Q1. 
The flat non-hierarchical structure at Calmere House was appropriate under Kirsten’s ownership as it allowed for effective communication (crucial in a residential care setting where fast responses are necessary) and flexibility which worked well as Calmere House’s ethos was then centred around high quality care with a personal touch. 
This structure, with fewer management layers, enabled a high level of staff autonomy which has resulted in employee retention being high, and employees feel strong engagement and commitment to the residents, their co-workers and to Kirsten. 
Flat non-hierarchical structures have their downsides. The primary disadvantages often include the potential for role confusion and a lack of clarity regarding reporting lines, which can lead to a lower sense of accountability among employees if they effectively have more than one supervisor. In the absence of a formal system, power struggles may arise as individuals vie for influence. Furthermore, this structure can hinder the development of employee specialism and specific job functions, while also limiting long-term growth opportunities or clear paths for promotion within the company. Consequently, flat non-hierarchical structure can present significant difficulties when attempting to scale up and grow the business.
Under Chaffinch Group the hierarchical structure is suitable as it allows for implementation of tighter controls and a top-down approach to managing any issues including implementing new policies and procedures. Employees’ responsibilities are clear with lines of authority and reporting. The hierarchical structure will allow for stricter controls and a united direction when trying to achieve their goal to fill 100% of residents rooms within 6 months. 
The implementation of this structure by Chaffinch Group has left employees feeling hopeless and dissatisfied. Employees feel that the change in ownership is not positive and was not managed well.  Experienced staff have left.  A top-down approach can make employees feel disconnected. These tensions are an unintended consequence. (Farnham. D, 2015) 
When considering the organisational structure Chaffinch Group should have judged that it was important for the employees to be aligned with the organisational strategic goals/objectives. (Taylor, S, 2022)
In conclusion the hierarchical structure introduced by Chaffinch Group was not appropriate for Calmere House, its customers or employees as it did not fit the culture or operational requirements of the small care home who ethos was centred around high quality care with a personal touch.
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(Satyendra, 2020)
Q2.
By using a structured, evidence-based process Chaffinch Group could address their issues and ensure services provided meet customer needs at Calmere House. Chaffinch Groups’ customers at Calmere House are adults with care needs requiring respite and residential care. 
Organisations are able to use SWOT and PESTLE analysis models to identify factors that would affect the organisation’s strategy.
The SWOT Analysis model simply captures data to establish an organisation’s internal Strengths, Weaknesses, and external Opportunities and Threats. This tool can help an organisation to understand what they do best and areas that need improving. Using this model an organisation can develop a strategy for the future. 
	Strengths
What do you do well?
What unique resources can you draw on?
What do others see as your strengths?
	Weaknesses
What could you improve?
Where do you have fewer resources than others?
What are others likely to see as weaknesses?

	Opportunities
What opportunities are open to you?
What trends could you take advantage of?
How can you turn your strengths into opportunities?
	Threats
What threats could harm you?
What is your competition doing?
What threats do your weaknesses expose to you?


(Mindtools.com, date unknown)
A PESTLE analysis is used to evaluate external factors that can influence an organisation's performance and strategy. The acronym PESTLE stands for the six key external factors. 
Political factors looks at governmental policies and stability, such as tax policies, environmental regulations, trade restrictions and reforms, and tariffs. 
Economic factors looks at the economic climate i.e. interest, exchange, inflation, and wage rates. 
Sociological relates to cultural and societal norms and expectations, population growth rates, age distribution, attitudes toward careers, and health and safety standards. 
Technology focuses on the continuous emergence of new technologies. 
Legal considerations cover changes to legislation that impact employment, access to materials, quotas, resources, imports/exports, and taxation. 
Environmental factors include global warming and the increased need to switch to sustainable resources, ethical sourcing, supply chain intelligence, pandemics, and other emergencies. (CIPD, 2025)
An organisation’s strategy must be in line with their overall aims and objectives. Chaffinch Group’s goal is to fill 100% of resident rooms within six months. They must now develop strategies to achieve this. 

Q3. 
A PESTLE analysis is a useful tool to identify impacting external factors. One external factor that is currently having a negative impact on the residential care industry is economic – increases in utility and staff costs. Kirsten identifies this in the case study as a worry.
Inflationary pressures and the ongoing cost-of-living crisis are significantly increasing overheads within the care home sector. Operators are facing substantial rises in essential expenditures such as utility and food costs. Additionally, rising property prices are driving up the cost of maintaining facilities, particularly those that are not purpose-built, with annual capital and operational spend per bed often exceeding £3,750.
For many businesses, the burden of high interest rates has led to increased debt-servicing costs, further straining finances already pressured by inflation. Consequently, numerous care home operators have depleted their cash reserves and accumulated debt on their balance sheets, which is becoming increasingly challenging to manage.
Staff expenses represent one of the sector's most significant financial pressures. In April 2024, the National Living Wage (NLW) saw a 10% increase to £11.44 per hour (up from £10.42). The eligibility age for the full NLW was also lowered from 23 to 21 years. This substantial cash increase translates to an annualised pay rise of £1,800 for a full-time employee receiving the NLW.
However, salary is just one component of staff-related expenses. Operators must also invest resources in training, developing, and supporting their teams, especially given the increasingly complex and acute care needs of residents. (Smith & Hichens, 2024)
One external factor that is currently having a positive impact on the residential care industry is technology. The care home sector has transformed significantly in recent decades, increasingly adopting digital technologies to improve residents' quality of life, streamline operations, and elevate care standards.  
Electronic health records (EHRs) and digital care plans serve as digital counterparts to traditional paper-based documentation, providing various health and care professionals with rapid access to vital information about the individual under their care.
Remote monitoring and wearable technology are increasingly utilised in the care sector to enhance resident safety, enable early detection of health deterioration, and improve the overall quality of care provided.
Technology, such as care home management software, is increasingly being adopted to support back-office functions in care homes, aiming to streamline operations, enhance efficiency, and improve cost-effectiveness. (Rodrigues de Abreu, I. 2025)
In conclusion, the residential care sector is at a pivotal juncture, simultaneously navigating negative economic pressures, while harnessing the transformative potential of positive technology. The effective integration of technological solutions at Calmere House could offer a crucial lifeline to mitigate these financial strains and improve quality of care. 

Q4. 
There are many ways Chaffinch Group could use technology to deliver better patient care and employee experience including implementing digital social care records, i.e. Universal Care Plan, this would allow Calmere House to share essential medical information and resident preferences with healthcare professionals, potentially leading to faster hospital visits and reduced unnecessary admissions. 
Technology such as remote monitoring for vital signs, AI-powered pain assessment (e.g., PainChek®), and interactive therapeutic systems (like the Magic Table or RITA) could further enhance patient care through early detection of issues, improved pain management, and increased resident engagement and well-being. 
These digital advancements would improve operational efficiency at Calmere House by reducing time spent on administrative tasks, enhance communication between staff and external healthcare providers, support better clinical decision-making with real-time data, and allow staff more time to focus on quality care, contributing to a more person-centered approach.
Despite the countless advantages of implementing technology in residential care homes, several challenges persist. These include significant financial barriers, as high-end technologies require substantial initial investment. Furthermore, developing the technical awareness and skills of both caregivers and residents presents an ongoing hurdle. Privacy is another major concern; robust data security and confidentiality measures must be integrated into digital systems, and a careful balance is needed between resident monitoring and respecting their independence and right to privacy. Promoting digital literacy among elderly residents and providing continuous education and support are critical for the successful adoption and effective use of these tools.
In conclusion, integrating technology into Calmere House, as proposed by the Chaffinch Group, offers substantial opportunities to transform patient care and employee experience. Digital social care records and remote monitoring tools can lead to improved clinical outcomes, such as faster medical interventions and reduced hospital admissions, while AI-powered pain assessment and interactive therapeutic systems enhance resident well-being and engagement. (Thompson, 2025)
These advancements streamline operations, allowing staff to focus more time on delivering person-centred care. However, successful implementation requires a strategic approach to overcome persistent challenges, including addressing significant financial barriers, ensuring robust data privacy, and providing continuous training to bridge the digital literacy gap among both staff and residents. By navigating these challenges effectively, the Chaffinch Group can leverage technology to deliver a higher standard of compassionate and efficient care at Calmere House.  
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