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A statement from our Quality 
Safety and Risk Committee

Voyage Care’s purpose is to deliver great 
quality care and support; as a leading 
provider of specialist care and support to 
people with learning disabilities, autism, 
brain injury and other complex needs 
across the UK this purpose is at the heart 
of all we do. We are privileged to support 
over 3,200 adults and children, enabling 
them to live the life they want to lead and 
achieve their personal goals.

We are extremely proud of the quality 
of the care and support we provide. In 
England, Voyage Care has more services 
rated Good and Outstanding by the 
Care Quality Commission than any other 
adult social care provider. However, as a 
learning organisation we recognise there 
are always opportunities to improve 
further. The people we support are our 
best tutors, and their experiences and 
feedback are central in shaping the 
further improvements we will undertake 
in coming years. 

The views of the people we support are 
at the centre of a number of ongoing 

initiatives, such as the continued 
development of our Quality Questionnaire 
and Quality Checker programme. The 
Quality Questionnaire is an important 
innovation that will help us to measure 
the impact we have in improving 
quality of life for the people we support 
over time. Outcomes attainment isn’t 
straightforward to measure, but it is vital 
that we ask tough questions of ourselves 
to get as close as we can to understanding 
people’s quality of experience. The most 
common metrics for care providers are 
often the absence of negative events, for 
example unplanned hospital admissions 
or medication errors. 

As important as these are, they don’t get 
to the heart of the positive things people 
value in their lives; personal growth, 
happiness and kindness. The Quality 
Questionnaire takes an important step 
forward in reporting and analysing these 
positive indices of life experience for all 
the people we support, regardless of 
complexity of their needs.

We are delighted to share the first annual Quality Account for Voyage Care and 
take enormous pride in our many achievements in the year to 31 March 2018 
(2017-18). This Quality Account demonstrates to the people we support, families 
and other stakeholders the importance placed on quality within Voyage Care. 
It provides an overview of how we have performed against our key quality and 
operational priorities over the last year, sets out plans to improve further and 
identifies our priorities for 2018-19.
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During the course of the 2017-18, 
through a process of co-production with 
the people we support and employees, 
we refreshed our values to reflect the 
journey we are on as an organisation. 
Our values guide how we work together 
to meet our purpose; the way we conduct 
ourselves and the qualities we expect to 
see in each other. 

We employ over 9,000 amazing people 
who go the extra mile every day to 
ensure the people we support receive 
personalised, safe and consistent care 
and support. Without their passion and 
commitment our sector leading quality 
outcomes would not be possible. Through 
close collaboration with families, health 
and care professionals, and members of 
our local communities we enable access 
to social, health, leisure, employment and 
educational opportunities for all those we 
support.

We take pride in striving for the best 
outcomes for the people we support and 
this accountability is at the heart of how 
we work with all stakeholders. Whilst not 
mandatory for adult social care providers, 

we are mirroring the requirements on 
NHS providers by producing an annual 
Quality Account. Our hope is that this 
report will give a good sense of our 
commitment to quality and improving 
the lives of those we support. We will be 
publishing these reports annually, and 
will continue to work closely with our 
stakeholders to keep developing and 
refining the way we engage with them to 
guide our priority setting.

Sharing our data shows we don’t always 
get everything right, and we will carry 
forward some actions. This Quality 
Account does, however demonstrate 
our open and transparent approach and 
highlights what we have achieved. As 
we move beyond simple measurement 
of compliance to demonstrating ever 
more outstanding outcomes for those 
we support, this first Voyage Care Quality 
Account is just the start of the next phase 
of our quality journey. We are confident 
that in 2018-19 we will continue to 
improve the quality of care and support 
we provide to ever-growing numbers of 
people.

Andrew Cannon Amanda Griffiths Jayne Davey Alan Rosenbach
Chief Executive Officer Director of Quality Chief Operating Officer Chair of the Quality, Safety 

and Risk Committee
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Summary  

Voyage Care had a successful year in 2017-18, achieving many goals we set to bring us 
closer to delivering our purpose, including:
 

• Improving our regulatory outcomes: At 31 March 2018 95% of all services in 
England were rated Good or Outstanding by CQC and in Scotland and Wales 
100% of services are rated compliant by CI and CIW.

• Delivering increasingly specialist support to growing numbers of people, 
particularly to those receiving community based support.

• Ensuring that measurement of attainment of personal outcomes and quality of 
life are at the forefront of development of our innovative Quality Questionnaire.

• Engaging the people we support in assessing quality and developing their 
skills and confidence through the Quality Checker team; already 19 strong and 
growing.

• Continuing to learn as an organisation through signing up to pledges such as 
STOMP and the Health Charter and participating in the LeDeR review.

Whilst we achieved the majority of our key priorities we have identified some actions 
to carry forward and have set new priorities for 2018-19.

The review of quality demonstrates how our 5 Quality Framework goals of competent 
caring staff, people we support’s involvement, positive outcomes, positive assurance 
and consistent delivery of quality care are delivering continual improvement to the 
lives of the people we support. 

Our internal audit scores show a sustained improvement over 2017-18 with the 
majority of services achieving over 70%. We have achieved 7.7% reduction in the use 
of restrictive physical interventions despite growing the number of people we support 
with complex needs. Our employees have undertaken 165,000 training courses 
with increasing numbers progressing additional qualifications and accessing our 
Leadership Academy programme.  However, the areas where improvement  is needed 
and we are carrying  forward actions, include: 

• Reducing the services rated as ‘requires improvement’ in England. 
• Improving access to and completion rates for learning and development 

programmes, reducing the numbers of those who don’t attend bookings for face 
to face training. 

• Reducing the number of incidents of behaviour that challenges, self-injury and 
medication incidents.

Review of Quality 
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Looking forward to 2018-19 we 
are committed to achievement of 
a further 6 operational and quality 
priorities and have set clear plans for 
how we expect to achieve them, and 
how we will monitor performance.

Looking forward 2018-19 

1. Back to basics
2. Active Support/Positive 

Behavioural Support.
3. Measuring outcomes.
4. Developing further specialisms.
5. Improving accessibility of policies 

and procedures.
6. Increasing the number of services 

that are assessed as being 
outstanding. 

Looking back over 2017-18

1. The proportion of individuals supported in the community grew 
from 37% to 42% of all the people we support. This was the result of 
establishing a new operational model for the delivery of community 
based support, and the acquisition of Focused Healthcare (a specialist 
paediatric community healthcare provider). 

2. Overall we saw an increase in compliance ratings with our regulators.  
95% of Voyage Care’s services in England have a good or outstanding 
rating from CQC. Although the number of services rated as ‘requires 
improvement’ increased to 21 in March 2018 we have no inadequate 
ratings. 100% of Voyage Care’s Services have been assessed as 
compliant in Scotland and Wales.

3. We launched specialisms for Autism, Prader-Willi Syndrome and Brain 
Injury Rehabilitation, including specific documentation, specialist 
training and enhancing external accreditation

4. 2,297 Quality Questionnaires were completed by/for all people in 
receipt of 24 hour support providing a robust baseline dataset of the 
quality of life experience of people supported by us.

We fully achieved 3 of the 4 key quality priorities and the other was partially 
achieved.

Our priorities
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About Voyage Care 

Voyage Care is a sector leading provider, with over 30 years’ experience of specialist 
care and support. We support people with learning disabilities, autism, brain injuries 
and other complex needs across the UK.

Whether it’s supporting someone in their own home, to access the community or in a 
registered care home, we provide exceptional person-centred care and support. We 
enable people to live as independently as possible — where, how and with whom they 
choose. 

The number of people supported by Voyage Care increased from 3,030 in April 2017 
to 3,227 in March 2018.   58% of people were supported in residential services, 42% 
of people were supported in community settings, including those receiving specialist 
healthcare support.  

1,342 people were supported by Voyage Care in community settings – growth of 16%. 
1,885 people were supported by Voyage Care in registered residential services – an 
occupancy increase of 3.8% to 92.8%. 
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About our Quality Account  

What is a Quality Account?

NHS healthcare providers are required, as a consequence of the Health Act 2009, to 
produce an annual Quality Account which is a report about the quality of services 
offered by them and report on and show improvements in the services delivered to 
individuals and other stakeholders.  Quality of the services is measured by looking 
at safety, effectiveness and feedback received.  Given our commitment to openness 
and transparency, whilst not mandatory for adult social care providers, Voyage Care 
are mirroring the requirements on NHS providers by producing an annual Quality 
Account.  

What is included in this Quality Account?

Voyage Care’s Quality Account reviews the quality of the services we provide and 
covers the period from 1 April 2017- 31 March 2018.  It presents an assessment of 
Voyage Care’s achievements in terms of excellence, effectiveness, safety and people’s 
experience, and demonstrates Voyage Care’s commitment to supporting people to 
achieve their goals and live the life they want. 

• What we achieved: Provides an overview of our achievements in 2017-18 and 
reviews quality of services. 

• Our key priorities:  
Looking back over 2017-18: Summarises how we have performed against the 
priorities we set for ourselves and how we have improved the quality of our 
services. 
Looking forward to 2018-19: What we are committed to: Sets priorities for 2018-
19 for operational and quality developments and how we’ll achieve and monitor 
them.

Governance process

The Quality Account provides a balanced view of everything we do well and those 
areas where Voyage Care could further improve. It has been produced consolidating 
routine reporting metrics utilised by Operational and Quality teams to track and 
review performance.  This data is regularly reported to, and discussed by, our Quality, 
Safety and Risk committee who have accountability for ensuring identified actions are 
disseminated and acted upon at all levels of the organisation.

An Easy Read version of the Quality Account is available and in future years we will 
further develop tools to enable the findings of the Quality Account to be shared in 
other accessible formats.  



Over the years since Bobby has been with Voyage 
Care, he has become much calmer and less prone 
to outbursts. A while ago, Bobby had to attend the 
local hospital for intensive dental treatment, and 
had three wisdom teeth extracted and two fillings, 
plus a scale and polish on his teeth. This could 
have been an absolute trial for him to undergo, but 
thanks to the exceptional planning of the home 
manager, deputy manager and his key workers 
everything went to plan. We were all astounded at 
the way Bobby bounced back from his ordeal. In 
fact, all the staff give 100 % when they are on duty, 
providing care to Bobby and the other residents. 
With extreme patience and understanding, they 
persevere in persuading Bobby to try out new 
experiences, but always at his pace. 

Parent of Bobby at Langley House.

10
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What we achieved
Voyage Care are sector leaders for regulatory compliance with more Good 
and Outstanding services in England than any other adult social care 
provider.  Alongside the achievements outlined in the following ‘Review of 
Quality’ and ‘Priorities’ sections other accomplishments to celebrate in 2017-
18 include:

• Voyage Care signed up to the Learning Disability Mortality Review 
Programmed in England (LeDeR) and initial learnings have been shared with 
all service managers.  

• Voyage Care also signed the STOMP pledge in May 2017 and developed 
an action plan that was reviewed, updated and submitted to the Voluntary 
Organisations Development Group (VODG) in February 2018. Regional STOMP 
champions were identified, STOMP requirements were added to relevant 
policies and procedures and good practice and information regarding STOMP 
was shared with all service managers.  

• Reviews of changes in best practice guidance and standards were undertaken 
to ensure continual improvement within policy, procedure and practice. 
Reviews included Care Quality Commission’s (CQC) Key Lines of Enquiry and 
National Institute for Health and Care Excellence (NICE) updated guidance.  

• Introduction of new branding and website to improve accessibility, make it 
easier to communicate our values and to proactively share success stories 
and company news through blogs, videos and case studies. 

• Voyage Care services have been recognised in relation to external awards – 
we were named as finalists in two categories of the Laing Buisson awards, 
Supported Living, Children’s Services, in September 2017. In February 2018 
Voyage Care was named as finalists in two categories for the 2018 Health 
Investor awards, for the Specialist Provider and Community Based Support 
categories.

• Our CEO, Company Secretary, Head of Legal and other group support 
managers worked in services and shared their experiences.

• The Voyage Excellence Awards continue to be a highlight of the year; 
recognising the most outstanding achievements of our employees.

95% of Voyage Care’s services have a Good or Outstanding 
rating from CQC, although the number of services rated as 
requires improvement increased to 21 in March 2018 we 
have no inadequate ratings.  In England

of Voyage Care’s services have been 
assessed as compliant in Scotland and 
Wales.100%

In Scotland & Wales *Data correct as of September 2018

*



Review of Quality  

1 Competent caring staff 
Voyage Care empower all our employees to take accountability for the delivery of high 
quality safe care; recognising that well-led, engaged teams have the biggest influence 
on the quality of support delivered. Through a range of communication channels and 
initiatives we ensure everyone’s views are heard and directly influence our strategy 
and improvement plans. 
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Competent 
caring staff

Involvement 
of people we 

support

Positive 
outcomes

Positive 
assurance

Consistent 
delivery of 

quality care

The people we 
support receive the 

highest quality of care 
and support, delivered 

by empowered and 
skilled staff across the 

organisation 

Our Quality framework identifies five overarching goals for achievement and 
measurement of the quality of services we provide.



Open and responsive communication

Planned:  
• Weekly Update email and team meetings.
• Quarterly managers calls and leadership meetings.
• Quarterly magazines for staff; Huddle, the Right Direction.
• Daily sharing of news on corporate social media channels.

Reactive: 
• Confidential whistleblowing and disclosures service.
• News alerts – email and text, as needed.
• Ask Andrew – direct emails, personally reviewed and responded to by the Chief 

Executive.

Learning and Development, apprenticeships and leadership academy

Voyage Care’s in-house accredited (Ofsted Good) Learning and Development team 
deliver our commitment to the on-going development of all employees with robust 
induction and development programmes, and personal and specialism specific 
training.  In 2018-19 we will be addressing attendance rates as well as increasing 
further access to specialist training.

Qualifications 

Management and Leadership Development 

Development and Training 

Numbers of Learners - 439 Numbers of completers 2017-18 - 304

E-Learning - course completions

Face to Face - courses run 

Face to Face - delegates

164, 694 

3,090 

22, 832

Workshops delivered - 64 Attendees - 640 

Recruitment and retention

Our robust values-based, safe recruitment processes ensure we recruit people who 
share our passion and commitment to great quality care and support.  Employees are 
supported to thrive in their careers with access to: 

• Robust induction and development programmes.
• Structured supervision and appraisals process.
• Additional benefits (Boost rewards scheme, life assurance, workplace pension, 

V-assure: independent employee assistance programme).
• Recognition through the Voyage Excellence Awards, long service awards and 

employee appreciation initiatives. 

13
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2 Involvement of people we support 

Engagement – Growing Together

The people we support also have the 
opportunity to influence policy development, 
service planning and delivery of care and 
support at all levels of the organisation 
through regular regional and national 
Growing Together groups.
By taking a person centred approach, all 
participants are enabled to contribute 
in ways that meet their own individual 
preferences.  273 people supported by 
Voyage Care attended 39 Growing Together 
events during 2017-18.

Annual service reviews 

This annual survey engages all stakeholders 
including, people who live at or use each 
service, staff, families and professionals, 
and provides a formal channel for feedback 
within services.

Sharing life stories and experiences

Through our website, magazines, blogs and 
social media channels we enable the sharing 
of life stories and experiences; building skills, 
knowledge and peer to peer networks.

Quality Checkers 

19 people supported by Voyage Care currently hold volunteer positions as Quality 
Checkers.  Quality Checkers are supported by the quality and compliance managers 
to carry out visits to selected Voyage Care services and provide a report on their 
findings which is incorporated into the annual quality and compliance audit. With the 
confidence and skills gained 3 Quality Checkers have now progressed into other part-
time voluntary or paid employment. These were three resignations we were delighted 
to receive!

We enable people to share their experiences with us and use this insight to both 
evaluate our approach and establish ways to improve the quality of the care and 
support we provide.

“Being a Quality Checker 
helped me interact with 
people and develop my 
people skills and to work 
in a professional manner, 
I enjoyed being a quality 
checker when I went to the 
different properties and this 
gave me confidence to go 
for my current job”

Shannon, one of the 
people we support. 

3



Positive outcomes 

In order to effectively collect information associated with individual personal 
outcomes measures, Voyage Care have developed an innovative Quality 
Questionnaire.

• It tells us how well we are performing in meeting needs of individuals over time.
• The data can additionally be analysed at location or organization levels to identify 

underlying trends.
• It highlights where we need to improve and enables us to share evidence based 

good practice.
• It will provide assurance to those we support, families, commissioners and 

regulators, supporting “outcomes based” commissioning requirements.

The Quality Questionnaire was completed by/for 2,297 people we support in receipt 
of 24 hour support between October 2017 and March 2018.   We are analysing and 
interpreting the data to give baseline information from which to determine future 
quality and operational developments. 15

The most significant measure of quality in care and support services are 
the personal outcomes achieved by people in response to the care and 
support delivered. Voyage Care has embraced person-centred quality of life 
measurements as a critical measure of quality across the organisation. 

3



Positive assurance 

Service risk score cards

The Voyage Care service risk score card measures each services performance monthly, 
against key risk indicators (e.g. registered manager status; staff turnover; outstanding 
training; agency hours) to identify and analyse patterns,  and implement action plans 
to address any negative trends.  

Voyage Care operate a robust suite of internal audit tools to ensure the quality 
of care and support is of a high standard and meets the requirements of our 
regulators and commissioners. All data and trends are reviewed regularly by our 
Quality Safety and Risk Committee.

% Audit 
Score

Below 
40% 40-50% 50%-60% 60-70% 70%-80% 80%-90% 90%-100%

No. of 
Services 2 8 20 34 58 108 71

Internal audit results

During 2017/18:
• 100% of required audits were completed.
• 23 consolidated action plan reviews undertaken.
• 46 Quality Checker audits were completed. 

The audit scores achieved for the year 2017/18 are as follows:

16
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Accidents and Incidents

Our bespoke Case Management System is used for all accident and incident reporting.  
Managers are accountable for monitoring local incidents and implementing action 
plans. Reporting of allegations of all incidents is required regardless of severity and 
whether relating to internal or external incidents or concerns.  

In 2017/18 a total of 3,916 accidents and 13,641 incidents were reported, the vast 
majority were of low severity with minor or no impact on the people we support. 
Slips/ trips from same level and falls from standing or from a bed/ chair accounted for 
62% of all accidents. Incidents of behaviour that challenges, accounted for 61% of all 
incidents; only 5% of incidents were rated as high/very high severity and our Serious 
Incident Policy wasn’t instigated during this period.

All accidents and incidents are thoroughly investigated, actively reviewed and 
monitored and any resultant learning is shared as appropriate.

Medication errors

Voyage Care’s medication incident report, policies and procedures are based around 
National Institute of Clinical Excellence’s (NICE) best practice guidance documents. 
92 of the reported medication incidents in 2017-18 were rated as either high or very 
high, of which 82 resulted in the submission of a local safeguarding notification. All 
were reviewed at local level and any required action taken.

Health and Safety

Voyage Care require all managers to undertake regular safety inspections of the 
workplace and  completed risk assessments and implemented control measures must 
also be periodically monitored by managers to check for their on-going effectiveness.

Deaths

Injuries to non-workers

Over 7 day injuries to workers

Specified injuries to workers

Reportable occupational diseases

0

62

38

11

0

RIDDOR

111 incidents were reported to the 
Health and Safety Executive under the 
requirements of RIDDOR in 2017-18. The 
reported Incidents fall into the following 
categories and, where required following 
review, changes were made to working 
practices and procedures to mitigate 
against future risk.

17



Food hygiene

Of the 257 registered residential homes, 93 received a Food Safety and Hygiene 
inspection during the period 2017/18 with the following results:

5* Low risk-no rating issued

Food Hygiene Rating

4* 3*

10 273 8

Challenging Behaviour 

Voyage Care continuously monitor 
all incidents relating to behaviour 
which challenges. Although incidents 
increased 3% in volume to 12,927 in 
2017-18 compared to 2016-17 in spite 
of a 6.5% increase in the number of 
people being supported (particularly 
with more complex needs), there 
has been an overall 8% reduction in 
the use of restrictive and/or physical 
interventions to 1,646. 

Physical 

Verbal

Self injury
Property damage

Other 
11 %

41 %

9%
17 %

22 %

18

Risk management 

Voyage Care ensure that risks to the people we support, the organisation, its staff and 
are minimised by identifying and taking actions to mitigate in line with our policy and 
procedures.

Positive assurance continued4
Infection prevention and control

17 services identified infection control outbreaks identified through annual statements 
(in compliance with Code of Practice on the Prevention and Control of Infections under 
the Health and Social Care Act 2008) during 2017-18.



Complaints and compliments

Complaints and compliments management is an essential and positive part of our 
assurance process. Complaints are recorded and managed either locally by managers 
or by our Risk and Governance Manager dependent on severity. In 2017-18, 151 
complaints were received centrally and on average 15 complaints per 1,000 people 
supported were reported each month most frequently received from families or 
members of the public.

We were delighted to receive 495 compliments from people we support, family 
members, staff members, GPs and health and care professionals.

Whistleblowing

64 whistleblowing disclosures were received in 2017-18. All reported concerns and 
disclosures have been fully investigated, with feedback provided to the whistle-blower 
when appropriate. When applicable any specific learning was shared across the 
organisation.

Duty of Candour

77 Duty of Candour notifications were written and sent during 2017-18. 

Financial Assurance

During 2017-18, 138 internal financial audits were undertaken resulting in 76% 
obtaining audit scores of above 70%. Action plans were put in place for those falling 
below acceptable audit scores.

19



Consistent delivery of quality care and 
support

Clinical effectiveness

Many improvements are instigated by our operational teams in the course of 
delivering excellent person-centred care. We encourage the sharing of these 
innovations and update policy and procedure to reflect approved operational 
developments as well as new guidance, best practice or regulatory requirements.

During 2017-18 we undertook a gap analysis in relation to each of the Accessible 
Information Standard (2016), Managing Medicines for Adults Receiving Social Care in 
the Community (NICE Guideline March 2017) and CQC’s revised Key Lines of Enquiries.

The release of best practice guidance informed updates to 10+ policies and 
procedures, such as STOMP, Health Checks and National Early Warning Score (NEWS).

Review of deaths

A comprehensive review of deaths within Voyage Care was undertaken in 2017. Whilst 
there were no significant concerns, areas for improvement were identified and 90% of 
the actions were completed by April 2018.

Hospital Admissions

A review of all hospital admissions in the quarter to 31 March 2018 was undertaken 
the findings of which are informing updates to associated policies and procedures.

20

As parents, we are absolutely over the moon with the changes 
in Simon. We never thought we would find anyone who would 
understand, love and care for our son like his support workers 
do!

Parents of Simon, supported in one of our homes in West 
wich. 

5
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Garfield Grange - Outstanding
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Priorities for operational and quality improvements  

• Existing registered community services have been re-aligned into  
a new operating model.

• A new electronic operating system has been implemented which promotes 
effective systems and oversight for managers.  

Review the provision of support to increase the 
percentage of services provided in the community

Achieved

2a Regulatory Outcomes

• During 2017, overall compliance against CQC requirements peaked at 96% of 
Voyage Care’s services being assessed as good or outstanding in England.

• There were no registered residential, nursing or community services rated as 
inadequate. 

• There has been an increase in the number of admission bans from 2 in April 2017 
to 4 in March 2018. These bans were primarily self-imposed by Voyage Care as 
an acknowledgement that the provision of care provided was not to the standard 
required by Voyage Care.

• 100% of Voyage Care’s Services have been assessed as compliant in Scotland and 
Wales. 

2b Registered manager stability

Manager stability is a key indicator of positive outcomes with regulators and is 
therefore closely monitored.  In 2017-18 improvements were made:

• Manager vacancies reduced from 6 to 1, and retention rates also increased 
accordingly.

• The average number of weeks a vacancy exists declined from 18 to 10.

Partially Achieved 

Looking back over 2017-18: 

Improve CQC Ratings

1

2
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Priorities for operational and quality improvements  

Development of  Specialisms

We developed specialism specific:
• Policy and procedure documents.
• Assessments. 
• Recording forms and collateral.
• Development and training programmes.
• Resource files for managers.
• Professionals Groups who have oversight of continued development of each 

specialism.
• Voyage Care Quality Marks to recognise specialist practice. 

3.1 Autism 

Care to the 570 autistic people we support was enhanced: 
• 33 services registered as working towards National Autistic Society accreditation, 

supplementing 4 currently accredited. 
• 2 locations achieved our internal Quality Mark, demonstrating attainment of all 

standards set in our policy.
• An Autism Specialism Implementer supports improved practice and improved 

outcomes for autistic people.
New referrals for support to autistic people increased following promotion of the 
specialism.

3.2 Prader Willi Syndrome 

Care to the 23 people we support with Prader Willi syndrome was enhanced; 
• Closer partnership with Prader Willi Syndrome Association.
• Training co-produced with people with Prader Willi syndrome and experienced 

managers.

3.3 Brain Injury Rehabilitation (BIR) 

Support to 176 people was enhanced:
• Development of forms for Goal Attainment Scales – GAS and Therapeutic 

Outcome Measures – TOMs enabled improved rehabilitation monitoring.
• 18 registered services accredited with Headway’s Approved Provider Scheme 

Standards (2016).

Achieved
3
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Completion achieved by/for 2,297 people we support in receipt of 24 hour support.

Initial analysis of this data has begun, with preliminary findings identified 
including;
• 86% of people we support have a learning disability.
• 33% of people we support have mental health problems.
• Variation in levels of types of community involvement people engaged in; 90% 

go shopping, 23% access employment or education.
• 18% of people experience a behaviour that challenges once a week.
• 93% of people had an annual health check.
• 77% engage in frequent exercise.
• 53% have a chronic medical condition.

Achieved
Outcomes: complete Quality Questionnaire for 
all people in receipt of 24 hour care4
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Looking forward to 2018-19: 

Each year we set out our key priorities to improve the quality of the care and 
support we provide.  These plans include how we expect to achieve and monitor 
progress of these operational and quality developments.  Our priorities for 
quality improvements in 2018-19 are:

1 Back to basics 

Why is it a priority?

How will it be achieved?

How will it be measured?

To maintain focus on retaining 
and improving current regulatory 
outcomes.

• Improvement in internal audit scores
• Improvement in regulatory outcomes

Through a reduction in development 
of new quality initiatives additional 
resource will be provided to all 
locations:
• Not achieving either internal or 

external compliance requirements. 
This includes action plan reviews, 
site visits and self-declaration of 
actions completed by registered 
managers. 

• With the potential to achieve 
“outstanding” at their next regulatory 
inspection. 

2 Active support/ Positive 
Behavioural support 

Why is it a priority?

How will it be achieved?

How will it be measured?

To embed best practice in relation to 
the achievement of better outcomes for 
people with learning disability, autism and 
behaviour that challenges.

To meet our obligation as a signatory of 
the pledge to stop the over medication of 
people with learning disabilities and/or 
autism (STOMP).

• Completion of the activities identified in 
the Active Support / PBS action plan.

• Demonstrable impact of Active Support 
in internal audits, Quality Questionnaire 
and incident reporting. 

 

• Active support will be deployed through 
a phased roll-out over 18 months to all 
services, with support to managers to 
introduce and embed.

• Once Active Support is introduced 
PBS will be added to support the, 
approximately, 5 - 9% of people 
supported who have more challenging 
behaviours.

26



3 Measuring outcomes - focus 
on education, employment 
and quality of life 

Why is it a priority?

How will it be achieved?

How will it be measured?

To support people to live the life they want 
and achieve their goals.

• Comparison to data collected in the 
prior period with emphasis on quality of 
life measures. 

Through completion of the Quality 
Questionnaire by / for all people receiving 
24 hour support.

4 Developing further
 specialisms

Why is it a priority?

How will it be achieved?

How will it be measured?

To ensure we continue to deliver specialist 
care and support which meets people’s 
needs.

• Completion of activities identified in the 
resultant action plan.

 

Through following the process established 
for developing prior specialisms.

5 Improving accessibility of 
policies and procedures

Why is it a priority?

How will it be achieved?

How will it be measured?

Complete production of a full suite of 
accessible and simplified information for 
both staff and people supported.

• Policies and procedures issued in 
accessible formats. 

Key policies and procedures and forms will 
be identified and produced in easy read 
formats.

All new, and key existing, policies and 
procedures will be issued with a 1 page 
summary.

6 Increasing the number of 
services assessed as being  
Outstanding

Why is it a priority?

How will it be achieved?

How will it be measured?

To ensure regulatory ratings represent the  
quality of services being delivered.

• More services achieve an outstanding 
ratings at their next inspection. 

Distribution of ‘Achieving Outstanding’ 
resource packs to all services. These will 
include useful tips, checklist, advice and 
examples of ‘Outstanding’ managers 
sharing insights with peers.
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0800 035 3776
referrals@voyagecare.com
www.voyagecare.com

Get in touch
Interested in care and support for a client, yourself or a 
loved one? Get in touch with our friendly enquiry team 
today!

Voyage Care are a sector leading 
provider, with over 30 years’ 
experience of specialist care and 
support. We support over 3,500 
people with learning disabilities, 
autism, brain injuries and other 
complex needs across the UK.

Whether it’s supporting someone 
in their own home, to access the 
community or in a registered care 
home, we provide exceptional 
person-centred care and support. 
We enable people to live as 
independently as possible — 
where, how and with whom they 
choose. 

Our highly trained, specialist 
teams use an individualised 
approach to support. We’re 
committed to supporting people in 
a way that works for them – with 
reliability and consistency. The 
people we support and their loved 
ones can be assured that their 
needs are at the centre of all we 
do.


