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Hearing the voices of people experiencing care
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Moving from ‘enforcer’ 
to ‘enabler’

More proportionality in 
better performing services

Much greater focus on 
people’s outcomes

Clear role in supporting 

improvement

New complaints 
handling process

Shorter inspection 
reports

Greater emphasis on 
self-evaluation

Significant strengthening 
of CI quality assurance

Modernising our regulatory approach 2014 - 2017
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Developing and testing the quality frameworks

Pathfinder approach for care homes 

for older people

Wide consultation

Staff 

People experiencing care

Providers
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Developing and testing the quality frameworks

60 tests from November 2017 – April 2018

Extensive evaluation of the tests

Public consultation

Refinements and changes throughout the tests
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Key questions and quality indicators
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Agree 90.3%

Disagree 9.7%

The Quality Frameworks are supporting a focus on people’s 
experiences and helping improve outcomes for people 

experiencing care

agree

Disagree

177 care 

providers 

contributed 

their views

Reviewing the Frameworks
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Strongly Agree 33%

Agree 65%

The quality framework helps me 
evaluate my own service

Strongly Agree

Agree

Disagree

Strongly Disagree

Reviewing the Frameworks
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Self-evaluation questions
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The self-evaluation process

Question 1 - How are we doing?

Deciding what you want to 
know?

Parameters, questions, 
standards / expectations

Measurable Accessible Feedback
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Question 2 – How do we know?

Self-
evaluation of 

key areas 

Quality 
assurance 

activities e.g. 
Audits

Questionnaires

participation/

involvement 
activities

Benchmarking 
from the Quality 

Framework

How are we doing?

How do we know?

What are we going 
to do next?
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Getting feedback

➢ People who use the service

➢ Families, friends and carers 
➢ Staff (all levels and roles)
➢ External professionals 

➢ Other stakeholders

➢ Talking to people

➢ Service events
➢ Focus groups
➢ Relatives/service user/staff 

meetings
➢ Questionnaires 
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Question 3 - What are we going to do now?

What did you 
learn from 

answering the first 
two questions?

What is people's 
experience? 

(including 
relatives, staff, 
stakeholders)

What's going 
well?

What needs to 
improve?
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Build a range of options for how we can expand the use of self-evaluation 
including specific focussed self-evaluation tools (restrictive practices, 
meaningful engagement, safe staffing).

Support a further shift toward “risk-based” scrutiny and assurance activities 
that allows us to deploy limited resources more strategically.

Get to a position where all providers are engaged in self-evaluation and 
improvement planning as a routine part of their management of services.

Self-evaluation 

We plan to:
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Thank you.

Questions?
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