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Introduction 

Integrate (Preston and Chorley) Ltd supports people with learning difficulties and others 
in need to lead the life they would chose for themselves, developing key social and life 
skills, taking part in the community and developing and sustaining relationships.

Some 232 staff are employed across a number of project areas, largely within the 
Preston area, supporting people mainly in their own homes, providing a range of care 
packages from round the clock care to a number of hours per week to support with 
personal or domestic needs.

This is the 3rd review of the company which has been recognised as an Investor in People 
since November 2002.

Since the last review a new Chief Executive has been appointed, she is a long standing 
member of the leadership team with a wealth of experience in the field.

Of the 232 staff, 30 were selected for interview across the range of roles and 
responsibilities, representing 13%.  This was within the UKCES sample guidelines of 10 
to 18% for an organisation of this size. 

Outcome

Having carried out the assessment process in accordance with the guidelines provided 
for assessors by UK Commission for Employment and Skills, the Assessor was satisfied 
beyond any doubt that Integrate (Preston and Chorley) Ltd continues to meet the 
requirements of the Investors in People Standard. On behalf of Investors in People North 
of England the Assessor would like to congratulate Integrate (Preston and Chorley) Ltd
on this achievement.

As can be seen from the ‘topic map’ on page 8, the organisation demonstrated through 
naturally occurring evidence that there were a number of aspects of the broader 
framework where Integrate could be meeting the Standard at higher levels and these 
could form the basis of future benchmarking assessment against the broader framework. 

The areas highlighted in blue represent approximately 83 additional Evidence 
Requirements, which if assessed and met would put the organisation in the ‘Silver’ 
Recognition category.  An additional 76 Evidence requirements are needed to achieve 
Silver recognition.  These areas are those where there was a suggestion of evidence at 
Integrate and are by no means the whole picture, rather an illustration of naturally 
occurring evidence.  

An organisation can choose to ‘top up’ to Bronze, Silver or Gold recognition at any time 
within the three year period before the next review. If they choose not to have a ‘top up’ 
against the broader framework in the meantime, the next review for Integrate is due no 
later than November 2014

Objectives

Establish whether Integrate (Preston and Chorley)Ltd continues to meet all of the 
evidence requirements for the Investors in People Standard, with particular emphasis on 
Training and Development and Effective management of the people resource as set out 
below:



Investors in People Framework – Assessment Focus/Objectives

Assessment Focus Associated People issues Linkage to IIP Framework 
Topics 

Training and development

Change from NVQs to 
diplomas
Revised Common Induction 
Standards
Incorporating LDQ into CIS
Loss of/cuts to funding

Adapting to the changes 
between NVQ and Diploma 
– had an established 
training route for staff – how 
do staff feel about the 
effectiveness of the new 
training processes?
Do staff feel the CIS gives 
them a good grounding and 
basic training?
What do staff feel about the 
training pathways to suit the 
service users needs?
Do staff feel that the LDQ 
element is covered 
sufficiently in the CIS?
How well equipped and 
confident do team leaders 
and managers feel about 
signing people off against 
CIS?
What training have TL and 
Managers had in CIS? 
Do staff have a clear 
understanding of how to get 
through induction and how it 
fits with CIS and QCF?

Learning priorities are clear 
and linked to the business 
plan
Resources are made 
available for learning and 
development
The impact will be evaluated
There is equality of 
opportunity for training and 
development
Learning and development 
needs are met
Investment in learning can 
be quantified and impact 
can be demonstrated

Effective use of people 
resource

Eliminating use of external 
agency staff
Effective use of internal 
agency (relief) staff
Addressing client need 
rather than staff preference

How well equipped do 
managers/TLs feel in terms 
of ‘people management’ eg, 
managing absence, 
organising rotas, ensuring 
appropriately qualified staff 
are used to cover shifts?
How can managers reduce 
the need to employ external 
agency staff?
How can managers make 
best use of the internal 
agency staff?
How can managers ensure 
that internal agency/relief 
staff are effectively deployed 
according to client need 
rather than staff preference?

Managers are clear about 
the capabilities they need to 
lead manage and develop 
people
People know what their 
managers should be doing
Managers are effective and 
can describe how they lead 
manage and develop people
People are involved in 
planning
Ownership and 
responsibility is encouraged
people are involved in 
decision making
Evaluation results in 
improvements to people 
strategies and management



Executive Summary

One of the key strengths that stand out about the company is how values driven the staff 
are and how proud they are to see the affect their work has on the people they support, 
making small changes to people’s lives, enabling them to ‘lead the life they would chose 
for themselves’.  “I think what Integrate does and stands for is great, they’ve good, 
strong values here”  “this job is all about people’s values, they come out in the 
training and induction”  “as an organisation they are good to work for, the service 
users are at the heart of what we do and they care about the staff”   ”I’m really 
proud that we’re supporting our clients to live in the community, we’re changing 
people’s lives”

Staff feel that although the company has a ‘hierarchy’ in terms of a management 
structure, all staff are treated equally, that the senior team were accessible and supportive 
and that they would be just as comfortable talking to any of the senior team as their peers 
and team leaders.

The new Chief Executive is highly regarded and respected “she takes her time and 
thinks about things, she’s measured, doesn’t make knee jerk reactions, is strongly 
rooted in learning disabilities and has the welfare of the service users and her staff 
at the centre of everything”

Staff feel valued and appreciated, “fantastically so, I love it!” they get feedback from 
their team leaders and managers through supervisions, team meetings, observations, 
discussions and they get a lot of satisfaction from the reactions and achievements of their 
service users.  They have pride in their work and appreciate that the small milestones 
achieved by the service users represent huge success in terms of achieving 
independence and personal development.  “It’s the best thing I ever did going to work 
for the Woodhouse, you get such satisfaction from working with the service users, 
the support workers and the volunteers”  “sometimes a service user will say ‘thank 
you, I’ve had a really nice day’ and that makes it all worthwhile”  “just to get a smile 
from a service user makes you feel you are making a difference”

Managers are very clear about their responsibilities in terms of leading, managing and 
developing people and are measured against these attributes in their supervisions and 
appraisals,  “you need to be firm, fair, open minded, set boundaries, support and 
challenge your staff, be intuitive and good at building relationships”

Staff are proud of the success rates of New Focus, in terms of reduced re-offending, 
supporting personal growth and confidence and building appropriate relationships. “I’m 
really proud of Integrate, we’re well regarded and rightly so”  “staff get to meet the 
service users a few times before they get to read about them, it helps to stop them 
making judgements or assumptions about them before they have a chance to get to 
know them”  “it’s better getting to know them before you read about them, some of 
them have had very troubled lives”  “we have some fantastic achievements with the 
service users”

There’s a drive to be more ‘joined up’ as an organisation, all the parts of the organisation 
have an impact on the others, whether that’s working together within the ‘streams’ and 
having ‘cross house’ activities and functions or the social enterprises working together.  



“We’re all working to the same goals, to support the service users, for example in the 
ICE projects, all four teams meet together, they’re starting to say ‘if we make 
this...the charity shop can sell it’.....if we all work together we all benefit and that 
benefits the service users”  “it’s good to connect with the other projects in the 
social enterprise, working together”

Staff feel that training and development is appropriate and client focussed and they 
appreciate the ‘blended learning’ approach.

Communications were described as good, though there is always room for improvement, 
but staff talked about team meetings, handovers, bulletins, the ‘Integrator’ newsletter and 
notice boards being used to get information over to staff.  There could be improvements in 
terms of IT in the houses, where some of the equipment is outdated to enable email 
communications.

Areas to look into:

End of Life Care/Liverpool pathway training for staff working on the Elders service might 
help staff to support service users who need palliative care.  The local hospice provides 
training and advice for organisations caring for people who are in need of palliative care 
as may the local PCT.  Preston College also offer a qualification in Palliative Care if there 
are staff interested in pursuing formal training and certification.

Where there are issues with IT in some of the houses, consider ways of enhancing flow of 
communication.  Email links with all the core houses would reduce the need and cost of 
printing newsletters, bulletins etc and would ensure that information gets out to the 
houses promptly.

Consider a ‘what can you do outside work?’ skills audit of staff talents and skills beyond 
the job they are currently doing.  There are staff from a wide variety of backgrounds from 
fork lift truck drivers to chiropodists, auditors and counsellors and many other disciplines 
who may be able to support other strands of the service or share their knowledge and 
expertise.

As the organisation tries to reduce the use of external agency staff, perhaps it is worth 
considering running training sessions purely for the internal agency staff or offering more 
service user ‘inductions’ to give them and the service users opportunities to get to know 
each other and work across a broader range of services if needed.

Findings against the Objectives

Training and development

Most staff have not had experience of the new training route, either because they have 
already had their training at the appropriate levels in the past or are yet to commence 
training under the new framework.  

There is some confusion still over the changes in training and development provision but 
most people on or about to commence the new routes seem to have grasped the concept 
of the Common Induction Standards (CIS) and the Qualifications Credit Framework (QCF) 
and the team leaders and staff who have gone through the e-learning system find it to be 



much more ‘user friendly’ in terms of demonstrating competence and understanding than 
the workbook approach and much clearer in terms of language and somewhat quicker to 
complete than the NVQ process.    “having the support from L on the e-learning 
package really helped, we talked through the answers and why they were right and 
when L was satisfied that I understood it she signed it off ”  “we talked about the 
QCF at my last supervision and I’m going to do my diploma”

Some staff are confused about the next ‘level’ of qualification they can do, whether they 
can do an NVQ level 3 or not when they have their level 2 and if not, what is the route to 
level 3 diploma.  With all the acronyms related to training and development in the sector, 
some clarification of what’s current and what’s not would be useful – staff don’t know their 
NVQs from their QCF and where CIS fits in.

Managers supporting staff through the e-learning system felt that their training with LWDP 
and support from the Training Manager has given them the confidence to manage the 
process.  They are feeling confident about the discussion, observation and sign off 
elements of the process and are assertive enough not to sign people off unless they are 
fully confident of their competence.   “I find the language and approach more easy to 
understand, it’s clear, easy to use and saves time”  “there’s been a huge change in 
training and development, some due to lack of funding, some due to changes in 
qualifications, it was very much a case of a set of courses that everyone followed, 
we’ve had a move to a blended approach with e-learning, peer support and mentoring.  
Team leaders are role modelling for senior support workers and there’s been a new 
learning curve for supervisors and team leaders in supporting staff with e-learning 
and checking out understanding through supervisions and discussions. We’re all 
learning somewhere along the line”  “the manager’s role is to support staff, listen to 
them, help them to problem solve, be a role model for them, coaching them”

Staff feel appropriately trained and that training pathways to support the service users 
needs rather than a ’blanket’ approach is much the better way to train – “they train us in 
what we need to know and do”   The Learning disability sessions factored into the 2 week 
induction programme works well and staff know that can have refresher training on any 
element of induction they want.

In general terms staff appreciate the training that is regularly available and the 
encouragement to develop that runs through the organisation  “I’ve been here now for 
xx years, I’ve had lots of opportunities to develop, I’ve been very lucky, had good 
management support and feel very much valued, the management team are stable and 
I’ve learned a lot from them”

Effective use of people resource

Managers and team leaders are organising their rotas and talked about having teams of 
staff consisting of contracted permanent and ‘relief’ staff who will be factored into the rota, 
then internal agency staff who, along with any of the contracted staff, might pick up extra 
shifts/overtime.  The key factor in allocating staff to rotas is the service user who is  being 
supported and his or her needs and preferences.  Staff will not be allocated to a service 
user’s team if they have not had the appropriate service user ‘induction’. 

Managers and team leaders are much more aware of the requirement to reduce the need 
for external agency staff. Managers say they rarely use external agency workers and 
where they do, it is usually about the service user’s preference where a good relationship 



has become established.  The challenge is in effect perhaps to try to ‘wean off’ by 
introducing internal relief staff to support service users or to persuade agency staff to 
accept a contract with the company.  Agency staff (like all staff) tend to be ‘matched’ with 
service users and there was a hint that some agency staff might decline to work with 
‘difficult’ or more challenging service users. Perhaps more internal staff could be 
encouraged to do more ‘service user’s inductions’ to enable them to be used where 
needed.

Perhaps a working group could look at the statistics of the use of internal/external agency 
staff, overtime etc to get a baseline to work from which could inform a strategy for 
reducing the use of external staff and provide a picture of where there might be 
development needs or opportunities for staff in terms of service user induction.

“the internal relief staff need to be very experienced because they’re working 
across the service”  “we need to increase the numbers of internal agency staff to be 
able to cover”  “each area had relief workers before, we’re working towards that 
again”  “it’s person centred, service user need led, each team has ‘flexi’ staff who can 
cover where needed, we’re moving towards having a team supporting an individual 
service user with contracted staff and a list of relief staff who can cover for that 
service user where needed”



Investors in People Topic Map
Business 
Strategy

Learning & 
Development 

Strategy

People 
Management 

Strategy

Leadership & 
Management 

Strategy

Management 
Effectiveness

Recognition
& Reward

Involvement 
& 

Empower

Learning & 
Development

Performance 
Measurement

Continuous 
Improvement

The Standard - Top Managers should make sure (and their people should confirm) that:
Organisation has 
vision/purpose
strategy and plan

People involved in 
the planning

Rep.groups 
(where app.) are 
consulted when 
developing plans

Learning priorities
are clear and 
linked to the plan

Resources for
learning and
development are
made available

The impact will
be evaluated

People are
encouraged to
contribute ideas

There is equality
of opportunity for
development
and support

Managers are 
clear about the 
capabilities
they need to lead,
manage and
develop people

People know what
effective 
managers
should be doing

Managers are
effective and 
can describe 
how they lead, 
manage and 
develop their 
people

People believe
they make
a difference

People believe
their contribution
is valued

Ownership and
responsibility
are encouraged

People are 
Involved in 
decision-making

People’s learning 
and development
needs are met

Investment in
learning can
be quantified

Impact can be
demonstrated

Evaluation 
results
in improvements
to people 
strategies and 
management

Your  Choice - Top Managers should make sure (and their people should confirm) that:

Clear core values
relate to vision
and strategy

Key performance
indicators are
used to improve
performance

Social 
responsibility
is taken into 
account in the 
strategy

People and
stakeholders
are involved
in strategy
development

The learning and
development
strategy builds
capability

Plans take 
account of 
learning styles

People help make
decisions about
their own learning

Learning and
development is
innovative and
flexible

There is a culture 
of continuous 
learning

The recruitment
process is fair,
efficient and
effective

A diverse, 
talented
workforce is 
created

A work-life 
balance strategy 
meets the needs 
of its people

Constructive
feedback is 
valued

The structure
makes the most
of people’s 
talents

Leadership and
management
capabilities for 
now and the future 
are defined

Managers are
helped to acquire
these capabilities

Leadership and
management
strategy link to
business strategy,
taking account
of external
good practice

Everyone is
encouraged to
develop 
leadership
capabilities

Managers are
role models
of leadership,
teamwork and
knowledge 
sharing

Coaching is part
of the culture

People are
helped to 
develop their 
careers

There is a 
culture of
openness and 
trust

Reward and
recognition
strategies link to
business 
strategy
and are 
externally
benchmarked

Representative
groups are
consulted 
(where
appropriate)

What motivates
people is
understood

Success is
Celebrated

Benefits strategy
goes beyond 
legal
requirements

Colleagues’
achievements
are recognised

Effective
consultation and
involvement is
part of culture

People are
supported and
trusted to make 
decisions

Knowledge and 
information are 
shared

People committed
to success

There is culture of 
continuous
improvement

People can
challenge the
way things work

There is a sense
of ownership and 
pride in working 
for the 
organisation

Learning and
development
resources are
used effectively

Learning is an
everyday activity

Innovative and
flexible 
approaches
to learning and
development
are used

People are given
the opportunity
to achieve their
full potential

All learning is 
valued/celebrated 
and is an everyday 
activity

Mentoring  is used

Personal
development
is supported

The contribution of 
people strategies 
is measured and
evaluated

Impact on key
performance
indicators can
be described

Performance
improves as
a result

Career prospects
Improve

Flexible and
effective
approaches to
measuring return 
on investment
are used

ROI in people is
reported to
stakeholders

Self review
and information
from external
review are used

Effective 
feedback
methods are 
used to 
understand
people's views
on how they
are managed

Internal and 
external
benchmarking
are used

People’s views
on how they are
managed 
improves

People believe
it’s a great place
to work

Red, not met,- Amber -met with development recommended, Green,  - met – Blue Untested but suggestion of evidence observed   



Continuous Improvement Plan

Integrate (Preston and Chorley) Ltd

Business Issue Suggested Action Potential Benefits Suggested
Timescale

Potential Solutions / 
Support Available

Elderly Look into training and 
development around End of 
Life Care/Liverpool Pathway 
for staff supporting Elderly 
service users

Even better care of service 
users in the Elderly service, 
helping to ensure they can stay 
in their own homes until they 
pass away supported by 
appropriately trained support 
workers.

Autumn/Winter
2012

Local Hospice or PCT can 
offer training, also look at Gold 
Standard Framework for ideas 
and good practice

IT Review resources and work 
towards all core houses having 
appropriate equipment and 
access to internet to enable 
smoother/faster 
communications between HQ 
and the other parts of the 
organisation

Better communications, faster 
responses, email/intranet 
potential, reduced cost of 
printing newsletters, policy 
updates, messages, notes and 
paperwork, reduced postage 
costs.  

Spring 2012

More effective use of people 
resources

Skills audit – ask staff what 
they can do outside of their 
current roles and what they 
might be prepared to bring to 
the table to develop the 
business

greater staff satisfaction/feeling 
valued, discover a range of 
talents within the company that 
can be used to good effect –
for the business or the service 
users benefits

Spring/Summer
2012

Assessor/i-dg, can provide 
examples of skills audits

Agency workers Review use of external 
workers and analyse 
cost/benefits of using them.  
Continue to offer contracts to 
those who may be interested. 

Cost savings Spring/Summer 
2012

Get internal working party of 
staff with expertise or 
experience in the field to work 
together to develop a solution.



Beyond the Standard
Recognition – Top Up

The organisation might like to 
consider surveying the staff or 
completing a self assessment 
to ascertain a more accurate 
picture.  

Potential for recognition as a 
silver or Gold Investor in 
People, recognising publicly 
the excellent work the 
company does

Any time in the 
next three 
years

Discuss with Assessor



Conclusion

Congratulations to Integrate on another successful review and on demonstrating 
informally so many aspects of the broader framework.  Thank you to all the staff who 
participated in the interviews and to Alison and Andy for organising the days and looking
after me, it was a great experience being with such committed and enthusiastic staff.  I 
look forward to working with you again.

And finally: one or two of the many ‘quotes of the week’:

“what I like about Integrate, is whoever you talk to from the Chief Exec down, they 
treat you as equals, I can’t praise the management enough, they’re great, really 
helpful.  It’s always a challenge but I’m able to cope, I feel confident and trusted to 
get on with things and encouraged to throw my ideas into meetings.  I’m from an 
industry background and always been a caring person but I never thought I’d be 
taken seriously in care work – I absolutely love the job here, I feel released, I kept 
it all bottled up for years it’s a great job”

“what’s kept me here for x years is the way the company support the staff, 
everybody’s got a voice and everyone is listened to”

Katharine Simpson

Investors in People Assessor:

18 November 2011

Contact Details:


