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	Objectives
 What do I want to be able to do
 or do better?
	Actions
 What methods will I use to achieve my learning objectives?
 

	Implementation
 How will I practise and apply what I learn?
Timescale?

	 
 
I would like to delegate tasks better to the Amser support workers. 
 

 
	 

Identify key areas for employee engagement. 
	 

1. Set daily targets for employees.
2.  Participate in daily 5 minute 9am meetings. 
3. A happy workforce will ensure a positive environment for the companionship 

	 
 
 Motivate and encourage support workers and volunteers to work as one team. 
 
 
 
 
 
 
	 

1. Identify the division of workload. 
2. Implement strategies from the classical management theory, 

	 

1. Set daily targets for employees.
2.  Participate in daily 5 minute 9am meetings. 
3. Be heard as well as listen to your staff. 

	 
 
 Improve efficiency within the workplace, 
 
 
 
 
 
 
 
	 
1. Identify areas of concern. 
2. What can we do to enhance workplace skills? 
3. Meet with fellow team leads to understand element that they me be doing differently. 
	

1. Set daily targets for employees 
2. Participate in daily 5 minute 9am meetings. 
3. Have regular training for staff to increase their already existing skills. 





An analysis of your concept map exploring of a range of concepts, theories and models which apply to their own work and practice

As can be seen from the attached concept map, I will analyse in greater depth the concept, theories and models which is relevant within my professional work and practice. 
For my current role within the Swansea carers centre (SCC) I am a manager for two companionship sitting services. One is a volunteer led service whereas the other is one which is provided by support workers.  Essentially both services offer unpaid carers short term respite to do something away from their caring role.  
As a manager I experience a range of these on a regular basis. Particularly the classical management theory.  This theory is a style of management that places great emphasis on specialised roles and hierarchy in order to provide efficiency within the workplace. (Best et al,2003)
The  theory is based on the following principles: 
· Scientific management: which is a method of improving efficiency in the workplace. This principle has three steps which are as follows: observation, experimentation and analysis. Essentially for the SCC sitting service this means observing the effects of a companionship sit and then determine whether it has been beneficial to carers and the people they care for by experimenting with different ideas. 
· Selecting employees to complete tasks relevant to their skillset. 
· Decisions are made by a single person or people in a higher position. 
· Productivity is the primary goal. (Picardi,2019)
As can be seen from the principles above the theory places emphasis on structure, where the goal is to consider how carers can access and benefit from services at SCC. 
In some ways it can be said that SCC values are influenced by Henri Fayol whereby the following is implemented on a daily basis: 
[bookmark: _Int_C48FI1bt]Division of work: Workload is divided equally according to their role specification.  The manager's role is to complete telephone and home assessments in order to determine eligibility of the service. These sits are then allocated to support workers who offer the sits on a weekly basis.  This is perceived to be authority. Which is the right to give tasks to fellow colleagues and for them to complete it without any reference to responsibility.  This requires discipline from the projects support workers who show respect in accordance with the organisations formal or informal agreements with employees.  This is further enhanced by a unity of command and direction.  In the case of the companionship service the manager delegates tasks and then support workers complete them, as the objectives of the service are the same for all involved. (Fayol,2013)
This is interlinked with the triangle care approach which is an initiative that encourages carer and relative engagement. The aim is to bring together carers, relatives, service users as well as care professionals.  Within the companionship service the purpose is to promote safety, sustain the wellbeing of carers and their families. It is very important to remember that as a carer the only support they receive may be from the person providing the sits.  During the sits the support worker ensures that the person that they sit for is well, is supported with day-to-day activities and that they are not in crisis. This makes the sitter a vital partner in providing this service, by promoting resilience and encouraging the recovery of journey. (carerstrust,2017)
 This approach is therapeutic alliance between the service user, member of staff and the unpaid carer. In order to achieve this essence, the following elements need to be followed : 
1) It is important for SCC to identify carers as soon as they enter the premises. 
2) It is vital that staff at reception are ‘carer aware’ and have received training in carer engagement strategies.  (AgeUK,2020)
3) It should be mandatory practice for all staff to be aware of policy and practice protocols such as carer confidentiality and the sharing of that information.  (Carerstrust,2017)
Additionally, it is very important to ensure mental health and wellbeing. Particularly through the difficulties carers have due to the covid19 pandemic and the restrictions that were put in place e.g. lockdowns.  The lack of services, socialisation as well as connection with people during this time has impacted the wellbeing of carers and the people, they care for tremendously. It can be said that sitting services at SCC has derived from the term wellbeing. Through internal research it was found that carers found it extremely difficult during the covid19 lockdowns and suggested that a companionship service could bring a sense of normality into the lives of carers and the people they care for again.  As the term is used to describe a holistic approach to health, the idea behind the service was to motivate and engage by creating an ability to bounce back from daily challenges.  To provide the best service it is very important that following was implemented: 
· Being heard: It is important for carers and the cared for to have opportunities to express feelings and opinions as well as be heard. 
· Connection:  Is the ability to connect, share with others within the boundaries of a safe place where empathy and validation is key.  (Hannon, 2013)
Also present within the workplace is a range of theories which serve as useful basis for the development of practices to improve motivation within the workplace.  This can assist managers with finding appropriate ways to inspire a drive within employees.  This has several benefits such as the increasing of productivity, retention of staff and employee satisfaction levels. 
The McClellands need theory appears to be most prominent within the SCC workplace. The theory suggests that each employee has three basic needs which influences their behaviour regardless of age gender, race or culture, which are as follows: 
· Need for affiliation proposes that people desire to belong to a group. As a manager of the sitting service this theory can help determine support workers and volunteers of the service can thrive working part of a group and enhance skills and knowledge because of this.  Employees who feel motivation from affiliation are often seen to have excellent interpersonal skills that create great connections with their peers.  (Picardi,2019)
· Need for achievement is an element that states that success is what motivates employees.  In the case of the companionship sitter's success would be if the carers showed appreciation and gratitude by messaging the project manager to thank the workers for their support.  Employees naturally strive for success by having a high standard of work ethic. Staff generally see recognition after completing tasks often ask for feedback in how they have performed.  (Best et al,2003)
· Need for power is when employees feel a sense of motivation by holding a position of power. Within the companionship service the workers have a strong desire to make a difference and impact on the lives of carers. For these types of employees, they are interested in leading groups, setting tasks and completing them to the best of their ability. By allowing employees to implement their strong leadership skills it will encourage overall job satisfaction. This is reinforced by the incentive theory that recognises and rewards employees for exhibiting certain behaviours.  At SCC there are several incentives such as opportunities. It is apparent that we encourage staff to continue with professional development by offering paid training or continuing treatment.  By showing colleagues that you care about their continued professional development you can motivate them to improve their skills in the workplace. Another incentive could be a pay rise or performance bonus. For optimal results it is important to consider using salary or wage incentive for employees than the entire organisation.  (Best et al, 2003)
Overall, for an effective workplace, the skills of employees need to be showcased. Managers are required to motivate and encourage their staff to bring out the best in them as well as the carers that services are offered to.  An additional way to promote this could be the expectancy theory that proposes that individuals choose their behaviours based on what they believe to be a desired outcome.  As an organisation can increase motivation by setting staff set challenges and goals and then rewarding them for their efforts.  	For example, support workers for the companionship service can be offered free spaces to attend any trips or events that may be taking place within the organisation. This will increase a sense of belonging and motivate them to offer the best service available to carers. (Picardi,2019)




















A case study that explores in depth their own workplace contexts and areas of interest to identify key areas for future research and analysis.

A case study relevant to my place of work could be that of a female carer from the BAME community who is reluctant to use the sitting service. The carer is in desperate need for some support however is refusing to access the service as she feels she is going against cultural norms.  In essence the carer feels that by using the companionship service she will be judged by people from her community.  when asked why this would be the case, the carer replied by saying ‘It's not what we do, we don't abandon our own’ (AgeUK,2020)
This then made me realise that not a single person from the BAME community has shown any interest in accessing the service. This therefore makes it very important to understand why people from certain groups allow cultural differences to influence their views towards a service. 
To determine the reasons for this the following need to be explored for future research and analysis:
Culture: Often due to cultural differences support and services that are offered do not always reach people from the BAME community in particular older people. It is important to understand that people from these communities are often influenced by the views of their families.  From birth onwards it is drilled within people particularly those from south Asia e.g. Bangladesh, India, Pakistan, that it is their duty to look after their loved ones. In such communities it is frowned upon to ask for help to look after your parents. The notion is that if parents didn't abandon their children when they were young, how can they now abandon their parents in old age. (Uddin,2022) Due to this perception, it is extremely difficult for carers accept any change outside their cultural norms.  Research by carerstrust,2017 has found that a BAME charity in Leeds tried to implement a scheme whereby volunteers were sent to the participants home to cook them a meal. This had mixed results as some people thought that their family would see this as charity, which they perceive as charity. It is important to provide support that is sensitive to cultural attitudes and practices when trying to reach and engage with people from these groups. By doing this a sense of belonging will be created. 
Language barriers:  This appears to be another significant issue for the BAME community. As English is often a second language for such individuals they prefer to engage in activities where their first language can be spoken.  This can be problematic when the companionship sitter and participant cannot communicate with one another.  Language is a huge part of a person's life. People need and want to have the ability to speak to others on a daily basis.  Often for BAME communities struggling with communication is very common. A language barrier is when two people do not have the same native language, therefore making interaction very difficult and frustrating. This in turn can turn into social isolation and loneliness.  even though loneliness and social isolation are different they are related concepts that can occur alone or at the same time. Social isolation is the lack of social contacts due to having few people to interact with. Loneliness on the other hand is the feeling of being alone or separated from society. Older people from the BAME community are at a higher risk of being affected by this due to changes in health and social connections that come from growing older, losing their vision, hearing or decline in health. (Raisio,2009)
This can be interlinked with the wicked problem theory.  Essentially wicked problem is social or cultural issue that is extremely difficult or sometimes impossible to solve. There are several reasons for this, such as the following: 
· Lack of knowledge of the issue involved. People from non BAME groups will not understand the reasons behind minority groups reluctancy to accept support available to them.
· There are lots of people involved who all have different views and opinions.  Some cultural norms may appear to be unusual to some groups and vice versa. 
· Significant economic burden.  There may be some hesitations form organisations to pay for translated flyers for no English/Welsh speakers. This may seem like an unnecessary cost for hard-to-reach groups. 
· There is no definite approach to solve the underlying problem. (Raisio,2009) 
In comparison to a wicked problem tame problem is relatively a straightforward issue, whereby stakeholders in an organisation will see a clear solution to a problem. In complete contrast a wicked problem is difficult to agree on a specific issue and then find an ultimate solution for this.  A common method to try and solve SCC’s problem with the sitting service could be the use of the ‘iretive’ learning process. This is a process whereby the organisation can develop, refine and improve projects in small processes until the final and best desired outcome is achieved. This process aims to find new ideas and incorporate them into the research process with desired outcomes in mind. This requires planning, analysis, implementation, evaluation and review, all of which need to be integrated within the core values of The Swansea carers centre. (Head,2022)















A critical reflection on an aspect of their own practice including reference to and reflective models, reflect on key learning points in their careers and evaluate how they can manage their own learning. 

For this part of the assignment, I will use the Gibbs reflective theory as can be seen below to reflect on the key learning points in my career within The Swansea carers centre and how I hope to manage my learning for the next few years. 

[image: ]( Gibbs,1988)

Description
My role within The Swansea carers centre is that of a project manager for two companionship sitting services called Amser and Time4you.  Essentially, they are both companionship services however one is volunteer led where 6 volunteers provide the service and the other is run by two paid members of staff. 
Duties include completing a telephone assessment with the carer to determine if their loved ones are eligible for the companionship service. As SCC is not a domiciliary care agency, we are not allowed to deal with personal hygiene care or administration of medication. Therefore, a set of 20 questions are asked during the assessment to find out if the cared for is suitable for the service. If it is deemed that the service can be offered, a home risk assessment is then carried out. The home/ risk assessment is involves ensuring that the home is clean and risk free for both staff and the cared for.  Once this is completed the carer is then placed on a waiting list for sits to commence.  
Feeling
[bookmark: _Int_qKDcNmEC]In recent months my role at SCC has become quite intense.  When I started at the organisation, I was in charge of only one project however as the demand for the service grew, I was asked to develop another service with paid staff to cater for the growing needs of carers and the people they care for. 
Initially I really enjoyed being part of the two projects however as the months have passed, I have come to the realisation that it probably would have been better to incorporate the two projects as one rather than them being separate.  This would have been more cost effective, as we would have only been required to apply for one funding. 
I am also struggling with delegating tasks to the one member of paid staff. This support worker is not completing any admin tasks on SCC’s system called charity log.  In turn these tasks are left for the volunteers or the other paid member of staff to complete.  This is creating a sense of resentment within me. I have tried to implement a sense of order however it is becoming increasingly apparent that I may have to be innovative in the way I ask support workers to complete any tasks. 
Evaluation 
As I evaluate on the past year I am struggling to adapt to the new changes. In addition to the companion service, we offer carers vouchers for spa opportunities, dine out vouchers, theatre tickets, day trips as well as cultural events such as an Eid party for our BAME carers. One of my struggles during this event was maintaining an organised system. I had asked the support workers to sign carers in as well as show them to their seats, however midway through this the support workers left the stand to go and take a seat themselves.  This was very unprofessional as we still had carers coming into the event waiting to be signed in.  This then meant that I had to leave my duties and attend to the waiting carers.  Additionally due to this some carers were not able to enjoy the afternoon tea, as each tray came for two people to enjoy. However, as there was no one available to direct carers to their specific seats it meant that some people had a tray while others did not.  This is created a sense of chaos within myself as I had to remain calm and not react in from of the carers.  I continued to engage in a positive manner to ensure that the event ran in a smooth efficient manner.  
Additionally, to this it was brought to my attention that a carer who had suffered a brain injury was in attendance. I was unaware that this carer can make inappropriate comments due to his injuries. Although no comments were made the possibility that something could have happened was very worrying. When this was brought to my attention I went to another colleague for advice. The advice given was one that would not be deemed suitable by our BAME carers. The staff members perception is that even if the carer made a racial slur, it can be justified as was made by a person wo was born in the 1920’s. Apparently people from such eras can make comments about someone race and it is not a cause for concern.  Without a doubt this is very alarming as it is apparent that there is unconscious bias within the organisation. 
Unconscious bias refers to the unconscious form of discrimination and stereotypes due to someone's race, gender, sexuality, ability, age and religion.  It refers to a prejudice or stereotype that a individual may have about people. In this scenario due to the carers brain injury the unconscious bias could have been directly related to the way the Bame carers looked and were dressed. (Davis,2019)
In order to tackle this education is very important for both staff and carers using the services at SCC. This will be an important step in becoming more aware of any biases. Training programmes can teach carers and staff how factors such as language can alienate people. This will be an excellent opportunity to implement expectations and goals for the organisation to provide inclusive practices going forward. (Davis,2019)
Analysis
As I reflect on what has taken place during the event I will analyse what strategies that can improve my team's performance. It is very important to remember that successful managers can influence and improve their team's performance. 
It would be useful to implement the following:
· Managers need to have a clear vision for the future of their team.  This will create a sense of drive for the manager as well as their staff, by inspiring them to work towards their future gold. 
· Encourage two-way communication is a vital aspect of any workplace environment. By giving and receiving feedback a manager can develop leadership skills and learn from any mistakes both members of staff may make. 
· Good leaders are required to delegate tasks appropriately amongst their team members. It is very important to understand your employees' strengths and weaknesses. By doing this you can determine who can excel in designated tasks. (Picardi,2019)
· By encouraging growth and development a good leader allows those they lead to reach their full potential. When employees believe they are valued they feel that they are contributing to the value of the organisation by creating a mutually beneficial workplace. 
· Without a doubt all leaders experience situations that require them to be assertive and not aggressive. One needs to understand that there is a clear distinction between and assertiveness and aggressiveness. Good leaders push colleagues to be the best version of themselves, by pushing staff assertively when necessary and calmly using appropriate language that promotes positivity and support. (Picardi,2019)

Conclusion
As I reflect on the past few months, I can say that it has not been an enjoyable experience. I am feeling overwhelmed with my experiences and do not feel that I am being supported in my place of work.  originally, I had intended to complete this doctorate in 4 years however due to the pressures of work I have decided that I will return to my initial plan of completing the course in 6 years, in the hope that I can manage all my duties effectively. 

Action plan
In order to complete this course in a timely and effective manner, I will continue to implement new strategies to move the service forward. I will continue to encourage and motivate my staff will continue to implement the above points as well as use the Gibbs reflective cycle to explore what is going well within my practice.  (Gibbs,1988)
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