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1. Introduction 

1.1  Following a safeguarding serious case review, a report was submitted to the Policy 
Development and Decisions Group on 28th November 2016 where the 
recommendation was approved for the Local Authority commissioners to work with 
elected Members, Healthwatch, care home providers, residents, their families and 
carers to develop a residents’ charter. 

1.2  This briefing provides an update on the Torbay Care Homes Residents Charter.   

2. Background  
 
2.1 In 2017, Torbay Council and Torbay Culture commissioned Encounters who are a 

group of professional artists to explore what good care looks like in Torbay 
residential care homes and to develop a Charter of Rights with residents. 

 
2.2 Artists from Encounters conducted creative consultations in ten residential care 

homes across Torbay. They spoke with over 180 residents, friends, carers, family 
members, staff and health workers to find out what they thought good care looks 
like and co-design the charter. 

2.3 An important part of the creative consultation process was bringing people together 
and nurturing connections between them. The Charter itself continues to do this 
through a pack of cards (see appendix 2) which includes a series of activities that 
can be done alone and together.    
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2.4 The Charter is made up of ten principles, or rights listed below and are drawn from 
all of the responses gathered during the creative consultation:  

 Purpose and Meaning 

 Community and Belonging 

 Nature and Environment 

 Health and Wellbeing 

 Freedom 

 Care 

 Identity 

 Learning 

 Respect 

 Relationships.   
 

3. Next Steps 
 

3.1. As part of the BCF funded Care Home Leadership initiative, a reference group of 
care home providers, Torbay Council, South Devon and Torbay CCG, Rowcroft and 
TSDFT will pilot the Charter in 20 care homes in May 2018. Homes will be 
expected to use the Charter cards to develop personal care, support and activity 
plans with residents and in staff development and training and to develop and share 
their expectation of good care with residents, carers, relatives. 

 
3.2. The homes piloting the charter will be reviewed in November 2018. Peer reviews 

(by other homes taking part in the leadership initiative) will be conducted against 
the criteria listed in Appendix 1. Healthwatch will also review the homes with 
residents, relatives, carers and staff to assess how adoption of the charter has 
improved personal outcomes against the 10 Charter priorities listed at 2.4. The 
review will also take account of the Quality Assurance and Information Team 
(QAIT) information and service improvement plans where appropriate and any CQC 
reports during the period. 
 

3.3. A kite mark will be developed and will be awarded to homes who can demonstrate 
they meet the criteria. If the results of the review are positive further homes will be 
invited to take part and a full evaluation of the Charter development, 
implementation and learning will take place in April 2019.  

4. Recommendation  
 
4.1 That the Elected Mayor agree to a public launch of the Torbay Residents Charter.  
 
 
 
Appendices:  
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Appendix 1  

Table 1 Care Quality Commission five key questions: informing and supporting Making 
Safeguarding Personal for providers and commissioners  



Well led  Caring  Effective  Safe  Responsive  

Examples from ‘outstanding’ provider organisations in Health and Social Care that make safeguarding personal 

under each of the five questions  

 
Managers carry out 

audits to monitor care 

quality including 

speaking to individuals 

and analyses information 

to identify trends and 

patterns to improve 

service and prevent 

future incidents  

relatives are welcome  

staff felt appreciated/ 

supported for the work 

they did  

open, reflective 

management style 

provides strong values-

based leadership to staff 

team.  

 
Service has a strong, 

visible person centred 

culture and is extremely 

good at helping people to 

express views so things 

are understood from their 

point of view, and uses 

creative ways to make 

sure that communication 

is accessible and tailored 

to people’s needs  

“we observe all the time; 

look at residents, at staff 

interacting with them. 

We know if something is 

wrong and address it 

immediately”.  

 
staff supervision is 

positive and staff are able 

to share views or 

concerns  

people’s wishes are 

followed in respect of 

care and treatment  

staff notice changes in 

health needs of 

individuals so that timely 

action can be taken  

innovative staff training 

and development makes 

sure they put learning 

into practice to deliver 

outstanding care.  

 
transparent and open 

culture encouraging 

creative thinking in 

relation to people’s safety  

risks to people’s personal 

safety were assessed and 

plans in place minimise 

risks and support people 

to maintain freedom and 

choice  

service uses imaginative 

and innovative ways to 

manage risk and keep 

people safe while making 

sure they have a full and 

meaningful life.  

 
people know how to raise 

concerns. These are dealt 

with quickly and 

effectively  

service develops to 

ensure people are 

provided with 

personalised care to 

improve wellbeing  

staff find individual ways 

of involving people so 

that they feel consulted, 

empowered, listened to 

and valued.  

 

What evidence would a commissioner look for?  

 
open and transparent 

communication among 

staff team and 

management  

evidence that feedback is 

acted upon: eg. annual 

survey influences 

development plans; 

trends/patterns from 

information/ audit lead to 

service development  

people using services are 

included in audits to 

monitor quality of care.  

 
aware of responsibilities 

in context of MCA  

individualised care and 

support  

a range of 

communication methods 

used to ensure people can 

express their wishes, 

including advocacy  

people encouraged to 

report any issues to 

staff/managers so that 

these can be addressed.  

 
staff receive support and 

supervision, which 

allows expression of 

concerns  

staff understand the 

principles of the MCA 

and of safeguarding 

adults  

staff understand the risks 

people live with and 

actions required to 

minimise these  

people are involved in 

care planning and 

consent to support 

provided  

Care and health is 

monitored and changes 

result in referral to GP.  

 
personalised and positive 

approaches to risk in 

place  

care plans balance 

wellbeing and safety  

the service actively seeks 

out new technology and 

solutions to make sure 

that people have as few 

restrictions possible.  

 
clear recorded evidence 

of responsiveness to 

concerns/ complaints in 

developing the service  

complaints and the 

outcomes are shared with 

staff to help reflect on 

practice and learn 

lessons. 
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