monitoring.  

Complaints are documented and recorded in accordance with QP10, Monitoring, Measurement and Improvement.
6.3
Design and development

Excluded – no design or development activities are currently carried out by Alpha Community Care.
6.4     
Purchasing

6.4.1
Evaluation and selection of suppliers
Suppliers are selected on their ability to provide quality goods and service, delivered on time and at the right price. All suppliers are subjected to a supplier quality assurance process.

The level and depth of this process depends on the impact the supplied product or service has on service realisation. A list of approved suppliers is maintained and their performance monitored.
Alpha Community Care realise the importance of fostering good supplier relationships. All key suppliers have been made aware of requirements in terms of quality and regulatory requirements, delivery and price and they are encouraged to highlight any concerns they may have about meeting these requirements.
The criteria for selection and evaluation of suppliers are contained in the Purchasing Procedure QP06

6.4.2
Purchasing information
Receipt of order confirmation is used for the purchase of all key goods and services and recorded via a purchasing/accounting file.

6.4.3
Verification of purchased product

Suitable verification documentation is requested from suppliers as appropriate. This documentation is requested.
Where appropriate, an incoming inspection will be carried out in accordance with Purchasing Procedure QP06.
6.5 Production and service provision

6.5.1
Control of product and service provision

Services provided are fit for purpose and fully meet each service user’s needs in the most appropriate and safest way with routine checks at all stages of the process. This includes:
· The periodic review of person centred care plans and risk assessments 
· Regular monitoring and verification of care provided through spot checks 

· Standard working methods 

· Identification of standards of acceptable work to be achieved by staff

6.5.2

Validation of processes
While the output from service provision processes are verified through subsequent monitoring, the capabilities of all service processes are regularly monitored to achieve ongoing improvement and re-validation. 

 A training matrix is in place and is used to identify any additional training needs to meet customer requirements in context of appropriately meeting their needs. Records are kept of all training undertaken to demonstrate conformance of service.
6.5.3

Identification and traceability
Customers own name identifies all referrals and agreed care provision. These details are recorded on all documentation associated with that customer and affords traceability throughout the referral, assessment and care.
6.5.4
Customer property

All employees are responsible for taking care of customer’s property, especially whilst undertaking care in their home.

Customer’s property that is lost, damaged or otherwise unsuitable is recorded and reported to the customer and to the office to enable details to be entered on to their office file.

All paper work related to customers also remains their property and is treated as such.

Further details of service provision, validation of processes, identification and trace-ability and customer property can be found in Service Provision and Operations Procedure QP07.
6.5.5
Preservation

The procedures for the handling, storage, identification and protection of service provision, in the main, customers’ personal details are implemented accordingly. 

Once personal details have been obtained from the customer they are treated as confidential and are never divulged without the customer’s permission. They are securely stored in the office with restricted access to both hard and soft copies as governed by data protection regulations of which we are registered as a controller of information protection.
6.6
Control of monitoring and measuring equipment
All equipment that is used for Health & Safety purposes, inspection and testing to demonstrate the conformance of the service process are controlled. 

All electrical equipment is checked prior to use to ensure satisfactory status/fitness for use.

When equipment fails, the validity of the use prior to this is assessed and appropriate actions taken.

Further details are given in procedure QP08, Control of Equipment.
7.0
Measurement, analysis and improvement
7.1 
General

Monitoring, measurement, analysis and improvement activities are implemented to demonstrate conformity of processes and services from initial Customer contact through to final acceptance of implemented services.

Monitoring, measurement, analysis and improvement processes will also be implemented to demonstrate conformity and potential improvement of the management systems. Further details are given in the Monitoring, Measurement and Improvement Procedure QP10, which includes Corrective and Preventive Action.
7.2 
Monitoring and measurement

7.2.1    Customer satisfaction
The requirements of the customer are taken into account at all stages of service delivery, by the recording of customer acceptance, and monitoring of customer satisfaction.  This is achieved by regular customer contact, monitoring of feedback and customer satisfaction surveying in accordance with Procedure QP10.

The data obtained from the above monitoring is reported and discussed at regular management reviews.
7.2.2
Internal audit
Internal audits are performed periodically to verify the use and effectiveness of the quality systems. The audit programme is planned, taking into account the status and importance of the processes to be audited as well as previous audit results. Internal audits are carried out in accordance with Internal Audit Procedure QP09.
7.2.3
Monitoring and measurement of processes and services
Monitoring and measurement of processes is implemented to demonstrate their ability to achieve planned results.  Where planned results are not achieved, corrective action is taken in a timely manner.

Where a process can be monitored, and measured directly, it will be conducted through measurement of process characteristics.  A process that is unsuitable for direct measurement will be monitored through activities such as internal audit and review of customer satisfaction data (where appropriate). The trends recorded through process monitoring and measurement is reviewed at management reviews.

Spot checks within service users home are carried out as a matter of course. The process enables both the monitoring of satisfactorily meeting the customers’ needs and if their care plan is fit for purpose but spot checks also enable the monitoring staff performance. All data obtained from the checks are recorded and used for auditing purposes.
7.3
Control of non-conformity
The receipt of any non-conforming items, e.g. personal protective equipment would be segregated to avoid their use and the supplier immediately informed of the issue. Details would be made on the relevant goods receipt and reviewed by the Managing Director. 

When customer complaints are received, they will be recorded, investigated and corrected to the satisfaction of the customer and the company.

Records of non-conformity are maintained and analysed as part of Management Review. Products or service non-conformities are reviewed by the Managing Director in order to determine any remedial action and outputs are subsequently inspected.

Further details are also contained in procedure the Monitoring, Measurement and Improvement Procedure QP10.
7.4
Analysis of data 
Appropriate data is collected and analysed to demonstrate the effectiveness of the management system processes and the evaluation of where improvements in the system can be made.

The data generated from monitoring and measurement or other relevant sources is analysed to provide performance information relating to:
a) Customer satisfaction.
b) Conformity of services.
c) Trends / characteristics of processes / services and preventive action opportunities.
d) Service provider performance.
7.5
Improvement

7.5.1
Continual improvement
Opportunities for continual improvement will be identified through the review of quality policy, objectives, audit results, analysis of data, corrective and preventive actions and management review.

Improvements identified and implemented, and the resulting benefits are monitored and the results reported at the management review.

7.5.2
Corrective action
Any non-conformities will be analysed to develop corrective actions that eliminate cause and prevent recurrence. Monitoring, Measurement and Improvement Procedure QP10 outlines requirements for:

· Reviewing non-conformities, including customer complaints.
· Determining the cause of non-conformities.
· Evaluating the need for action to prevent re-occurrence.
· Determining and implementing action needed.
· Recording results of action taken.
· Reviewing corrective action implemented.
All customer complaints are recorded and systematically logged within the Complaints file and addressed accordingly. The effective and timely implementation of corrective actions and complaint resolution is monitored.
7.5.3
Preventive action
A review of key processes will be conducted through audit or as indicated by quality data. This review will be used to identify and eliminate potential non-conformities. The implementation and maintenance of effective procedures is also part of preventive action planning. 

Development of preventive measures also occurs as part of the service provision and contract planning process (risk analysis). Risk assessments are produced for all new service operations and customers. In addition, a process of continuous review is applied to all services and processes to identify possible improvement opportunities. 

Further details of Corrective and Preventive action is given in Monitoring, Measurement and Improvement Procedure QP10.
Quality Manual – Template 1
Appendix 1 - Index of quality system procedures

QP01

Control of Documents

QP02

Control of Records

QP03

Management Review

QP04

Resource Management

QP05

Customer Processes

QP06

Purchasing

QP07

Service Provision and Operations
QP08

Control of Equipment
QP09

Internal Audits
QP10

Monitoring, Measurement and Improvement

(Includes Control of Non-Conformity Corrective and Preventive Action)


Human Resources
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