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Setting up an ethical care and support business  
 

This Care and Support strategy supports our Group mission:  

‘To make a positive and profound contribution to the neighbourhoods we work in 

– inspiring and empowering people to succeed in life’. 

It sets our goals for the coming five years in the belief that establishing a ethical 

care and support business will help to achieve our vision of:  

‘A modern, customer driven, ethical business, which makes a positive 

contribution to people and places’. 

Through this strategy we will: 

 deliver services that support and empower our customers to meet their needs 

and achieve their aspirations, 

 develop new services to enhance our offer to our customers 

 develop and sustain a financially viable care and support business that 

provides value for money for our customers and makes a contribution to 

Group overheads 

The strategy sets out why and how we’ll do this and how this will contribute to 

achieving our overall goals. 

1 Background 

We’ve taken the opportunity to consult with our customers, our colleagues and 

our stakeholders. We’ve been supported by our Care and Support Board 

Champion. The outcome is this strategy. 

The key messages that emerged from the consultation are that we should: 

 Develop new services in response to customers needs and aspirations 

 Actively explore opportunities for growth across Curo’s area of operation  

 Develop and implement a marketing strategy to facilitate growth 

 Improve our knowledge of our customers 

 Ensure we that deliver good quality services that enhance our reputation  

 Invest in training and development for colleagues 

 Seek opportunities to improve our efficiency and value for money. 

 

 



 3 

2 Aims of the strategy 

The key aims of the strategy are to:  

 create a financially viable care and support business that contributes to 

Group overheads  

 deliver high quality services that meet the needs and aspirations of 

customers and commissioners 

 develop new services and products for new and existing customer groups 

 be the provider of choice for our  customers 

 develop strong and productive relationships with commissioners and other 

stakeholders   

 maximise opportunities for growth and innovation by making best use of 

the Group’s the resources, skills and knowledge   

 publicise our  services, work and achievements to raise awareness and  to 

enhance our reputation across the West of England Housing Market Area  

 

3 Objectives of the strategy 

The strategy will help us to achieve the critical success factors and the strategic 

objectives of our business plan. The table below details the contribution that the 

strategy makes. 

We will develop key indicators of satisfaction and loyalty to measure our service 

outcomes. We set targets for growth, income diversification and contribution to 

Group overheads. We will monitor our performance against our objectives and 

report to Board on a quarterly basis.      

Critical Success Factor (13) 

Ensure that we deliver care and support services that deliver the 

highest possible standard of service.  

We will: 

 Develop our customer insight system to improve our understanding of 

customer satisfaction 

 Monitor our performance and take action, where required, to ensure 

our services are the highest possible quality  

 Work to best practice and benchmark our services   

 Achieve and retain quality accreditations  
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As a result:  

 Our care and support customers promote our services to their family, 

friends and other people they know (SO1) 

Critical Success Factor (14) 

Make the most of our expertise and reputation in supporting people 

and develop new support services to reach out to more people who 

need us.  

We will: 

 Work with key stakeholders and partners to develop new support 
services  

 Market our services and products to existing and new customers 

 Publicise our work and maximise opportunities for recognition, such 

as awards, articles in journals and press, etc.  

As a result:  

 Our care and support activities make a sound contribution to Group 

overheads as they grow and flourish (SO2) 

Critical Success Factor (15) 

Develop a care offer that enables us to provide excellent, safe 

services for people. 

We will:  

 Carry out service audits, including health and safety, and take action 

to address shortcomings 

 Carry out service reviews and explore ways to continually improve 

our services  

As a result: 

Our care and support activities will be well regarded, with high levels of 

recognition by commissioners and other key stakeholders (SO4) 

Critical Success Factor (16) 

Always learn from what we do, by setting up a good system for 

recording and measuring what has been achieved for the people 

who use our care and support services. 

We will: 

 Develop effective and efficient systems for recording and measuring 
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service outcomes 

 Encourage and support customer feedback  

 We will work with our customers to develop a range  of options for 

feedback and customer involvement  

As a result: 

 We will be able to demonstrate the value we add for customers in 

their journey from dependence to independence and vice versa      

(SO 5) 

Critical Success Factor (17)                     

Introduce an identity for our care and support business, which 

complements and supports the Group brand and reflects our vision 

for the future. 

We will: 

 Develop our care and support identity to complement and support the 

Group brand 

As a result:  

 We will have established a new brand in the market which offers a 

wide range of products across different customer groups (SO7) 

Critical Success Factor(18) 

Improve our financial strength and invest in colleague training to 

increase our people’s key skills, knowledge and abilities, so that our 

care and support business can grow effectively 

 

We will: 

 Establish and achieve growth targets 

 Provide comprehensive training and development opportunities for 

staff 

As a result: 

 We will be a substantial business in the care and support sector, right 

across the West of England Housing Market Area (SO 3) 

 We will have delivered relevant and effective training and 

development for staff which contributes to the delivery of a 

compassionate and continually improving service. (SO 6) 
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4 Delivering our objectives 

The plan to deliver these objectives is shown in Appendix A. The framework is 

supported by an annual delivery plan. This sets out in detail what we plan to do 

each year in order to achieve the objectives of this strategy. 

5 Value for money  

This strategy aims to develop a care and support business that is financially 

viable, makes a contribution to Group overheads and  delivers services that 
provide value for money for  customers. The success of this strategy and its 
supporting project plans will be monitored and evaluated in line with the Group’s 

Value for Money Strategy. Performance will be monitored by the Executive Team 
monthly and reported to Board annually.   

 
6 Impact on Equality, Fairness and Inclusion 

The Strategy aims to increase autonomy of people in the communities we work 

in through direct service provision and partnership working. The implementation 

of the strategy will empower people to make decisions affecting their lives and 

provide personalised care and support services to support these choices.  

Services will be provided for customers whose services are paid by statutory 

bodies and private customers. To support this, the Strategy will: 

 

- Seek funding opportunities to develop and provide services for vulnerable 

and excluded groups 

- Explore ways to develop services for the growing numbers of older people 

- Exploit opportunities to enhance services that meet the needs and 

aspirations of younger people 

- Deliver relevant training and development opportunities to colleagues in 

promoting peoples’ rights, responsibilities and dignity 

 
A full equality analysis has been completed. 

 

Authorisation 

Control Date 

Strategy approved (date) January 2013 

Endorsement by Executive Team 20th December 2012 

Endorsement by Board 21st January 2013 

Consultation Commissioners – February 2012 (Carried out 

by Campbell Tickell for growth plan)  

Representatives of the Older Persons 

Representative Group- 30th October 2012  
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Representatives of Young Persons Services – 

12th November 2012   

Representatives of Temporary 

Accommodation Service – 20th December 

2012  

All Curo Colleagues invited to 4 workshops 

sessions held 21st to 29th November 2012 

Curo Choice Team 5th December 2012 

Care & Support Board Champion – week 

beginning 10th December 2012  

Executive Team 20th December 2012        

Equality analysis Completed January 20113 

Next review date January 2018. 
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Appendix A: Care and Support Strategy  - Delivery Plan  

 

Strategic Priority 3 : Setting up an ethical care and support business   

Business Outcomes Tasks Start 

date 

End date Team 

lead  

Create a financially viable care 

and support business that 

contributes to Group overheads 

Develop new services and 

products for new and existing 

customer groups 

Maximise opportunities for 

growth and innovation by 

making best use of the Group’s 

resources, skills and knowledge 

Develop strong and productive 

relationships with commissioners 

and other stakeholders  

Develop and implement a growth plan that makes a 

contribution to Group overheads and increases annual 

turnover to £4 million by 2015. To include organic 

growth through winning tenders and developing new 

services and products and exploring options for in-

organic growth.    

 

October 

2012 

 

January 

2015  

DCS 

Set up system for annual review of financial viability 

and sustainability of service models and funding 

streams to inform service/ team targets for growth. 

 

 

January 

2013  

March 

2013 

DCS 

Carry out annual review and set targets. Annually 

in 

October 

Annually 

in 

December 

DCS 
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Reduce reliance on supporting people funding and 

achieve a diversity of income streams including income 

from Local Authorities, Health Commissioners, central 

government initiatives, private customers and 

fundraising. No single funding stream (contract or type 

of funding), to exceed 50% of turnover by 2016; to be 

achieved by: 

 tendering for services funded by health and other 

funding streams  

 increasing income received from private customers 

October 

2012 

 

December 

2016 

 

 

 

 

 

DCS 

 

 

 

 

 

 

 

Develop and implement a marketing strategy. January  

2013 

June 2013 DCS 

Review staffing structure to ensure it is adequately 

resourced for tendering, business development and 

marketing. 

 

 

 

 

February 

2013 

April 2013 EDCS 
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Strategic Priority 1 : Creating a renowned customer service culture   

Business Outcomes  Tasks Start 

Date 

End Date Team 

Lead  

Deliver high quality services that 

meet the needs and aspirations 

of customers and commissioners 

Be the provider of choice for all 

our customers 

Publicise our services, work and 

achievements to raise awareness 

and enhance our reputation 

across the West of England 

Housing Market Area.  

 

Develop a plan to achieve CQC registration, to include, 

systems, policies and procedures required. Review 

staff training requirements and develop a plan to 

provide training required.  

Implement plan, seek and achieve accreditation. 

 

February 

2013 

October 

2013 

DCS 

Review existing accreditations and determine which 

offer clear business advantage. Take action to ensure 

those are maintained consider withdrawing from those 

which are not adding value.   

March 

2013 

June 

2013 

DCS 

Develop innovative services that achieve local and 

national recognition. Publicise examples of excellent 

service delivery, achievement of awards, etc.  

October 

2012 

Review 

annually 

in 

October  

DCS 

Establish targets and performance indicators for 

customer satisfaction that measure performance and 

demonstrate the value we add for customers. 

January 

2013 

March 

2013 

DCS 
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Establish current net promoter scores for care and 

support services.  

February 

2013 

April 

2013 

DCS 

Develop target NPSs to increase referrals and 

contribute to growth targets. Develop and implement 

measures to achieve the targets. Develop and 

implement a system to monitor performance.   

March 

2013 

April 

2013 

DCS 

Review paperwork systems to improve efficiency, avoid 

duplication and save time. 

April 

2013 

June 

2013 

DCS 

Improve mobile working arrangements. April 

2013 

April 

2015 

DCS 

Achieve savings for our customers through 

procurement of ‘call centre’ and 24 hour security 

service.   

October 

2012 

July 

2013 

DCS 

 

 

 


