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[bookmark: _30j0zll]Introduction
In order to complete this assignment I had play the role of a manager in a home care organization. Home care organizations are the care providing organizations that takes care of peoples on behalf of their family members. Basically, the home care organizations belong to the health care and social services sector as they take care of home health care, medical care services, non-medical care services and custodian care. Here I would like to mention the name of a home care organization I followed for my learning and that is Bright Care, a renowned home care services provider in the UK.
For presenting the structure of the organization I would like to mention that the organization has executive team of 11 well trained professionals along with their general staffs including managing director, central operations director, branch operations director, training & development manager, business manager, marketing manager, system support manager, finance manager, live-in resource manager, marketing manager and payroll administrator in the main branch of the organization.
The organization was committed to provide best level of care for the elderly peoples of the families who often feel lonely and need different types of mental and physical and other supports. Bright Care had the vision of creating a clear and direct solution where it wants to spread that every elder person will be able to live their later years with their high pride, security and companionship in the care home when they are with the right foundation and the required resources are available.
[bookmark: _1fob9te]Discussion and Analysis of the Organization
1. [bookmark: _3znysh7]The different types of customers and their service expectations
Bright Care provides home care services to the customers and the customers also have some expectations to the organization from their perspectives. Generally Birght Care has five major types of customers like the live in customers who lives in the care regularly, hourly daytime care customers who generally takes services for some hours, call out and emergency services who calls to the organization and asks for care services immediately, twenty four our care customers who takes services for a whole day but the service provider should visit to the customers place and overnight and sleepover customers who needs the support of our service personnel at night in their houses (Dostilio, Welch and Dostilio, 2010). The table below will be very helpful to understand the expectations of all these customers of Bright care.
	Categories of Customers
	Expectations to Bright Care

	





Live in Care Customers
Generally the customers of this category need services for the whole day and nights often. The carers who provide these services generally live with the client.
	· Get a friend and a companion
· Helping in buying groceries
· Helping in doing laundry works
· Come along to social activities and churches
· Helping while go for the walk or other exercises
· Helping in getting washed and wearing clothes
· Helping in the cooking and other activities
· Helping in gardening activities
· Helping in cleaning the house
· Helping in meeting the doctors as per the appointments
· Helping in doing the medications required and suggested by the doctor

	



Hourly Daytime Care Customers
These are the customers who live in their homes independently and need a care provider for services. Generally they take services for several hours of the day and the carers of Bright Care go to the clients’ houses and after the contracted time they leave for their home or office.
	· The career will be helping in doing the housework
· Helping in doing laundry works
· Helping in preparing the foods
· Helping in doing shopping & errands
· Get help while doing physical exercises and go for leisure adventures
· Reminding the medications prescribed
· Assisting in preparing plans for participating different programmes
· Helping in completing the daily personal care services like bathing, clothing, eating etc.
· Assisting in maintaining the good environment of the house like gardening, cleaning etc.

	






Call Out and Emergency Service Customers
These customers may need help anytime of the day for any day of the year. That’s why the organization has staffs on duty every time of the day and night to provide services to the customers because in case of emergency services should be there as soon as possible.
	· Service will be available at any time of the day
· The family members can send someone to home any time for taking care of the family
· Service will be available at any day of the year
· The services will be really available 24/7 days
· Easy access to the services
· No hidden charges
· Care manager should always be there to handle any abnormal situation
· Get freedom to away for few days or week
· Get services at any unplanned medical discharge
· Getting round the clock medications
· Get services when the current carer is not available

	


24 Hours Service Customers
These are the customers who need supports for every moment of the day and even for a single minute the customer should not go out of the sight. Generally a team of carers provide these services for a particular client because it is quite impossible for one carer to provide this service.
	· Staying in the home around the peoples of the family
· Getting the attention of some peoples to talk and share feelings
· Presence of at least one carer every time
· Availability of services every moment of the day
· The carer need should be changed after the working hour
· Living arrangements of carers are not required
· Emergency calling should be available
· Handling complex situations prudently

	



Overnight and Sleepover Customers
These are the peoples who need the care services mostly in night due to some medical conditions or something else. The sleepover carer will remain in the home of the client and sleep and it is the duty of the client to prepare the place where carer may sleep.
	· Get the services same as they would get if stay in the care home
· Presence of someone for the whole night that brings peace of mind
· Someone will be available for any need during the night
· There will be someone at the vulnerable time
· Assist in daily activities and taking medications
· After returning from hospital it gives relaxation of mind that there is someone to support in case of any complex situation



2. [bookmark: _2et92p0]SWOT analysis of Bright Care
The SWOT analysis will present the strengths, weaknesses, opportunities and threats of Bright Care that in one of the successful home care service providers of the UK (Hatcher and Bringle, 2012).
	Strengths
	Weaknesses

	· A professional group of human resources
· Staffs are well trained
· Everyone is dedicated for the organization
· Has a good reputation among the service users
· Different packages of services are offered to the customers
· Very good environment in the care home
· All staffs are trained in health care and hygiene
· Continuous skill development plans are executed for staffs quality improvement
	· Cannot cover much locations of the country
· The accommodation in the care home is not that big
· The human resource is not that big
· Cannot support big number of customers

	Opportunities
	Threats

	· As the peoples are getting too busy in daily works need of home care increasing day by day
· The technological advances is a big help to promote the industry
· The idea of home care services is getting popular and the number of peoples want these services are increasing rapidly
· Day care services are getting high attention of parents
	· As the service is getting popularity the number of organizations are increasing rapidly
· As the number of service providers increasing it is possible that the attraction of the customers may fade soon
· Misuse of customers personal use by and carer may destroy the reputation of the organization



3. [bookmark: _tyjcwt]Role of employees in Bright Care in achieving organizational goals
In order to achieve the maximum level of customer satisfaction and providing the best services to the customers the roles of the employees of Bright Care have significant impact. Generally the employees play the following roles to provide services so that the organization can reach its goals (Principles of community engagement, 2003).
Relationship building: The relationship with the customers can be said as the heart of home care and the employees of Bright Care are really impressive in building good relationship with the customers. This relationship increases customer satisfaction that helps to attain the goals of the organization.
Using life experiences: With the help of the life experiences of them, the carers can easily understand the customers’ feelings and provide them the empathy and care they want from the carer and this eventually increases customer satisfaction.
Positivity: For understanding the feelings and demands carers should be very positive about their work and with their communication skills and warm heartiness they realizes the feelings of customers and act appropriately.
Reliability: Reliability is highly prioritized in Bright Care because the profession of becoming a carer requires high commitment and professionalism for providing the best services to the customers. The organization is reliable on its carers and thus the carers should give their best for increasing customer satisfaction.
4. [bookmark: _3dy6vkm]Training and development in Bright Care and their importance for the organization
Training plays a big role in the development of the services given by the employees of Bright care. Each and every employee of the organization has to go through a three day training program of the organization operated by the staff training and development manager. Along with this training all the employees should complete four modules of e-learning and the Protecting Vulnerable Groups compliant fully (Mulley et al., 2003).
With the help of these training the employee can understand the norms and way of workings within the home care also the services provided by going to the homes of the customers. The learning of the training helps the carers to understand the mindset and demands of the customers and do as they required for best level of satisfaction.
5. [bookmark: _1t3h5sf]The role of training manager and its importance
In case of the operations of Bright care, Aga Newsome works as the training and development manager of the organization. The basic role of Aga is to introduce the new employees with the rules, regulations, norms, behavioural sides etc. The training manager is responsible for ensuring that staffs are doing well throughout their three day training and also completing the four modules and Protecting Vulnerable Groups compliant. If Aga fails to do her job properly then the employees will not learn the skills they needs to be a good carer and customer dissatisfaction will take place (Jacob et al., 2007). That means the role of Aga can make a big difference as both satisfaction and dissatisfaction of customers are dependent on her roles.
6. [bookmark: _4d34og8]Skills and knowledge need to carryout for the role of staff training and development manager
· She must understand the organizational environment and customers’ demands and expectations for getting the employees ready for fulfilling those
· She must know all the success and failure criteria of the training program
· The loopholes of the training program should be known for ensuring that nobody can misuse that
· She must have enough knowledge and skill to find the problems easily
· She must update the training program according to the demands of the customers
7. [bookmark: _2s8eyo1]Training and development requirements to be considered
· The employees to join the training program should be physically fit for the job and to complete the training
· Appropriate educational background should be considered otherwise completing four modules may be tough
· Any past illness of the employee should be considered before training because the customers may be affected
· All the materials and equipment of training should be tested before starting the session
· A well skilled trainer may be invited or recruited for executing the training sessions effectively
[bookmark: _17dp8vu]Conclusion
During the whole discussion it was clear that Bright care is really a successful and popular care home service providing organization. It is the well trained and well managed employees of the organization that made the organization so successful. The organization basically offers five major categories of services and all those are designed according to the needs and satisfactions of the customers. The organization is also expanding its services if different locations and it is providing services in seven locations and in every location there is a management team who manages the overall activities of the care. It is the well designed and managed training and development program of the organization that accelerated the success of the organization.
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