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Abstract
The aim of this project is to define abuse and to establish the ways managers can prevent abuse in health and social care sector, giving case example of bad management resulting in abuse and poor quality of service.
Managers have the main role in any organisation as they lead and direct every member of that organisation, in order to do that they need to plan and organise and make sure they build a good relationship with staff and service users. This project analyses and evaluates they manager’s role and they way they must act in order to push an organisation towards its goals. You can also find recommendations for managers in health and social care regarding how building up a good relationship and planning can help them to keep everything under control and prevent abuse.
The project then comes to a conclusion summarising that following policies and procedures, building up a good relationship with staff and service users, having a plan and good management behaviour will all contribute to preventing abuse in health and social care sector which also helps the organisation to provide high quality service. 
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Chapter one
Introduction 
Organisations are the main sources in each society and the managers have the main role in improving or destroy an organisation (ACAS, managing people, 2016), managers meant to push the organisations to the improvements and better service by looking at the past and present situation of the whole organisation and make the right decision for the future. Managers also responsible about making sure that everyone in their organisation are doing their role (ACAS, managing people, 2016). Management role can be exciting opportunity because of the responsibilities and the chance of learning too many new skills but on the other hand, it can be very difficult, as managers need to keep distinction between a friendship and working relationship as well as being friendly with everyone and motivate their team members (ACAS, managing people , 2016). Managers also need to make sure that they learn from previous mistakes, stop the errors in the organisations as much as possible. considering all the standards and ensuring valid and up to date training for all the staff and having affective communication, and make sure everyone’s safety considered, that’s how they also can prevent abuse in the system (Reason J., 2000). Sometimes things go wrong like the orchid view nursing home which followed by deaths of 19 people from poor care service and neglect which contributed to the death of the individuals whom were staying in the nursing home (CQC, 2014).
Things start going wrong from where people who get the job are not responsible or fit enough for what they are doing so they are not able to deliver good care and that is where the service user starts experiencing harm. In orchid view case, Care Quality Commission (CQC) did not satisfy its responsibility. Their responsibilities is to make sure the service users are safe and have high quality care and after they did receive reports, they did not take a strong enough action (BBC, 2013). 
The managers and the leaders are the closest people to the service users after carers but they did not take any action as it is clear in the Serious Case Reviews (SCR), the quality of the care was so poor and there were many cases of abuse and neglect in the orchid view nursing home. No one from inside or outside the organisation took a serious action against the staff before any harm happen to the service users (HampshireSab, 2014).
 Justification for research 
Abuse is mistreating someone by someone else or disrespecting a person’s human and civil rights which can happen anywhere - in a residential or nursing home or in workplace or hospital (Bedford Borough Council, 2017). Managers have an important role in preventing abuse and neglect, regardless of the environment’s context, managers are spending considerable amount of time to find the errors and how to rectifying them (College of Health Nursing Sciences, 1991). Because of the abuse cases that have happened in the past in the United Kingdom (UK) government been stricter and try to prevent them as much as possible but because of the amount of the people who are in care it is very unlikely to prevent it completely (CQC, 2014).
Therefore, the importance of this research is to identify the source of abuse and the recommendations to prevent it by managers in the care sector. This research is only looking at the elderlies in care homes and their service providers. There are some similar studies but this one is slightly different as its going to analyse some of the errors in the care system and recommend possible ways to prevent it from happening in the future. 

 Aims
The aims of this research is to develop the understanding of the abuse in service users and the role of service providers to develop the understanding of the importance of the management role in the care section and a recommendation for healthcare managers about how they can prevent any sort of abuse and neglect in their organisation.
Objectives 
The above aims are going to achieve by accomplishing the following research objectives:
· Describe care homes, the role of the manager and current policies in place.
· Examine peer reviewed journal articles related to serious cases of abuse and neglect.
· Conclude with best practice in preventing abuse and neglect.
· Give recommendations for improvements to health professionals, managers, welsh government, friends and families of service users.































Chapter two:   
Systematic search used to involve the studies using the online resources such as google and the online library of the named university and some related online journals, books and journal articles and care quality commission website to review the serious cases, and picked up the orchid view case which poor management made much harm for service users.  
Also an historic-logic method have been used to look at the previous researches and arguments to find out what caused the weakness in the management role in the case and what can be done to prevent it in the future.
While planning, the research have been done about some of the abuse cases in United Kingdom just to see which one is more related to the subject of the project. It also looked at the cases that an individual harmed in a care home and this harm could prevented by the manager of the organisation as the purpose of this project is to develop the understanding of the importance of the management role in care sector. Systematic review evaluate the information and summarize them, which is one of the best advantages of it (Gastroenterol, 2009) but sometimes full systematic reviews can be expensive so the researchers must considers time and the cost that they need to spend to do the projects (Snilstveit & Waddington, 2012).   
Data collection is a necessary key in any stage of any sort of study, which plans the resources and requirements of the project literatures and plans everything to get required information (Whitney et al, 1998). Regardless of the setting of the project, accurate data collection is one of the most important keys in any type of study because by having accurate data collection researcher can collect the right information for research project and pass it to the society rather than collecting and passing wrong information to others (Whitney  et al, 1998). 
Critical Appraisal Skills Programme (CASP) developed eight different questionnaire to evaluate the evidences that been found from different sources to make sure they are valuable enough for the study (CASP, History, 1993). In order to make sure all the data collected from right and accurate sources In this project, all of the materials collected from internet, journals, books and the library of university of wales trinity saint David, and the CASP questionnaires has been used to evaluate all the materials that have been used in the project to make sure all of the resources are decent and relevant in order the answer the question of the project. Using CASP’s questionnaire can helps to realise if the source that is used is the suitable source for the project so if it is not suitable source CASP will save a lot of time and money by not going through every single source. CASP got different checklist for different fields but it does not cover every field.
The CASP’s systematic review checklist is going to be use in this project in order to evaluate the resources of the information, the named questionnaire is related to the subject as it is mentioning the costs and harms and look into the population of the study (CASP, 2013) which makes it more useful for an abuse in care sector. Systematic review checklist also mention if the authors look at accurate papers so it helps to make sure, if that project worth looking at for peace of work which makes more relative than others CASP’s questionnaires for this project. The weakness of this checklist is the subject is very wide and general but the questions are specific, so as much as the checklist didn’t design for a specific subject there are some questions related to specific sector in this checklist however it is very useful and related to the subject of this project.
The systematic review checklist is addressing specific health sector related questions, which is very helpful for anyone who researching in health sector to identify, sort and analyse the relevant studies, which is, actually what systematic review means (CASP, 1993). 
A chart of timeline outlining the thematic process can be seen bellow. 
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Chapter three:
This chapter will analyse and evaluate management role and the ways it can prevent abuse in the care sector. It will concentrate on the three main themes that need to be followed by managers in order to protect service users from experiencing abuse within the organisation. Extensive research showed that the following factors have contributed the most in preventing abuse in care sector. These are: 
· Policies and procedures 
· Management planning 
· Management’s relationship with staff and service users
· Imitation 

Abuse within organisations can get out of control, however if these themes are followed correctly the abuse can be easily prevented. People that receive support from others are more likely to experience abuse and neglect, these people include older people or those suffering from learning disabilities these people are vulnerable and are less likely to be seen or heard or report the abuse. Some people suffer from communication difficulties, this would more likely expose them to the risk of being abused as they may not be able to inform people around them.  It is important to know that in some cases people may not be aware of being abuse or neglect (SCIE, 2015).  This is when management role comes in, it is for them to plan and prioritise in the work are so the above can be prevented. 


· Policies and Procedures 
Organisation leaders put in place policies and procedures that need to be followed by the staff for many different reasons. These policies and procedures are the essential part of any organisation as they provide guidelines for day-to-day operations. 
If all staff knew, understood and followed the procedures in place it would assist the organisation to run smoothly, it would increase chances of identifying and addressing any mistakes made and increase chances of organisation being able to achieve their goals and run more efficiently. When employees know what policies and procedures are in place they then know what they are responsible for, what expected of them and what they can expect from their leaders in turn this makes them more confident within their role. This is essential when it comes to caring for service users (Information commissioner's office, 2017).  
However, no policies or procedures would help an organisation if employees do not follow them. Employees do not always like to follow rules that are in place, however it is important for them to understand that these policies and procedures are in place for other reasons than just making them do what they don’t like to. In cases where procedures and policies are not, followed problems can arise. First if employees do not follow these rules it puts everything at risk. This includes organisation itself, its staff and most importantly service users. It makes it harder to identify risks such as abuse to service users. When the procedures are not followed, employees would not be safe and comfortable in their work place. If they are not comfortable in their work place they would not be able to provide care that it is expected from them, this again puts service users at a great risk (ICO, 2017). 
Part of some organisation rules and procedures include managers carrying out spot checks on employees in lower lever positions, such as carers and support workers, in order to ensure that they are following rules and procedures.  These spot checks are good practice as employees know that their management are ensuring polices and they follow procedures and any abuse can be easily spotted, this would maintain quality of service high and prevent abuse. 
· Management Planning 
All organisations need to make some serious decisions.  Management planning can be a long process that involves assessing goals within the organisation and putting realistic plan of action in place in order to meet those goals. The overall goal will have many different objectives and so on. One of these may be connected to the process of how to provide the best care for its users and identified when they are being abuse and how to prevent it. It is a long process. Any decision made needs to be communicated to those whom it affects. When good management is in place it will allow that organisation run smoothly, and maintain stable. It is impossible to predict the future events, however with good plan in place it is certainly easier, which means that when issues arise management can identify them and deal with them efficiently. Good plan will keep employees comfortable within their work environment and stable environment would mean better care for service users (Alexander, 2010). 
Without having a good plan organisation may not be able to identify possible risk and predict any future events. This could cause a complete chaos within organisation itself and its staff as it would not be a stable environment. When service users choose an organisation they base it on the service offered and other factors, without good planning these would always vary which would unlikely meet service users needs. If there is no set plan in place it is difficult to establish goals or how to get those, this would have a great effect on staff’s performance.  As an example, some organisations have monthly or weekly compliance goals to achieve. They can include reviewing service users’ records regularly and ensuring employees training is up to date. In order to make sure all of those are carried out in time there needs to be a good plan in place.  If these goals are not met, it means that management planning has not been efficient and needs to be improved. If these goals are met it means that employees has up to date training and service users records have been reviewed thoroughly for any indication of abuse or mistreatment (Jeseviciute, 2014). 
· Management’s relationship with staff and service users
Sustaining a strong relationship between management and other employees can be the key to successful organisation. When strong relationship between these is in place creates less conflict and more productivity. If management and other employees have a good relationship it provides with image of ambition and success.  When employees know each other, it is easier for them to work together as a team. 
Good relationship between managers, staff and service users is very important, it creates trust and motivates employees. When employees have good relationship with management they feel more comfortable to open up about any issues that they may have, either personal or work. These allow management to deal with those issues efficiently. Good relationship between management and service users would make service users feel more important. As well as that it would make service users more comfortable to express any concerns or/and worries that they have about quality of care that they are receiving.  There would be more chances for management to identify if their service users are being abused or mistreated if there is a good trusting relationship in place (Wael, 2015). 
If Management’s relationship with staff and service users is not so great miscommunication could easily happen this could result in poor care being provided and staff not knowing what needs to be done.  Bad relationship between management and staff could make work a burden for staff, this would mean lack of motivation and in turn poor quality of service. Poor relationship between management and service users could mean that service users are not receiving the best care.   This could be because service users may not feel as comfortable sharing their worries and concerns with management that they do not trust or have good relationship with. Good relationship between management and staff can prevent abuse in whatever form it may be. For example a service user has learning difficulties and is more difficult to understand but manager has built up good relationship with that client, they meet regularly and feel comfortable in front of each other. If this service user is being abused by staff this can be established by having a friendly conversation or a catch up with the manager in an appropriate way (Musselwhite, 2008).
· Imitation 
Management role is one that carrier great responsibilities. Managers need to lead the way for other staff. Therefore being a good example for staff is crucial in running a successful business. Good management style will affect staff in a good way and bring stress levels in the working environment down, which allows staff to work easier under pressure. Employees will imitate the way management acts as these. For example having regular one-to-ones with the staff will ensure that the employee’s needs are met and their opinions are listened to (Yukl, 1989). 
When mangers do not act appropriately and have lousy attitude to their work, the people that they are managing will act in the same way. If managers do not pay attention to their work and do not take it seriously staff will imitate that, as they will think it is a norm in the business. A good example for bad behaviour that can be mimicked by staff would be time keeping (Williams and et al, 2013). If management is always late, the staff that they are managing will not think that being late is a problem and will follow the footsteps of managers, as this is what they should do. Also bad record keeping and not paying enough attention to their job can have bad reflection on staff as any small mistake can put someone’s life in danger or expose to potential abuse. Therefore, the importance of managers role is crucial in any business as it will reflect on staff behaviour and overall success of the business and when it come to care organisation it is more important as people’s well being is at stake (Tansel & Gazioglu, 2013). 










Chapter Four 
Findings and gaps in the literature 
Vulnerable adults can experience abuse without even realising it, even thought some of them are not living alone and they are in public but still their voice not heard as they usually difficult to understand and so vulnerable (NHS, 2018). Abuse can get out of control but if managers plan and priorities everything in their organisation they can minimise the risk of abuse. Making staff understand of what their role and how policies and procedures work in that organisation is one of the most important keys in management job. If staff understood and followed policies and procedures, they know what is right and what is wrong so they do their best to achieve organisation goals and report every single mistake.
In order to push organisations towards their goals managers must have plan for their organisation and make sure staff are aware of plans and changes. When everything is planned for organisation, everything is in place and everyone know what they are doing and if there is any mistake people know how to deal with it and who to report it to. If every organisation have plan it is easier for them to go towards their goals, keep their standards and service quality high (Alexander, 2010).
It is easy and understandable to put the managers at the centre of the business and say that they are the driving force of it. There is a lot of literature about, how manager’s behaviour can affect staff and what managers need to do. However, it was noticeable that this literature lacked in expanding on who should lead those managers and how they should behave in the care sector. It is rather worrying that such important sector seems to lack in depth research. Understandably Care Inspectorate Wales (CIW) has guidelines and suggestions of what needs to be done by managers and they are regularly audited any organisation that provides care in wales frequently. However, there is lack of guidelines for managers advising of what their management style should be, I believe more literature is needed to define management framework in the care sector. Even thought every organisation has its own policies and procedures but managers need more support in order to lead an organisation on a daily basis, that why some organisations are supporting their managers by having a director which is someone who is more experienced in management and is able to provide support which is also based on their experience within the framework of company’s policies. 
The importance of manager role was clearly seen above. Good policies and procedures will lead the way for the managers to know what it is required of them. Management planning will allow establishing clear goals and having a route to follow it. Then the relationship between employees and their management comes into place. Having a good relationship is extremely important, as it will allow building trust with both staff and service users. Management always need to act their best, as staff will imitate them. All of this answers the question how managers can prevent abuse in health and social care sector (Information commissioner's office, 2017).
Recommendations
In order to manage an organisation, managers must fully understand policies and procedures of their organisation and therefore there should be regular trainings and reviews of those policies and procedures in every care organisations to make sure everyone is up to date with these policies.
Usually every care organisation gets inspected on a yearly basis, however once a year may not be enough and for that reason every company should have a director in order to keep everything in check and make sure managers are getting the support and training needed.
In many cases where abuse is involved, managers were not aware of the abuse and therefore could not prevent it, if managers have a good relationship with staff and clients, there is higher possibility of noticing the abuse. Managers should make sure they have regular contact with staff, which includes one to ones and supervisions and spot checks. Managers should also have regular contact with clients to build a report. Regular communication can help organisations to be aware of staffs and clients wellbeing and notice any issue straight away, which higher the quality of the care provided, but if they do not have enough communication they do not really know what is going on which is more likely to bring the quality of care down and put client’s life in danger. 
In order to lead an organisation towards its goals, managers should prioritise the importance of their goals, make plans towards them, and plan how to achieve them. However, it is important that they don’t forget to include the staff into the planning and hear their opinions out.in order for this to run smoothly there should be regular plan reviews in place for managers to ensure that the overall goal hasn’t changed or being forgotten. 
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