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The Grange Centre for People with Disabilities 

Family Carers and Trustees Consultative Forum  
Thursday 31 January 2019 

 

Item 6: Consistency of Annual Reviews 

1 Background 

1.1 Concerns were raised formally about the quality and consistency of annual 

reviews for people we support at the Family Carers and Trustees Consultative 

Meeting on 8 November 2018.  Similar concerns had been brought to the 

attention of the current Chief Executive Officer at her first meeting with The 

Grange Relatives and Carers’ Network in July 2018.   

1.2 Whilst it was acknowledged that there were many examples of excellent reviews 

taking place with the people we support, it was felt that this was an area which 

would benefit from improvements.  Suggestions from family carers include:  

 agreeing dates for reviews well in advance with all parties (people we 

support, care managers, other Grange departments 

employers/volunteering settings, family carers) 

 ensuring all parties were informed (and reminded) about review dates, 

and that all relevant parties had contributed to the written report 

 keeping contributions by different departments and stakeholders to an 

appropriate and consistent length 

 sharing review notes at least a week in advance with other stakeholders 

(with permission from the people we support as appropriate) 

 good structure, management and delivery of the review meeting, 

including collection of the person being reviewed and any guests 

 keeping review meetings to a maximum of an hour, whilst allowing time 

for the person we support to express themselves and articulate their own 

ideas for future plans and personal objectives 
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 including other staff for part of the review if there is a concern or reason 

to celebrate 

 efficient follow-up, with notes issued in writing a short time after the 

review 

 the inclusion of clear objectives for the following year 

1.3 The Chief Executive agreed to explore current practice and to assess what steps 

were needed to reinforce the high standards of the best reviews. 

2 Established Policy and Procedure 

2.1 The Grange has an adopted Policy and Procedure on Organising (QA12).  The 

current version of the Procedure has been in place since January 2017 and 

includes templates for: 

 in invitation letter sent by the person we support to the people s/he would 

like to attend the meeting 

 the review documentation, in Powerpoint format to allow easy completion 

and presentation by the individual (with support from their key worker) 

 minutes of the review meetings 

 

2.2 The procedure also gives clear instructions for the organisation of a review, and 

has a checklist to ensure this is done consistently and at the required standard.  

 

2.3 A meeting of team managers, team leaders, the Referrals and Projects Manager, 

the Quality Assurance Advisor and the Chief Executive was held on 10 December 

2018.  The meeting was dedicated to a review of current procedure and practice, 

with the aim of exploring the inconsistencies in delivery highlighted by family 

carers.   

 

2.4 Staff at the meeting felt that the written procedure was helpful, largely current 

and adhered to by most key workers.  Where there was poor practice, it was 

agreed that this was unlikely to be the result of a lack of guidance so much as 

force of circumstance or individual staff performance.  However, the feedback of 

family carers prompted a wide-ranging discussion and a set of agreed actions to 

develop the current programme of reviews. 
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3 Areas for Improvement 

3.1 Training: It was agreed as a starting point that reinforcement of the procedures 

would be useful, potentially through ‘lunch and learn’ sessions for existing 

support staff.  New key workers would have the procedure clearly explained to 

them as part of their training (or induction, if coming to The Grange with 

previous experience). 

3.2 The biggest area of discussion was that the Outcome Star, which is central to the 

current procedure, has not proved to be the most useful personal development 

tool.  Whilst the principles are good, it is not a system which works for everyone, 

especially those with more limited intellectual capacity in Residential Care.  

Variants – such as the Autism Star – are already in use successfully, and newer 

approaches such as Positive Behaviour Support are starting to blend with existing 

practice. 

 

3.3 A previous internal discussion about the Outcome Star model concluded that it 

should continue to be used as one of a selection of tools available to staff and 

people we support and not the ‘tool of choice’ as at present.  It also highlighted 

that the key stumbling block in supporting reviews is their lack of confidence in 

person-centred objective-setting.  Setting objectives that are pitched at the right 

level to encourage people we support on their journey to increasing 

independence (where they wish to continue on this journey) is key to any review 

process.  It was agreed that further training was required on this core 

competency.  It would ideally be a mix of externally delivered and ‘peer to peer’ 

training which would see sharing of good practice across the organisations. 

 

3.4 The review procedure needed to be revised in the light of this agreement about 

the Outcome Star. 

 

3.5 Personal Challenges: There were some technical and cultural blocks associated 

with annual reviews, such as staff not feeling comfortable with the use of 

Powerpoint, and indeed some staff not confident about their written skills 

and/or use of IT more generally.  Support is already being provided on a one to 

one basis by The Grange for those lacking in basic IT skills, and staff should be 

reminded of this when they are learning about annual reviews.  However, there 

is scope to encourage a ‘buddy system’ when preparing for and delivering annual 

reviews, where staff with complementary skill sets (eg objective setting and IT) 
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work together with the person we support to ensure that the review is carried 

out well. 

 

3.6 In addition, there should be pre-review meetings between the key workers and 

the people they support to collect the information for the review and to share 

ideas about next steps. 

 

3.7 Record Keeping: A good review relies on good record-keeping.  This is improving 

at The Grange, with greater use by staff of shared digital files rather than the 

traditional paper-based folders.  Processes should become even more efficient 

when new software has been procured for the care services: the current aim is 

to have this installed by the end of 2019.   

 

3.8 The appointment of the Team Leader (Continuous Improvement) in Supported 

Living and a new Administration Team Leader with a focus on Residential Care 

should see standards of record-keeping continue to improve.  Greater reference 

to Care Quality Commission inspection themes is helping to ensure a focus on 

the essentials of good care as part of the review. 

 

3.9 Review Participants: Whilst it is not always possible to ensure that Care 

Managers attend, it was agreed that every effort should be made to include 

them in the meeting.  They were felt to be critical to a thorough review because 

of their statutory role in relation to the people we support.  Other participants 

could be included for a part of the meeting only, where appropriate, to ensure 

they were on hand to answer questions by other stakeholders. 

 

3.10 It was also felt that there should be greater involvement of the Skills and 

Activities Team.  Whilst tutors were often very helpful in providing written 

feedback, it was a challenge for them to fit review timings to their own working 

patterns.  It was agreed that a more time-effective way for families to liaise with 

the Skills Team would be to hold a ‘meet the tutors’ event, where examples of 

work produced by people we support can be on display and tutors on hand for 

more relaxed conversations.  Private discussions could still take place where 

required through an advance booking system.   

 

3.11 Having had some helpful input into other matters at The Grange by Surrey 

County Council’s advocacy service, colleagues felt that there could be a role to 
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place for advocates in the review process – particularly where people we support 

found it difficult to express themselves, or where there seemed to be potential 

for a divergence of views with other stakeholders (including family carers). 

 

3.12 Documenting the Review: Review papers should be sent out to key stakeholders 

(even where not attending) in advance of the meeting.  It was agreed that these 

should be seen by middle or senior management before being sent out as a way 

of checking consistency and completeness. 

 

3.13 It was acknowledged that the review process does not end with the notes of the 

meeting, but that actions should be followed through.  Action plans for people 

we support should therefore be reviewed regularly in supervisions for support 

staff, and key workers encouraged to refresh the plans and/or amend objectives 

at other times with people we support if the ones originally agreed were felt to 

be outdated or impractical. 

 

3.14 Views of People we Support: A review is generally an important time in the year 

for people we support, and some become very anxious about their review 

meeting.  Others thrive on the opportunity to demonstrate skills and 

achievements, and to feel they are indeed making decisions about the lives they 

want to lead with the support of a team of people around them.  Staff agreed 

that they should themselves be consulted about the annual review process, and 

that this could be done through the programme of tenants’ meetings which take 

place during the year. 

4 Proposed Actions to Improve Annual Review Process 

Action 

No 

Action  Para 

ref 

above 

Assigned to Deadline 

1 Reinforce Procedure QA12 via regular 

training/reminders. 

3.1 

 

Team Leader 

(Continuous 

Improvement)  

Ongoing – 

starting 

01/02/19 

2 Training to be identified on objective 

setting for reviews, to be supported by 

3.3 HR Officer 28/02/19 
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input from more experienced Team 

Leaders  

3 Revise Policy and Procedure QA12 to 

reflect change in approach in relation to 

Outcome Star 

3.4 Projects and 

Referrals 

Manager 

28/02/19 

4 Introduce key worker ‘buddy system’ for 

reviews across Supported Living and 

Residential Care to share skills 

3.5 Team Leaders 

and Care Co-

ordinator 

Ongoing – 

starting 

01/02/19 

5 Reinforce the importance of pre-review 

meetings and discussions between key 

workers and people they support to 

gather information and share ideas 

about next steps 

3.6 Team Leaders 

and Care Co-

ordinator 

Ongoing – 

starting 

01/02/19 

6 Ensure that all parties are informed of 

review dates well in advance, with 

reminders sent, and taking special care 

to include the current Care Manager 

3.9 Key Workers Ongoing – 

starting 

01/02/19 

7 ‘Meet the tutors’ sessions to be 

organised (possibly to tie in with new 

Skills Open Days) 

3.10 Projects and 

Referrals 

Manager 

First one by 

July 2019 

8 Key workers to consult Team 

Leaders/Managers about involvement of 

advocacy service where considered 

useful 

3.11 Key Workers Ongoing – 

starting 

01/02/19 

9 Review paperwork to be checked by 

managers before being issued to 

stakeholders 

3.12 Key Workers Ongoing – 

starting 

01/02/19 

10 Line managers to ensure review action 

plans are followed through/evolved 

through staff supervisions 

3.13 All Line 

Managers 

Ongoing – 

starting 

01/02/19 
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11 Ask people we support for feedback on 

the review process, to consider further 

developments 

3.14 Supported 

Living and 

Residential Care 

Managers 

Ongoing – 

starting 

01/02/19 

 

4 Next Steps 

4.1 Staff are ready to implement the actions outlined above, which have been 

generated by them based on their own experience of the review process.  

 Further comments are invited on the action plan by the Forum at this meeting. 

4.2 It is proposed that one or two of the people we support be invited with their key 

workers to share their experience of reviews to the Forum at the meeting on 26 

June 2019.  An update can also be presented on the action plan, with any further 

feedback elicited from family carers through their network ahead of this time. 

 

 Ends  


