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QUALITY MANAGEMENT PRINCIPLES



1.0



The assurance of quality is fundamental to all activities carried out within Mayflower Care Home

at all employee levels. The principle of working in a systematic manner in

accordance with specific documented procedures and work instructions is established as

to eliminate errors, promote consistency, and enhance the quality of the services provided.

It is the responsibility of the Care Home Manager to implement the various policies,

procedures and records, in conjunction with appropriate Staff, and to ensure that such

procedures are understood and observed.



2.0



The Quality Management System is subject to on-going internal and external audit.

Managers monitor the system by means of internal Quality Audits. Audits are carried out

such that wherever possible no area being audited is the prime responsibility of the auditor.

The results of audits are recorded and any shortcomings or changes necessary are the

responsibility of the Care Home Manager to resolve. Where expenditure is required to

resolve shortcomings then this must be discussed with the Care Home Manager's line

manager if it is outside the Care Home Manager's approval limit.



3.0



Mayflower Care Home acknowledges that to lead and operate an organisation successfully, it is

necessary to direct and control Mayflower care Home in a systematic and transparent manner.

Success can result from implementing and maintaining a management system that is

designed to continually improve performance white addressing the needs of all interested

parties. Managing an organisation encompasses quality management amongst other

management disciplines.



3.0



Mayflower care Home seeks to "continuously improve" services to Residents and others and to

ensure that standards continuously improve:
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Mayflower care Home is focused on the

following Quality Management Principles

Customer Focus

Organisations depend on their customers and therefore should understand current and

future customer needs, should meet customer requirements and strive to exceed

customer expectations.



Leadership

Leaders establish unity of purpose and direction of the organisation. They should create

and maintain the internal environment in which people can become fully involved in

achieving the organisation's objectives.



Involvement of people

People at all levels are the essence of the organisation and their full involvement enables

their abilities to be used for the organisation's benefit.



Process approach

A desired result is achieved more efficiently when activities and related resources are

managed as a process.



System approach to management

Identifying, understanding and managing related processes as a system contributes to

the organisations effectiveness and efficiency in achieving its objectives.



Continual improvement

Continual improvement of the organisation's overall performance is a permanent

objective of the organisation.
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QA-PR-01



1.0



QUALITY MANAGEMENT SYSTEM



PURPOSE



1.0

It is Mayflower care Home’s policy to operate within a comprehensive Quality Management System

(QMS) framework and through Quality Assurance continuously improve services to Residents.

The QMS is comprehensive, written and subject to constant review with a major review

annually.

2.0



2.1



RESPONSIBILITIES



Responsible Individual is responsible for ensuring that there is a "Quality Culture" encouraged



throughout Mayflower Care Home and that the system is resourced appropriately. The Responsible

Individual also participates actively in the process of management review.

2.2



Registered Manager is responsible for the QMS, for producing procedures, forms and record,



for controlling documentation and for ensuring that the audit programme is implemented

correctly.



2.3



Responsible Indicidual is responsible for ensuring that Quality Care continuously improves



across Mayflower Care Home’s activities



2.4



Responsible Individual is responsible for ensuring that an Audit Programme is prepared and



implemented in Mayflower Care Home and to confirm that any necessary Corrective Action is

taken in a timely manner.



2.5



Registered Manager is responsible for conducting Internal Audits in the Care Home in



compliance with the planned programme and for implementing Corrective Action where

necessary. The Care Home Manager may delegate Internal Auditing to other competent

Staff Members who have completed Audit Training.

3.0



PROCEDURE



3.1



Registered Manager shall arrange the development of and publishing of a comprehensive

Quality Manual that meets current best practice, statutory requirements.



3.2



The Registered Manual will constantly be under review and revised or new documents issued as

per the Document Control Procedure. There will be an annual major review and re-issue.



3.3



The Registered Manual will be published and controlled with only authorised current versions of

procedures, documents and forms in use



3.4



The Registered Manager will organise internal auditor training as needed to ensure the smooth

running of the system
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3.5



The Registered Manager will be Mayflower Care Home’s lead auditor



5.7



The Registered Manager will monitor audits and ensure that the system meets requirements



5.8



The Registered Manager will arrange Management Reviews of the QMS
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INTERNAL QUALITY AUDITING



QA-PR-02

1.0

PURPOSE



1.1



It is Mayflower care Home’s policy to audit the operation of the Quality Management System to

ensure compliance with all appropriate statutory requirements and company procedures.



2.0



2.1



RESPONSIBILITIES



Responsible Individual is responsible for ensuring that Quality Care continuously improves



across The Company's activities



2.2



Registered Manager is responsible for ensuring that an Audit Programme is prepared and



implemented in each Care Home and to confirm that any necessary Corrective Action is

taken in a timely manner.



2.2



Registered Manager is responsible for conducting Internal Audits in the Care Home in



compliance with the planned programme and for implementing Corrective Action where

necessary. The Care Home Manager may delegate Internal Auditing to other competent

Staff Members who have completed Audit Training.

3.0

REFERENCES



4.0



QA-FR-01



Internal Quality Audit Plan



QA-FR-02



Improvements to Quality Manual



DEFINITIONS



5.0

PROCEDURE



5. 1



At the end of each year an Internal Audit Programme for the incoming year is prepared by



the Care Home Manager QA-FR-01 (Internal Quality Audit Plan). A copy of the programme is

provided to the Responsible Individual;.

5.2



The Internal Audit Programme includes all aspects of the operation of the Care Home. The



programme allows for the entire Quality Management System to be audited in the Care

Home at least twice each year. The programme may be modified and updated as

considered necessary by the Care Home Manager.

5.3



The Care Home Manager, or the Staff Member delegated to conduct the Audit, uses a

Quality Audit Tool which records the basic questions to be answered. A copy of the
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completed Quality Audit Checklist is provided to the Responsible Individual.

5.4



The Auditor is not limited to seeking answers to the questions on the Tool but also

investigates other appropriate and relevant matters as they become apparent during the

course of the Audit. Other areas of the system may be examined as considered necessary.



5.5



The responses given to the Auditor's questions are noted on the Tool along with any

relevant observations, notes or comments. Any proposed corrective and preventive actions

are also recorded.



5.6



Where necessary an action plan is created and issued in accordance with the Corrective and

Preventive Action procedure. The Responsible Individual will confirm that Corrective Actions

have been completed as necessary within the appropriate timescale.



5.7



The Auditor identifies the need for follow-up audits and implements them as necessary to

confirm the required corrective actions have been completed.



5.8



Where the Responsible Individual considers it necessary, the Care Home Manager is requested

to modify and update the Internal Audit Programme to include the additional follow-up

Audits.



5.9



The Registered Manager reviews the results of all Internal Quality Audits from the Care Home.

The review is carried out in preparation for reporting to the Senior Management as part of

the Management Review function.
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QA-PR-03

1.0



PURPOSE



1.1



It is Mayflower care Home policy to take appropriate action to remove the causes of actual or



CORRECTIVE AND PREVENTIVE ACTION



potential nonconformities that may occur within the Quality Management System.

2.0



RESPONSIBILITIES



2.1



Operations Director has the responsibility to ensure that requests for Corrective and



Preventive Action are dealt with in accordance with this procedure.



2.2



Regional Managers have the responsibility to ensure that appropriate Corrective and



Preventive Action requests originating from the Care Homes in their region are dealt with in

accordance with this procedure.



2.3



Care Home Manager has the responsibility for the operation of this procedure in the Care



Centre.



2.4



Staff have a responsibility to be aware of the procedure to deal with problems or potential



problems in their particular area of endeavour and are encouraged to use the procedure to

improve the system.



3.0



PROCEDURE



3.1



A Staff Member who identifies an actual or potential problem with the operation or



documentation of the Quality Management System is required to report the matter to their

immediate Supervisor or the Care Home Manager. Where necessary the Care Home

Manager discusses the problem with the Responsible Individual.



3.2



When it is agreed that there is a problem or potential problem and that it could have a



significant effect on the Quality Management System, appropriate details of the situation

and the proposed corrective or preventive action are recorded in the Corrective Action Plan.



3.3



The Care Home Manager determines the action necessary to resolve the problem and



decides who is required to take the corrective or preventive action and the time by which

the action must be implemented.



3.5



On completion of the corrective or preventive action, the Care Home Manager confirms



that the required action has been successfully implemented and completes the action plan.
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