TOP MARKS FOR HAMILTON

The Scottish Commission for the Regulation of Care regulates

and inspects all adult, child and independent healthcare services

in Scotland. For Newcross, because our branches are all assessed

as low risk, inspections take place every two years and services are
graded on a scale of 1 to 6, where 6 is Excellent and 1 is Unsatisfactory.
The results of these rigorous inspections are very important as they
provide an independent guide to the overall quality of services provided.

After recent inspections at our Hamilton and Edinburgh branches, Newcross was
awarded grades 5 (Very Good) across the board in Hamilton. Edinburgh has been
awarded four grade 6’s! (Excellent) and one grade 5 for their respective performance.
“These are fantastic results,” said Michelle Pattrick, Managing Director. “It’s very rare
that any organisation gets grades over 3 or 4, and getting a 6 is almost unheard of!
We understand that these were the highest grades the inspectors have ever given,

and we’re the only organisation in Scotland with multiple branches to score so highly.”

Inspections involve a detailed assessment of performance covering quality of
information, quality of care and support, quality of staff, and quality of management
and leadership. Every part of the assessment has to be substantiated by tangible
evidence of performance. Michelle continued:

“WELL DONE TO EVERYONE AT HAMILTON AND
EDINBURGH FOR THESE OUTSTANDING RESULTS.
THESE INSPECTIONS PROVIDE INDEPENDENT
PROOF OF OUR TOTAL COMMITMENT TO ACHIEVING
THE HIGHEST QUALITY STANDARDS POSSIBLE.”

The Care Quality Commission (CQC)

has now replaced the Commission for
Social Care Inspection (CSCI) as the
independent regulator of health and
social care in England. The CQC
regularly inspects and assesses the
quality of care services within the NHS,
local authorities, voluntary organisations
and private companies like Newcross.
In the past, all our branches have
achieved high ratings from the CSCI,
and we’re now delighted that our Truro
office has been given the highest CQC
award of Three Stars (Excellent) under
the new rating system.

Over the years, Newcross has
built an enviable reputation
for quality. This is reflected
not only in the calibre of our
nursing and healthcare staff,
but also in our operational
procedures and high standards
of customer service. It’s the
combination of all these
factors that enables us to
add real value for our clients.

Commenting on the award, Newcross
Managing Director, Michelle Pattrick
said, “The CQC assessment is the quality
benchmark for our industry and looks

at performance across every area of the
business. Achieving a Three Star rating
is recognition of our commitment to
being the best at what we do and
reinforces the business-wide importance
we place on delivering a quality service.
Our clients, which include organisations
like BUPA, share our high standards and
understand the value this approach can
bring to their operations.”

CAPABILITY SCOTLAND
CHOOSE NEWCROSS

Capability Scotland provides flexible
services to children, young people
and adults with a range of disabilities
and their families and carers.

Until recently, Newcross has provided
Capability Scotland with high quality nursing
and healthcare support on an ad-hoc
basis. In February, however, following

a supplier review and consolidation, we
were appointed as one of a small number
of preferred suppliers.

The contract, which involves providing
support to Capability Scotland’s Small
Units and Supported Living Services,
marks a significant success for Newcross
and underlines our position as an
industry leader.

“It’'s an exciting opportunity for us,”said
Newcross Chairman, Stephen Pattrick.
“Capability Scotland recognises the quality
of our services and our value-added
proposition. We look forward to being
able to offer our staff an interesting variety
of specialist work, and to developing our
existing relationship with this highly
respected organisation.”

We use technology to help our people
work smarter, such as the online booking
systems or our use of digital pens. Work
has now begun to replace all our phone
systems across the UK with a single, more
powerful system. This will better connect
all of our recruitment centres and improve
our ability to respond to customers and
staff quickly and efficiently.

The new system integrates all our phone
calls, email and Internet, with plenty of
room for future expansion. In the unlikely
event that you have any problems
contacting us while the new system is
being installed and tested, please send us
an email with all the details and we’ll try
to put things right.

techsupport@newcrosshealthcare.com

AT HOME WITH CARE

For some time now, the Government has been championing the provision of greater

choice for patients in how they receive their health care. More emphasis has
subsequently been placed on creating individually tailored personal programmes
that can be delivered in the home, as well as in residential care.

In response to the increasing demand for
home-based care, Newcross is investing in
the further development of its domiciliary
care services and has recently appointed
Karen Wilkinson as Head of Home Care
and Supported Living Services.

Karen joined Newcross in November last
year and has over 25 years experience in
the social care industry, managing complex
services for children and adults with
physical and learning difficulties. She has
worked for both Somerset County Council
and companies in the private sector, and
brings with her an invaluable understanding
of the market.

“I'M VERY MUCH A PEOPLE PERSON AND ENJOY THE CHALLENGES THAT
COME WITH THIS KIND OF WORK. AN IMPORTANT PART OF MY ROLE IS IN
BUILDING RELATIONSHIPS — LISTENING TO PEOPLE’S NEEDS AND THEN
MAKING SURE WE HAVE THE RIGHT SERVICES IN PLACE TO DELIVER.”

We’re pleased to announce that
Homecare Assistant, Donna
Rowe from our Torquay branch
is the 2009 national winner of
the Newcross Healthcare in
Excellence Awards. Donna was
a very worthy winner of the
£500 prize, and was presented
with her award by Managing
Director, Michelle Pattrick.

The awards were made on the basis

of feedback received from clients after
placements, comments from colleagues,
and overall attitude and commitment.
Staff are scored by clients out of ten for
their punctuality, professionalism,
appearance, efficiency and willingness.
Any additional comments are also taken
into consideration. The results of all the
feedback are collated at Head Office and
applied to the staff database where ratings
are averaged to give a percentage score.

The company average score over a 12
month period is around 82%. However,
Donna scored an incredible 98%. Michelle
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Pattrick commented, “It’s an amazing
score. There was only one client who didn’t
award Donna 10 out of 10. The feedback
she received from her colleagues was just
as positive. Donna has a responsible job
that she takes very seriously. On many
occasions she will be the only person her
patients see all day, so her cheerfulness
and kindness really makes a difference.”

“As well as coping brilliantly with the
demands of her own role, Donna also
takes time to mentor new staff, and is
totally committed to her work, taking

Karen said “My experience of partnership
working across the NHS, Social Services
and Primary Care Trusts is a real benefit
too, and will help ensure our care provision
is developed to meet the precise needs

of the market. Newcross has a fantastic
reputation in the healthcare sector and
already has the quality systems in place

to support the highest standards of
domiciliary care.”

Newcross Chairman, Stephen Pattrick
commented, “Karen has only been
with us for a short time but has already
made a very positive impact. Her work
in developing our domiciliary care
services in the South West and beyond
is crucial to successfully meeting the
increased demand in this specialist
area, and we have absolute confidence
in her capabilities.”

DONNA WINS AWARD FOR EXCELLENCE

on assignments at short notice to support
her colleagues. She is a model member
of our team who enjoys exceptional
relationships with all her clients.”

Donna was thrilled to receive the award,
and said that the best part of her job
was helping give her patients greater
independence and improving the quality
of their and their families’ home lives.
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